
TurnoverBusiness Size
£1,500,000£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%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

None - self employed or
6613108490----7577571 other employee

10%12%11%23%66%-%-%-%-%39%38%

cdebcdebcde

423999361254----116311632-9
65%76%83%76%34%-%-%-%-%61%58%

aaaeaebcde

5445234--34-3410-25
8%7%4%1%*%42%-%-%65%-%2%

abababacdacde

5111*18--18-1826-49
8%3%1%*%*%22%-%-%35%-%1%

abcabaacdacde

411**19-19--1950 - 99
6%1%1%*%*%23%-%100%-%-%1%

abcaaabdabde

2****1010---10100 - 249
3%*%*%*%*%12%100%-%-%-%*%

abcabcabce

4946112469744----19201920Net: Micro
75%89%94%99%100%-%-%-%-%100%96%

eecdecdebcde

10565252--52-52Net: Small
16%10%5%1%*%64%-%-%100%-%3%

abcababacdacde

6111*281019--28Net: Medium
9%1%1%*%*%36%100%100%-%-%1%

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

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

None - self employed or
26393665656699112163239648897571 other employee
29%36%37%38%34%40%49%36%36%46%34%40%40%38%

mmcefijklmmm

5463549921029792203105241786812411632-9
61%58%56%58%61%56%49%61%60%48%63%57%56%58%

ggggg

333244322313243410-25
4%3%3%1%2%2%1%1%2%2%1%1%2%2%

fj

212132212211*21826-49
2%1%2%1%1%1%1%1%1%1%*%*%1%1%

jj

211142212212121950 - 99
3%1%1%1%1%1%*%1%1%1%1%1%1%1%

j

111811111*1*210100 - 249
1%*%1%*%1%1%*%*%*%1%*%*%1%*%

80102911648159166183323168472741162141920Net: Micro
91%94%93%97%95%95%98%98%96%94%97%97%96%96%

kmkmklmkm

5453765355252652Net: Small
6%4%5%2%3%3%2%1%3%3%2%2%3%3%

cfjcfj

3222133233121328Net: Medium
3%2%2%1%2%2%1%1%2%2%1%1%2%1%

j
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

None - self employed or
696871376203194215235522453167571 other employee
34%38%34%39%40%31%27%41%30%57%28%47%38%

bbdfbdfbdefghbdf

11810452469174408835329112161241711632-9
58%58%61%58%55%66%64%57%65%39%65%49%58%

cachccachaceh

52811221412631613410-25
3%2%3%1%2%1%3%1%2%2%3%3%2%

a

3154148113312*1826-49
2%1%1%1%1%*%2%*%2%2%1%1%1%

41451391131*3*1950 - 99
2%1%1%1%1%1%2%1%1%*%1%1%1%

a

37275*111-2*10100 - 249
2%*%1%*%1%*%1%*%*%-%1%*%*%

a

187173338315377591305056416540176331920Net: Micro
92%96%94%96%96%98%91%98%95%96%93%96%96%

bbfbfh

943163621239628152Net: Small
4%2%4%2%3%2%5%1%3%4%4%3%3%

ee

721821141242*5*28Net: Medium
4%1%2%1%2%1%4%1%1%*%3%1%1%

aee
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

None - self employed or
18580471676907571 other employee

42%29%38%62%36%38%

bba

23718373340112411632-9
54%66%59%37%59%58%

acb

7521*333410-25
2%2%2%*%2%2%

5211*181826-49
1%1%1%*%1%1%

4410-191950 - 99
1%1%1%-%1%1%

315*1010100 - 249
1%*%*%*%1%*%

423263120410618141920Net: Micro
96%96%96%99%96%96%

1273215152Net: Small
3%2%3%*%3%3%

7516*2828Net: Medium
2%2%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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

None - self employed or
64298395-3753-----3616927571 other employee
22%35%47%-%8%38%-%-%-%-%-%11%24%41%38%

cbcbcjcjbcj

1995274376311133--2222416996411632-9
68%61%52%83%78%58%-%-%79%80%89%77%67%56%58%

abaaiaiai

101771232--**-18243410-25
3%2%1%8%5%2%-%-%12%11%-%4%3%1%2%

aai

683*117----*16111826-49
2%1%*%3%2%1%-%-%-%-%8%2%2%1%1%

aai

793*117--*-*16111950 - 99
2%1%*%4%3%1%-%-%9%-%3%2%2%1%1%

abai

541*18---*-14510100 - 249
2%*%*%3%4%*%-%-%-%9%-%4%1%*%*%

abaiaiai

2648258326341886--2222723016561920Net: Micro
90%96%98%83%87%96%-%-%79%80%89%88%91%97%96%

cbcbcjbcj

1725101349--***2143552Net: Small
6%3%1%10%7%2%-%-%12%11%8%6%5%2%3%

abaaiai

121241326--***2101628Net: Medium
4%1%*%7%6%1%-%-%9%9%3%6%4%1%1%

abaiaiai
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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%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

None - self employed or
-2-61163934281412584182303547571 other employee
-%27%-%46%4%26%34%33%30%37%33%30%31%38%

ccabe

2646203872279829640679749472811632-9
100%70%90%43%83%62%62%62%64%58%62%64%64%58%

abddd

-*-1*1232411132517233410-25
-%2%-%6%2%2%2%2%2%2%2%2%2%2%

-***121113591510141826-49
-%1%4%3%5%3%1%1%1%1%1%1%1%1%

a

--**131214881611161950 - 99
-%-%6%2%3%5%1%1%2%1%1%1%1%1%

a

---*11684587810100 - 249
-%-%-%1%3%2%1%1%1%1%1%1%1%*%

a

28412215411151226438664121672410821920Net: Micro
100%97%90%88%87%88%96%95%94%95%95%94%95%96%

bc

-**1233436162240273752Net: Small
-%3%4%9%7%5%3%3%3%3%3%4%3%3%

--**141821121324182328Net: Medium
-%-%6%3%6%7%2%2%3%2%2%2%2%1%

aa
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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%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

None - self employed or
23585126170-----222537571 other employee

37%21%28%36%37%-%-%-%-%-%42%19%37%38%

dcdcd

4114198207275----32839311632-9
58%67%66%60%60%-%-%-%-%100%43%67%58%58%

b

*7757*-*--*1123410-25
3%4%2%1%2%54%-%100%-%-%9%4%2%2%

b

*4443-----*181826-49
2%3%1%1%1%-%-%-%-%-%2%5%1%1%

a

-5542-----**71950 - 99
-%3%2%1%1%-%-%-%-%-%5%3%1%1%

a

-4211*--*--*410100 - 249
-%2%1%*%*%46%-%-%100%-%-%3%1%*%

ab

6149283333445----34116461920Net: Micro
95%88%94%96%97%-%-%-%-%100%85%86%95%96%

ddcd

*1111910*-*--*12052Net: Small
5%6%4%2%2%54%-%100%-%-%11%9%3%3%

ab

-9753*--*-*11128Net: Medium
-%5%2%1%1%46%-%-%100%-%5%5%2%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%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

None - self employed or
34168267575417822068641037571 other employee
6%34%31%39%33%26%39%46%23%38%40%39%38%

bbddd

39758174989138102592611038815311632-9
86%61%65%57%60%64%57%43%68%58%55%57%58%

aab

1245285*8*32343410-25
2%2%2%2%2%3%2%8%3%1%2%2%2%

1143154*4-22231826-49
2%1%1%1%2%3%1%-%2%1%1%1%1%

1152174*3*22231950 - 99
2%1%1%1%2%2%1%4%2%1%1%1%1%

*8283*2-211110100 - 249
*%1%1%*%1%1%*%-%2%1%*%1%*%

4211742561664213144364811711522561920Net: Micro
93%95%96%96%93%91%96%88%91%96%96%96%96%

2388439112*545852Net: Small
5%3%3%3%4%5%3%8%5%2%3%3%3%

123425715*332428Net: Medium
3%2%1%1%3%4%1%4%4%2%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?
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%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

None - self employed or
-423361186619225232277571 other employee
-%34%31%31%28%41%10%25%20%44%38%

bb

-75686240153251151411173211632-9
-%59%64%63%66%54%82%68%74%50%58%

aa

-321967*6323410-25
-%2%2%2%2%2%*%3%2%2%2%

-11343613211826-49
-%1%1%1%1%1%3%1%1%1%1%

-31472512211950 - 99
-%2%1%2%1%1%3%1%1%1%1%

-28313*21110100 - 249
-%2%1%1%1%1%1%1%1%1%*%

-117102235721944317194149591920Net: Micro
-%93%95%94%95%95%92%94%94%94%96%

-43412813196252Net: Small
-%3%3%3%4%3%4%4%4%4%3%

-5221049154128Net: Medium
-%4%2%3%2%2%4%2%2%2%1%
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C2. Approximately how many people are employed by your whole organisation in the UK, including but not exclusively the branch or office location you currently work at?
Base: All
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

None - self employed or
2242315204229350-51172166-402001037571 other employee

12%33%33%39%31%32%-%36%38%36%-%36%29%32%38%

ab

14445601289472702-83262273-6244920411632-9
81%61%62%56%63%63%-%59%57%59%-%57%65%63%58%

cc

*1720101622-3910-21463410-25
1%2%2%2%2%2%-%2%2%2%-%2%2%2%2%

*101271014-166-1941826-49
1%1%1%1%1%1%-%1%1%1%-%1%1%1%1%

1121161115-156-21051950 - 99
3%2%1%1%1%1%-%1%1%1%-%2%1%2%1%

*66477-244-26310100 - 249
2%1%1%1%1%1%-%1%1%1%-%2%1%1%*%

166869164937011052-134434439-1016503071920Net: Micro
94%94%95%95%94%95%-%95%95%95%-%93%94%95%96%

*2731162636-41515-3231052Net: Small
1%4%3%3%3%3%-%3%3%3%-%3%3%3%3%

11817111722-399-416828Net: Medium
5%2%2%2%2%2%-%2%2%2%-%4%2%3%1%
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C2. Approximately how many people are employed by your whole organisation in the UK, including but not exclusively the branch or office location you currently work at?
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Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

None - self employed or
46672353031923115871297571 other employee

32%18%25%20%33%33%34%30%39%41%36%38%

8251626438565335116711320711632-9
62%79%69%74%61%62%60%66%56%53%58%58%

1*111518115473410-25
6%1%4%3%2%2%1%1%2%2%2%2%

-*-*9111*3251826-49
-%1%-%*%1%1%1%*%1%1%2%1%

-**11111114441950 - 99
-%1%2%2%2%1%2%1%1%2%1%1%

--**662233310100 - 249
-%-%1%1%1%1%3%2%1%2%1%*%

1231223367386852742812003361920Net: Micro
94%98%94%94%94%95%94%95%95%94%95%96%

1111242911971252Net: Small
6%2%4%3%3%3%2%2%3%3%3%3%

-*1118172277728Net: Medium
-%1%3%2%2%2%4%3%2%3%2%1%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 1  (continuation)                                                                                                                                                      Page 11

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

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%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

None - self employed or
6049621611-1446453797225156384796247571 other employee

38%35%35%39%-%35%36%35%37%34%36%34%35%38%

b

905166379032250107465511419211068874106411632-9
57%61%62%57%86%60%60%60%59%61%60%61%60%58%

284127*8312133293228323410-25
2%1%2%2%14%2%2%2%2%2%2%2%2%2%

161*15-4171118151816181826-49
1%*%*%1%-%1%1%1%1%1%1%1%1%1%

162*16-5181218161817181950 - 99
1%1%*%1%-%1%1%1%1%1%1%1%1%1%

81*8-51061091091010100 - 249
1%*%*%1%-%1%1%1%1%1%1%1%1%*%

1510263591514239417191035186314361706135316881920Net: Micro
96%97%97%96%86%95%96%95%96%95%96%95%96%96%

435143*134832514450445052Net: Small
3%2%2%3%14%3%3%3%3%3%3%3%3%3%

244*24-92718282528262828Net: Medium
2%1%*%2%-%2%2%2%1%2%2%2%2%1%
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C2. Approximately how many people are employed by your whole organisation in the UK, including but not exclusively the branch or office location you currently work at?
Base: All
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Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

None - self employed or
39735959637120120558681272381237571 other employee

43%33%37%39%45%34%39%35%35%25%30%32%38%

ac

48867597455131213834115216631724111632-9
53%62%60%57%50%61%58%59%60%69%65%63%58%

ba

13212427622582183410-25
1%2%1%2%2%2%2%3%2%2%2%2%2%

8101413313241*41826-49
1%1%1%1%1%1%1%1%1%1%1%1%1%

7121412412231*31950 - 99
1%1%1%1%1%1%1%1%1%1%1%1%1%

4671227121*210100 - 249
*%1%*%1%1%1%*%*%1%1%1%1%*%

8851035156992251333139318334386253641920Net: Micro
97%95%96%96%95%95%96%95%95%95%95%96%96%

203138391035712311252Net: Small
2%3%2%3%3%3%2%4%3%3%3%3%3%

11182124719352*528Net: Medium
1%2%1%2%2%2%1%2%1%2%2%1%1%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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 - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

None - self employed or
7955239092325891678537487571 other employee
41%29%19%50%47%25%45%49%36%41%26%32%38%

bgjkjabdgjkabdgjkabgjkabdgjkbgjbgjkj

107133828597846690109121989011632-9
56%69%71%47%50%66%51%49%58%58%70%60%58%

cdefhilacdefhilefhiicdefhilei

2232243251353410-25
1%1%3%1%1%3%2%1%2%1%2%4%2%

1131231*21121826-49
*%*%3%*%1%2%1%*%1%*%1%1%1%

1141*3112*231950 - 99
1%*%3%1%*%2%1%1%1%*%1%2%1%

ch

1-21121*2*1110100 - 249
*%-%1%*%*%1%1%*%1%*%1%1%*%

1861891051751891161241801762061351391920Net: Micro
98%98%90%97%98%91%95%98%94%99%95%92%96%

agjagjagjagjagjadfgj

33733742724752Net: Small
1%2%6%2%2%5%3%1%4%1%3%5%3%

celcc

215214214*3428Net: Medium
1%*%4%1%*%3%2%1%2%*%2%3%1%

cehkckc

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

None - self employed or
1572132161707571 other employee

31%43%43%34%38%

adad

32326726431011632-9
65%53%53%62%58%

bcbc

88993410-25
2%2%2%2%2%

55441826-49
1%1%1%1%1%

54451950 - 99
1%1%1%1%1%

233210100 - 249
*%1%1%*%*%

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

1213131352Net: Small
2%3%3%3%3%

877728Net: Medium
2%1%1%1%1%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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

Produced by OLR
Issue date: 12/07/19



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

----4391**1438439Up to £49,999
-%-%-%-%59%1%1%1%1%23%22%

bcdebcde

----3071--1306307£50,000 - £99,999
-%-%-%-%41%1%-%-%2%16%15%

bcdebcde

---230-1-*1229230£100,000 - £199,999
-%-%-%48%-%1%-%*%2%12%11%

acdebcde

---145-1-*1144145£200,000 - £299,999
-%-%-%31%-%2%-%1%2%7%7%

acdebcde

---62-2*-26162£300,000 - £399,999
-%-%-%13%-%2%3%-%3%3%3%

acdeccc

---38-1-*13638£400,000 - £499,999
-%-%-%8%-%2%-%1%2%2%2%

acde

--68--3-*36568£500,000 - £749,999
-%-%58%-%-%4%-%1%6%3%3%

abdeacd

--50--4*134750£750,000 - £999,999
-%-%42%-%-%5%1%5%5%2%3%

abdeaa

-52---6*154652£1,000,000 - £1,499,999
-%100%-%-%-%7%1%3%10%2%3%

abceadacd

17----3**31417£1,500,000 - £1,999,999
26%-%-%-%-%4%1%2%5%1%1%

abcdaa

29----6*242229£2,000,000 - £4,999,999
44%-%-%-%-%8%2%12%8%1%1%

abcdadada

19----72141219£5,000,000 +
30%-%-%-%-%9%19%8%7%1%1%

abcdaabceaa

-----4071221418458Don't know / not sure
-%-%-%-%-%50%70%65%42%22%23%

ababeabea

-----3**28385Refused
-%-%-%-%-%3%2%1%4%4%4%

c

---2307463**3972976Net:<£200,000
-%-%-%48%100%4%1%2%6%51%49%

cdebcdebcde

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

Net: £200,000 - <£500
---245-4**4241245,000
-%-%-%52%-%6%3%1%8%13%12%

acdeccbcde

Net: £500,000 - <£1,000
--119--7*16112119,000
-%-%100%-%-%9%1%6%11%6%6%

abdeadad

Net: £1,000,000 - <£2
1752---9*186069,000,000
26%100%-%-%-%11%2%5%15%3%3%

abcabceacdacd

48----132483548Net: >£2,000,000
74%-%-%-%-%17%21%20%15%2%2%

abcdaaaa
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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: 12/07/19



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

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

162220380353355693516452961439Up to £49,999
18%21%21%22%21%19%30%21%20%32%16%24%28%22%

cchkmcmcm

17181226135203147402421926307£50,000 - £99,999
19%16%12%15%21%12%16%14%23%3%15%16%12%15%

adkddadhkdadfhjk

6201319113211543256321522230£100,000 - £199,999
6%19%14%11%8%12%8%13%14%12%11%12%10%11%

acgijmmmmm

7571251216112846221117145£200,000 - £299,999
8%5%7%7%7%9%6%8%2%12%8%9%7%7%

eeeeeee

43252446924116762£300,000 - £399,999
5%3%2%3%2%3%3%3%1%8%4%5%3%3%

e

232315242-29-638£400,000 - £499,999
2%3%2%2%3%1%2%1%-%4%3%-%3%2%

efeeef

223615441854112868£500,000 - £749,999
2%2%4%4%3%2%2%6%3%8%4%2%4%3%

lmglm

3224347-84*461050£750,000 - £999,999
4%2%2%2%2%4%-%2%2%1%1%5%4%3%

gggg

33244154144-92552£1,000,000 - £1,499,999
3%3%2%3%1%3%2%4%2%-%3%2%2%3%

*1116212442--*17£1,500,000 - £1,999,999
*%1%1%1%1%*%1%1%2%4%-%-%*%1%

cmacjkm

212245*232*83129£2,000,000 - £4,999,999
3%1%2%1%3%*%1%1%1%*%3%2%*%1%

111163**61-13319£5,000,000 +
1%1%1%1%2%*%*%2%*%-%*%2%1%1%

22212938735514769418782038458Don't know / not sure
25%19%30%23%21%29%25%21%23%16%28%17%17%23%

abfjlalal

34177896127*952085Refused
3%4%1%5%5%5%3%4%4%*%3%4%9%4%

kkkcfgjklm

38604583282741011591012311962109976Net:<£200,000
44%56%47%49%49%43%54%48%57%47%42%52%49%49%

chjkmcchkm

Net: £200,000 - <£500
13121120821232038611421729245,000
15%11%11%12%13%13%11%12%3%23%15%14%13%12%

eeeeeeeeegjkleee

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



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

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

Net: £500,000 - <£1,000
5461049114269515818119,000
6%4%6%6%5%6%2%8%5%9%5%7%8%6%

gggg

Net: £1,000,000 - <£2
34359366178292569,000,000
4%3%3%3%2%3%3%5%5%4%3%2%2%3%

3224081293*95448Net: >£2,000,000
4%2%2%2%5%*%1%3%2%*%3%4%2%2%

hhh
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

3240776363199221212723103610439Up to £49,999
16%23%19%23%25%16%21%22%13%25%19%30%22%

bbdgdd

18289592481251812792411317307£50,000 - £99,999
9%16%15%16%16%13%22%14%14%26%16%21%15%

bdeg

17213481828625361291194230£100,000 - £199,999
8%12%12%11%11%19%5%11%17%2%10%13%11%

bcefhbcefh

9136261194812250122163145£200,000 - £299,999
4%8%6%7%6%9%4%9%7%5%8%8%7%

9541547183125825*62£300,000 - £399,999
4%3%4%3%2%2%1%4%5%4%3%1%3%

h

*3783011367317*38£400,000 - £499,999
*%2%2%2%1%2%11%1%2%1%4%*%2%

babcdegheh

155317512284191012368£500,000 - £749,999
8%3%4%3%3%6%8%3%6%1%1%8%3%

abbhbbhb

2489411211236-7150£750,000 - £999,999
1%3%2%3%1%1%1%4%4%-%4%2%3%

hhh

34810421164216*4-52£1,000,000 - £1,499,999
2%3%2%3%1%5%7%4%3%*%2%-%3%

hhh

*173146--44-1217£1,500,000 - £1,999,999
*%1%1%1%1%-%-%1%2%-%*%5%1%

befgh

22772283*8811*29£2,000,000 - £4,999,999
1%2%2%1%1%2%*%1%5%2%1%1%1%

beh

31751461*43*4119£5,000,000 +
1%1%1%1%1%*%*%1%2%*%2%3%1%

873711003582132881143212482458Don't know / not sure
43%21%25%22%27%21%15%20%19%28%26%5%23%

aadefaaaaa

6792363285234429185Refused
3%4%6%4%4%4%4%6%2%5%5%3%4%

67908183793410642726776228622976Net:<£200,000
33%51%45%50%52%48%48%46%44%53%45%63%49%

bbde

Net: £200,000 - <£500
18227491967718982235283245,000

9%13%12%12%10%13%16%14%13%11%15%10%12%

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

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

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

Net: £500,000 - <£1,000
17101269334954316183119,000

9%6%6%6%4%6%9%7%10%1%4%9%6%

hbh

Net: £1,000,000 - <£2
465135617642610*5269,000,000
2%4%3%4%2%5%7%4%6%*%2%5%3%

hhh

4441236143*121115148Net: >£2,000,000
2%2%3%2%2%2%1%2%6%2%3%4%2%

eh
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

934928948391439Up to £49,999
21%18%23%45%21%22%

a

63442009298307£50,000 - £99,999
14%16%16%9%16%15%

47351478222230£100,000 - £199,999
11%13%12%7%12%11%

3414946139145£200,000 - £299,999
8%5%8%5%7%7%

16123416262£300,000 - £399,999
4%4%3%1%3%3%

6428-3838£400,000 - £499,999
1%1%2%-%2%2%

132033-6868£500,000 - £749,999
3%7%3%-%4%3%

ac

1453124850£750,000 - £999,999
3%2%3%2%3%3%

11635-5252£1,000,000 - £1,499,999
2%2%3%-%3%3%

3212-1717£1,500,000 - £1,999,999
1%1%1%-%1%1%

4916-2929£2,000,000 - £4,999,999
1%3%1%-%2%1%

ac

2711-1919£5,000,000 +
*%3%1%-%1%1%

ac

1215227524435458Don't know / not sure
27%19%22%22%23%23%

ab

161447107585Refused
4%5%4%9%4%4%

a

20312863764911976Net:<£200,000
46%46%51%60%48%49%

a

Net: £200,000 - <£500
56311556239245,000
13%11%12%6%13%12%

Net: £500,000 - <£1,000
2725652116119,000

6%9%5%2%6%6%

a

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 2  (continuation)                                                                                                                                                      Page 22

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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

Net: £1,000,000 - <£2
13947-6969,000,000

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

51627-4848Net: >£2,000,000
1%6%2%-%3%2%

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

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

Produced by OLR
Issue date: 12/07/19



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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

29145265-2437-----227409439Up to £49,999
10%17%31%-%5%22%-%-%-%-%-%6%11%24%22%

cbcbcjbcj

26137143-*307-----*26281307£50,000 - £99,999
9%16%17%-%1%16%-%-%-%-%-%2%10%16%15%

ccbcjjbcj

37999427223--2--430193230£100,000 - £199,999
13%11%11%28%17%11%-%-%79%-%-%14%12%11%11%

235963*5140----*418122145£200,000 - £299,999
8%7%7%6%13%7%-%-%-%-%18%14%7%7%7%

1931122360--*2-1174362£300,000 - £399,999
7%4%1%25%6%3%-%-%4%80%-%2%7%3%3%

abaai

91217-434-----452938£400,000 - £499,999
3%1%2%-%10%2%-%-%-%-%-%13%2%2%2%

abiabi

222918-*68-----*224668£500,000 - £749,999
8%3%2%-%*%3%-%-%-%-%-%*%9%3%3%

abacij

924182248----2*74250£750,000 - £999,999
3%3%2%24%5%2%-%-%-%-%71%1%3%2%3%

182410**51--*--*173452£1,000,000 - £1,499,999
6%3%1%3%1%3%-%-%9%-%-%1%7%2%3%

abaai

1035-215-----27817£1,500,000 - £1,999,999
3%*%1%-%6%1%-%-%-%-%-%7%3%*%1%

abaiaiai

7165*128----*172129£2,000,000 - £4,999,999
3%2%1%1%2%1%-%-%-%-%3%2%3%1%1%

aa

5104*118---*-141419£5,000,000 +
2%1%*%6%3%1%-%-%-%20%-%2%2%1%1%

a

66222171*10449--*-*956392458Don't know / not sure
23%26%20%6%25%23%-%-%9%-%8%29%22%23%23%

a

115221-283-----297485Refused
4%6%3%-%6%4%-%-%-%-%-%7%4%4%4%

a

9238150229967--2--783883976Net:<£200,000
32%44%59%28%23%49%-%-%79%-%-%22%33%52%49%

cbcbcjbcj

Net: £200,000 - <£500
5110292211234--*2*940194245,000
18%12%11%32%29%12%-%-%4%80%18%28%16%11%12%

ababiabia

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 2  (continuation)                                                                                                                                                      Page 24

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: 12/07/19



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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

Net: £500,000 - <£1,000
31533522117----2*2988119,000
11%6%4%24%6%6%-%-%-%-%71%1%11%5%6%

abaci

Net: £1,000,000 - <£2
282715*366--*--2254169,000,000

9%3%2%3%7%3%-%-%9%-%-%8%10%2%3%

abaaai

132691246---**1113548Net: >£2,000,000
4%3%1%7%5%2%-%-%-%20%3%4%4%2%2%

aaai
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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: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

---51723325589149245140195439Up to £49,999
-%-%-%38%2%11%20%20%19%21%19%18%17%22%

bca

---21816920757100180111164307£50,000 - £99,999
-%-%-%16%2%14%15%16%12%14%14%14%14%15%

cce

24-24*1411495578153104137230£100,000 - £199,999
100%48%-%14%19%*%12%12%12%11%12%14%12%11%

bb

--4*-878873756905483145£200,000 - £299,999
-%-%90%3%-%13%7%7%8%8%7%7%7%7%

ac

-1--224049193244194462£300,000 - £399,999
-%8%-%-%8%4%3%4%4%5%3%2%4%3%

b

---2-*1526991891838£400,000 - £499,999
-%-%-%13%-%1%1%2%2%1%1%1%2%2%

-2---54245202249274768£500,000 - £749,999
-%22%-%-%-%8%4%4%4%3%4%3%4%3%

a

----113633141838203750£750,000 - £999,999
-%-%-%-%3%2%3%3%3%3%3%3%3%3%

-***413839162844294152£1,000,000 - £1,499,999
-%1%2%2%16%2%3%3%3%4%3%4%4%3%

ab

---*22101671014121417£1,500,000 - £1,999,999
-%-%-%1%7%4%1%1%1%1%1%1%1%1%

aa

---1112121101323181929£2,000,000 - £4,999,999
-%-%-%4%3%2%2%2%2%2%2%2%2%1%

----**17164618121619£5,000,000 +
-%-%-%-%2%1%1%1%1%1%1%2%1%1%

-2*1918266278108141296174266458Don't know / not sure
-%21%8%7%38%29%23%22%23%20%23%23%23%23%

a

----*66163203668406285Refused
-%-%-%-%1%10%5%5%4%5%5%5%5%4%

24-10615542611202327579355496976Net:<£200,000
100%48%-%68%23%25%46%48%43%47%45%46%43%49%

bca

Net: £200,000 - <£500
-142211133162659815282144245,000
-%8%90%17%8%17%11%13%14%14%12%11%13%12%

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 - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

Net: £500,000 - <£1,000
-2--1678783440874784119,000
-%22%-%-%3%10%7%6%7%6%7%6%7%6%

Net: £1,000,000 - <£2
-**1634855223858405469,000,000
-%1%2%4%23%6%4%4%5%5%5%5%5%3%

ab

---1123836141941303548Net: >£2,000,000
-%-%-%4%5%3%3%3%3%3%3%4%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,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

2183965121------4145439Up to £49,999
37%11%13%19%26%-%-%-%-%-%-%31%21%22%

cdbcd

-11495763----2-296307£50,000 - £99,999
-%7%16%16%14%-%-%-%-%53%-%18%14%15%

ddd

216255951-----2-76230£100,000 - £199,999
32%10%8%17%11%-%-%-%-%-%42%-%11%11%

acd

-13171941------*55145£200,000 - £299,999
-%8%6%5%9%-%-%-%-%-%-%4%8%7%

-1318212-------3262£300,000 - £399,999
-%8%6%*%3%-%-%-%-%-%-%-%5%3%

ababb

-23310-------938£400,000 - £499,999
-%1%1%1%2%-%-%-%-%-%-%-%1%2%

-8101219------22068£500,000 - £749,999
-%5%3%3%4%-%-%-%-%-%-%15%3%3%

-512156-----**1750£750,000 - £999,999
-%3%4%4%1%-%-%-%-%-%2%2%3%3%

aa

21017312*-*----2852£1,000,000 - £1,499,999
26%6%6%1%3%54%-%100%-%-%-%-%4%3%

abab

-5253------2817£1,500,000 - £1,999,999
-%3%1%1%1%-%-%-%-%-%-%15%1%1%

ac

*4946-----**1229£2,000,000 - £4,999,999
3%2%3%1%1%-%-%-%-%-%7%2%2%1%

-4373*--*--*619£5,000,000 +
-%3%1%2%1%46%-%-%100%-%-%2%1%1%

a

*54767394-----21138458Don't know / not sure
2%32%25%21%21%-%-%-%-%-%48%9%20%23%

ab

-6212417----2-13485Refused
-%3%7%7%4%-%-%-%-%47%-%4%5%4%

aa

445113181235----226318976Net:<£200,000
69%27%38%52%51%-%-%-%-%53%42%48%47%49%

dcdcd

Net: £200,000 - <£500
-28382363------*97245,000
-%17%13%7%14%-%-%-%-%-%-%4%14%12%

bbb
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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: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

Net: £500,000 - <£1,000
-14222625-----*238119,000
-%8%7%8%5%-%-%-%-%-%2%17%6%6%

Net: £1,000,000 - <£2
21519814*-*---23669,000,000

26%9%6%2%3%54%-%100%-%-%-%15%5%3%

abab

*813129*--*-**1848Net: >£2,000,000
3%5%4%3%2%46%-%-%100%-%7%4%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,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

5240453944659928323275439Up to £49,999
11%19%17%23%20%30%22%46%9%18%20%28%22%

bddcd

61743127717479-8252938307£50,000 - £99,999
14%14%11%16%7%26%18%-%9%14%18%14%15%

c

*1533219814-64-13152327230£100,000 - £199,999
*%12%12%11%6%-%14%-%14%9%14%10%11%

bc

4862312226228-625619145£200,000 - £299,999
9%7%8%7%11%11%6%-%6%14%4%7%7%

aab

34215479-23-11461162£300,000 - £399,999
6%3%6%3%4%-%5%-%12%2%4%4%3%

aabc

-187313-6-23*438£400,000 - £499,999
-%1%3%2%1%-%1%-%2%2%*%1%2%

24715547-15-662868£500,000 - £749,999
4%4%5%3%3%-%3%-%7%4%1%3%3%

b

2369426210-328550£750,000 - £999,999
5%3%3%2%3%11%2%-%3%1%5%2%3%

*4394312114*-881252£1,000,000 - £1,499,999
1%4%3%2%5%8%3%5%-%4%5%5%3%

ddd

*143142-7*322217£1,500,000 - £1,999,999
1%1%1%1%1%-%2%2%3%1%1%1%1%

12362311*1*1111129£2,000,000 - £4,999,999
1%2%2%1%5%1%*%2%1%*%1%4%1%

abc

1174164*2*1*3219£5,000,000 +
1%1%1%1%2%1%*%2%1%*%2%1%1%

202766239660180222412947458Don't know / not sure
44%22%23%23%26%7%18%43%24%23%18%18%23%

aa

26697612123-71110885Refused
4%5%4%4%5%4%5%-%7%6%6%3%4%

115671088687682422297384140976Net:<£200,000
25%46%40%50%33%56%53%46%32%41%53%52%49%

bbccdcd
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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: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

Net: £200,000 - <£500
71464520038258-18331334245,000

15%12%17%12%17%11%13%-%21%18%8%13%12%

abb

Net: £500,000 - <£1,000
483239613225-991012119,000
8%7%9%6%6%11%5%-%10%5%6%5%6%

Net: £1,000,000 - <£2
157125715122*310101469,000,000
1%5%4%3%6%8%5%8%3%6%6%5%3%

14093915*3*2141248Net: >£2,000,000
3%3%3%2%7%3%1%4%2%*%2%5%2%

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

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

Produced by OLR
Issue date: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

-191905243106-362116439Up to £49,999
-%15%18%14%19%23%-%18%14%26%22%

b

-20153703169631228307£50,000 - £99,999
-%16%14%19%14%15%34%15%14%13%15%

b

-15130423343226215230£100,000 - £199,999
-%12%12%11%14%9%11%13%13%7%11%

-1379331343*1177145£200,000 - £299,999
-%11%7%9%6%9%3%5%5%11%7%

-64024151811313462£300,000 - £399,999
-%5%4%6%6%4%5%6%8%7%3%

b

-217746-32-38£400,000 - £499,999
-%2%2%2%2%1%-%1%1%-%2%

-34518157-1213*68£500,000 - £749,999
-%2%4%5%7%1%-%6%8%1%3%

aa

-2378711*87250£750,000 - £999,999
-%1%3%2%3%2%1%4%4%3%3%

-33810919*79152£1,000,000 - £1,499,999
-%2%4%3%4%4%1%4%5%2%3%

-112355122-17£1,500,000 - £1,999,999
-%*%1%1%2%1%3%1%1%-%1%

-31710310141*29£2,000,000 - £4,999,999
-%2%2%3%1%2%3%2%1%*%1%

-315533*63119£5,000,000 +
-%2%1%1%1%1%1%3%2%1%1%

-302458043987363214458Don't know / not sure
-%23%23%21%19%21%38%18%20%22%23%

-86018828-105585Refused
-%6%6%5%3%6%-%5%3%8%4%

-544731651072188946429976Net:<£200,000
-%43%44%43%46%47%45%45%40%46%49%

Net: £200,000 - <£500
-211356432661272211245,000
-%17%13%17%14%14%8%13%14%18%12%

b

Net: £500,000 - <£1,000
-482272218*20202119,000
-%4%8%7%10%4%1%10%13%3%6%

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

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

Produced by OLR
Issue date: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

Net: £1,000,000 - <£2
-4501214241911169,000,000
-%3%5%3%6%5%4%5%7%2%3%

-632146121104148Net: >£2,000,000
-%5%3%4%3%3%4%5%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: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

-150178114138189-2210388-1912854439Up to £49,999
-%21%18%22%19%17%-%16%23%19%-%18%19%17%22%

a

-10614179107161-277068-159856307£50,000 - £99,999
-%14%15%15%14%14%-%19%15%15%-%14%14%17%15%

46413354104137-124955-159836230£100,000 - £199,999
24%9%14%10%14%12%-%9%11%12%-%13%14%11%11%

bc

*5566435279-173944-134931145£200,000 - £299,999
3%8%7%8%7%7%-%12%8%9%-%12%7%10%7%

42931241742-42222-516862£300,000 - £399,999
22%4%3%5%2%4%-%3%5%5%-%4%2%3%3%

b

-12164918-376-29338£400,000 - £499,999
-%2%2%1%1%2%-%2%2%1%-%2%1%1%2%

-2438142545-81418-3251368£500,000 - £749,999
-%3%4%3%3%4%-%6%3%4%-%2%4%4%3%

*2816112037-11111-117850£750,000 - £999,999
1%4%2%2%3%3%-%1%2%2%-%1%2%2%3%

a

-2635202940-31517-3261252£1,000,000 - £1,499,999
-%4%4%4%4%4%-%2%3%4%-%3%4%4%3%

-91131114-275-39317£1,500,000 - £1,999,999
-%1%1%1%2%1%-%1%1%1%-%2%1%1%1%

21120101819-*106-314729£2,000,000 - £4,999,999
11%2%2%2%2%2%-%*%2%1%-%2%2%2%1%

*91531216-335-110619£5,000,000 +
1%1%2%1%2%1%-%2%1%1%-%1%1%2%1%

6170208111162254-299388-2415667458Don't know / not sure
34%23%22%21%22%23%-%20%20%19%-%22%23%21%23%

13555284060-91431-2342085Refused
3%5%6%5%5%5%-%6%3%7%-%2%5%6%4%

b

4320452247349487-62222211-49324147976Net:<£200,000
24%44%47%47%47%44%-%44%49%45%-%45%47%45%49%

Net: £200,000 - <£500
4971137278138-246872-207442245,000

25%13%12%14%10%12%-%17%15%15%-%18%11%13%12%

b

Net: £500,000 - <£1,000
*5255254582-92528-44221119,000
1%7%6%5%6%7%-%6%6%6%-%3%6%6%6%

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,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

Net: £1,000,000 - <£2
-3646234054-52122-6361569,000,000
-%5%5%4%5%5%-%4%5%5%-%5%5%5%3%

22135143035-31211-4241348Net: >£2,000,000
12%3%4%3%4%3%-%2%3%2%-%4%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: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

4369147169118615371439Up to £49,999
28%10%27%26%21%19%20%11%20%25%20%22%

d

-664991341315554053307£50,000 - £99,999
-%21%25%11%14%15%24%19%18%19%15%15%

-4227313016291234230£100,000 - £199,999
-%12%8%7%10%14%2%8%10%6%10%11%

bee

*3-25466712311738145£200,000 - £299,999
4%10%-%6%8%7%13%16%10%8%11%7%

b

222*2328241891662£300,000 - £399,999
12%7%8%1%3%3%3%5%6%4%4%3%

----1115--12438£400,000 - £499,999
-%-%-%-%2%2%-%-%*%1%1%2%

-431243525931368£500,000 - £749,999
-%13%15%2%3%4%4%7%3%1%4%3%

b

*2-230181*64950£750,000 - £999,999
1%6%-%5%4%2%2%1%2%2%3%3%

a

**-42331126121852£1,000,000 - £1,499,999
2%1%-%11%3%3%1%3%2%6%5%3%

cc

---*711**21317£1,500,000 - £1,999,999
-%-%-%*%1%1%*%*%1%*%1%1%

-*1*1115**72729£2,000,000 - £4,999,999
-%*%3%1%2%2%*%*%3%1%2%1%

-*-*913**32319£5,000,000 +
-%1%-%1%1%1%1%*%1%1%1%1%

54371661941419505069458Don't know / not sure
38%13%14%21%23%21%25%24%17%23%19%23%

22-23654241971885Refused
15%5%-%6%5%6%4%6%7%3%5%4%

41314153194332529144105158976Net:<£200,000
28%43%60%44%45%47%46%38%49%49%45%49%

Net: £200,000 - <£500
262389109916502757245,000

16%18%8%8%12%12%17%21%17%13%16%12%

Net: £500,000 - <£1,000
*63355523615722119,000
1%19%15%8%8%6%5%8%5%3%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,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%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

Net: £1,000,000 - <£2
**-43042139132169,000,000
2%1%-%12%4%5%2%3%3%6%6%3%

-*112028111041048Net: >£2,000,000
-%1%3%2%3%3%1%1%3%2%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
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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%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

3475816340-91374214420303364267355439Up to £49,999
22%22%26%22%-%22%21%20%22%20%20%19%20%22%

b

245434254-57275172298225276227272307£50,000 - £99,999
16%16%6%16%-%14%15%16%15%15%15%16%15%15%

177395188-49206145224181218175216230£100,000 - £199,999
11%15%9%12%-%12%11%13%12%12%12%12%12%11%

105242115-3413275143123130109129145£200,000 - £299,999
7%9%4%7%-%8%7%7%7%8%7%8%7%7%

4514346-215848625358515862£300,000 - £399,999
3%5%5%3%-%5%3%4%3%4%3%4%3%3%

274-27-133831383336273638£400,000 - £499,999
2%2%-%2%-%3%2%3%2%2%2%2%2%2%

4813354-156240676160516068£500,000 - £749,999
3%5%4%3%-%4%3%4%3%4%3%4%3%3%

399435*113723493137273750£750,000 - £999,999
3%3%6%2%7%3%2%2%3%2%2%2%2%3%

3811-44-64831524449474952£1,000,000 - £1,499,999
2%4%-%3%-%1%3%3%3%3%3%3%3%3%

122-13-3179171617131717£1,500,000 - £1,999,999
1%1%-%1%-%1%1%1%1%1%1%1%1%1%

242220-102819292829262929£2,000,000 - £4,999,999
2%1%3%1%-%2%2%2%1%2%2%2%2%1%

181*16-41910191719191919£5,000,000 +
1%*%*%1%-%1%1%1%1%1%1%1%1%1%

3843516354290421226440324409319407458Don't know / not sure
24%13%27%22%86%22%23%21%23%22%23%22%23%23%

a

6714671*138044856681668185Refused
4%5%9%4%8%3%4%4%4%4%5%5%5%4%

76914125783-197854530942709858669843976Net:<£200,000
49%52%41%50%-%47%48%49%49%47%48%47%48%49%

Net: £200,000 - <£500
177425189-67228153243209224187223245,000

11%15%8%12%-%16%13%14%13%14%13%13%13%12%

Net: £500,000 - <£1,000
8822790*261006311591987898119,000

6%8%11%6%7%6%6%6%6%6%5%5%6%6%

Net: £1,000,000 - <£2
5014-58-96640696066606669,000,000

3%5%-%4%-%2%4%4%4%4%4%4%4%3%
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Base: All

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

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

423237-134629484548454848Net: >£2,000,000
3%1%3%2%-%3%3%3%2%3%3%3%3%2%
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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%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

222217352226473328337811574439Up to £49,999
24%20%22%23%24%21%23%17%22%12%17%19%22%

a

15615125114404123130567257307£50,000 - £99,999
17%14%15%15%15%12%16%15%16%8%9%15%15%

c

9913118814274516124409243230£100,000 - £199,999
11%12%12%15%10%13%11%12%11%9%8%11%11%

63821133292211210287-29145£200,000 - £299,999
7%8%7%3%11%6%8%5%8%7%-%7%7%

bc

2042483117431219331962£300,000 - £399,999
2%4%3%3%4%2%3%6%5%4%10%5%3%

bbc

15233314824572-938£400,000 - £499,999
2%2%2%1%2%2%2%3%2%2%-%2%2%

234658281645713621368£500,000 - £749,999
2%4%4%3%3%5%3%4%4%7%7%3%3%

b

173439381232685*1250£750,000 - £999,999
2%3%2%3%3%3%2%3%2%5%1%3%3%

21314165940346*752£1,000,000 - £1,499,999
2%3%2%6%2%3%3%2%1%7%*%2%3%

acb

9810251125142317£1,500,000 - £1,999,999
1%1%1%2%2%*%1%3%*%5%9%1%1%

ccbcb

1018243162126**629£2,000,000 - £4,999,999
1%2%1%4%*%2%1%1%2%*%1%2%1%

a

9101522612143*719£5,000,000 +
1%1%1%2%1%2%1%*%1%3%*%2%1%

233226388164884332418420887458Don't know / not sure
25%21%24%16%18%24%23%21%23%22%31%23%23%

aa

21647021318541310821685Refused
2%6%4%2%5%5%4%7%3%9%7%4%4%

bbb

4774997915113215972087174279173976Net:<£200,000
52%46%49%53%50%46%50%45%48%30%35%45%49%

aa

Net: £200,000 - <£500
9814719484338179285412357245,000
11%14%12%8%16%11%12%14%15%13%10%15%12%

bc

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 2  (continuation)                                                                                                                                                      Page 40

C2a. What is the approximate annual turnover of your whole organisation in the UK?
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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%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

Net: £500,000 - <£1,000
3979976162877142111225119,000

4%7%6%6%6%8%5%7%6%12%8%7%6%

bb

Net: £1,000,000 - <£2
3039509101051851021169,000,000

3%4%3%9%4%3%4%4%2%11%9%3%3%

acb

1929396312332103*1348Net: >£2,000,000
2%3%2%6%1%4%2%1%3%4%1%3%2%

ac
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Base: All

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

504214445213255647413917439Up to £49,999
26%22%12%24%27%10%19%30%25%19%27%11%22%

agjagjagjagjagacfgjagjagagj

432818372610292622391317307£50,000 - £99,999
22%15%15%21%13%8%22%14%12%19%9%11%15%

abdghgabdgabdghabg

2129828251081611262323230£100,000 - £199,999
11%15%7%15%13%8%6%9%6%12%17%15%11%

dfgjdfgjdfddefgjdfgj

11196151191016819911145£200,000 - £299,999
6%10%5%8%6%7%8%9%4%9%6%7%7%

dd

1162*5532966762£300,000 - £399,999
6%3%2%*%3%4%2%1%5%3%4%4%3%

eiiieiiii

32146232434538£400,000 - £499,999
2%1%*%2%3%1%2%1%2%2%3%3%2%

557378444561168£500,000 - £749,999
2%2%6%1%4%6%3%2%2%2%4%7%3%

didicdeikl

476313*-9113450£750,000 - £999,999
2%4%5%1%1%2%*%-%5%5%2%3%3%

efhefhefhefhe

29713334746352£1,000,000 - £1,499,999
1%5%6%*%2%3%2%2%4%2%4%2%3%

icilii

-152*4*212*-17£1,500,000 - £1,999,999
-%*%4%1%*%3%*%1%1%1%*%-%1%

abdfhklabfhkl

314611342*3129£2,000,000 - £4,999,999
1%*%3%4%1%1%3%2%1%*%2%*%1%

cackc

2*21231214-119£5,000,000 +
1%*%2%*%1%3%1%1%*%2%-%1%1%

bk

292733313545394956402649458Don't know / not sure
15%14%28%17%18%36%30%27%30%19%18%33%23%

bchiklbchiklbchikliklbchiklbchikl

7165618103*793385Refused
4%8%4%3%9%8%2%*%4%4%2%2%4%

eabefeeabdefilabefee

11410040108103346298791067557976Net:<£200,000
60%52%34%60%53%27%47%54%43%51%53%38%49%

adfgjagjadfgjadgjgjadgjgagjagjg

Net: £200,000 - <£500
25279192215152021291922245,000
13%14%8%11%11%12%12%11%11%14%14%15%12%

j
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

Net: £500,000 - <£1,000
812135811441316915119,000
4%6%11%3%4%9%3%2%7%8%7%10%6%

efhileieeefhil

Net: £1,000,000 - <£2
2101134836956369,000,000
1%5%10%1%2%6%2%3%5%3%4%2%3%

acefhilail

51574446343148Net: >£2,000,000
3%*%5%4%2%3%3%3%2%2%2%1%2%

akkkkk
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

10610912896439Up to £49,999
21%22%26%19%22%

a

89737769307£50,000 - £99,999
18%15%15%14%15%

59643572230£100,000 - £199,999
12%13%7%14%11%

bbb

37353439145£200,000 - £299,999
7%7%7%8%7%

1910141962£300,000 - £399,999
4%2%3%4%3%

61191238£400,000 - £499,999
1%2%2%2%2%

1718112368£500,000 - £749,999
3%4%2%5%3%

b

17791750£750,000 - £999,999
3%1%2%3%3%

cc

188141252£1,000,000 - £1,499,999
4%2%3%2%3%

c

563217£1,500,000 - £1,999,999
1%1%1%*%1%

7810329£2,000,000 - £4,999,999
1%2%2%1%1%

464519£5,000,000 +
1%1%1%1%1%

89111143115458Don't know / not sure
18%22%29%23%23%

acdd

2734101585Refused
5%7%2%3%4%

abab

254245239237976Net:<£200,000
51%49%48%47%49%

Net: £200,000 - <£500
62575670245,000
12%11%11%14%12%

Net: £500,000 - <£1,000
34242040119,000

7%5%4%8%6%

bc

Net: £1,000,000 - <£2
2314171469,000,000

5%3%3%3%3%
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

111514848Net: >£2,000,000
2%3%3%2%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%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

431536667124151158East of England
6%5%12%8%9%9%13%9%8%8%8%

541040625*14147152East Midlands
8%8%8%8%8%6%2%8%7%8%8%

12101770958125289296Greater London
18%18%14%15%13%10%8%11%10%15%15%

be

413212741136670North East
7%1%2%4%4%5%7%3%6%3%4%

aa

104936818125182190North West
16%8%7%7%11%11%6%13%10%9%9%

bc

71426841098125324332South East
11%26%22%18%15%10%11%9%10%17%17%

aeaebce

54443944113207211South West
7%7%3%9%13%5%7%5%5%11%11%

ccbce

151345528125162170West Midlands
2%10%11%10%7%10%13%8%10%8%8%

eeee

81928617124133140Yorkshire and The Humber
12%1%7%6%8%9%14%9%8%7%7%

bdda

326253061148894Scotland
4%4%5%5%4%8%6%7%9%5%5%

aa

3352939611495101Wales
4%5%4%6%5%8%5%7%8%5%5%

aa

335193181257785Northern Ireland
5%6%4%4%4%10%8%11%9%4%4%

aaa

5644103402647608143816601720Net: England
86%85%87%85%87%75%80%74%74%86%86%

bce

326253061148894Net: Scotland
4%4%5%5%4%8%6%7%9%5%5%

aa

3352939611495101Net: Wales
4%5%4%6%5%8%5%7%8%5%5%

aa

335193181257785Net: Northern Ireland
5%6%4%4%4%10%8%11%9%4%4%

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

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

---158-2-31--22121158East of England
-%-%-%9%-%1%-%9%-%-%1%2%54%8%

bcdeghibcdeghiklmklbcdefgh

klmijklm

---1521013-6--*9924152East Midlands
-%-%-%9%6%7%-%2%-%-%*%83%11%8%

cegklmcdefgklcefgklmcklmcdefgklacdefghi

mjklmm

--*296-2-55-*23064296Greater London
-%-%*%17%-%1%-%17%-%*%82%5%2%15%

abdeghiabdeghiklmegiklmabdefghlm

klmijklm

*-46613*-2438-4670North East
*%-%4%4%8%*%-%1%2%76%-%3%3%4%

cfghlmcfghlmcefghlmclabcefghijkcglmcglm

lm

22-1856*--170422-190North West
3%2%-%11%4%*%-%-%97%9%1%2%-%9%

afkfkacfghkabcfghiacfghklabcdfghijkfk

klmlm

*2*330524214--41*64332South East
*%2%*%19%3%1%2%65%-%-%14%*%29%17%

kekmbdeghikkabcdeghijkbdeghikbcdeghi

lmlmlmjklm

-3*208-418116--6*2211South West
-%3%*%12%-%2%97%5%-%-%2%*%1%11%

eikmabcdefhkmaeikmabcdefhijkkm

iklmlm

-2*168-150*6-2-72170West Midlands
-%2%*%10%-%87%*%2%-%4%-%5%1%8%

macefgikabcdefgicmcegikmacegikm

lmjklm

---140133-2**4*--140Yorkshire and The Humber
-%-%-%8%80%-%1%*%*%8%*%-%-%7%

abcdefghjabcefghabcefghklm

klmklm

--931--1--*---94Scotland
-%-%96%*%-%-%*%-%-%1%-%-%-%5%

abcdefgh

ijlm

-98-3-1--111--101Wales
-%91%-%*%-%*%-%-%1%1%*%-%-%5%

abcdefghij

km

85------------85Northern Ireland
97%-%-%-%-%-%-%-%-%-%-%-%-%4%

abcdefgh

ijkl

31041703167173187331174482811192231720Net: England
3%9%4%100%100%100%100%100%99%98%100%100%100%86%

kmdklmklmklmklmdklmklmklmklmklmklm
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C3. Where in the UK do you work?
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

--931--1--*---94Net: Scotland
-%-%96%*%-%-%*%-%-%1%-%-%-%5%

abcdefgh

ijlm

-98-3-1--111--101Net: Wales
-%91%-%*%-%*%-%-%1%1%*%-%-%5%

abcdefghij

km

85------------85Net: Northern Ireland
97%-%-%-%-%-%-%-%-%-%-%-%-%4%

abcdefgh

ijkl

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 3  (continuation)                                                                                                                                                      Page 48

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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

1414448110611624315218*158East of England
7%8%12%7%8%12%4%7%9%5%9%1%8%

aaf

1613648104551235617*9-152East Midlands
8%8%12%7%7%9%5%10%10%*%5%-%8%

aacabcac

25272-29616221456234252296Greater London
12%15%-%19%20%15%7%10%13%9%13%5%15%

babdef

764215035749546-70North East
3%4%5%3%4%5%8%2%3%10%3%-%4%

aeeeade

3016015175771765875172190North West
15%9%4%11%10%13%11%10%4%13%9%6%9%

abddddd

44288662661192016108444154332South East
22%16%16%17%15%15%30%19%26%10%8%11%17%

abbabceghbabcgh

1619662150806666175248211South West
8%11%15%9%10%4%10%11%10%13%13%23%11%

aggggdegh

10160251455611*5711232-170West Midlands
5%9%6%9%7%8%1%10%6%5%17%-%8%

bbffafacdefgh

1612426114394847116186140Yorkshire and The Humber
8%7%6%7%5%3%14%8%7%15%9%18%7%

ghhghghdegh

10843263388226827394Scotland
5%5%8%4%5%6%3%4%5%6%4%9%5%

a

59536653673279496101Wales
3%5%9%4%5%5%5%5%5%10%5%19%5%

abdefgh

107628573551236210285Northern Ireland
5%4%7%4%4%4%2%4%3%5%5%6%4%

a

178154231114096841145050115033164221720Net: England
87%86%76%88%86%85%90%87%87%79%87%66%86%

baaaaaa

10843263388226827394Net: Scotland
5%5%8%4%5%6%3%4%5%6%4%9%5%

a

59536653673279496101Net: Wales
3%5%9%4%5%5%5%5%5%10%5%19%5%

abdefgh
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

107628573551236210285Net: Northern Ireland
5%4%7%4%4%4%2%4%3%5%5%6%4%

a
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

43199116142158East of England
10%7%7%15%8%8%

a

20241046146152East Midlands
4%9%8%6%8%8%

cc

634618211285296Greater London
14%17%15%10%15%15%

13114446670North East
3%4%4%3%4%4%

27221414186190North West
6%8%11%3%10%9%

c

884119625308332South East
20%15%16%23%16%17%

a

51251319202211South West
12%9%10%9%11%11%

4028994166170West Midlands
9%10%8%4%9%8%

39188315125140Yorkshire and The Humber
9%6%7%14%7%7%

a

18166049094Scotland
4%6%5%4%5%5%

22969596101Wales
5%3%5%5%5%5%

19145148185Northern Ireland
4%5%4%4%4%4%

38323510729416261720Net: England
87%86%86%88%86%86%

18166049094Net: Scotland
4%6%5%4%5%5%

22969596101Net: Wales
5%3%5%5%5%5%

19145148185Net: Northern Ireland
4%5%4%4%4%4%
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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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

27745725153--*-2322131158East of England
9%9%7%27%12%8%-%-%9%-%71%8%9%8%8%

26586822150---2-*24126152East Midlands
9%7%8%24%5%8%-%-%-%80%-%1%9%7%8%

c

29144124-2294-----227268296Greater London
10%17%15%-%5%15%-%-%-%-%-%7%11%16%15%

ccbjbj

722422268--2---56370North East
2%3%5%28%6%3%-%-%79%-%-%-%2%4%4%

bc

267491*3187---**223164190North West
9%9%11%5%7%10%-%-%-%9%8%8%9%10%9%

52146134-6326-----646280332South East
18%17%16%-%15%17%-%-%-%-%-%19%18%16%17%

309487-9202-----921181211South West
10%11%10%-%23%10%-%-%-%-%-%29%8%11%11%

abiabi

386864*3167--*--235132170West Midlands
13%8%8%3%7%9%-%-%9%-%-%8%14%8%8%

abai

215267*3137---*-318119140Yorkshire and The Humber
7%6%8%3%8%7%-%-%-%11%-%9%7%7%7%

163939*292--*--2157894Scotland
6%5%5%1%5%5%-%-%4%-%-%5%6%5%5%

104842*299----*2891101Wales
3%6%5%1%5%5%-%-%-%-%3%6%3%5%5%

124232*184----**117385Northern Ireland
4%5%4%6%2%4%-%-%-%-%18%1%4%4%4%

2547327337341686--3222722014661720Net: England
87%85%87%91%88%86%-%-%96%100%78%87%87%86%86%

163939*292--*--2157894Net: Scotland
6%5%5%1%5%5%-%-%4%-%-%5%6%5%5%

104842*299----*2891101Net: Wales
3%6%5%1%5%5%-%-%-%-%3%6%3%5%5%

124232*184----**117385Net: Northern Ireland
4%5%4%6%2%4%-%-%-%-%18%1%4%4%4%
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

-----310510643651087290158East of England
-%-%-%-%-%5%9%8%9%9%8%9%8%8%

c

---427801064156936279152East Midlands
-%-%-%27%10%11%7%8%9%8%7%8%7%8%

-4--4617615683109189124174296Greater London
-%45%-%-%15%9%15%12%18%16%15%16%15%15%

ffff

2---**4146141744234070North East
100%-%-%-%2%1%4%4%3%2%3%3%4%4%

----14112107275811762105190North West
-%-%-%-%3%7%10%8%6%8%9%8%9%9%

ee

-2*22821821569104232131206332South East
-%26%2%14%9%13%19%17%15%15%18%17%18%17%

-2-2414109134399313074113211South West
-%20%-%13%15%23%9%10%8%13%10%10%10%11%

aabce

--**559011338751016592170West Midlands
-%-%4%3%20%8%8%9%8%11%8%8%8%8%

ac

--4225641064443774871140Yorkshire and The Humber
-%-%94%15%7%8%5%8%9%6%6%6%6%7%

acabcd

-1-2325661182663385694Scotland
-%9%-%13%11%4%5%5%4%4%5%5%5%5%

---11267682525724165101Wales
-%-%-%8%5%4%6%5%5%4%6%5%6%5%

dd

---1144966252856315285Northern Ireland
-%-%-%7%4%7%4%5%5%4%4%4%5%4%

275101952994108939861910896599691720Net: England
100%91%100%72%80%85%85%85%85%89%85%86%85%86%

acf

-1-2325661182663385694Net: Scotland
-%9%-%13%11%4%5%5%4%4%5%5%5%5%

---11267682525724165101Net: Wales
-%-%-%8%5%4%6%5%5%4%6%5%6%5%

dd

---1144966252856315285Net: Northern Ireland
-%-%-%7%4%7%4%5%5%4%4%4%5%4%
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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%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

218222740------*65158East of England
30%11%7%8%9%-%-%-%-%-%-%2%10%8%

-11211843-----*-55152East Midlands
-%6%7%5%9%-%-%-%-%-%4%-%8%8%

b

*16494974-----*-109296Greater London
2%10%16%14%16%-%-%-%-%-%2%-%16%15%

dd

-3101615-------1770North East
-%1%3%5%3%-%-%-%-%-%-%-%3%4%

d

-14263740*--*-2156190North West
-%8%9%11%9%46%-%-%100%-%43%5%8%9%

444306985----3--100332South East
58%26%10%20%19%-%-%-%-%100%-%-%15%17%

accc

-18393141-----2487211South West
-%11%13%9%9%-%-%-%-%-%42%31%13%11%

-8332238*-*---470170West Midlands
-%5%11%6%8%54%-%100%-%-%-%35%10%8%

bd

*9282416------241140Yorkshire and The Humber
3%5%9%7%4%-%-%-%-%-%-%18%6%7%

aa

*10141820-------2694Scotland
7%6%5%5%4%-%-%-%-%-%-%-%4%5%

-11172124-----*124101Wales
-%6%6%6%5%-%-%-%-%-%6%5%4%5%

-9131420-----*12785Northern Ireland
-%5%4%4%4%-%-%-%-%-%2%4%4%4%

6140257293393*-**34116001720Net: England
93%83%85%85%86%100%-%100%100%100%91%91%89%86%

*10141820-------2694Net: Scotland
7%6%5%5%4%-%-%-%-%-%-%-%4%5%

-11172124-----*124101Net: Wales
-%6%6%6%5%-%-%-%-%-%6%5%4%5%

-9131420-----*12785Net: Northern Ireland
-%5%4%4%4%-%-%-%-%-%2%4%4%4%
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

61022713128-3721091233158East of England
14%8%10%8%12%-%8%43%11%5%7%12%8%

c

-931713518*37-10142011152East Midlands
-%8%6%8%8%3%8%-%12%8%13%4%8%

baa

9180422554226628361647296Greater London
20%15%16%15%18%11%14%46%9%21%10%18%15%

bdbd

*443677-10-2-51070North East
1%4%1%4%3%-%2%-%2%-%3%4%4%

bcc

21142416613-46-6141425190North West
5%9%9%10%6%-%10%-%6%8%9%10%9%

c

42283429839560*14192943332South East
9%18%13%17%17%34%13%2%15%11%18%16%17%

91213617521468-8283027211South West
20%10%14%10%9%27%15%-%8%16%19%10%11%

acad

4963513517-58*2026920170West Midlands
9%8%13%8%7%-%13%5%22%14%5%8%8%

acabab

4732511516-27-7111115140Yorkshire and The Humber
9%6%9%7%7%-%6%-%7%6%7%5%7%

2616889215--741594Scotland
4%5%2%5%4%10%3%-%-%4%2%5%5%

dd

2709919116*47411101Wales
5%6%3%5%4%8%3%2%4%4%3%4%5%

254107512115*3761285Northern Ireland
4%4%4%4%5%7%3%2%3%4%4%4%4%

3910502431477200114084831561442311720Net: England
87%85%90%85%87%75%90%96%93%88%91%86%86%

a

2616889215--741594Net: Scotland
4%5%2%5%4%10%3%-%-%4%2%5%5%

dd

2709919116*47411101Net: Wales
5%6%3%5%4%8%3%2%4%4%3%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%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

254107512115*3761285Net: Northern Ireland
4%4%4%4%5%7%3%2%3%4%4%4%4%
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

-982262342426187158East of England
-%7%8%7%10%9%21%13%12%12%8%

-1475231937-17125152East Midlands
-%11%7%6%8%8%-%8%8%7%8%

ab

-30154813376224246296Greater London
-%23%14%21%14%16%11%12%15%9%15%

bb

-2369314*1**70North East
-%1%3%2%1%3%1%*%*%*%4%

-6103262633*21204190North West
-%5%10%7%11%7%3%10%12%6%9%

-122027127772352113332South East
-%10%19%19%12%17%12%17%13%21%17%

cc

-101083331612242011211South West
-%8%10%9%14%13%10%12%13%18%11%

-1386382745220187170West Midlands
-%11%8%10%12%10%12%10%11%10%8%

-57023202321574140Yorkshire and The Humber
-%4%7%6%9%5%12%7%4%6%7%

-55314719154394Scotland
-%4%5%4%3%4%6%3%2%4%5%

-5582371811062101Wales
-%4%5%6%3%4%6%5%4%3%5%

-155013919187285Northern Ireland
-%12%5%3%4%4%7%4%4%2%4%

ab

-10291732920940815184141571720Net: England
-%81%85%87%90%88%80%89%89%90%86%

-55314719154394Net: Scotland
-%4%5%4%3%4%6%3%2%4%5%

-5582371811062101Net: Wales
-%4%5%6%3%4%6%5%4%3%5%

-155013919187285Net: Northern Ireland
-%12%5%3%4%4%7%4%4%2%4%

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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

*7183427087-174638-156328158East of England
1%10%9%8%9%8%-%12%10%8%-%14%9%9%8%

-4876436279-163832-165526152East Midlands
-%7%8%8%8%7%-%11%8%7%-%14%8%8%8%

ab

68814980118167-366674-179869296Greater London
33%12%15%15%16%15%-%25%14%16%-%16%14%21%15%

babb

22833152340-2159--191070North East
13%4%3%3%3%4%-%1%3%2%-%-%3%3%4%

c

*68884159105-52750-65226190North West
1%9%9%8%8%9%-%4%6%11%-%6%8%8%9%

bc

413217085127202-127862-1013154332South East
22%18%18%16%17%18%-%9%17%13%-%9%19%17%17%

ccc

274987170104-115270-106926211South West
9%10%10%14%9%9%-%8%11%15%-%9%10%8%11%

abc

*5366526388-214655-135835170West Midlands
2%7%7%10%8%8%-%15%10%12%-%12%8%11%8%

24356264669-23620-14417140Yorkshire and The Humber
11%6%6%5%6%6%-%2%8%4%-%1%6%5%7%

accc

14448213756-51617-5351194Scotland
3%6%5%4%5%5%-%3%4%4%-%5%5%3%5%

14057224063-31820-33514101Wales
4%5%6%4%5%6%-%2%4%4%-%3%5%4%5%

*4241233051-112017-13291085Northern Ireland
1%6%4%4%4%5%-%8%4%4%-%12%4%3%4%

aab

16605819454637940-122403410-885892911720Net: England
93%83%85%87%86%85%-%86%88%88%-%81%85%90%86%

c

14448213756-51617-5351194Net: Scotland
3%6%5%4%5%5%-%3%4%4%-%5%5%3%5%

14057224063-31820-33514101Net: Wales
4%5%6%4%5%6%-%2%4%4%-%3%5%4%5%

*4241233051-112017-13291085Net: Northern Ireland
1%6%4%4%4%5%-%8%4%4%-%12%4%3%4%

aab
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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%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

42-26174511192433158East of England
33%6%-%5%9%8%8%14%6%11%9%8%

cc

*234456968211534152East Midlands
2%7%11%13%6%8%10%10%7%7%10%8%

*953771461120472156296Greater London
1%29%23%10%11%16%20%26%16%10%16%15%

bbabcbb

-*-*28282-551070North East
-%1%-%1%4%3%3%-%2%2%3%4%

24-468853329722190North West
16%13%-%12%9%9%5%4%10%3%6%9%

b

239613216444404559332South East
12%11%40%17%18%18%8%5%14%21%17%17%

dcded

2*24769589493049211South West
15%*%8%11%11%10%14%12%16%14%14%11%

-4*46162812302229170West Midlands
-%13%1%11%9%7%15%16%10%10%8%8%

a

2422415712181321140Yorkshire and The Humber
14%13%7%6%6%6%1%3%6%6%6%7%

-*2144453211121194Scotland
-%2%7%4%6%5%5%3%4%6%3%5%

-*1239502215913101Wales
-%1%2%6%6%6%3%2%5%4%4%5%

11*142384413121885Northern Ireland
7%5%1%4%6%4%8%6%4%5%5%4%

1229213059078147692581803131720Net: England
93%93%89%86%82%85%84%89%87%84%88%86%

-*2144453211121194Net: Scotland
-%2%7%4%6%5%5%3%4%6%3%5%

-*1239502215913101Net: Wales
-%1%2%6%6%6%3%2%5%4%4%5%

11*142384413121885Net: Northern Ireland
7%5%1%4%6%4%8%6%4%5%5%4%
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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%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

128226137-2714183156127140120136158East of England
8%8%10%9%-%7%8%8%8%8%8%8%8%8%

119254120*2714672150127134108132152East Midlands
8%9%7%8%8%6%8%7%8%8%7%8%7%8%

2037017212-96259191289226270218270296Greater London
13%26%28%13%-%23%14%18%15%15%15%15%15%15%

baabb

598256-66539675465516570North East
4%3%4%4%-%1%4%4%3%4%4%4%4%4%

cc

149274149-2516589183143160131157190North West
9%10%7%9%-%6%9%8%9%10%9%9%9%9%

c

288224278*72301172323252300236298332South East
18%8%6%18%7%17%17%16%17%17%17%17%17%17%

ab

166265167232181108200147182142180211South West
10%10%9%11%86%8%10%10%10%10%10%10%10%11%

120299123-3715697168121152115150170West Midlands
8%11%14%8%-%9%9%9%9%8%9%8%9%8%

109104105-2012290138107125101125140Yorkshire and The Humber
7%4%6%7%-%5%7%8%7%7%7%7%7%7%

c

7812278-168844906187688694Scotland
5%5%3%5%-%4%5%4%5%4%5%5%5%5%

8215383-2090609674917390101Wales
5%6%5%5%-%5%5%6%5%5%5%5%5%5%

765173-378040836579587885Northern Ireland
5%2%1%5%-%9%4%4%4%4%4%4%4%4%

aab

134123955134723431536941167313041527122415121720Net: England
85%88%91%85%100%82%86%87%86%87%86%86%86%86%

c

7812278-168844906187688694Net: Scotland
5%5%3%5%-%4%5%4%5%4%5%5%5%5%

8215383-2090609674917390101Net: Wales
5%6%5%5%-%5%5%6%5%5%5%5%5%5%

765173-378040836579587885Net: Northern Ireland
5%2%1%5%-%9%4%4%4%4%4%4%4%4%

aab
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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%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

728612119182512293311236158East of England
8%8%7%20%7%7%8%5%9%12%8%9%8%

ac

757713261430108112111-23152East Midlands
8%7%8%6%5%9%7%6%6%12%-%6%8%

b

13815823516414921532577257296Greater London
15%15%14%17%16%14%15%17%16%8%7%15%15%

42286424125635-2370North East
5%3%4%3%2%3%4%1%1%-%8%1%4%

a

821081594272515114328436190North West
9%10%10%4%10%7%10%7%9%9%14%9%9%

15917328154671218425313256332South East
17%16%17%6%17%20%15%22%15%14%7%15%17%

bbbb

88124163113642140274517947211South West
10%11%10%12%14%12%10%14%13%19%35%12%11%

8189129132625124164211*49170West Midlands
9%8%8%14%10%7%9%8%12%12%1%13%8%

c

69711126212110316375239140Yorkshire and The Humber
7%7%7%6%8%6%7%8%10%5%9%10%7%

415381591571810221094Scotland
4%5%5%5%3%4%5%4%3%2%6%3%5%

415984313187111124113101Wales
5%5%5%3%5%5%5%6%3%4%2%3%5%

3055704101566512211285Northern Ireland
3%5%4%5%4%4%5%3%3%2%3%3%4%

804916139484233301123717032583243461720Net: England
88%85%86%87%88%86%86%88%90%91%90%91%86%

a

415381591571810221094Net: Scotland
4%5%5%5%3%4%5%4%3%2%6%3%5%

415984313187111124113101Net: Wales
5%5%5%3%5%5%5%6%3%4%2%3%5%

3055704101566512211285Net: Northern Ireland
3%5%4%5%4%4%5%3%3%2%3%3%4%
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

119519161222811211410158East of England
6%5%5%10%8%9%17%5%6%10%10%7%8%

ejadehjkl

7271212243186861713152East Midlands
4%14%10%6%13%2%14%3%4%3%12%8%8%

cdegilcdeglcdeglcdegilcdeglcg

231715302821172239432021296Greater London
12%9%13%17%15%17%13%12%21%20%14%14%15%

kkefjklekl

644743898-11670North East
3%2%4%4%2%2%6%5%4%-%8%4%4%

cccccccccghkc

1914152715116152226813190North West
10%7%13%15%8%8%5%8%12%12%5%9%9%

bfbefhkfbf

412924243721153924301730332South East
21%15%20%14%19%17%12%21%13%15%12%20%17%

bdffbdff

292013111521132714181713211South West
15%11%11%6%8%17%10%15%7%9%12%9%11%

dhiacdhidhi

18274161456162421108170West Midlands
10%14%3%9%7%4%5%9%13%10%7%6%8%

gjafghjjjafgjgj

12197714128151016911140Yorkshire and The Humber
6%10%6%4%7%9%6%8%6%8%6%7%7%

ii

78781166612761194Scotland
4%4%6%4%6%5%5%3%7%3%4%7%5%

81261010561361087101Wales
4%6%5%5%5%4%5%7%3%5%5%5%5%

9761047578115685Northern Ireland
5%4%5%5%2%5%4%4%4%5%3%4%4%

166165991531691091131571601811231261720Net: England
87%86%84%85%87%86%87%86%86%87%87%84%86%

78781166612761194Net: Scotland
4%4%6%4%6%5%5%3%7%3%4%7%5%

81261010561361087101Net: Wales
4%6%5%5%5%4%5%7%3%5%5%5%5%

9761047578115685Net: Northern Ireland
5%4%5%5%2%5%4%4%4%5%3%4%4%
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

26464145158East of England
5%9%8%9%8%

dd

45393335152East Midlands
9%8%7%7%8%

55807884296Greater London
11%16%16%17%15%

ddd

1514251770North East
3%3%5%3%4%

48534247190North West
10%11%8%9%9%

93837878332South East
19%17%16%16%17%

62475448211South West
12%9%11%10%11%

49354740170West Midlands
10%7%9%8%8%

38333336140Yorkshire and The Humber
8%7%7%7%7%

2125252394Scotland
4%5%5%5%5%

26252525101Wales
5%5%5%5%5%

2221202285Northern Ireland
4%4%4%4%4%

4304304304301720Net: England
86%86%86%86%86%

2125252394Net: Scotland
4%5%5%5%5%

26252525101Net: Wales
5%5%5%5%5%

2221202285Net: Northern Ireland
4%4%4%4%4%
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

Agriculture, hunting and
3-38171**13334forestry
5%-%3%2%2%2%1%1%2%2%2%

bd

-----------Fishing
-%-%-%-%-%-%-%-%-%-%-%

**-*-*-**34Mining and quarrying
*%1%-%*%-%1%-%1%1%*%*%

a

638466712238173186Manufacturing
9%7%7%10%9%15%22%14%15%9%9%

aaaa

Electricity / Gas /
1*16212-*24042Water supply
1%*%*%1%3%2%-%1%3%2%2%

1561652478116165173Construction
23%11%14%11%6%10%8%6%12%9%9%

abcdaa

Wholesale and retail
trade: repair of motor

1212401261848*26493502vehicles / motor cycles
19%23%34%26%25%10%3%9%12%26%25%

aeddbcde

*45122451135055Hotels and restaurants
1%7%4%2%3%6%7%7%5%3%3%

beeaaaa

Transportation storage
493182241127175and communication
6%18%2%4%3%5%8%7%4%4%4%

abce

Financial intermediation
36943393*12130133and insurance
5%12%7%9%5%4%1%4%4%7%7%

aabe

Real estate, rental and
9916681047*15262269business

14%17%14%14%14%8%2%8%10%14%13%

dbcde

Public administration
*--241*-11415and defence
*%-%-%*%1%1%1%-%1%1%1%

2*472471334654Educational services
4%1%3%1%3%9%13%17%6%2%3%

aababea

Healthcare and social
3151535912598107work
4%2%4%3%5%11%13%13%10%5%5%

aaaa
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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%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

Other community, social
and personal service

417501328125261269activities
6%1%6%11%18%10%9%10%11%14%13%

dbcdee

Private households with
---------22employed persons
-%-%-%-%-%-%-%-%-%*%*%

Non-Governmental
2*3212531*27578Organisations (NGOs)
4%*%2%5%3%4%12%2%3%4%4%

abce

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

---21----22Other answers
-%-%-%*%*%-%-%-%-%*%*%

3-38171**13334Net: Agriculture
5%-%3%2%2%2%1%1%2%2%2%

bd

648476713238176189Net: Manufacturing
9%8%7%10%9%16%22%15%15%9%9%

aaaa

1*16212-*24042Net: Utilities
1%*%*%1%3%2%-%1%3%2%2%

1561652478116165173Net: Construction
23%11%14%11%6%10%8%6%12%9%9%

abcdaa

16214314320613139564577Net: Distribution
25%41%36%30%28%16%11%16%17%29%29%

aeebcde

*45122451135055Net: Hospitality
1%7%4%2%3%6%7%7%5%3%3%

beeaaaa

36943393*12130133Net: Financial
5%12%7%9%5%4%1%4%4%7%7%

aabe

201134163324355921759794Net: Non-financial
31%20%28%34%43%44%50%50%41%40%40%

dbcdeaa

---21----22Net: Other
-%-%-%*%*%-%-%-%-%*%*%
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

Agriculture, hunting and
263234182-222234forestry
2%5%3%1%3%*%4%1%-%4%1%2%1%2%

acefhjcefjcefhje

--------------Fishing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-112----*-2*-4Mining and quarrying
-%1%1%*%-%-%-%-%*%-%1%*%-%*%

j

101061602030211817222922186Manufacturing
11%9%6%9%12%17%11%6%10%4%8%7%10%9%

fkfkbcdfjklf

Electricity / Gas /
242334274426*442Water supply
2%4%2%2%3%1%4%1%2%4%2%*%2%2%

6981501910173452241326173Construction
7%8%8%9%11%6%9%10%3%5%9%10%12%9%

eeeeeee

Wholesale and retail
trade: repair of motor

19292343150645484448343659502vehicles / motor cycles
21%27%23%25%30%37%29%25%25%15%12%30%26%25%

cccccccdefjklmcccc

132496*6126443855Hotels and restaurants
1%2%2%3%4%*%3%4%3%9%2%2%4%3%

hchjklm

Transportation storage
443644541510-142975and communication
5%4%3%4%3%3%2%5%6%-%5%2%4%4%

Financial intermediation
57711488425156201018133and insurance
6%6%7%7%5%5%2%8%9%11%7%8%8%7%

gggggggg

Real estate, rental and
12131223310172652124642028269business
14%12%12%14%6%10%14%16%7%8%23%17%13%13%

ieiieieiadeghij

klm

Public administration
11-132**34*3--15and defence
1%1%-%1%1%*%*%1%2%*%1%-%-%1%

k

232473*3814266554Educational services
2%3%2%3%2%*%1%3%8%5%2%5%2%3%

hacfghijklmh

Healthcare and social
45691917121115416*6107work
5%5%6%5%6%10%6%3%9%9%6%*%3%5%

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

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

Other community, social
and personal service

131016230211513502210521234269activities
15%10%16%13%13%9%7%15%12%21%18%10%15%13%

gghlggghlghlg

Private households with
---2------2--2employed persons
-%-%-%*%-%-%-%-%-%-%1%-%-%*%

Non-Governmental
656616613118276278Organisations (NGOs)
7%4%6%4%4%3%7%3%4%4%3%5%1%4%

acjaaa

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

1--2------2--2Other answers
1%-%-%*%-%-%-%-%-%-%1%-%-%*%

263234182-222234Net: Agriculture
2%5%3%1%3%*%4%1%-%4%1%2%1%2%

acefhjcefjcefhje

101071622030211817224922189Net: Manufacturing
11%10%7%10%12%17%11%6%10%4%9%7%10%9%

fffcdfjklf

242334274426*442Net: Utilities
2%4%2%2%3%1%4%1%2%4%2%*%2%2%

6981501910173452241326173Net: Construction
7%8%8%9%11%6%9%10%3%5%9%10%12%9%

eeeeeee

23332649554695898548483868577Net: Distribution
27%31%27%29%32%40%31%30%31%15%17%32%30%29%

ccdcccdcdjkmccccc

132496*6126443855Net: Hospitality
1%2%2%3%4%*%3%4%3%9%2%2%4%3%

hchjklm

57711488425156201018133Net: Financial
6%6%7%7%5%5%2%8%9%11%7%8%8%7%

gggggggg

38364267852546713774231514575794Net: Non-financial
43%34%43%40%31%31%36%41%42%47%54%37%34%40%

hilhilabefghi

jklm

1--2------2--2Net: Other
1%-%-%*%-%-%-%-%-%-%1%-%-%*%
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

Agriculture, hunting and
133259-------3434forestry
1%2%6%1%-%-%-%-%-%-%-%100%2%

abcdefgh

-------------Fishing
-%-%-%-%-%-%-%-%-%-%-%-%-%

1312------4-4Mining and quarrying
*%*%*%*%-%-%-%-%-%-%2%-%*%

eh

1517045141------186-186Manufacturing
8%9%11%9%-%-%-%-%-%-%98%-%9%

acdefgh

Electricity / Gas /
3391131-----42--42Water supply
2%2%3%2%-%-%-%-%-%100%-%-%2%

abdefgh

616646127----173---173Construction
3%9%11%8%-%-%-%-%100%-%-%-%9%

baabcefgh

Wholesale and retail
trade: repair of motor

5644692409---502----502vehicles / motor cycles
27%25%23%26%-%-%-%87%-%-%-%-%25%

abcdfgh

7482035--55-----55Hotels and restaurants
3%3%5%2%-%-%100%-%-%-%-%-%3%

aabcdegh

Transportation storage
7681857---75----75and communication
4%4%4%4%-%-%-%13%-%-%-%-%4%

abcdfgh

Financial intermediation
2011332101-133------133and insurance
10%6%8%6%-%100%-%-%-%-%-%-%7%

aabcdefh

Real estate, rental and
2024941228269-------269business
10%14%10%14%34%-%-%-%-%-%-%-%13%

babcdefg

Public administration
21311415-------15and defence
1%1%*%1%2%-%-%-%-%-%-%-%1%

be

351124254-------54Educational services
2%3%3%3%7%-%-%-%-%-%-%-%3%

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

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

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

Healthcare and social
11956100107-------107work

6%5%2%6%13%-%-%-%-%-%-%-%5%

babcdefg

Other community, social
and personal service

3123944225269-------269activities
15%13%11%14%34%-%-%-%-%-%-%-%13%

abcdefg

Private households with
-2-22-------2employed persons
-%*%-%*%*%-%-%-%-%-%-%-%*%

Non-Governmental
1861116778-------78Organisations (NGOs)

9%3%3%4%10%-%-%-%-%-%-%-%4%

aabcdefg

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

21-2--------2Other answers
1%*%-%*%-%-%-%-%-%-%-%-%*%

a

133259-------3434Net: Agriculture
1%2%6%1%-%-%-%-%-%-%-%100%2%

abcdefgh

1617346143------189-189Net: Manufacturing
8%10%11%9%-%-%-%-%-%-%100%-%9%

acdefgh

3391131-----42--42Net: Utilities
2%2%3%2%-%-%-%-%-%100%-%-%2%

abdefgh

616646127----173---173Net: Construction
3%9%11%8%-%-%-%-%100%-%-%-%9%

baabcefgh

63514111466---577----577Net: Distribution
31%29%27%29%-%-%-%100%-%-%-%-%29%

abcdfgh

7482035--55-----55Net: Hospitality
3%3%5%2%-%-%100%-%-%-%-%-%3%

aabcdegh

2011332101-133------133Net: Financial
10%6%8%6%-%100%-%-%-%-%-%-%7%

aabcdefh

85709116678794-------794Net: Non-financial
42%39%29%43%100%-%-%-%-%-%-%-%40%

babcdefg

21-2--------2Net: Other
1%*%-%*%-%-%-%-%-%-%-%-%*%

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

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

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

Agriculture, hunting and
1222023234forestry

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

------Fishing
-%-%-%-%-%-%

**3-44Mining and quarrying
*%*%*%-%*%*%

492211513173186Manufacturing
11%8%9%12%9%9%

Electricity / Gas /
8-3443842Water supply
2%-%3%4%2%2%

bb

21261256166173Construction
5%10%10%6%9%9%

cc

Wholesale and retail
trade: repair of motor

1576126039462502vehicles / motor cycles
36%22%21%37%24%25%

aba

644545155Hotels and restaurants
1%1%4%4%3%3%

bc

Transportation storage
16134317575and communication

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

Financial intermediation
452959*133133and insurance
10%11%5%*%7%7%

aab

Real estate, rental and
34491864265269business

8%18%15%4%14%13%

ccb

Public administration
718-1515and defence
2%*%1%-%1%1%

554354954Educational services
1%2%3%5%3%3%

c

Healthcare and social
2611691106107work

6%4%6%1%6%5%

Other community, social
and personal service

403419123246269activities
9%12%15%22%13%13%

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

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

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

Private households with
-2--22employed persons
-%1%-%-%*%*%

a

Non-Governmental
13155047578Organisations (NGOs)

3%6%4%3%4%4%

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

2---22Other answers
1%-%-%-%*%*%

a

1222023234Net: Agriculture
3%1%2%2%2%2%

492211813176189Net: Manufacturing
11%8%9%12%9%9%

8-3443842Net: Utilities
2%-%3%4%2%2%

bb

21261256166173Net: Construction
5%10%10%6%9%9%

cc

1737430340537577Net: Distribution
39%27%24%38%28%29%

ab

644545155Net: Hospitality
1%1%4%4%3%3%

bc

452959*133133Net: Financial
10%11%5%*%7%7%

aab

12511754737757794Net: Non-financial
28%43%44%35%40%40%

cc

2---22Net: Other
1%-%-%-%*%*%

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

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

Produced by OLR
Issue date: 12/07/19



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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

Agriculture, hunting and
51315--34------52934forestry
2%2%2%-%-%2%-%-%-%-%-%-%2%2%2%

---------------Fishing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*12--4------*34Mining and quarrying
*%*%*%-%-%*%-%-%-%-%-%-%*%*%*%

45687316180--***539141186Manufacturing
15%8%9%12%15%9%-%-%9%9%18%15%16%8%9%

abai

Electricity / Gas /
61125--42------63742Water supply
2%1%3%-%-%2%-%-%-%-%-%-%2%2%2%

b

87392--173------8165173Construction
3%8%11%-%-%9%-%-%-%-%-%-%3%10%9%

ccbcjbcj

Wholesale and retail
trade: repair of motor

114208179520481--*221594387502vehicles / motor cycles
39%24%21%60%51%25%-%-%12%91%82%49%37%23%25%

ababiaiai

21241-*55-----*25355Hotels and restaurants
1%1%5%-%*%3%-%-%-%-%-%*%1%3%3%

bcbb

Transportation storage
104124-273-----286575and communication

4%5%3%-%6%4%-%-%-%-%-%7%3%4%4%

Financial intermediation
376828-2131-----23596133and insurance
13%8%3%-%5%7%-%-%-%-%-%6%14%6%7%

abaai

Real estate, rental and
2013511523266--2--117249269business

7%16%14%28%7%14%-%-%79%-%-%2%7%15%13%

ccbcbc

Public administration
475-213-----221115and defence
1%1%1%-%5%1%-%-%-%-%-%7%1%1%1%

abiabi

101330-252-----284354Educational services
4%2%4%-%5%3%-%-%-%-%-%6%3%3%3%

bb

Healthcare and social
125540-1106-----11195107work

4%6%5%-%2%5%-%-%-%-%-%2%4%6%5%
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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
Issue date: 12/07/19



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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

Other community, social
and personal service

16112141-1268-----115253269activities
6%13%17%-%3%14%-%-%-%-%-%3%6%15%13%

cbcbcjbcj

Private households with
-2---2-------22employed persons
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%

Non-Governmental
44133-*78-----*37478Organisations (NGOs)
1%5%4%-%1%4%-%-%-%-%-%1%1%4%4%

ccbb

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

-2---2-------22Other answers
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%

51315--34------52934Net: Agriculture
2%2%2%-%-%2%-%-%-%-%-%-%2%2%2%

45697516184--***539144189Net: Manufacturing
15%8%9%12%15%9%-%-%9%9%18%15%16%8%9%

abai

61125--42------63742Net: Utilities
2%1%3%-%-%2%-%-%-%-%-%-%2%2%2%

b

87392--173------8165173Net: Construction
3%8%11%-%-%9%-%-%-%-%-%-%3%10%9%

ccbcjbcj

124249203522555--*2218102452577Net: Distribution
43%29%24%60%57%28%-%-%12%91%82%56%40%26%29%

abaabiabiai

21241-*55-----*25355Net: Hospitality
1%1%5%-%*%3%-%-%-%-%-%*%1%3%3%

bcbb

376828-2131-----23596133Net: Financial
13%8%3%-%5%7%-%-%-%-%-%6%14%6%7%

abaai

6636336529785--2--757728794Net: Non-financial
22%42%43%28%23%40%-%-%79%-%-%22%22%43%40%

ccbcjbcj

-2---2-------22Net: Other
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%
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C1. To which industry does your organisation belong to?
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

Agriculture, hunting and
---**21132781461434forestry
-%-%-%1%2%3%1%2%1%1%1%1%1%2%

abcd

--------------Fishing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----**32123124Mining and quarrying
-%-%-%-%1%*%*%*%*%*%*%*%*%*%

-2*31596129531021076997186Manufacturing
-%21%4%18%4%9%8%10%11%15%8%9%9%9%

cabcf

Electricity / Gas /
---2-12731693092942Water supply
-%-%-%14%-%1%2%2%1%1%2%1%3%2%

bbb

----12116103324011968115173Construction
-%-%-%-%3%4%10%8%7%6%9%9%10%9%

ddde

Wholesale and retail
trade: repair of motor

-*-*41623835989239258140209502vehicles / motor cycles
-%1%-%3%18%26%20%28%19%34%20%18%18%25%

abceabcef

-----1243213122562555Hotels and restaurants
-%-%-%-%-%1%2%2%3%2%2%1%2%3%

bbbb

Transportation storage
---1214645182450354175and communication
-%-%-%4%10%1%4%3%4%3%4%5%4%4%

b

Financial intermediation
-222*5109873344120104115133and insurance
-%23%41%18%*%9%9%7%7%6%9%14%10%7%

dfacdefdef

Real estate, rental and
2*-19101641606955185112163269business

100%1%-%4%36%16%14%12%15%8%14%15%14%13%

abddddd

Public administration
----*-1385101312915and defence
-%-%-%-%1%-%1%1%1%1%1%2%1%1%

f

-2-*-3362091341303654Educational services
-%22%-%2%-%5%3%2%2%2%3%4%3%3%

fdeff

Healthcare and social
--*13367582145743866107work
-%-%2%5%12%6%6%5%4%6%6%5%6%5%
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C1. To which industry does your organisation belong to?
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

Other community, social
and personal service

-122161681708179181102164269activities
-%6%53%17%5%10%14%13%17%11%14%13%14%13%

bdf

Private households with
--------2----2employed persons
-%-%-%-%-%-%-%-%*%-%-%-%-%*%

acf

Non-Governmental
-2-2254646271658345678Organisations (NGOs)
-%25%-%15%9%9%4%4%6%2%5%4%5%4%

adfddd

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

------21--2212Other answers
-%-%-%-%-%-%*%*%-%-%*%*%*%*%

---**21132781461434Net: Agriculture
-%-%-%1%2%3%1%2%1%1%1%1%1%2%

abcd

-2*315991315410411070100189Net: Manufacturing
-%21%4%18%5%9%8%10%12%15%9%9%9%9%

abcf

---2-12731693092942Net: Utilities
-%-%-%14%-%1%2%2%1%1%2%1%3%2%

bbb

----12116103324011968115173Net: Construction
-%-%-%-%3%4%10%8%7%6%9%9%10%9%

ddde

-*-1717284404108262308176250577Net: Distribution
-%1%-%7%28%27%24%31%23%38%24%23%22%29%

abceabcef

-----1243213122562555Net: Hospitality
-%-%-%-%-%1%2%2%3%2%2%1%2%3%

bbbb

-222*5109873344120104115133Net: Financial
-%23%41%18%*%9%9%7%7%6%9%14%10%7%

dfacdefdef

24361528494463213218552329494794Net: Non-financial
100%55%55%43%62%46%42%36%46%31%43%43%43%40%

addfdfdfdf

------21--2212Net: Other
-%-%-%-%-%-%*%*%-%-%*%*%*%*%
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C1. To which industry does your organisation belong to?
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

Agriculture, hunting and
-3145------2634forestry
-%2%*%1%1%-%-%-%-%-%-%15%1%2%

--------------Fishing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

-11273831*--*2-199186Manufacturing
-%7%9%11%7%46%-%-%100%53%-%9%15%9%

a

Electricity / Gas /
*36417-------942Water supply
3%2%2%1%4%-%-%-%-%-%-%-%1%2%

b

-9213852-------40173Construction
-%6%7%11%11%-%-%-%-%-%-%-%6%9%

dcd

Wholesale and retail
trade: repair of motor

232708570*-*-227228502vehicles / motor cycles
30%19%23%24%15%54%-%100%-%47%51%56%34%25%

aa

-*7513-------1255Hotels and restaurants
-%*%2%1%3%-%-%-%-%-%-%-%2%3%

dd

Transportation storage
29101218-----**2375and communication

26%5%3%4%4%-%-%-%-%-%6%1%3%4%

Financial intermediation
-40391625-------44133and insurance
-%23%13%5%5%-%-%-%-%-%-%-%6%7%

abcab

Real estate, rental and
-26495061-------55269business
-%15%16%14%13%-%-%-%-%-%-%-%8%13%

Public administration
-5423-----2*815and defence
-%3%1%1%1%-%-%-%-%-%43%2%1%1%

ab

-581117------*1354Educational services
-%3%3%3%4%-%-%-%-%-%-%1%2%3%

Healthcare and social
-10181926-------45107work
-%6%6%6%6%-%-%-%-%-%-%-%7%5%
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C1. To which industry does your organisation belong to?
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

Other community, social
and personal service

1112544101------277269activities
10%6%8%13%22%-%-%-%-%-%-%16%11%13%

dbcd

Private households with
-------------2employed persons
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

Non-Governmental
25171716------*1678Organisations (NGOs)

32%3%6%5%4%-%-%-%-%-%-%1%2%4%

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

---21--------2Other answers
-%-%-%1%*%-%-%-%-%-%-%-%-%*%

-3145------2634Net: Agriculture
-%2%*%1%1%-%-%-%-%-%-%15%1%2%

-11273834*--*2-1101189Net: Manufacturing
-%7%9%11%7%46%-%-%100%53%-%9%15%9%

*36417-------942Net: Utilities
3%2%2%1%4%-%-%-%-%-%-%-%1%2%

b

-9213852-------40173Net: Construction
-%6%7%11%11%-%-%-%-%-%-%-%6%9%

dcd

441799787*-*-227251577Net: Distribution
55%24%26%28%19%54%-%100%-%47%57%58%37%29%

aa

-*7513-------1255Net: Hospitality
-%*%2%1%3%-%-%-%-%-%-%-%2%3%

dd

-40391625-------44133Net: Financial
-%23%13%5%5%-%-%-%-%-%-%-%6%7%

abcab

362120144224-----22214794Net: Non-financial
41%37%40%41%49%-%-%-%-%-%43%19%32%40%

bcd

---21--------2Net: Other
-%-%-%1%*%-%-%-%-%-%-%-%-%*%
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C1. To which industry does your organisation belong to?
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

Agriculture, hunting and
-142323-5**2-534forestry
-%1%1%2%1%-%1%2%*%1%-%2%2%

-------------Fishing
-%-%-%-%-%-%-%-%-%-%-%-%-%

-3-42*-----24Mining and quarrying
-%*%-%*%1%3%-%-%-%-%-%1%*%

71005812817481*18312627186Manufacturing
15%8%22%7%8%26%18%2%21%17%16%10%9%

acaa

Electricity / Gas /
1293392*7--22542Water supply
2%2%1%2%1%1%2%-%-%1%1%2%2%

4115916422216-19823173Construction
9%9%3%9%10%16%4%-%1%5%5%8%9%

bad

Wholesale and retail
trade: repair of motor

725195406446189248725265502vehicles / motor cycles
16%20%35%23%19%39%42%53%54%40%33%24%25%

acabca

-256495*8-244255Hotels and restaurants
-%2%2%3%2%1%2%-%2%2%3%1%3%

Transportation storage
44616603*20-3731175and communication
9%4%6%3%1%*%4%-%3%4%2%4%4%

c

Financial intermediation
3117712642-2--21032133and insurance
7%9%3%7%18%-%*%-%-%1%6%12%7%

bacdcd

Real estate, rental and
101752424526*28-3141127269business
23%14%9%14%11%2%6%-%3%8%7%10%13%

bad

Public administration
2113127-4-224215and defence
5%1%1%1%3%-%1%-%2%1%3%1%1%

aa

240450526-**6654Educational services
4%3%2%3%2%12%1%-%*%*%4%2%3%

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

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

Produced by OLR
Issue date: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

Healthcare and social
371129420*24-3131414107work
6%6%5%5%9%1%5%-%4%8%9%5%5%

Other community, social
and personal service

21792924126*5327201536269activities
5%14%11%14%11%1%12%43%8%11%10%13%13%

Private households with
---2--------2employed persons
-%-%-%*%-%-%-%-%-%-%-%-%*%

Non-Governmental
*58*785-11-2*41078Organisations (NGOs)
*%5%*%5%2%-%3%-%2%*%3%4%4%

bc

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

-2-2--------2Other answers
-%*%-%*%-%-%-%-%-%-%-%-%*%

-142323-5**2-534Net: Agriculture
-%1%1%2%1%-%1%2%*%1%-%2%2%

71035813119481*18312629189Net: Manufacturing
15%8%22%8%8%29%18%2%21%17%16%11%9%

aca

1293392*7--22542Net: Utilities
2%2%1%2%1%1%2%-%-%1%1%2%2%

4115916422216-19823173Net: Construction
9%9%3%9%10%16%4%-%1%5%5%8%9%

bad

11297111466476209251795476577Net: Distribution
25%24%41%27%21%39%46%53%57%44%34%28%29%

acabca

-256495*8-244255Net: Hospitality
-%2%2%3%2%1%2%-%2%2%3%1%3%

3117712642-2--21032133Net: Financial
7%9%3%7%18%-%*%-%-%1%6%12%7%

bacdcd

1953273722902126217495596794Net: Non-financial
43%43%27%42%39%15%28%43%19%28%34%36%40%

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

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

Produced by OLR
Issue date: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

-2-2--------2Net: Other
-%*%-%*%-%-%-%-%-%-%-%-%*%
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C1. To which industry does your organisation belong to?
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

Agriculture, hunting and
-113244-22-34forestry
-%1%1%1%2%1%-%1%1%-%2%

-----------Fishing
-%-%-%-%-%-%-%-%-%-%-%

--12-2----4Mining and quarrying
-%-%*%*%-%*%-%-%-%-%*%

-20923750524383515186Manufacturing
-%16%9%10%22%11%21%19%22%23%9%

aba

Electricity / Gas /
-*28736-72*42Water supply
-%*%3%2%1%1%-%4%1%1%2%

-7110347332925173Construction
-%5%10%9%3%7%10%4%1%8%9%

cbb

Wholesale and retail
trade: repair of motor

-1719858961414646126502vehicles / motor cycles
-%14%18%15%42%30%20%31%39%42%25%

a

-224385-86*55Hotels and restaurants
-%2%2%1%3%1%-%4%4%*%3%

a

Transportation storage
-638141014298*75and communication
-%4%4%4%4%3%12%5%5%1%4%

Financial intermediation
-171095463811142133and insurance
-%13%10%14%3%8%4%5%3%3%7%

bb

Real estate, rental and
-1715751124331965269business
-%13%15%13%5%9%15%9%4%7%13%

Public administration
-59628*54215and defence
-%4%1%2%1%2%1%2%3%3%1%

b

-*3213211-2-254Educational services
-%*%3%4%1%2%-%1%-%3%3%

ccb

Healthcare and social
-75930540375-107work
-%6%6%8%2%9%13%4%3%-%5%

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

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

Produced by OLR
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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%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

Other community, social
and personal service

-22153572357121196269activities
-%17%14%15%10%12%3%10%12%10%13%

Private households with
----------2employed persons
-%-%-%-%-%-%-%-%-%-%*%

Non-Governmental
-55412413-44*78Organisations (NGOs)
-%4%5%3%2%3%-%2%2%*%4%

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

--1-------2Other answers
-%-%*%-%-%-%-%-%-%-%*%

-113244-22-34Net: Agriculture
-%1%1%1%2%1%-%1%1%-%2%

-20933950544383515189Net: Manufacturing
-%16%9%10%22%12%21%19%22%23%9%

ba

-*28736-72*42Net: Utilities
-%*%3%2%1%1%-%4%1%1%2%

-7110347332925173Net: Construction
-%5%10%9%3%7%10%4%1%8%9%

cbb

-23236721061546746926577Net: Distribution
-%18%22%19%46%33%32%36%44%42%29%

a

-224385-86*55Net: Hospitality
-%2%2%1%3%1%-%4%4%*%3%

a

-171095463811142133Net: Financial
-%13%10%14%3%8%4%5%3%3%7%

bb

-57464169481706583814794Net: Non-financial
-%45%43%44%21%37%33%28%24%23%40%

b

--1-------2Net: Other
-%-%*%-%-%-%-%-%-%-%*%
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C1. To which industry does your organisation belong to?
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

Agriculture, hunting and
-9103512-254-26134forestry
-%1%1%1%1%1%-%1%1%1%-%2%1%*%2%

a

---------------Fishing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-13212-*2*-*114Mining and quarrying
-%*%*%*%*%*%-%*%*%*%-%*%*%*%*%

25571666493-287178-145830186Manufacturing
14%8%7%13%9%8%-%20%15%17%-%13%8%9%9%

ab

Electricity / Gas /
-16236829-156-18342Water supply
-%2%2%1%1%3%-%*%1%1%-%1%1%1%2%

b

-45973366113-12524-26321173Construction
-%6%10%6%9%10%-%1%5%5%-%2%9%7%9%

bccccc

Wholesale and retail
trade: repair of motor

3152181167140203-54155165-3612860502vehicles / motor cycles
17%21%19%32%19%18%-%38%34%35%-%33%19%19%25%

abab

*18185625-*87-*6255Hotels and restaurants
2%2%2%1%1%2%-%*%2%2%-%*%1%1%3%

b

Transportation storage
22136163137-91219-9281875and communication

11%3%4%3%4%3%-%6%3%4%-%9%4%6%4%

b

Financial intermediation
-7211236101113-73422-139756133and insurance
-%10%12%7%14%10%-%5%7%5%-%12%14%17%7%

acc

Real estate, rental and
29915645106155-93732-910138269business

14%14%16%9%14%14%-%6%8%7%-%8%15%12%13%

ccc

Public administration
-678109-588-38815and defence
-%1%1%1%1%1%-%4%2%2%-%3%1%2%1%

-2832112934-298-*271454Educational services
-%4%3%2%4%3%-%1%2%2%-%*%4%4%3%

cc

Healthcare and social
45051423766-43128-33518107work

22%7%5%8%5%6%-%3%7%6%-%3%5%6%5%

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
Issue date: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

Other community, social
and personal service

-11112764102164-194357-128845269activities
-%15%13%12%14%15%-%13%9%12%-%11%13%14%13%

Private households with
--------------2employed persons
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

Non-Governmental
44837143456-2135-333678Organisations (NGOs)

21%7%4%3%5%5%-%1%3%1%-%3%5%2%4%

acaa

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

-12-21------222Other answers
-%*%*%-%*%*%-%-%-%-%-%-%*%1%*%

-9103512-254-26134Net: Agriculture
-%1%1%1%1%1%-%1%1%1%-%2%1%*%2%

a

25574686595-287379-145931189Net: Manufacturing
14%8%8%13%9%9%-%20%16%17%-%13%9%10%9%

ab

-16236829-156-18342Net: Utilities
-%2%2%1%1%3%-%*%1%1%-%1%1%1%2%

b

-45973366113-12524-26321173Net: Construction
-%6%10%6%9%10%-%1%5%5%-%2%9%7%9%

bccccc

5173217183171240-62167183-4515679577Net: Distribution
28%24%22%35%23%22%-%44%37%39%-%41%23%24%29%

abab

*18185625-*87-*6255Net: Hospitality
2%2%2%1%1%2%-%*%2%2%-%*%1%1%3%

b

-7211236101113-73422-139756133Net: Financial
-%10%12%7%14%10%-%5%7%5%-%12%14%17%7%

acc

10342411184318484-40140138-31292130794Net: Non-financial
57%47%43%35%43%44%-%29%31%30%-%28%42%40%40%

cccc

-12-21------222Net: Other
-%*%*%-%*%*%-%-%-%-%-%-%*%1%*%
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C1. To which industry does your organisation belong to?
Base: All

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

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

Agriculture, hunting and
*---99**11334forestry
2%-%-%-%1%1%*%*%*%*%1%2%

------------Fishing
-%-%-%-%-%-%-%-%-%-%-%-%

----13****24Mining and quarrying
-%-%-%-%*%*%1%1%*%*%1%*%

-6*551711210413245186Manufacturing
-%19%*%14%7%8%22%13%14%15%13%9%

a

Electricity / Gas /
----1424--51442Water supply
-%-%-%-%2%3%-%-%2%*%1%2%

--214594**19627173Construction
-%-%10%3%6%10%*%*%6%3%8%9%

bdebde

Wholesale and retail
trade: repair of motor

814216157175133010273106502vehicles / motor cycles
63%44%9%47%22%19%24%39%34%34%30%25%

*-*21718**36255Hotels and restaurants
2%-%1%5%2%2%*%*%1%3%*%3%

a

Transportation storage
-*24193244981175and communication
-%*%7%11%3%4%8%6%3%4%3%4%

Financial intermediation
-23*661013581330133and insurance
-%6%11%1%9%11%5%6%3%6%9%7%

c

Real estate, rental and
*-419215357241238269business
2%-%18%3%13%17%9%8%8%5%11%13%

bb

Public administration
2---672376815and defence

14%-%-%-%1%1%3%4%2%3%2%1%

-*2*2832221071054Educational services
-%*%8%*%4%3%3%2%3%3%3%3%

Healthcare and social
-5*2504544181124107work
-%17%*%6%7%5%7%5%6%5%7%5%
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C1. To which industry does your organisation belong to?
Base: All

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

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

Other community, social
and personal service

2561108109711462738269activities
17%15%25%2%15%12%13%14%16%13%11%13%

Private households with
-----------2employed persons
-%-%-%-%-%-%-%-%-%-%-%*%

Non-Governmental
--22513621311778Organisations (NGOs)
-%-%10%7%7%4%4%1%1%5%2%4%

aac

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

----22-----2Other answers
-%-%-%-%*%*%-%-%-%-%-%*%

*---99**11334Net: Agriculture
2%-%-%-%1%1%*%*%*%*%1%2%

-6*552741311423347189Net: Manufacturing
-%19%*%14%7%8%23%14%14%15%13%9%

a

----1424--51442Net: Utilities
-%-%-%-%2%3%-%-%2%*%1%2%

--214594**19627173Net: Construction
-%-%10%3%6%10%*%*%6%3%8%9%

bdebde

814420176207183411181117577Net: Distribution
63%44%16%58%25%23%32%44%38%38%33%29%

*-*21718**36255Net: Hospitality
2%-%1%5%2%2%*%*%1%3%*%3%

a

-23*661013581330133Net: Financial
-%6%11%1%9%11%5%6%3%6%9%7%

c

410156334382222710874126794Net: Non-financial
33%32%62%19%47%42%40%35%36%34%35%40%

a

----22-----2Net: Other
-%-%-%-%*%*%-%-%-%-%-%*%
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C1. To which industry does your organisation belong to?
Base: All

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

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

Agriculture, hunting and
257-27-42815332428222834forestry

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

--------------Fishing
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

12-4-*42424344Mining and quarrying
*%1%-%*%-%*%*%*%*%*%*%*%*%*%

b

130238122245166108186147165133164186Manufacturing
8%8%13%8%86%11%9%10%10%10%9%9%9%9%

Electricity / Gas /
365236-94027423240293842Water supply

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

154135147-2615573166122157114157173Construction
10%5%8%9%-%6%9%7%9%8%9%8%9%9%

a

Wholesale and retail
trade: repair of motor

3767011399*119454285489406451347444502vehicles / motor cycles
24%26%18%25%7%29%25%26%25%27%25%24%25%25%

494*49-85125523848354855Hotels and restaurants
3%2%*%3%-%2%3%2%3%3%3%2%3%3%

Transportation storage
5412456-216741715265536575and communication

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

Financial intermediation
101273108-2612991129100133122133133and insurance

6%10%5%7%-%6%7%8%7%7%7%9%8%7%

bde

Real estate, rental and
228248213-59234142261176229187228269business

14%9%13%13%-%14%13%13%13%12%13%13%13%13%

a

Public administration
85-11-31311151115151515and defence
1%2%-%1%-%1%1%1%1%1%1%1%1%1%

b

4010338-64630524543404354Educational services
3%4%6%2%-%1%3%3%3%3%2%3%2%3%

Healthcare and social
9311190*22976610187927191107work

6%4%2%6%8%5%5%6%5%6%5%5%5%5%
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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
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

Other community, social
and personal service

2154113209-55238127262207241194237269activities
14%15%22%13%-%13%13%12%13%14%14%14%13%13%

Private households with
-2-2--22222222employed persons
-%1%-%*%-%-%*%*%*%*%*%*%*%*%

b

Non-Governmental
6414269-96937755169546778Organisations (NGOs)

4%5%4%4%-%2%4%3%4%3%4%4%4%4%

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

2--2-222222222Other answers
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

257-27-42815332428222834Net: Agriculture
2%3%-%2%-%1%2%1%2%2%2%2%2%2%

131258126246170110189149169136167189Net: Manufacturing
8%9%13%8%86%11%9%10%10%10%9%10%9%9%

365236-94027423240293842Net: Utilities
2%2%4%2%-%2%2%2%2%2%2%2%2%2%

154135147-2615573166122157114157173Net: Construction
10%5%8%9%-%6%9%7%9%8%9%8%9%9%

a

4298215454*140520326559458516400510577Net: Distribution
27%30%25%29%7%34%29%30%29%30%29%28%29%29%

b

494*49-85125523848354855Net: Hospitality
3%2%*%3%-%2%3%2%3%3%3%2%3%3%

101273108-2612991129100133122133133Net: Financial
6%10%5%7%-%6%7%8%7%7%7%9%8%7%

bde

64810827632*155698415769579690563683794Net: Non-financial
41%40%46%40%8%37%39%38%40%38%39%40%39%40%

2--2-222222222Net: Other
*%-%-%*%-%*%*%*%*%*%*%*%*%*%
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C1. To which industry does your organisation belong to?
Base: All

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

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

Agriculture, hunting and
18163022426422-434forestry

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

-------------Fishing
-%-%-%-%-%-%-%-%-%-%-%-%-%

122---4-----4Mining and quarrying
*%*%*%-%-%-%*%-%-%-%-%-%*%

72114128164251124106913872186Manufacturing
8%11%8%16%16%15%9%5%19%14%30%19%9%

bccab

Electricity / Gas /
202234443372822842Water supply

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

c

67106157793611817143*17173Construction
7%10%10%7%3%10%8%9%4%3%1%4%9%

a

Wholesale and retail
trade: repair of motor

265236363371006335679124397137502vehicles / motor cycles
29%22%22%39%38%18%25%41%35%43%28%36%25%

acccbc

31245022446474-855Hotels and restaurants
3%2%3%2%1%1%3%2%2%4%-%2%3%

ac

Transportation storage
27485661314529101251575and communication

3%4%3%6%5%4%4%4%3%13%18%4%4%

b

Financial intermediation
53801233520106720--20133and insurance

6%7%8%3%2%6%7%4%6%-%-%5%7%

aa

Real estate, rental and
1111582329276618316416442269business

12%15%14%9%10%19%13%8%11%6%14%11%13%

ab

Public administration
6913-2*1328*-815and defence
1%1%1%-%1%*%1%1%2%*%-%2%1%

243048231539*42-654Educational services
3%3%3%2%1%4%3%*%1%2%-%2%3%

aa

Healthcare and social
57509933107619172-17107work

6%5%6%3%1%3%5%10%5%2%-%4%5%

acbc
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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%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

Other community, social
and personal service

1311392156484520519307123269activities
14%13%13%6%18%13%14%10%8%8%2%6%13%

bc

Private households with
-22----2----2employed persons
-%*%*%-%-%-%-%1%-%-%-%-%*%

b

Non-Governmental
304874*4175834--478Organisations (NGOs)

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

aba

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

212---12----2Other answers
*%*%*%-%-%-%*%1%-%-%-%-%*%

b

18163022426422-434Net: Agriculture
2%1%2%2%1%1%2%2%1%2%-%1%2%

73116130164251128106913872189Net: Manufacturing
8%11%8%16%16%15%9%5%19%14%30%19%9%

bccab

202234443372822842Net: Utilities
2%2%2%4%1%1%3%1%2%2%7%2%2%

c

67106157793611817143*17173Net: Construction
7%10%10%7%3%10%8%9%4%3%1%4%9%

a

2932844194311377409871345112152577Net: Distribution
32%26%26%45%43%22%28%45%37%56%46%40%29%

acccbcb

31245022446474-855Net: Hospitality
3%2%3%2%1%1%3%2%2%4%-%2%3%

ac

53801233520106720--20133Net: Financial
6%7%8%3%2%6%7%4%6%-%-%5%7%

aa

360435684208815357560105174100794Net: Non-financial
39%40%42%20%33%44%40%31%29%19%16%26%40%

abbaaa

212---12----2Net: Other
*%*%*%-%-%-%*%1%-%-%-%-%*%

b
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

Agriculture, hunting and
5351474211*234forestry
3%1%5%*%2%5%3%1%1%*%*%1%2%

bcdiabcdeik

-------------Fishing
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

201914261477622231414186Manufacturing
11%10%12%14%7%6%5%3%12%11%10%10%9%

eeefgefghefgeee

Electricity / Gas /
-513331073*2442Water supply
-%3%1%2%2%2%8%4%2%*%1%3%2%

llabcdghijlcll

1711131719129239191015173Construction
9%5%11%10%10%9%7%13%5%9%7%10%9%

ddkd

Wholesale and retail
trade: repair of motor

405926405725394848513731502vehicles / motor cycles
21%31%22%22%30%20%30%26%26%24%26%20%25%

aglagag

3*229984617455Hotels and restaurants
2%*%1%1%4%7%7%2%3%*%5%3%3%

ckaceijklcijklckcik

Transportation storage
7103103437777675and communication
4%5%3%6%2%3%3%4%4%3%5%4%4%

h

Financial intermediation
18101111568710191515133and insurance

9%5%1%6%8%4%6%4%5%9%10%10%7%

jjjjjjjjjegjegj

Real estate, rental and
362818121125231325331827269business
19%14%16%6%6%20%18%7%13%16%13%18%13%

ehiehiehiehiehihiehihehi

Public administration
--1-24-123-215and defence
-%-%1%-%1%3%-%*%1%2%-%1%1%

bfikl

547*7149356354Educational services
3%2%6%*%3%1%3%5%1%2%4%2%3%

dgiiidgii

Healthcare and social
76420145113111566107work
4%3%3%11%7%4%1%7%6%7%5%4%5%

abfgjklfffff
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

Other community, social
and personal service

24341834271313293124716269activities
12%17%15%19%14%10%10%16%17%12%5%10%13%

bbbabfgbbbb

Private households with
----2-------2employed persons
-%-%-%-%1%-%-%-%-%-%-%-%*%

Non-Governmental
845364-1410811478Organisations (NGOs)
4%2%4%2%3%3%-%8%5%4%8%3%4%

ffffafikffafikf

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

---1-2------2Other answers
-%-%-%*%-%1%-%-%-%-%-%-%*%

5351474211*234Net: Agriculture
3%1%5%*%2%5%3%1%1%*%*%1%2%

bcdiabcdeik

201914261577622231516189Net: Manufacturing
11%10%12%14%8%6%6%3%12%11%11%11%9%

eeegefgefgeee

-513331073*2442Net: Utilities
-%3%1%2%2%2%8%4%2%*%1%3%2%

llabcdghijlcll

1711131719129239191015173Net: Construction
9%5%11%10%10%9%7%13%5%9%7%10%9%

ddkd

476929516029435554584437577Net: Distribution
25%36%25%28%31%23%33%30%29%28%31%25%29%

agjl

3*229984617455Net: Hospitality
2%*%1%1%4%7%7%2%3%*%5%3%3%

ckaceijklcijklckcik

18101111568710191515133Net: Financial
9%5%1%6%8%4%6%4%5%9%10%10%7%

jjjjjjjjjegjegj

817552697052417981884857794Net: Non-financial
42%39%45%38%36%41%32%43%44%42%34%38%40%

fff

---1-2------2Net: Other
-%-%-%*%-%1%-%-%-%-%-%-%*%
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

Agriculture, hunting and
13116334forestry

3%2%1%1%2%

aa

-----Fishing
-%-%-%-%-%

*1*34Mining and quarrying
*%*%*%1%*%

53473551186Manufacturing
11%9%7%10%9%

b

Electricity / Gas /
6921642Water supply
1%2%4%1%2%

acd

40484145173Construction
8%10%8%9%9%

Wholesale and retail
trade: repair of motor

125123135118502vehicles / motor cycles
25%25%27%24%25%

620181255Hotels and restaurants
1%4%4%2%3%

dd

Transportation storage
2018172175and communication

4%4%3%4%4%

Financial intermediation
28322548133and insurance

6%6%5%10%7%

bd

Real estate, rental and
83486178269business
17%10%12%16%13%

cc

Public administration
163515and defence
*%1%1%1%1%

d

168161354Educational services
3%2%3%3%3%

Healthcare and social
16392427107work

3%8%5%5%5%

d

Other community, social
and personal service

75747347269activities
15%15%15%9%13%

aaa
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C1. To which industry does your organisation belong to?
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

Private households with
-2--2employed persons
-%*%-%-%*%

Non-Governmental
1713252478Organisations (NGOs)

3%3%5%5%4%

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

-2--2Other answers
-%*%-%-%*%

13116334Net: Agriculture
3%2%1%1%2%

aa

53473554189Net: Manufacturing
11%9%7%11%9%

bb

6921642Net: Utilities
1%2%4%1%2%

acd

40484145173Net: Construction
8%10%8%9%9%

145140152139577Net: Distribution
29%28%30%28%29%

620181255Net: Hospitality
1%4%4%2%3%

dd

28322548133Net: Financial
6%6%5%10%7%

bd

208191202193794Net: Non-financial
42%38%40%39%40%

-2--2Net: Other
-%*%-%-%*%
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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%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

6148101440696647144317331797Head office
93%94%85%93%93%80%69%77%83%90%90%

cccddbcde

4317355016349187203Branch / local office
7%6%15%7%7%20%31%23%17%10%10%

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

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

78103871529149160175291143452481142051797Head office
89%95%89%90%89%92%93%88%82%91%88%96%92%90%

ecefijkmeeeeee

105111771914124032533518203Branch / local office
11%5%11%10%11%8%7%12%18%9%12%4%8%10%

lllllabghjklml
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

-179738914087091134851416639173331797Head office
-%100%96%88%89%85%87%89%96%92%92%97%90%

baefghg

203-18185852076363161203Branch / local office
100%-%4%12%11%15%13%11%4%8%8%3%10%

abdaddd
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

406241112110016971797Head office
92%88%90%94%90%90%

36341316197203Branch / local office
8%12%10%6%10%10%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 5  (continuation)                                                                                                                                                      Page 98

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: 12/07/19



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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

2637847508341763--3232622915341797Head office
90%91%89%100%86%90%-%-%100%100%100%83%91%90%90%

297896-5198-----524174203Branch / local office
10%9%11%-%14%10%-%-%-%-%-%17%9%10%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%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

28313215310521179426636115270010211797Head office
100%100%59%92%88%87%90%92%92%91%90%91%89%90%

a

--2138114105396212869121203Branch / local office
-%-%41%8%12%13%10%8%8%9%10%9%11%10%

f
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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%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

6156272310408*-**24106191797Head office
100%92%90%89%89%100%-%100%100%47%100%81%91%90%

-13293750----2-258203Branch / local office
-%8%10%11%11%-%-%-%-%53%-%19%9%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%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

3811142491548199154224841661442381797Head office
85%90%93%89%87%97%93%100%94%94%90%89%90%

c

71212018430*31-5121630203Branch / local office
15%10%7%11%13%3%7%-%6%6%10%11%10%

a
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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%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

-11396633921642017190149541797Head office
-%90%90%89%94%90%92%92%94%86%90%

-1311240154521799203Branch / local office
-%10%10%11%6%10%8%8%6%14%10%
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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%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

17663871469679993-128406428-1006263051797Head office
99%91%90%90%91%89%-%90%89%92%-%92%91%94%90%

*68945164117-145136-96320203Branch / local office
1%9%10%10%9%11%-%10%11%8%-%8%9%6%10%
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Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

1329233465082255752791903191797Head office
98%92%96%99%91%90%98%97%94%89%90%90%

abab

*31*659113182337203Branch / local office
2%8%4%1%9%10%2%3%6%11%10%10%

cece
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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%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

1415245551413*3651621975175113691614128815981797Head office
90%91%91%89%14%88%90%90%90%91%90%91%91%90%

162266168251173109191136169135167203Branch / local office
10%9%9%11%86%12%10%10%10%9%10%9%9%10%
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C4. Is your location the headquarters or a local branch / office?
Base: All

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

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

826971145192245311130017432483233431797Head office
90%90%89%95%93%89%90%90%90%91%87%90%90%

911121784203814619358438203Branch / local office
10%10%11%5%7%11%10%10%10%9%13%10%10%
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C4. Is your location the headquarters or a local branch / office?
Base: All

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

Produced by OLR
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

1701691001741851141191601581921321231797Head office
89%88%86%97%95%90%92%87%85%92%93%82%90%

adegjkladejklaadadadj

2023176913112329161027203Branch / local office
11%12%14%3%5%10%8%13%15%8%7%18%10%

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

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

4404724384481797Head office
88%94%88%90%90%

abd

60286252203Branch / local office
12%6%12%10%10%

ccc
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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
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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%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

65521164616897910195118141893Yes
100%100%98%97%92%99%99%100%99%94%95%

abaaaaaa

--214571*-1106107No
-%-%2%3%8%1%1%-%1%6%5%

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

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

83103931613152169178312172482701151971893Yes
95%95%96%95%91%98%95%94%98%96%96%97%89%95%

aaaaaiaaaiaa

454941549194211425107No
5%5%4%5%9%2%5%6%2%4%4%3%11%5%

ehbcefghj

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

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

197169738915047571335153716638176321893Yes
97%94%96%94%95%100%92%93%96%91%93%93%95%

abcdefh

6100188937*44064132107No
3%6%4%6%5%*%8%7%4%9%7%7%5%

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

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

4252601181-18931893Yes
96%95%94%-%100%95%

b

171571107-107No
4%5%6%100%-%5%

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
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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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

2888197868371856--3232925116051893Yes
99%95%93%100%95%95%-%-%100%100%100%94%99%94%95%

abacij

44360-2105-----22103107No
1%5%7%-%5%5%-%-%-%-%-%6%1%6%5%

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
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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%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

28512245611191223449676122774610951893Yes
100%100%100%87%100%93%96%95%97%97%96%97%96%95%

f

---2-447611622532347107No
-%-%-%13%-%7%4%5%3%3%4%3%4%5%

b
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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%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

6165288335432*-**34136551893Yes
100%98%96%97%95%100%-%100%100%100%100%100%97%95%

a

-4121225-------22107No
-%2%4%3%5%-%-%-%-%-%-%-%3%5%

d

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 6  (continuation)                                                                                                                                                     Page 116

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%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

4511822581635221134414891741562521893Yes
100%96%96%94%96%89%97%100%100%98%98%94%95%

a

-5310978212--4315107No
-%4%4%6%4%11%3%-%-%2%2%6%5%

d

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 6  (continuation)                                                                                                                                                     Page 117

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

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b
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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%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

-124103236422045319198156591893Yes
-%98%96%96%95%98%100%96%99%94%95%

a

-347151111-824107No
-%2%4%4%5%2%-%4%1%6%5%

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

Columns Tested: a,b - a,b - a,b - a,b,c,d
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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%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

176979225087211065-141445447-1086683131893Yes
100%95%96%98%97%96%-%100%97%96%-%100%97%96%95%

abab

-3343122345-*1317-*2113107No
-%5%4%2%3%4%-%*%3%4%-%*%3%4%5%

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

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c
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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%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

1131243367887356772822053411893Yes
85%100%100%95%95%96%100%100%95%96%96%95%

c

2--23740--15814107No
15%-%-%5%5%4%-%-%5%4%4%5%

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

Columns Tested: a,b,c,d,e - a,b - a,b,c,d
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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%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

1495255541492240417121050184614451703136816891893Yes
95%94%89%94%100%97%95%97%95%96%95%96%96%95%

8216689-1182359660805577107No
5%6%11%6%-%3%5%3%5%4%5%4%4%5%
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C5. Do you have an internet connection in the location where your organisation is based?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b
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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%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

8541039154292251335136118733689253591893Yes
93%96%95%96%95%96%94%97%94%97%93%94%95%

b

62448741414856232222107No
7%4%5%4%5%4%6%3%6%3%7%6%5%

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 - a,b,c - a,b,c - a,b
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

1821731171761831201181691692011411451893Yes
96%90%100%98%95%95%90%92%91%96%100%96%95%

kacdefghkldefkdfkacdefghkldfk

820-41071215188-5107No
4%10%-%2%5%5%10%8%9%4%-%4%5%

bjabcijlbjbjabcijbijabcijbjbj
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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
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

4724794554871893Yes
94%96%91%97%95%

bbbd

28214513107No
6%4%9%3%5%

aacd
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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
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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%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

*-3-71**11617Marketing
1%-%3%-%1%1%2%1%2%1%1%

b

Customer Relationship
*----1-**23Management
*%-%-%-%-%1%-%2%1%*%*%

aaa

1*3423*122124Customer Service
1%*%3%1%*%4%1%3%4%1%1%

aaaa

*---*1-**44Procurement
*%-%-%-%*%1%-%2%1%*%*%

aa

10391114122375263Finance / Accounts
16%6%7%2%2%15%17%18%13%3%3%

abcdaabaaaa

5211073*123134Operations
7%4%1%2%1%3%1%5%3%2%2%

abcaaaa

*--*2**--45Facilities
*%-%-%*%*%1%4%-%-%*%*%

abce

--*--*--*-*Mailroom
-%-%*%-%-%*%-%-%*%-%*%

aa

Office Admin / Office
15103989914061025450490Management
23%20%33%19%12%50%58%54%48%23%25%

aabdaaaaa

Senior Management
(Managing Director,
Director, Business

33345934260515121212581272Owner)
51%66%50%72%81%18%13%10%22%65%64%

cecebcdeccbcde

*2-441-*11718Sales
*%3%-%1%1%1%-%1%2%1%1%

ace

*----*--*-*Company Secretary
*%-%-%-%-%*%-%-%*%-%*%

a

General manager / site
*----1-**66manager
*%-%-%-%-%1%-%2%*%*%*%

a

-----*--*-*Refused
-%-%-%-%-%*%-%-%*%-%*%

a
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C6. Please could you tell me which type of department you work in?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d,e
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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%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

---------22Don't know
-%-%-%-%-%-%-%-%-%*%*%

*-414142**15961Other answers
*%-%3%3%2%3%5%2%2%3%3%
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C6. Please could you tell me which type of department you work in?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d,e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

21*14*--82***417Marketing
2%1%*%1%*%-%-%2%1%*%*%*%2%1%

cj

Customer Relationship
*-12*--2-*--*3Management
*%-%1%*%*%-%-%1%-%*%-%-%*%*%

1212021-42-62224Customer Service
1%2%1%1%1%*%-%1%1%-%2%2%1%1%

**13-2-*---**4Procurement
*%*%1%*%-%1%-%*%-%-%-%*%*%*%

jj

6445031061011*21763Finance / Accounts
7%3%5%3%2%6%3%3%6%*%1%1%3%3%

bcijcccj

1332822262*84-34Operations
1%2%3%2%1%1%1%2%1%1%3%4%-%2%

aaaa

-**4---**-4--5Facilities
-%*%*%*%-%-%-%*%*%-%1%-%-%*%

j

---*--------**Mailroom
-%-%-%*%-%-%-%-%-%-%-%-%*%*%

Office Admin / Office
292430407404245694615772449490Management
33%22%31%24%24%24%24%21%27%29%27%20%22%25%

abfjlafjl

Senior Management
(Managing Director,
Director, Business

457354110011710612421910134163871491272Owner)
52%67%55%64%70%61%66%66%58%69%58%73%67%64%

ckmkmcekmkmkmmcekmkm

1*116*422--5-218Sales
1%*%1%1%*%2%1%1%-%-%2%-%1%1%

ll

---*--------**Company Secretary
-%-%-%*%-%-%-%-%-%-%-%-%*%*%

General manager / site
**-6-22*----26manager
*%*%-%*%-%1%1%*%-%-%-%-%1%*%

---*-*-------*Refused
-%-%-%*%-%*%-%-%-%-%-%-%-%*%

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

21256257910-15*861Other answers
2%1%2%3%1%3%4%3%6%-%5%*%3%3%

llbklkl

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 7  (continuation)                                                                                                                                                     Page 127

C6. Please could you tell me which type of department you work in?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

6112146--83-1-17Marketing
3%1%1%1%1%-%-%1%2%-%*%-%1%

a

Customer Relationship
*3*312-*----3Management
*%*%*%*%*%1%-%*%-%-%-%-%*%

eh

71732110**10--4*24Customer Service
4%1%1%1%1%*%*%2%-%-%2%1%1%

a

1414*--3-1*-4Procurement
*%*%*%*%*%-%-%1%-%2%*%-%*%

h

5591351186*1313113163Finance / Accounts
2%3%3%3%2%4%*%2%7%2%7%3%3%

efhefh

62862819-261*6134Operations
3%2%1%2%2%-%3%1%*%*%3%2%2%

geg

-5144-----*-5Facilities
-%*%*%*%1%-%-%-%-%-%*%-%*%

-*-*---*----*Mailroom
-%*%-%*%-%-%-%*%-%-%-%-%*%

Office Admin / Office
70420100390228439994810494490Management
35%23%25%24%29%32%16%17%28%24%26%11%25%

aaefaefaefae

Senior Management
(Managing Director,
Director, Business

9011832641008455804442510329106281272Owner)
44%66%65%63%57%60%80%74%60%68%56%83%64%

bbdghbdghbdgh

31541433-9*-4-18Sales
2%1%1%1%*%2%-%1%*%-%2%-%1%

hhh

-*-*------*-*Company Secretary
-%*%-%*%-%-%-%-%-%-%*%-%*%

General manager / site
24*6*--22-2-6manager
1%*%*%*%*%-%-%*%1%-%1%-%*%

ahh

-*-*-*------*Refused
-%*%-%*%-%*%-%-%-%-%-%-%*%

-2-22-------2Don't know
-%*%-%*%*%-%-%-%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 7  (continuation)                                                                                                                                                     Page 128

C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

1248124948-*2424161Other answers
6%3%3%3%6%-%1%*%2%5%2%2%3%

abdegeege
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

547*1617Marketing
1%2%1%*%1%1%

Customer Relationship
21*-33Management
*%*%*%-%*%*%

a

611722224Customer Service
1%*%1%2%1%1%

1*4-44Procurement
*%*%*%-%*%*%

994526263Finance / Accounts
2%3%4%2%3%3%

4101913334Operations
1%4%2%1%2%2%

ac

*-4-55Facilities
*%-%*%-%*%*%

*---**Mailroom
*%-%-%-%*%*%

Office Admin / Office
998330416474490Management
22%30%24%15%25%25%

acb

Senior Management
(Managing Director,
Director, Business

2971537968411881272Owner)
67%56%64%79%63%64%

bba

7210-1818Sales
1%1%1%-%1%1%

--*-**Company Secretary
-%-%*%-%*%*%

General manager / site
24*-66manager
*%1%*%-%*%*%

a

--*-**Refused
-%-%*%-%*%*%

-2--22Don't know
-%1%-%-%*%*%

a

964525961Other answers
2%2%4%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,c

Produced by OLR
Issue date: 12/07/19



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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

3112**17----**31317Marketing
1%1%*%1%1%1%-%-%-%-%3%1%1%1%1%

a

Customer Relationship
*3---3------*33Management
*%*%-%-%-%*%-%-%-%-%-%-%*%*%*%

5117**24----**51824Customer Service
2%1%1%3%1%1%-%-%-%-%8%*%2%1%1%

112--4------134Procurement
*%*%*%-%-%*%-%-%-%-%-%-%1%*%*%

93222*162--*--185563Finance / Accounts
3%4%3%3%3%3%-%-%9%-%-%3%3%3%3%

7207**34---*-*72734Operations
2%2%1%3%1%2%-%-%-%11%-%*%3%2%2%

aa

*22**4---*--*45Facilities
*%*%*%3%1%*%-%-%-%9%-%-%*%*%*%

*----*------*-*Mailroom
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

Office Admin / Office
7122919024486--2--267419490Management
24%27%23%28%10%25%-%-%79%-%-%5%27%25%25%

cjcjcj

Senior Management
(Managing Director,
Director, Business

1845005895311242--*222615310891272Owner)
63%58%70%59%79%63%-%-%12%80%89%84%60%64%64%

bcabiabi

495-*18-----*41418Sales
1%1%1%-%*%1%-%-%-%-%-%*%2%1%1%

*----*------*-*Company Secretary
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

General manager / site
24*-24-----2*46manager
1%*%*%-%5%*%-%-%-%-%-%6%*%*%*%

abiabi

-*---*-------**Refused
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%

-2---2-------22Don't know
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%

43819-*60-----*45661Other answers
1%4%2%-%1%3%-%-%-%-%-%1%2%3%3%

ac
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

----*-81181187617Marketing
-%-%-%-%1%-%1%1%2%2%1%1%1%1%

acac

Customer Relationship
-----*31**3233Management
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

---*1*15158131651624Customer Service
-%-%-%1%3%*%1%1%2%2%1%1%1%1%

bb

---*-*34314444Procurement
-%-%-%3%-%1%*%*%1%*%*%1%*%*%

-*--133041111934193263Finance / Accounts
-%1%-%-%4%6%3%3%2%3%3%2%3%3%

---*122627132128182834Operations
-%-%-%1%2%3%2%2%3%3%2%2%2%2%

---*-2352*5355Facilities
-%-%-%1%-%3%*%*%*%*%*%*%*%*%

a

------********Mailroom
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

Office Admin / Office
2-381017334324117154374214349490Management

100%-%56%55%43%27%29%25%25%22%29%28%31%25%

dfddef

Senior Management
(Managing Director,
Director, Business

-8258366868022844597454596411272Owner)
-%99%44%39%32%59%59%62%61%66%58%60%56%64%

ccacabc

------794675718Sales
-%-%-%-%-%-%1%1%1%1%1%1%1%1%

------**--****Company Secretary
-%-%-%-%-%-%*%*%-%-%*%*%*%*%

General manager / site
------64-26466manager
-%-%-%-%-%-%1%*%-%*%*%1%1%*%

------*---****Refused
-%-%-%-%-%-%*%-%-%-%*%*%*%*%

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

acf

----4-4541131149284661Other answers
-%-%-%-%16%-%4%3%3%2%4%4%4%3%

abdddd
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

-42*1-----*-1017Marketing
-%3%1%*%*%-%-%-%-%-%6%-%2%1%

ab

Customer Relationship
-2*1-------**3Management
-%1%*%*%-%-%-%-%-%-%-%1%*%*%

a

-6225------*1224Customer Service
-%4%1%1%1%-%-%-%-%-%-%3%2%1%

abc

-*12*-------14Procurement
-%*%*%1%*%-%-%-%-%-%-%-%*%*%

*76173-----*11863Finance / Accounts
7%4%2%5%1%-%-%-%-%-%2%8%3%3%

aac

-310312------*2134Operations
-%2%3%1%3%-%-%-%-%-%-%2%3%2%

bb

-*2-2*--*---*5Facilities
-%*%1%-%*%46%-%-%100%-%-%-%*%*%

-*----------**Mailroom
-%*%-%-%-%-%-%-%-%-%-%-%*%*%

Office Admin / Office
*489897130-----*4149490Management
2%29%33%28%28%-%-%-%-%-%4%33%22%25%

Senior Management
(Managing Director,
Director, Business

684166214275*-*-3474451272Owner)
90%50%55%62%60%54%-%100%-%100%87%54%66%64%

dd

-223--------618Sales
-%1%1%1%-%-%-%-%-%-%-%-%1%1%

a

-*-----------*Company Secretary
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

General manager / site
-2**4-------26manager
-%1%*%*%1%-%-%-%-%-%-%-%*%*%

-*-----------*Refused
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

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

-79824-------1161Other answers
-%4%3%2%5%-%-%-%-%-%-%-%2%3%

b
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

*82152-9**42417Marketing
*%1%1%1%1%-%2%4%*%2%1%2%1%

Customer Relationship
*3*3*---***-3Management
*%*%*%*%*%-%-%-%*%*%*%-%*%

*167174*8-43*524Customer Service
*%1%2%1%2%1%2%-%5%1%*%2%1%

ab

*414*-1-*-**4Procurement
*%*%*%*%*%-%*%-%*%-%*%*%*%

13413511324-2151163Finance / Accounts
2%3%5%3%6%12%1%-%2%1%3%4%3%

ac

22612225-16-2151334Operations
5%2%4%1%2%-%3%-%2%8%*%1%2%

aab

-5*4-**-*-*-5Facilities
-%*%*%*%-%1%*%-%*%-%*%-%*%

-**---*-*---*Mailroom
-%*%*%-%-%-%*%-%*%-%-%-%*%

Office Admin / Office
183565543572280*18412768490Management
39%29%21%25%31%13%18%2%20%23%17%25%25%

a

Senior Management
(Managing Director,
Director, Business

187271631109126113214581121181671272Owner)
40%59%61%64%55%74%71%94%65%63%74%62%64%

bcac

25711--6-2-*418Sales
5%*%2%1%-%-%1%-%3%-%*%1%1%

aac

-*-*--------*Company Secretary
-%*%-%*%-%-%-%-%-%-%-%-%*%

General manager / site
426*--2--2-*6manager
8%*%2%*%-%-%*%-%-%1%-%*%*%

aa

-*-*--------*Refused
-%*%-%*%-%-%-%-%-%-%-%-%*%
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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: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

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

-494575-6-2-5561Other answers
-%4%2%3%2%-%1%-%2%-%3%2%3%

cc
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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: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

--6374-66-17Marketing
-%-%1%1%3%1%-%3%4%-%1%

a

Customer Relationship
-*33**-**-3Management
-%*%*%1%*%*%-%*%*%-%*%

-214575177124Customer Service
-%2%1%1%3%1%5%3%4%1%1%

a

-*31*1-**-4Procurement
-%*%*%*%*%*%-%*%*%-%*%

-23113712*65463Finance / Accounts
-%1%3%3%3%3%1%3%3%6%3%

-3276912-78*34Operations
-%2%2%2%4%3%-%3%5%1%2%

-*5***-**-5Facilities
-%*%*%*%*%*%-%*%*%-%*%

-****--**-*Mailroom
-%*%*%*%*%-%-%*%*%-%*%

Office Admin / Office
-403311055797849467490Management
-%32%31%28%25%21%44%24%29%11%25%

a

Senior Management
(Managing Director,
Director, Business

-74602229134323512577501272Owner)
-%58%56%60%58%70%29%61%49%80%64%

bb

--7*34-*3*18Sales
-%-%1%*%1%1%-%*%2%*%1%

--*-------*Company Secretary
-%-%*%-%-%-%-%-%-%-%*%

General manager / site
-2622*222-6manager
-%2%1%1%1%*%10%1%1%-%*%

--*-------*Refused
-%-%*%-%-%-%-%-%-%-%*%

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

-3441247244-61Other answers
-%2%4%3%2%2%11%2%3%-%3%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 7  (continuation)                                                                                                                                                     Page 136

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: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

-52976-378-*7317Marketing
-%1%*%2%1%1%-%2%1%2%-%*%1%1%1%

a

Customer Relationship
-33*23-***-*223Management
-%*%*%*%*%*%-%*%*%*%-%*%*%1%*%

-13128516-2910-25324Customer Service
-%2%1%2%1%1%-%2%2%2%-%2%1%1%1%

-44143-*11-14*4Procurement
-%1%*%*%1%*%-%*%*%*%-%1%1%*%*%

-2327131831-3816-2171163Finance / Accounts
-%3%3%2%2%3%-%2%2%3%-%2%2%3%3%

-1621131625-71219-316634Operations
-%2%2%2%2%2%-%5%3%4%-%3%2%2%2%

*14*35-***-*3*5Facilities
1%*%*%*%*%*%-%*%*%*%-%*%*%*%*%

-*****-***-****Mailroom
-%*%*%*%*%*%-%*%*%*%-%*%*%*%*%

Office Admin / Office
7230259112203338-2710491-3419683490Management

42%32%27%21%27%30%-%19%23%20%-%32%28%26%25%

acc

Senior Management
(Managing Director,
Director, Business

8405586348451627-92299308-614032081272Owner)
47%55%61%67%61%56%-%65%65%66%-%56%59%64%64%

bab

-35535-263-*5*18Sales
-%*%1%1%*%*%-%2%1%1%-%*%1%*%1%

-*--**------*-*Company Secretary
-%*%-%-%*%*%-%-%-%-%-%-%*%-%*%

General manager / site
-24244-222-2426manager
-%*%*%*%1%*%-%1%*%*%-%2%1%1%*%

-**-**------*-*Refused
-%*%*%-%*%*%-%-%-%-%-%-%*%-%*%

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

2243992846-296-226661Other answers
9%3%4%2%4%4%-%2%2%1%-%2%4%2%3%

cc

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 7  (continuation)                                                                                                                                                     Page 137

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: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

----53**55717Marketing
-%-%-%-%1%*%*%*%2%2%2%1%

Customer Relationship
--*-12--***3Management
-%-%*%-%*%*%-%-%*%*%*%*%

-*--137-253324Customer Service
-%*%-%-%2%1%-%3%2%1%1%1%

-*--34*-1114Procurement
-%*%-%-%*%*%*%-%*%*%*%*%

*-*122231183763Finance / Accounts
2%-%1%3%3%2%2%1%3%1%2%3%

***217224776834Operations
2%*%*%7%2%2%8%9%2%3%2%2%

acabc

----14*****5Facilities
-%-%-%-%*%*%*%*%*%*%*%*%

----******-*Mailroom
-%-%-%-%*%*%*%*%*%*%-%*%

Office Admin / Office
58862172531518445378490Management

35%25%34%17%30%28%26%24%15%25%22%25%

ccc

Senior Management
(Managing Director,
Director, Business

823152539954933472241352411272Owner)
59%72%64%73%56%60%60%61%75%63%68%64%

abde

-*-*55--12218Sales
-%1%-%*%1%*%-%-%*%1%1%1%

----*------*Company Secretary
-%-%-%-%*%-%-%-%-%-%-%*%

General manager / site
----24222226manager
-%-%-%-%*%*%3%2%1%1%1%*%

a

----**-----*Refused
-%-%-%-%*%*%-%-%-%-%-%*%

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

*---2837-*12561Other answers
2%-%-%-%4%4%-%*%*%1%2%3%
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

124-14-8179171615121517Marketing
1%2%-%1%-%2%1%1%1%1%1%1%1%1%

Customer Relationship
3*-3-*32323233Management
*%*%-%*%-%*%*%*%*%*%*%*%*%*%

231*21-62211221820192024Customer Service
1%*%*%1%-%1%1%1%1%1%1%1%1%1%

41-4-*41434444Procurement
*%*%-%*%-%*%*%*%*%*%*%*%*%*%

505143-116127624962506063Finance / Accounts
3%2%1%3%-%3%3%2%3%3%3%3%3%3%

209521-73225322633283134Operations
1%3%7%1%-%2%2%2%2%2%2%2%2%2%

ba

4*-1-*51535355Facilities
*%*%-%*%-%*%*%*%*%*%*%*%*%*%

*--*-*********Mailroom
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

Office Admin / Office
3976513399-99455280471365455374452490Management

25%24%21%25%-%24%25%26%24%24%26%26%26%25%

Senior Management
(Managing Director,
Director, Business

994179391007*26111156921240961110786710961272Owner)
63%66%64%64%14%63%62%64%64%64%62%61%62%64%

12--12-7178171117111718Sales
1%-%-%1%-%2%1%1%1%1%1%1%1%1%

*--*--********Company Secretary
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

General manager / site
22-42262666666manager
*%1%-%*%86%1%*%*%*%*%*%*%*%*%

*--*--*-******Refused
*%-%-%*%-%-%*%-%*%*%*%*%*%*%

2--2-222222222Don't know
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

545450-115525614155445561Other answers
3%2%6%3%-%3%3%2%3%3%3%3%3%3%
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

1071412214142*517Marketing
1%1%1%1%1%1%1%*%1%2%*%1%1%

Customer Relationship
213**-3*****3Management
*%*%*%*%*%-%*%*%*%*%1%*%*%

121221-312128**824Customer Service
1%1%1%-%1%*%1%1%2%*%*%2%1%

313-1*4***-14Procurement
*%*%*%-%*%*%*%*%*%*%-%*%*%

2637533818442107*1663Finance / Accounts
3%3%3%3%3%5%3%1%3%8%1%4%3%

abb

13212021252278611134Operations
1%2%1%2%5%1%2%4%2%6%3%3%2%

cb

*44**14-*--*5Facilities
*%*%*%*%*%*%*%-%*%-%-%*%*%

*-*--*---*-**Mailroom
*%-%*%-%-%*%-%-%-%*%-%*%*%

Office Admin / Office
1863044281640113332437422684490Management

20%28%26%16%15%32%23%22%21%24%22%22%25%

babab

Senior Management
(Managing Director,
Director, Business

62564710087119019294312723750162411272Owner)
68%60%62%74%72%55%65%66%66%54%60%63%64%

acccca

1261521313342-518Sales
1%1%1%2%*%1%1%1%1%3%-%1%1%

-**---*-----*Company Secretary
-%*%*%-%-%-%*%-%-%-%-%-%*%

General manager / site
*622242*6-246manager
*%1%*%2%1%1%*%*%2%-%7%1%*%

bcb

*-*--*------*Refused
*%-%*%-%-%*%-%-%-%-%-%-%*%

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

243654-69438622661Other answers
3%3%3%-%2%3%3%4%2%2%6%2%3%
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

2*32--4*3-2-17Marketing
1%*%2%1%-%-%3%*%2%-%1%-%1%

acaceghk

Customer Relationship
-----*2***-*3Management
-%-%-%-%-%*%2%*%*%*%-%*%*%

224*4**262*-24Customer Service
1%1%3%*%2%*%*%1%3%1%*%-%1%

afgiaabfgi

3***--*1--**4Procurement
1%*%*%*%-%-%*%*%-%-%*%*%*%

51684728684563Finance / Accounts
3%1%5%4%2%5%1%5%3%4%3%4%3%

kkkkk

1593*2-1451334Operations
*%3%8%2%*%2%-%*%2%2%1%2%2%

fhabcdefghik

l

***--22-----5Facilities
*%*%*%-%-%1%1%-%-%-%-%-%*%

----------*-*Mailroom
-%-%-%-%-%-%-%-%-%-%*%-%*%

Office Admin / Office
564831294540223643563746490Management
29%25%26%16%23%31%17%20%23%27%27%31%25%

efiiiefifiiefi

Senior Management
(Managing Director,
Director, Business

11713160126134728812511613086881272Owner)
61%68%51%70%69%57%68%68%62%63%61%59%64%

gjagjagjjgjjj

2-----44214118Sales
1%-%-%-%-%-%3%2%1%*%3%*%1%

ghijkghjkghijk

--------*---*Company Secretary
-%-%-%-%-%-%-%-%*%-%-%-%*%

General manager / site
--------2-226manager
-%-%-%-%-%-%-%-%1%-%1%1%*%

*-----------*Refused
*%-%-%-%-%-%-%-%-%-%-%-%*%

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

23497566466461Other answers
1%1%4%5%3%4%4%3%2%3%4%3%3%

l
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

527217Marketing
1%*%1%*%1%

Customer Relationship
-*213Management
-%*%*%*%*%

959224Customer Service
2%1%2%*%1%

aa

3*1*4Procurement
1%*%*%*%*%

1218161763Finance / Accounts
2%4%3%3%3%

1654934Operations
3%1%1%2%2%

bc

122-5Facilities
*%*%*%-%*%

---**Mailroom
-%-%-%*%*%

Office Admin / Office
135113102140490Management

27%23%20%28%25%

bb

Senior Management
(Managing Director,
Director, Business

3083323293041272Owner)
62%66%66%61%64%

2-10518Sales
*%-%2%1%1%

cdc

--*-*Company Secretary
-%-%*%-%*%

General manager / site
--246manager
-%-%*%1%*%

cd

*---*Refused
*%-%-%-%*%

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

920161561Other answers
2%4%3%3%3%

d
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C6. Please could you tell me which type of department you work in?
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

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

393565303490485103212041252service delivery
59%67%54%64%66%60%53%56%63%63%63%

c

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

19625669312147263275not core to our business
28%12%21%14%12%15%11%21%13%14%14%

abdaab

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

81127103156193412423442not function without it)
12%20%23%22%21%24%34%21%24%22%22%

eeeac

--2371***3132Don't Know
-%-%2%1%1%1%2%2%*%2%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,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



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

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

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

537163106510110012319712833171771351252service delivery
61%65%64%62%60%58%65%59%73%68%61%65%61%63%

acfhijm

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

1491723523301940225521626275not core to our business
16%8%17%14%14%17%10%12%13%11%19%13%12%14%

llllgl

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

19271837743404687259522551442not function without it)
22%25%19%22%26%23%24%26%14%18%19%21%23%22%

eeeeek

11-30-3-7*2621032Don't Know
1%1%-%2%-%2%-%2%*%4%2%2%5%2%

kkgikkkegijklm
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

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

13111212501002547594530312534118201252service delivery
64%62%61%63%69%45%82%53%73%81%62%58%63%

egabeghbegabegeg

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

34241542211172947426-222275not core to our business
17%13%13%14%15%22%7%13%15%-%12%7%14%

cabcefhccc

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

36406953471254561732184912442not function without it)
18%23%23%22%16%33%12%30%12%19%26%35%22%

dfhdfhdfhdfh

3298245-*26*-*-32Don't Know
1%2%2%1%1%-%*%5%*%-%*%-%2%

bdgh
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

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

--12527111811252service delivery
-%-%100%66%62%63%

bc

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

-275-15260275not core to our business
-%100%-%14%14%14%

ac

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

442--17425442not function without it)
100%-%-%16%22%22%

ab

---42832Don't Know
-%-%-%4%1%2%
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 12/07/19



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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

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

76458718-51247-----57111751252service delivery
26%53%85%-%13%64%-%-%-%-%-%16%28%69%63%

cbcbcjjbcij

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

4717157*5269--*-*541228275not core to our business
16%20%7%4%13%14%-%-%9%-%3%15%16%13%14%

aa

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

16522354729413--32321136277442not function without it)
56%26%6%96%73%21%-%-%91%100%97%68%54%16%22%

abaabiaaiai

51017-*31-----*52732Don't Know
2%1%2%-%*%2%-%-%-%-%-%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,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

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

--239237067212083237453606831252service delivery
-%-%53%24%40%38%61%56%45%46%58%47%60%63%

bcbdebdebde

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

-4*5312180202101113204147176275not core to our business
-%45%4%35%13%20%15%16%22%16%16%19%15%14%

acdfaf

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

24261125269351153255320255273442not function without it)
100%55%44%41%47%41%23%27%33%37%25%33%24%22%

aaaacfacfacf

----**111037117932Don't Know
-%-%-%-%1%*%1%1%1%1%1%1%1%2%
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

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

*43145208348----2*13201252service delivery
3%25%48%60%76%-%-%-%-%53%2%5%47%63%

dcdbcd

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

238645346-----26104275not core to our business
32%23%21%15%10%-%-%-%-%-%47%51%15%14%

ababa

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

487887763*-**226246442not function without it)
65%52%29%22%14%100%-%100%100%47%51%44%36%22%

abcaba

-*29*-------732Don't Know
-%*%1%2%*%-%-%-%-%-%-%-%1%2%

ad
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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: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

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

2572013611161449171*1464701741252service delivery
55%58%51%64%63%57%38%2%16%36%44%65%63%

baddbcd

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

71973923625582*10343633275not core to our business
15%16%14%14%11%32%18%2%11%19%23%12%14%

cad

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

1430686356602194462755361442not function without it)
31%25%32%21%26%11%43%96%70%42%33%23%22%

acabcaa

-11725*-7-24-*32Don't Know
-%1%3%1%*%-%1%-%3%2%-%*%2%

aba
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

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

-486451889822588866161252service delivery
-%38%60%50%42%48%43%43%42%25%63%

acca

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

-371657437733402614275not core to our business
-%29%15%20%16%16%18%19%17%22%14%

abb

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

-40259113911657786633442not function without it)
-%32%24%30%39%35%39%38%42%53%22%

bb

-29452-11-32Don't Know
-%2%1%1%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 - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

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

2410561236344668-36197206-313201411252service delivery
13%56%58%46%46%60%-%25%43%45%-%29%46%43%63%

bccccc

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

212616191145173-388582-3413167275not core to our business
12%17%17%17%19%16%-%27%19%18%-%31%19%21%14%

aabab

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

13186233190248261-65173169-43231115442not function without it)
75%25%24%37%33%23%-%46%38%36%-%40%33%35%22%

aaa

-89379-237--7232Don't Know
-%1%1%*%1%1%-%1%1%1%-%-%1%1%2%
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

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

*95204065241219132811581252service delivery
4%27%22%57%57%57%21%25%44%38%44%63%

dedede

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

281031291442522574074275not core to our business
16%26%43%9%18%16%45%28%19%19%21%14%

abcd

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

915812172235193410692121442not function without it)
65%47%35%34%24%26%34%45%36%43%34%22%

a

2--*911*23*332Don't Know
15%-%-%1%1%1%*%3%1%*%1%2%

b
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

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

1054115341013*20411096291211899109682910831252service delivery
67%42%57%64%7%49%62%58%62%60%61%58%61%63%

aaccb

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

209499223-79248172266211254218254275not core to our business
13%18%15%14%-%19%14%16%14%14%14%15%14%14%

bb

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

292105173282124409272433374408354403442not function without it)
19%39%28%21%93%30%23%25%22%25%23%25%23%22%

bab

232*17-82813322226222632Don't Know
1%1%*%1%-%2%2%1%2%1%1%2%1%2%
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

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

5816711094291232249645617440151811252service delivery
63%62%67%30%46%64%67%29%48%43%55%47%63%

abbaa

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

107168219183558172405315260275not core to our business
12%15%13%19%13%17%12%21%15%17%6%16%14%

bbb

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

21622629349986028795124368136442not function without it)
24%21%18%51%37%17%20%49%35%39%32%36%22%

accbc

131823*872329*2532Don't Know
1%2%1%*%3%2%2%1%2%*%7%1%2%
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

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

12912588105118788013111812669851252service delivery
67%65%75%59%61%61%62%72%63%60%49%57%63%

abbabcdfghikbbbabchibb

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

302713262010161428352629275not core to our business
16%14%11%14%10%8%12%8%15%17%19%19%14%

egegegegheghj

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

303614455139293637474436442not function without it)
16%19%12%25%26%30%22%20%20%22%31%24%22%

jljldejkljjjdejklj

24245*624*2*32Don't Know
1%2%2%2%3%*%4%1%2%*%2%*%2%

aacg
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

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

3413013292801252service delivery
68%60%66%56%63%

aca

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

70565890275not core to our business
14%11%12%18%14%

bc

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

80134101126442not function without it)
16%27%20%25%22%

bdd

8911332Don't Know
2%2%2%1%2%

a
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

Columns Tested: a,b,c,d

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%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

11513292212137109121Yes
17%10%11%6%3%15%14%17%14%6%6%

abaaaaaaa

5346104441717627134217731834No
81%89%88%93%96%77%73%69%81%92%92%

ebcdecbcde

1125771333844Don't know
2%1%1%1%1%8%13%14%6%2%2%

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

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

7879981241815*20716121Yes
8%7%7%6%5%7%2%5%8%*%7%5%7%6%

gggggg

7794891574158157179308152492551122021834No
87%88%92%92%95%91%96%93%87%99%91%94%91%92%

elmelmelmelmelm

46134*4448*61444Don't know
5%5%1%2%*%3%2%1%5%*%2%1%2%2%

fijkfijkfijk
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

131082210047344212*76121Yes
6%6%5%6%6%2%8%7%7%*%4%17%6%

gbcdegh

179165637414607321205052215642181281834No
88%92%92%92%92%90%90%91%90%100%96%83%92%

baadefgadeg

1233113414101135-1*44Don't know
6%2%3%2%2%7%3%2%3%-%1%*%2%

abeh
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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
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

5627384117121Yes
13%10%3%4%6%6%

aa

368237120110317321834No
83%86%96%96%91%92%

bc

181213-4444Don't know
4%4%1%-%2%2%

aa
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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: 12/07/19



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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

633325319102--**2164459121Yes
21%4%3%38%48%5%-%-%12%20%82%51%17%3%6%

ababiaabiai

2248038085201815--22*1520416111834No
76%93%95%62%51%93%-%-%88%80%18%48%80%94%92%

ccbcjcjbcij

62613-*44-----*63844Don't know
2%3%1%-%1%2%-%-%-%-%-%1%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,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

-1-13669944169806268121Yes
-%8%-%9%12%9%6%7%9%10%6%8%6%6%

acacf

28513215210671160414614116668210411834No
100%92%100%91%86%85%91%90%89%88%91%89%91%92%

dd

----*33029101534253344Don't know
-%-%-%-%2%5%3%2%2%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,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%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

-25152119*-**24360121Yes
-%15%5%6%4%100%-%100%100%47%96%26%9%6%

abc

6135277319430----2*96021834No
100%80%92%92%94%-%-%-%-%53%4%74%89%92%

ddd

-9979-------1544Don't know
-%5%3%2%2%-%-%-%-%-%-%-%2%2%

ab
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C8. Do you have an Account Manager with your postal services provider?
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e
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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%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

674447711157*3314148121Yes
14%6%16%4%5%6%13%7%37%8%9%3%6%

aacabcaa

3711302161619211143884551571442541834No
82%91%80%93%92%92%86%90%62%89%90%95%92%

bbaddcd

2329368*7*162744Don't know
4%3%3%2%3%1%2%2%1%3%1%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,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

-12632639286312810121Yes
-%10%6%7%17%6%32%15%18%16%6%

a

-10898334118542813169124521834No
-%85%91%90%80%92%68%82%78%83%92%

cb

-6321368*66*44Don't know
-%5%3%3%3%2%1%3%4%*%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
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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%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

55249406065-193749-115524121Yes
30%7%5%8%8%6%-%13%8%11%-%10%8%7%6%

ab

126608864686601014-118411403-906092891834No
70%90%92%90%89%91%-%84%90%87%-%83%88%89%92%

c

*1829122331-41012-7251244Don't know
1%2%3%2%3%3%-%3%2%3%-%6%4%4%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: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

3647474839321817121Yes
19%19%15%19%7%5%5%12%11%8%5%6%

aa

1025202865283950662611873301834No
79%81%84%81%91%92%90%85%88%88%93%92%

bcd

*-**16263248944Don't know
2%-%1%*%2%3%5%3%1%4%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,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

7429978-461106711910010989109121Yes
5%11%14%5%-%11%6%6%6%7%6%6%6%6%

baab

146923551146923571642991178313721633130316161834No
93%87%85%93%100%86%92%91%92%91%92%92%92%92%

abcc

357134-134127403341314144Don't know
2%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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

65567312361371373725649121Yes
7%5%4%13%13%4%5%19%10%28%21%13%6%

ccbcb

836998152284221330134315031365213211834No
91%92%93%87%84%95%93%78%87%71%79%84%92%

abaaa

162934*86326101*1144Don't know
2%3%2%*%3%2%2%3%3%1%*%3%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,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

5914916116117121210121Yes
3%5%12%5%8%8%4%6%4%6%8%7%6%

dfikllll

1761831011681761151231691721921261331834No
93%95%86%94%91%91%95%92%92%92%89%88%92%

ajjaj

91231113844744Don't know
5%1%2%2%1%1%1%2%4%2%3%5%2%

fghkhkfghk
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

28352434121Yes
6%7%5%7%6%

4604594644511834No
92%92%93%90%92%

126121544Don't know
2%1%2%3%2%

c

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 9  (continuation)                                                                                                                                                     Page 172

C8. Do you have an Account Manager with your postal services provider?
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%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

Under £10
(under £120

141035186408141310832846pa)                 (5)
22%19%30%39%55%18%13%14%20%43%42%

debcdebcde

£10 - £24
(£120 - £299

117237814612139379392pa)                (17)
17%13%19%16%20%16%7%14%18%20%20%

ddde

£25 - £49
(£300 - £599

61118719713248256269pa)                (37)
9%21%15%15%13%17%16%20%15%13%13%

aea

£50 - £99
(£600 - £1,199

12612523911128189201pa)                (75)
18%12%11%11%5%14%13%13%15%10%10%

abaaaaa

£100 - £199
(£1,200 - £2

81012322410226106116,399 pa)          (150)
13%20%10%7%3%13%15%12%12%6%6%

ababaaaaaa

£200 - £499
(£2,400 - 5

93102225101358897,999 pa)          (350)
14%6%9%5%3%12%13%17%10%5%5%

abaaaaba

£500 - £999
(£6,000 - £11

14616441123640,999 pa)          (750)
2%8%5%3%1%5%8%4%5%2%2%

aeaaaaa

£1,000 - £1
,999 (£12,000

3**3*21*11012- £23,999 pa)    (1500)
4%*%*%1%*%2%5%2%2%1%1%

abcaaa

£2,000 - £2
,999 (£24,000

1*-6211*11011- £35,999 pa)    (2500)
1%*%-%1%*%2%7%1%1%1%1%

aabce

£3,000 - £4
,999 (£36,000

*-*4-*-**78- £59,999 pa)    (4000)
1%-%*%1%-%1%-%2%*%*%*%

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 - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

£5,000 - £7
,499 (£60,000

*--*-*-***1- £89,999 pa)    (6250)
*%-%-%*%-%*%-%1%*%*%*%

a

£7,500 - £9
,999 (£90,000

--2------22- £119,999 pa)   (8750)
-%-%2%-%-%-%-%-%-%*%*%

ab

£10,000 - £14
,999 (£120,000

*--2-*--*22- £179,999 pa)  (12500)
*%-%-%*%-%*%-%-%1%*%*%

£15,000 - £19
,999 (£180,000

------------ £239,999 pa)  (17500)
-%-%-%-%-%-%-%-%-%-%-%

£20,000 - £24
,999 (£240,000

*----**---*- £299,999 pa)  (22500)
*%-%-%-%-%*%2%-%-%-%*%

abe

£25,000 - £29
,999 (£300,000

-----*-*--*- £359,999 pa)  (27500)
-%-%-%-%-%*%-%1%-%-%*%

aab

£30,000 - £39
,999 (£360,000

-*-2-*--*23- £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,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

-----------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
-----------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%

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

433488387690515113516561708Net: <£100
65%65%74%81%93%64%49%61%68%86%85%

debcdeddbcde

Net: £100
1817297053244614230253-<£1000
28%34%24%15%7%29%36%33%27%12%13%

abababaaaaa

Net: £1000
4**13341122731-<£5000
5%*%*%3%*%5%13%4%4%1%2%

acaaabceaa

Net: £5000
*-2*-*-**23-<£10,000
*%-%2%*%-%*%-%1%*%*%*%

ab

Net: £10,000 -
*--2-**-*22<£25,000
1%-%-%*%-%1%2%-%1%*%*%

aaa

Net: £25,000
-*-2-1-**23<£50,000
-%*%-%*%-%1%-%1%1%*%*%

aaa

Net: £50,000 -
-----------<£100,000
-%-%-%-%-%-%-%-%-%-%-%

-----------Net: >£100,000
-%-%-%-%-%-%-%-%-%-%-%

1*25-1**168Net: £5,000+
1%*%2%1%-%2%2%2%2%*%*%

aaaaaaa

65521194757468010195219202000Answered
334.83297.92247.68371.7243.21573.11860.91624.61499.34155.21171.93Mean

aaaaaaaa
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

Under £10
(under £120

34434272880728013482291084896846pa)                 (5)
38%40%43%43%48%42%42%41%47%58%38%40%43%42%

cfjlm

£10 - £24
(£120 - £299

172517333302345783410482738392pa)                (17)
19%23%18%19%18%13%24%24%19%20%17%23%17%20%

hhh

£25 - £49
(£300 - £599

15141222928242140154551329269pa)                (37)
17%13%12%13%17%14%11%12%8%8%20%11%13%13%

eeefgjkl

£50 - £99
(£600 - £1,199

101510166919163521*37920201pa)                (75)
12%13%11%10%5%11%8%11%12%1%13%7%9%10%

dididddddi

£100 - £199
(£1,200 - £2

637997186241228715116,399 pa)          (150)
7%3%8%6%4%10%3%7%7%4%3%6%7%6%

clcglcl

£200 - £499
(£2,400 - 5

348831071513721310597,999 pa)          (350)
4%4%8%5%6%4%8%4%4%5%5%9%2%5%

alaa

£500 - £999
(£6,000 - £11

21*37*7242-741140,999 pa)          (750)
2%1%*%2%*%4%1%1%1%-%3%3%5%2%

kkiklkkfgijkl

£1,000 - £1
,999 (£12,000

*3272*-**-2*212- £23,999 pa)    (1500)
*%3%2%*%1%*%-%*%*%-%1%*%1%1%

fjmj

£2,000 - £2
,999 (£24,000

*1-11*-22*-2-411- £35,999 pa)    (2500)
*%1%-%1%*%-%1%1%*%-%1%-%2%1%

k

£3,000 - £4
,999 (£36,000

**-7-22*2---28- £59,999 pa)    (4000)
*%*%-%*%-%1%1%*%1%-%-%-%1%*%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

£5,000 - £7
,499 (£60,000

**-*----*----1- £89,999 pa)    (6250)
1%*%-%*%-%-%-%-%*%-%-%-%-%*%

j

£7,500 - £9
,999 (£90,000

---2--------22- £119,999 pa)   (8750)
-%-%-%*%-%-%-%-%-%-%-%-%1%*%

j

£10,000 - £14
,999 (£120,000

---2------*2-2- £179,999 pa)  (12500)
-%-%-%*%-%-%-%-%-%-%*%2%-%*%

jkl

£15,000 - £19
,999 (£180,000

--------------- £239,999 pa)  (17500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£20,000 - £24
,999 (£240,000

---*----*----*- £299,999 pa)  (22500)
-%-%-%*%-%-%-%-%*%-%-%-%-%*%

£25,000 - £29
,999 (£300,000

---*---*-----*- £359,999 pa)  (27500)
-%-%-%*%-%-%-%*%-%-%-%-%-%*%

£30,000 - £39
,999 (£360,000

--*2-*---2---3- £479,999 pa)  (35000)
-%-%*%*%-%*%-%-%-%4%-%-%-%*%

acefghijkl

m

£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: 12/07/19



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

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

--------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
--------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

769681145514613816128815243248961831708Net: <£100
87%89%83%85%87%80%86%87%86%87%88%81%82%85%

ahkh

Net: £100
1181521918332340214292130253-<£1000
12%8%15%13%11%19%12%12%12%9%10%18%14%13%

llclll

Net: £1000
*422632322-4*831-<£5000
1%3%2%1%2%1%2%1%1%-%1%*%4%2%

fjmfm

Net: £5000
**-2----*---23-<£10,000
1%*%-%*%-%-%-%-%*%-%-%-%1%*%

Net: £10,000 -
---2----*-*2-2<£25,000
-%-%-%*%-%-%-%-%*%-%*%2%-%*%

jkl

Net: £25,000
--*3-*-*-2---3<£50,000
-%-%*%*%-%*%-%*%-%4%-%-%-%*%

acefghijkl

m

Net: £50,000 -
--------------<£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Net: >£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***7-*-**2*228Net: £5,000+
1%*%*%*%-%*%-%*%*%4%*%2%1%*%

cefghijklm

88108981707167174187331175492811192232000Answered
106.76109.70120.13182.1773.76181.56115.8689.00131.641597.48101.51278.40234.36171.93Mean

acefghijkl

m
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

Under £10
(under £120

96750161684365284120392257515846pa)                 (5)
47%42%40%43%46%21%75%35%53%60%40%45%42%

egabdeghgbegbeggg

£10 - £24
(£120 - £299

38353942971693471053582310392pa)                (17)
19%20%23%19%21%26%12%18%20%18%12%29%20%

abbfbbbf

£25 - £49
(£300 - £599

272426420510021489253232269pa)                (37)
13%13%16%13%13%16%7%15%15%8%12%4%13%

a

£50 - £99
(£600 - £1,199

1318835166941215513*232201pa)                (75)
6%10%8%10%12%9%2%10%7%1%12%6%10%

bcfcfcfcf

£100 - £199
(£1,200 - £2

10106219526172445418*116,399 pa)          (150)
5%6%5%6%3%13%3%8%3%8%9%1%6%

adfhdhdh

£200 - £499
(£2,400 - 5

118717802312*392216397,999 pa)          (350)
5%5%4%5%3%9%*%7%1%5%9%8%5%

dfhdfhdfhdf

£500 - £999
(£6,000 - £11

43783275*20*-6240,999 pa)          (750)
2%2%2%2%1%4%*%3%*%-%3%6%2%

dhdhdhdh

£1,000 - £1
,999 (£12,000

1112105**6--2-12- £23,999 pa)    (1500)
*%1%1%1%1%*%*%1%-%-%1%-%1%

£2,000 - £2
,999 (£24,000

29*11*2-6--3-11- £35,999 pa)    (2500)
1%1%*%1%*%1%-%1%-%-%2%-%1%

hhh

£3,000 - £4
,999 (£36,000

26-82--6--*-8- £59,999 pa)    (4000)
1%*%-%*%*%-%-%1%-%-%*%-%*%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

£5,000 - £7
,499 (£60,000

-11*---*--*-1- £89,999 pa)    (6250)
-%*%*%*%-%-%-%*%-%-%*%-%*%

£7,500 - £9
,999 (£90,000

-22----2----2- £119,999 pa)   (8750)
-%*%*%-%-%-%-%*%-%-%-%-%*%

a

£10,000 - £14
,999 (£120,000

-2-2---2----2- £179,999 pa)  (12500)
-%*%-%*%-%-%-%*%-%-%-%-%*%

£15,000 - £19
,999 (£180,000

-------------- £239,999 pa)  (17500)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£20,000 - £24
,999 (£240,000

-*-*------*-*- £299,999 pa)  (22500)
-%*%-%*%-%-%-%-%-%-%*%-%*%

£25,000 - £29
,999 (£300,000

-**-------*-*- £359,999 pa)  (27500)
-%*%*%-%-%-%-%-%-%-%*%-%*%

£30,000 - £39
,999 (£360,000

-3*22--*----3- £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)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 10  (continuation)                                                                                                                                                    Page 180

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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

-------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
-------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

17415343551353728965345216537144291708Net: <£100
86%85%87%85%92%72%96%78%96%87%76%85%85%

begabegabceg

Net: £100
24229472075735210286395253-<£1000
12%13%11%13%7%26%4%18%4%13%21%15%13%

defhdfhddfhdfh

Net: £1000
52632972*18--5-31-<£5000
3%1%1%2%1%1%*%3%-%-%3%-%2%

dhdh

Net: £5000
-32*---2--*-3-<£10,000
-%*%1%*%-%-%-%*%-%-%*%-%*%

a

Net: £10,000 -
-2-2---2--*-2<£25,000
-%*%-%*%-%-%-%*%-%-%*%-%*%

Net: £25,000
-3*22--*--*-3<£50,000
-%*%*%*%*%-%-%*%-%-%*%-%*%

Net: £50,000 -
-------------<£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Net: >£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%

-8352--5--1-8Net: £5,000+
-%*%1%*%*%-%-%1%-%-%*%-%*%

203179740715937941335557717342189342000Answered
132.35176.40152.03177.01158.44135.3819.99258.8527.3938.76212.1687.60171.93Mean

dfddf
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

Under £10
(under £120

545771860786846pa)                 (5)
12%21%57%56%42%42%

cbca

£10 - £24
(£120 - £299

655626727365392pa)                (17)
15%21%21%25%19%20%

cc

£25 - £49
(£300 - £599

925311910259269pa)                (37)
21%19%10%9%14%13%

aa

£50 - £99
(£600 - £1,199

6661716195201pa)                (75)
15%22%6%6%10%10%

aac

£100 - £199
(£1,200 - £2

502341*116116,399 pa)          (150)
11%8%3%*%6%6%

aab

£200 - £499
(£2,400 - 5

56152429697,999 pa)          (350)
13%6%2%2%5%5%

aba

£500 - £999
(£6,000 - £11

3037-4040,999 pa)          (750)
7%1%1%-%2%2%

ab

£1,000 - £1
,999 (£12,000

71521012- £23,999 pa)    (1500)
2%*%*%2%1%1%

a

£2,000 - £2
,999 (£24,000

92--1111- £35,999 pa)    (2500)
2%1%-%-%1%1%

aa

£3,000 - £4
,999 (£36,000

52*-88- £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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

£5,000 - £7
,499 (£60,000

1*--11- £89,999 pa)    (6250)
*%*%-%-%*%*%

£7,500 - £9
,999 (£90,000

2---22- £119,999 pa)   (8750)
*%-%-%-%*%*%

a

£10,000 - £14
,999 (£120,000

2---22- £179,999 pa)  (12500)
*%-%-%-%*%*%

a

£15,000 - £19
,999 (£180,000

------- £239,999 pa)  (17500)
-%-%-%-%-%-%

£20,000 - £24
,999 (£240,000

*---**- £299,999 pa)  (22500)
*%-%-%-%*%*%

£25,000 - £29
,999 (£300,000

-*--**- £359,999 pa)  (27500)
-%*%-%-%*%*%

£30,000 - £39
,999 (£360,000

3---33- £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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

------,999,999 pa)   (400000)
-%-%-%-%-%-%

£500,000+ (£6
------,000,000+ pa)  (600000)
-%-%-%-%-%-%

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

277228117510316051708Net: <£100
63%83%94%96%85%85%

cbca

Net: £100
13641712251253-<£1000

31%15%6%2%13%13%

abab

Net: £1000
215522931-<£5000

5%2%*%2%2%2%

aba

Net: £5000
3*--33-<£10,000
1%*%-%-%*%*%

a

Net: £10,000 -
2---22<£25,000
1%-%-%-%*%*%

a

Net: £25,000
3*--33<£50,000
1%*%-%-%*%*%

a

Net: £50,000 -
------<£100,000
-%-%-%-%-%-%

------Net: >£100,000
-%-%-%-%-%-%

7*--88Net: £5,000+
2%*%-%-%*%*%

ab

442275125210718932000Answered
577.64148.5436.3449.57178.83171.93Mean

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: 12/07/19



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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

Under £10
(under £120

--846--846-------846846pa)                 (5)
-%-%100%-%-%43%-%-%-%-%-%-%-%50%42%

bcbcjbcij

£10 - £24
(£120 - £299

-392---392-------392392pa)                (17)
-%45%-%-%-%20%-%-%-%-%-%-%-%23%20%

acbcjbcij

£25 - £49
(£300 - £599

-269---269-------269269pa)                (37)
-%31%-%-%-%14%-%-%-%-%-%-%-%16%13%

acbcjbcj

£50 - £99
(£600 - £1,199

-201---201-------201201pa)                (75)
-%23%-%-%-%10%-%-%-%-%-%-%-%12%10%

acbcjbcj

£100 - £199
(£1,200 - £2

116----116------116-116,399 pa)          (150)
40%-%-%-%-%6%-%-%-%-%-%-%46%-%6%

abaacij

£200 - £499
(£2,400 - 5

97----97------97-97,999 pa)          (350)
33%-%-%-%-%5%-%-%-%-%-%-%38%-%5%

abaacij

£500 - £999
(£6,000 - £11

40----40------40-40,999 pa)          (750)
14%-%-%-%-%2%-%-%-%-%-%-%16%-%2%

abaacij

£1,000 - £1
,999 (£12,000

12---12------12--12- £23,999 pa)    (1500)
4%-%-%-%31%-%-%-%-%-%-%39%-%-%1%

ababiabi

£2,000 - £2
,999 (£24,000

11---11------11--11- £35,999 pa)    (2500)
4%-%-%-%29%-%-%-%-%-%-%36%-%-%1%

ababiabi

£3,000 - £4
,999 (£36,000

8---8------8--8- £59,999 pa)    (4000)
3%-%-%-%20%-%-%-%-%-%-%25%-%-%*%

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: 12/07/19



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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

£5,000 - £7
,499 (£60,000

1--11-----1---1- £89,999 pa)    (6250)
*%-%-%10%2%-%-%-%-%-%29%-%-%-%*%

abi

£7,500 - £9
,999 (£90,000

2--22-----2---2- £119,999 pa)   (8750)
1%-%-%24%5%-%-%-%-%-%71%-%-%-%*%

ababi

£10,000 - £14
,999 (£120,000

2--22----2----2- £179,999 pa)  (12500)
1%-%-%28%5%-%-%-%-%91%-%-%-%-%*%

ababi

£15,000 - £19
,999 (£180,000

---------------- £239,999 pa)  (17500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£20,000 - £24
,999 (£240,000

*--**----*----*- £299,999 pa)  (22500)
*%-%-%3%1%-%-%-%-%9%-%-%-%-%*%

ai

£25,000 - £29
,999 (£300,000

*--**---*-----*- £359,999 pa)  (27500)
*%-%-%3%1%-%-%-%9%-%-%-%-%-%*%

ai

£30,000 - £39
,999 (£360,000

3--33---3-----3- £479,999 pa)  (35000)
1%-%-%33%7%-%-%-%91%-%-%-%-%-%*%

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)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£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: 12/07/19



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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

---------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
---------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

-862846--1708-------17081708Net: <£100
-%100%100%-%-%87%-%-%-%-%-%-%-%100%85%

ccbcjbcij

Net: £100
253----253------253-253-<£1000

87%-%-%-%-%13%-%-%-%-%-%-%100%-%13%

abacjacij

Net: £1000
31---31------31--31-<£5000
11%-%-%-%80%-%-%-%-%-%-%100%-%-%2%

ababiabij

Net: £5000
3--33-----3---3-<£10,000
1%-%-%34%7%-%-%-%-%-%100%-%-%-%*%

ababi

Net: £10,000 -
2--22----2----2<£25,000
1%-%-%30%6%-%-%-%-%100%-%-%-%-%*%

ababi

Net: £25,000
3--33---3-----3<£50,000
1%-%-%36%7%-%-%-%100%-%-%-%-%-%*%

ababi

Net: £50,000 -
---------------<£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Net: >£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

8--88---323---8Net: £5,000+
3%-%-%100%20%-%-%-%100%100%100%-%-%-%*%

ababci

2928628468391961--3233125317082000Answered
1053.1036.765.00190405785.159.91--34359.3913351.648019.912485.91322.0321.03171.93Mean

babciaabiai
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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: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

Under £10
(under £120

----2240541289116410154371846pa)                 (5)
-%-%-%-%9%4%35%32%19%17%32%20%33%42%

bcbdebdebde

£10 - £24
(£120 - £299

--242627725891118292173258392pa)                (17)
-%-%48%30%10%10%24%20%20%17%23%23%23%20%

bcddd

£25 - £49
(£300 - £599

---117193213103156202143187269pa)                (37)
-%-%-%8%4%12%17%17%22%22%16%19%16%13%

cacfacf

£50 - £99
(£600 - £1,199

---181612815163110152122131201pa)                (75)
-%-%-%8%32%26%11%12%14%16%12%16%12%10%

aaacfacf

£100 - £199
(£1,200 - £2

--*15881995272956987116,399 pa)          (150)
-%-%7%4%21%14%7%8%11%10%7%9%8%6%

aaacfacf

£200 - £499
(£2,400 - 5

-424385083346670566397,999 pa)          (350)
-%47%45%27%12%13%4%6%7%9%6%7%6%5%

aaacf

£500 - £999
(£6,000 - £11

-2-1232535183533282540,999 pa)          (750)
-%25%-%6%9%4%2%3%4%5%3%4%2%2%

aaacfa

£1,000 - £1
,999 (£12,000

-2-**32104987712- £23,999 pa)    (1500)
-%27%-%1%1%5%*%1%1%1%1%1%1%1%

a

£2,000 - £2
,999 (£24,000

---2*2395676511- £35,999 pa)    (2500)
-%-%-%14%1%4%*%1%1%1%1%1%*%1%

a

£3,000 - £4
,999 (£36,000

----*326*85528- £59,999 pa)    (4000)
-%-%-%-%1%5%*%*%*%1%*%1%*%*%

aae
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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: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

£5,000 - £7
,499 (£60,000

------*1*1*-*1- £89,999 pa)    (6250)
-%-%-%-%-%-%*%*%*%*%*%-%*%*%

£7,500 - £9
,999 (£90,000

-------2-----2- £119,999 pa)   (8750)
-%-%-%-%-%-%-%*%-%-%-%-%-%*%

£10,000 - £14
,999 (£120,000

-----2*2222222- £179,999 pa)  (12500)
-%-%-%-%-%3%*%*%*%*%*%*%*%*%

a

£15,000 - £19
,999 (£180,000

--------------- £239,999 pa)  (17500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£20,000 - £24
,999 (£240,000

------********- £299,999 pa)  (22500)
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

£25,000 - £29
,999 (£300,000

-----*-*******- £359,999 pa)  (27500)
-%-%-%-%-%*%-%*%*%*%*%*%*%*%

a

£30,000 - £39
,999 (£360,000

2*-*---32*3333- £479,999 pa)  (35000)
100%1%-%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)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

--------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
--------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

--2613311003103434649910565939471708Net: <£100
-%-%48%46%54%52%86%81%74%71%82%77%83%85%

bcbdebdedbde

Net: £100
-6251019156217105173199153175253-<£1000
-%72%52%38%42%31%13%17%23%25%16%20%15%13%

aaacfabcfac

Net: £1000
-2-21872592320181431-<£5000
-%27%-%15%4%14%1%2%2%3%2%2%1%2%

aaac

Net: £5000
------*3*1*-*3-<£10,000
-%-%-%-%-%-%*%*%*%*%*%-%*%*%

Net: £10,000 -
-----2*2222222<£25,000
-%-%-%-%-%3%*%*%*%*%*%*%*%*%

a

Net: £25,000
2*-*-*-33*3333<£50,000

100%1%-%2%-%*%-%*%1%*%*%*%*%*%

a

Net: £50,000 -
--------------<£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Net: >£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*-*-218545558Net: £5,000+
100%1%-%2%-%4%*%1%1%1%*%1%*%*%

a

28514246111671284465698128076911422000Answered
35000.01189.97176.321120.70259.9100284.15237.99385.39267.94209.81310.93206.89171.93Mean

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: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

Under £10
(under £120

-733109261-------116846pa)                 (5)
-%4%11%31%57%-%-%-%-%-%-%-%17%42%

dcdbcd

£10 - £24
(£120 - £299

*88110696-----2-116392pa)                (17)
7%5%27%31%21%-%-%-%-%-%42%-%17%20%

dadd

£25 - £49
(£300 - £599

229526454-------156269pa)                (37)
30%17%17%19%12%-%-%-%-%-%-%-%23%13%

aa

£50 - £99
(£600 - £1,199

-34614017------*110201pa)                (75)
-%20%20%12%4%-%-%-%-%-%-%1%16%10%

ababa

£100 - £199
(£1,200 - £2

*2737823-----*468116,399 pa)          (150)
2%16%12%2%5%-%-%-%-%-%2%32%10%6%

ababb

£200 - £499
(£2,400 - 5

*3425101----2*46097,999 pa)          (350)
3%20%8%3%*%-%-%-%-%53%2%31%9%5%

abcaba

£500 - £999
(£6,000 - £11

414942------*3540,999 pa)          (750)
58%8%3%1%*%-%-%-%-%-%-%1%5%2%

abca

£1,000 - £1
,999 (£12,000

-5-2*-----*1812- £23,999 pa)    (1500)
-%3%-%1%*%-%-%-%-%-%6%7%1%1%

abc

£2,000 - £2
,999 (£24,000

-5-*2-----*2411- £35,999 pa)    (2500)
-%3%-%*%*%-%-%-%-%-%2%18%1%1%

abc

£3,000 - £4
,999 (£36,000

-32------22-48- £59,999 pa)    (4000)
-%2%1%-%-%-%-%-%-%47%43%-%1%*%

ab
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

£5,000 - £7
,499 (£60,000

--*-------*1-1- £89,999 pa)    (6250)
-%-%*%-%-%-%-%-%-%-%2%5%-%*%

£7,500 - £9
,999 (£90,000

-------------2- £119,999 pa)   (8750)
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

£10,000 - £14
,999 (£120,000

-2---------*22- £179,999 pa)  (12500)
-%1%-%-%-%-%-%-%-%-%-%2%*%*%

abc

£15,000 - £19
,999 (£180,000

--------------- £239,999 pa)  (17500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£20,000 - £24
,999 (£240,000

-*---*--*----*- £299,999 pa)  (22500)
-%*%-%-%-%46%-%-%100%-%-%-%-%*%

£25,000 - £29
,999 (£300,000

-*---------*-*- £359,999 pa)  (27500)
-%*%-%-%-%-%-%-%-%-%-%2%-%*%

£30,000 - £39
,999 (£360,000

-*-2-*-*-----3- £479,999 pa)  (35000)
-%*%-%1%-%54%-%100%-%-%-%-%-%*%

£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)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 10  (continuation)                                                                                                                                                    Page 192

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: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

--------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
--------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

278227320429-----2*4971708Net: <£100
37%46%76%92%94%-%-%-%-%-%42%1%73%85%

dcdcd

Net: £100
474712327----2*8163253-<£1000

63%44%24%7%6%-%-%-%-%53%4%65%24%13%

abcab

Net: £1000
-14222----2231631-<£5000
-%8%1%1%*%-%-%-%-%47%51%25%2%2%

abc

Net: £5000
--*-------*1-3-<£10,000
-%-%*%-%-%-%-%-%-%-%2%5%-%*%

Net: £10,000 -
-2---*--*--*22<£25,000
-%1%-%-%-%46%-%-%100%-%-%2%*%*%

abc

Net: £25,000
-1-2-*-*---*-3<£50,000
-%*%-%1%-%54%-%100%-%-%-%2%-%*%

Net: £50,000 -
--------------<£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Net: >£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-3*2-*-**-*128Net: £5,000+
-%2%*%1%-%100%-%100%100%-%2%9%*%*%

ac

6169300347457*-**34136772000Answered
459.27679.59125.37278.9635.8529293-35000.0022500.02082.9820101839199.6171.93Mean

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: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

Under £10
(under £120

84025279361352-232288846pa)                 (5)
17%33%20%46%26%22%11%-%2%2%14%33%42%

bbacdbcd

£10 - £24
(£120 - £299

72854235054*63-2142774392pa)                (17)
15%23%16%20%24%3%14%-%2%8%17%28%20%

adcdbcd

£25 - £49
(£300 - £599

1119143226484104-3533564269pa)                (37)
24%15%16%13%21%26%23%-%4%30%22%24%13%

ddd

£50 - £99
(£600 - £1,199

61464116033473*3503720201pa)                (75)
14%12%15%9%14%28%16%2%3%28%23%7%10%

aadad

£100 - £199
(£1,200 - £2

392239211260-1627227116,399 pa)          (150)
6%7%9%5%5%15%13%-%18%15%14%3%6%

acaaa

£200 - £499
(£2,400 - 5

3672672151502262010797,999 pa)          (350)
7%5%10%4%7%4%11%46%30%11%7%3%5%

aabcaa

£500 - £999
(£6,000 - £11

52826143*3121684540,999 pa)          (750)
11%2%10%1%2%1%7%44%18%4%3%2%2%

aacabc

£1,000 - £1
,999 (£12,000

17574-5-43*312- £23,999 pa)    (1500)
2%1%2%*%2%-%1%-%4%1%*%1%1%

aab

£2,000 - £2
,999 (£24,000

2547**6-6***11- £35,999 pa)    (2500)
4%*%2%*%*%1%1%-%6%*%*%*%1%

aaabc
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

£3,000 - £4
,999 (£36,000

-544--8-8---8- £59,999 pa)    (4000)
-%*%2%*%-%-%2%-%9%-%-%-%*%

acabc

£5,000 - £7
,499 (£60,000

-*1---1*1---1- £89,999 pa)    (6250)
-%*%*%-%-%-%*%2%1%-%-%-%*%

a

£7,500 - £9
,999 (£90,000

---2--------2- £119,999 pa)   (8750)
-%-%-%*%-%-%-%-%-%-%-%-%*%

£10,000 - £14
,999 (£120,000

*2*2--2-2---2- £179,999 pa)  (12500)
1%*%*%*%-%-%*%-%2%-%-%-%*%

ac

£15,000 - £19
,999 (£180,000

-------------- £239,999 pa)  (17500)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£20,000 - £24
,999 (£240,000

-**---*-*---*- £299,999 pa)  (22500)
-%*%*%-%-%-%*%-%*%-%-%-%*%

£25,000 - £29
,999 (£300,000

-**---*-*---*- £359,999 pa)  (27500)
-%*%*%-%-%-%*%-%*%-%-%-%*%

£30,000 - £39
,999 (£360,000

-3-3--**----3- £479,999 pa)  (35000)
-%*%-%*%-%-%*%5%-%-%-%-%*%

£40,000 - £49
,999 (£480,000

-------------- £599,999 pa)  (45000)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£50,000 - £74
,999 (£600,000

-------------- £899,999 pa)  (62500)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted 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
-%-%-%-%-%-%-%-%-%-%-%-%-%

311024179152919512291*101201222461708Net: <£100
70%83%67%88%85%80%64%2%12%67%77%92%85%

bbaddbcd

Net: £100
1118875178293140459553719253-<£1000
24%15%28%10%13%20%31%90%66%31%23%7%13%

acabcaa

Net: £1000
31813184*18-173*331-<£5000
6%1%5%1%2%1%4%-%19%1%*%1%2%

aaabc

Net: £5000
-*12--1*1---3-<£10,000
-%*%*%*%-%-%*%2%1%-%-%-%*%

Net: £10,000 -
*2*2--2-2---2<£25,000
1%*%*%*%-%-%1%-%3%-%-%-%*%

abc

Net: £25,000
-3*3--***---3<£50,000
-%*%*%*%-%-%*%5%*%-%-%-%*%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

Net: £50,000 -
-------------<£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Net: >£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%

*516--4*3---8Net: £5,000+
1%*%1%*%-%-%1%7%4%-%-%-%*%

abc

4512352681732229154534891781592682000Answered
338.36205.12338.93146.0696.1793.14360.572504.701309.35151.2698.4162.96171.93Mean

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: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

Under £10
(under £120

-16354951699-2083846pa)                 (5)
-%13%33%25%7%21%-%10%5%4%42%

accb

£10 - £24
(£120 - £299

-25247823286*401712392pa)                (17)
-%20%23%22%14%18%3%19%11%19%20%

£25 - £49
(£300 - £599

-3517274401165382618269pa)                (37)
-%28%16%19%17%25%27%18%16%29%13%

abbb

£50 - £99
(£600 - £1,199

-191245746647323210201pa)                (75)
-%15%12%15%20%14%36%15%20%15%10%

a

£100 - £199
(£1,200 - £2

-7783533401282510116,399 pa)          (150)
-%6%7%9%14%9%5%14%16%15%6%

a

£200 - £499
(£2,400 - 5

-156120343322426597,999 pa)          (350)
-%12%6%5%15%7%13%11%17%7%5%

aba

£500 - £999
(£6,000 - £11

-32310231231318140,999 pa)          (750)
-%2%2%3%10%3%15%6%12%1%2%

aa

£1,000 - £1
,999 (£12,000

-*7345*32112- £23,999 pa)    (1500)
-%*%1%1%2%1%1%2%1%2%1%

£2,000 - £2
,999 (£24,000

-25215*31-11- £35,999 pa)    (2500)
-%2%*%1%*%1%1%1%1%-%1%

b

£3,000 - £4
,999 (£36,000

--2-23-5238- £59,999 pa)    (4000)
-%-%*%-%1%1%-%3%1%6%*%
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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: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

£5,000 - £7
,499 (£60,000

--*-1--**-1- £89,999 pa)    (6250)
-%-%*%-%*%-%-%*%*%-%*%

£7,500 - £9
,999 (£90,000

----------2- £119,999 pa)   (8750)
-%-%-%-%-%-%-%-%-%-%*%

£10,000 - £14
,999 (£120,000

-222*2----2- £179,999 pa)  (12500)
-%1%*%*%*%*%-%-%-%-%*%

b

£15,000 - £19
,999 (£180,000

------------ £239,999 pa)  (17500)
-%-%-%-%-%-%-%-%-%-%-%

£20,000 - £24
,999 (£240,000

-****--**-*- £299,999 pa)  (22500)
-%*%*%*%*%-%-%*%*%-%*%

£25,000 - £29
,999 (£300,000

--*-*--**-*- £359,999 pa)  (27500)
-%-%*%-%*%-%-%*%*%-%*%

£30,000 - £39
,999 (£360,000

--3*-*-*-*3- £479,999 pa)  (35000)
-%-%*%*%-%*%-%*%-%*%*%

£40,000 - £49
,999 (£480,000

------------ £599,999 pa)  (45000)
-%-%-%-%-%-%-%-%-%-%-%

£50,000 - £74
,999 (£600,000

------------ £899,999 pa)  (62500)
-%-%-%-%-%-%-%-%-%-%-%

£75,000 - £99
,999 (£900,000
- £1,199,999

-----------pa)             (87500)
-%-%-%-%-%-%-%-%-%-%-%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

£100,000 -
£299,999 (£1
,200,000 - £3

-----------,599,999 pa)   (200000)
-%-%-%-%-%-%-%-%-%-%-%

£300,000 -
£499,999 (£3
,600,000 - £5

-----------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
-----------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%

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

-968983081343651213083431708Net: <£100
-%76%83%81%58%79%66%63%52%68%85%

cbb

Net: £100
-251626489856656915253-<£1000
-%20%15%17%38%18%33%31%44%24%13%

aa

Net: £1000
-3145713*115531-<£5000
-%2%1%1%3%3%2%5%3%7%2%

Net: £5000
--*-1--**-3-<£10,000
-%-%*%-%*%-%-%*%*%-%*%

Net: £10,000 -
-222*2-**-2<£25,000
-%2%*%1%*%*%-%*%*%-%*%

b

Net: £25,000
--3***-1**3<£50,000
-%-%*%*%*%*%-%*%*%*%*%

Net: £50,000 -
-----------<£100,000
-%-%-%-%-%-%-%-%-%-%-%

-----------Net: >£100,000
-%-%-%-%-%-%-%-%-%-%-%

-25212-11*8Net: £5,000+
-%2%*%1%1%*%-%*%*%*%*%

-127107937923146519207158632000Answered
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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: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total
-367.18213.95184.00325.70221.45232.11399.85359.11468.05171.93Mean
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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: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

Under £10
(under £120

-219298102146365-68656-1312869846pa)                 (5)
-%30%31%20%20%33%-%4%19%12%-%12%19%21%42%

bcaccc

£10 - £24
(£120 - £299

216423688168251-167974-816260392pa)                (17)
9%22%24%17%23%23%-%11%17%16%-%7%24%18%20%

cccc

£25 - £49
(£300 - £599

2113155122139181-3990104-2612867269pa)                (37)
13%15%16%23%19%16%-%27%20%22%-%24%19%20%13%

abb

£50 - £99
(£600 - £1,199

*9511179121130-206888-1911156201pa)                (75)
1%13%11%15%16%12%-%14%15%19%-%18%16%17%10%

aa

£100 - £199
(£1,200 - £2

35878526885-144649-116428116,399 pa)          (150)
14%8%8%10%9%8%-%10%10%11%-%10%9%9%6%

£200 - £499
(£2,400 - 5

65156425360-295148-15502297,999 pa)          (350)
33%7%6%8%7%5%-%21%11%10%-%14%7%7%5%

aabab

£500 - £999
(£6,000 - £11

21516162621-71926-11261340,999 pa)          (750)
12%2%2%3%3%2%-%5%4%6%-%10%4%4%2%

aab

£1,000 - £1
,999 (£12,000

164677-184-*7312- £23,999 pa)    (1500)
4%1%*%1%1%1%-%1%2%1%-%*%1%1%1%

£2,000 - £2
,999 (£24,000

*45653-334-26211- £35,999 pa)    (2500)
1%1%*%1%1%*%-%2%1%1%-%2%1%1%1%

a

£3,000 - £4
,999 (£36,000

-32452-448-2338- £59,999 pa)    (4000)
-%*%*%1%1%*%-%3%1%2%-%2%*%1%*%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

£5,000 - £7
,499 (£60,000

-*-*-*-111----1- £89,999 pa)    (6250)
-%*%-%*%-%*%-%*%*%*%-%-%-%-%*%

£7,500 - £9
,999 (£90,000

--------------2- £119,999 pa)   (8750)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

£10,000 - £14
,999 (£120,000

-22222-222-2222- £179,999 pa)  (12500)
-%*%*%*%*%*%-%1%*%*%-%2%*%1%*%

b

£15,000 - £19
,999 (£180,000

---------------- £239,999 pa)  (17500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£20,000 - £24
,999 (£240,000

**-***-***-****- £299,999 pa)  (22500)
1%*%-%*%*%*%-%*%*%*%-%*%*%*%*%

£25,000 - £29
,999 (£300,000

-**-**--*---*-*- £359,999 pa)  (27500)
-%*%*%-%*%*%-%-%*%-%-%-%*%-%*%

£30,000 - £39
,999 (£360,000

2*2*33--**--3*3- £479,999 pa)  (35000)
13%*%*%*%*%*%-%-%*%*%-%-%*%*%*%

£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: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

---------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
---------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

4591800391574927-80323321-655292521708Net: <£100
23%81%83%75%77%83%-%57%71%69%-%60%77%77%85%

bccccc

Net: £100
10123150110147167-51116124-3713963253-<£1000
59%17%16%21%20%15%-%36%25%27%-%34%20%20%13%

aaabab

Net: £1000
11411161712-71615-416831-<£5000
4%2%1%3%2%1%-%5%3%3%-%4%2%3%2%

aa

Net: £5000
-*-*-*-111----3-<£10,000
-%*%-%*%-%*%-%*%*%*%-%-%-%-%*%

Net: £10,000 -
*22222-222-2222<£25,000
1%*%*%*%*%*%-%1%*%1%-%2%*%1%*%

b

Net: £25,000
213*33--**--3*3<£50,000

13%*%*%*%*%*%-%-%*%*%-%-%*%*%*%

Net: £50,000 -
---------------<£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Net: >£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

234255-333-2528Net: £5,000+
14%*%*%*%1%*%-%2%1%1%-%2%1%1%*%

177319655197441111-141457464-1086893252000Answered
4989.61182.84206.09235.41315.26201.15-545.15293.34315.16-534.41326.31260.22171.93Mean
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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: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

Under £10
(under £120

*241521528434474064846pa)                 (5)
4%5%16%45%30%31%5%5%16%19%18%42%

dedede

£10 - £24
(£120 - £299

-37316121717423469392pa)                (17)
-%9%30%9%22%24%3%9%14%16%19%20%

eede

£25 - £49
(£300 - £599

213251081512022784679269pa)                (37)
14%42%7%14%15%16%37%29%26%22%22%13%

ab

£50 - £99
(£600 - £1,199

3371951031311543155201pa)                (75)
19%9%28%2%13%11%23%14%18%15%15%10%

£100 - £199
(£1,200 - £2

57**577259302337116,399 pa)          (150)
35%24%1%1%8%8%9%11%10%11%10%6%

£200 - £499
(£2,400 - 5

2226485381625263497,999 pa)          (350)
14%6%9%17%7%6%14%20%8%12%10%5%

ac

£500 - £999
(£6,000 - £11

-*2-16181383640,999 pa)          (750)
-%*%8%-%2%2%1%3%3%1%2%2%

£1,000 - £1
,999 (£12,000

*--264*-43512- £23,999 pa)    (1500)
1%-%-%7%1%*%*%-%1%2%1%1%

£2,000 - £2
,999 (£24,000

--**55*333311- £35,999 pa)    (2500)
-%-%*%1%1%1%1%4%1%1%1%1%

a

£3,000 - £4
,999 (£36,000

22-*42224228- £59,999 pa)    (4000)
14%5%-%*%*%*%3%2%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 - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

£5,000 - £7
,499 (£60,000

----*-**1111- £89,999 pa)    (6250)
-%-%-%-%*%-%1%1%*%*%*%*%

£7,500 - £9
,999 (£90,000

---2-------2- £119,999 pa)   (8750)
-%-%-%5%-%-%-%-%-%-%-%*%

£10,000 - £14
,999 (£120,000

-----2222222- £179,999 pa)  (12500)
-%-%-%-%-%*%3%2%1%1%1%*%

a

£15,000 - £19
,999 (£180,000

------------- £239,999 pa)  (17500)
-%-%-%-%-%-%-%-%-%-%-%-%

£20,000 - £24
,999 (£240,000

----**--****- £299,999 pa)  (22500)
-%-%-%-%*%*%-%-%*%*%*%*%

£25,000 - £29
,999 (£300,000

----**-----*- £359,999 pa)  (27500)
-%-%-%-%*%*%-%-%-%-%-%*%

£30,000 - £39
,999 (£360,000

----*2--*--3- £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: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%

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

520192457975538442211522671708Net: <£100
37%65%82%69%81%83%68%56%74%71%75%85%

ddd

Net: £100
69461211421427635177253-<£1000

48%30%18%18%17%16%24%35%21%24%22%13%

ac

Net: £1000
22*3151224118931-<£5000

15%5%*%8%2%1%4%6%4%4%3%2%

Net: £5000
---2*-**1113-<£10,000
-%-%-%5%*%-%1%1%*%*%*%*%

Net: £10,000 -
----*2222222<£25,000
-%-%-%-%*%*%3%2%1%1%1%*%

a

Net: £25,000
----13--*--3<£50,000
-%-%-%-%*%*%-%-%*%-%-%*%

Net: £50,000 -
------------<£100,000
-%-%-%-%-%-%-%-%-%-%-%-%

------------Net: >£100,000
-%-%-%-%-%-%-%-%-%-%-%-%

---215223338Net: £5,000+
-%-%-%5%*%1%4%3%1%1%1%*%

a

1331243571591356772972133552000Answered
684.10291.59131.74676.86155.31223.27723.45652.92320.27327.86232.58171.93Mean

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 - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

Under £10
(under £120

7277419696-122720380814575698486687846pa)                 (5)
46%27%31%44%-%29%40%35%42%38%39%34%39%42%

aaccbdbbb

£10 - £24
(£120 - £299

3293612325-69361213383290363300358392pa)                (17)
21%13%19%21%-%17%20%20%20%19%20%21%20%20%

a

£25 - £49
(£300 - £599

197547202-80254171263222262222260269pa)                (37)
13%20%12%13%-%19%14%16%14%15%15%16%15%13%

bb

£50 - £99
(£600 - £1,199

152327149-55192128191159188168188201pa)                (75)
10%12%12%9%-%13%11%12%10%11%11%12%11%10%

£100 - £199
(£1,200 - £2

7531393-3111181116103113102113116,399 pa)          (150)
5%11%5%6%-%7%6%7%6%7%6%7%6%6%

b

£200 - £499
(£2,400 - 5

6320864*338662978586818697,999 pa)          (350)
4%7%13%4%8%8%5%6%5%6%5%6%5%5%

bab

£500 - £999
(£6,000 - £11

229325-123528383638323840,999 pa)          (750)
1%3%5%2%-%3%2%3%2%2%2%2%2%2%

b

£1,000 - £1
,999 (£12,000

72-9-312612111291212- £23,999 pa)    (1500)
*%1%-%1%-%1%1%1%1%1%1%1%1%1%

£2,000 - £2
,999 (£24,000

35-821115111011111111- £35,999 pa)    (2500)
*%2%-%*%86%*%1%*%1%1%1%1%1%1%

b

£3,000 - £4
,999 (£36,000

2424*666888888- £59,999 pa)    (4000)
*%1%3%*%7%1%*%1%*%1%*%1%*%*%

bab
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

£5,000 - £7
,499 (£60,000

*--*-*1*111111- £89,999 pa)    (6250)
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

£7,500 - £9
,999 (£90,000

-2-2----2----2- £119,999 pa)   (8750)
-%1%-%*%-%-%-%-%*%-%-%-%-%*%

b

£10,000 - £14
,999 (£120,000

-2-2-22222***2- £179,999 pa)  (12500)
-%1%-%*%-%1%*%*%*%*%*%*%*%*%

b

£15,000 - £19
,999 (£180,000

--------------- £239,999 pa)  (17500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£20,000 - £24
,999 (£240,000

-*-*-*********- £299,999 pa)  (22500)
-%*%-%*%-%*%*%*%*%*%*%*%*%*%

£25,000 - £29
,999 (£300,000

*--*-******-**- £359,999 pa)  (27500)
*%-%-%*%-%*%*%*%*%*%*%-%*%*%

£30,000 - £39
,999 (£360,000

*2-3--33333333- £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)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

£100,000 -
£299,999 (£1
,200,000 - £3

--------------,599,999 pa)   (200000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£300,000 -
£499,999 (£3
,600,000 - £5

--------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
--------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

1404195451372-3271527892165212461511117614931708Net: <£100
89%72%75%87%-%79%85%82%85%83%85%83%85%85%

abac

Net: £100
1606014182*77232171251225237216237253-<£1000

10%22%23%11%8%18%13%16%13%15%13%15%13%13%

babb

Net: £1000
12102202102917312831283131-<£5000

1%4%3%1%92%2%2%2%2%2%2%2%2%2%

b

Net: £5000
*2-2-*1*311113-<£10,000
*%1%-%*%-%*%*%*%*%*%*%*%*%*%

b

Net: £10,000 -
-2-2-22222***2<£25,000
-%1%-%*%-%1%*%*%*%*%*%*%*%*%

b

Net: £25,000
*2-3-*33333333<£50,000
*%1%-%*%-%*%*%*%*%*%*%*%*%*%

b

Net: £50,000 -
--------------<£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Net: >£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

16-7-365864448Net: £5,000+
*%2%-%*%-%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: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total
1577271601581241617941085194215051783142317662000Answered
76.18657.34217.14171.392429.24248.89172.43230.86175.65199.69165.70190.38167.25171.93Mean

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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

Under £10
(under £120

4154317602159150666247114569846pa)                 (5)
45%40%47%22%22%43%46%12%20%16%20%18%42%

aabaa

£10 - £24
(£120 - £299

176215325174863303207010468392pa)                (17)
19%20%20%17%18%18%21%10%20%10%14%18%20%

aaa

£25 - £49
(£300 - £599

95174202165054178386513270269pa)                (37)
10%16%12%17%19%15%12%19%18%14%6%18%13%

bcb

£50 - £99
(£600 - £1,199

9310816563034144235412356201pa)                (75)
10%10%10%6%11%10%10%12%15%13%11%15%10%

£100 - £199
(£1,200 - £2

5660907182365273015141116,399 pa)          (150)
6%6%6%8%7%7%5%14%8%17%4%11%6%

bcb

£200 - £499
(£2,400 - 5

475155934205325331253897,999 pa)          (350)
5%5%3%9%13%6%4%13%9%13%17%10%5%

ccbc

£500 - £999
(£6,000 - £11

1426151214*231721522040,999 pa)          (750)
2%2%1%12%5%*%2%9%6%6%9%5%2%

acccbc

£1,000 - £1
,999 (£12,000

48453255343312- £23,999 pa)    (1500)
*%1%*%5%1%1%*%2%1%4%10%1%1%

accbb

£2,000 - £2
,999 (£24,000

75543272522411- £35,999 pa)    (2500)
1%*%*%4%1%1%*%1%1%2%8%1%1%

ac

£3,000 - £4
,999 (£36,000

444-4*2662*78- £59,999 pa)    (4000)
*%*%*%-%1%*%*%3%2%2%1%2%*%

cbc
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

£5,000 - £7
,499 (£60,000

*1-*1-*11--11- £89,999 pa)    (6250)
*%*%-%*%*%-%*%*%*%-%-%*%*%

c

£7,500 - £9
,999 (£90,000

2---2--2-2-22- £119,999 pa)   (8750)
*%-%-%-%1%-%-%1%-%2%-%*%*%

cbb

£10,000 - £14
,999 (£120,000

2-2-*--2-*-*2- £179,999 pa)  (12500)
*%-%*%-%*%-%-%1%-%*%-%*%*%

bc

£15,000 - £19
,999 (£180,000

-------------- £239,999 pa)  (17500)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£20,000 - £24
,999 (£240,000

-*-*--*-*--**- £299,999 pa)  (22500)
-%*%-%*%-%-%*%-%*%-%-%*%*%

£25,000 - £29
,999 (£300,000

-*--*-*--*--*- £359,999 pa)  (27500)
-%*%-%-%*%-%*%-%-%*%-%-%*%

£30,000 - £39
,999 (£360,000

3-2*---3**-*3- £479,999 pa)  (35000)
*%-%*%*%-%-%-%1%*%*%-%*%*%

bc

£40,000 - £49
,999 (£480,000

-------------- £599,999 pa)  (45000)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£50,000 - £74
,999 (£600,000

-------------- £899,999 pa)  (62500)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£75,000 - £99
,999 (£900,000
- £1,199,999

-------------pa)             (87500)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

£100,000 -
£299,999 (£1
,200,000 - £3

-------------,599,999 pa)   (200000)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£300,000 -
£499,999 (£3
,600,000 - £5

-------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
-------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

779929145359187301129010426049142631708Net: <£100
85%86%89%61%71%86%89%54%72%53%51%69%85%

abaaa

Net: £100
1171361592866431426985338100253-<£1000

13%13%10%29%25%12%10%36%24%36%30%26%13%

ccbcb

Net: £1000
141713995141313851531-<£5000

2%2%1%9%4%1%1%7%4%8%18%4%2%

accbc

Net: £5000
21-*3-*212-33-<£10,000
*%*%-%*%1%-%*%1%*%2%-%1%*%

cbcb

Net: £10,000 -
2*2**-*2**-*2<£25,000
*%*%*%*%*%-%*%1%*%*%-%*%*%

bc

Net: £25,000
3*2**-*3**-*3<£50,000
*%*%*%*%*%-%*%1%*%*%-%*%*%

bc

Net: £50,000 -
-------------<£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Net: >£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%

714*3-1712-38Net: £5,000+
1%*%*%*%1%-%*%4%*%3%-%1%*%

acbcb

9171083162996265349144619335991273812000Answered
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

242.32112.36133.00418.65326.8676.1779.831042.35269.14654.95515.93339.57171.93Mean
acbcb
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

Under £10
(under £120

776850728235689296884869846pa)                 (5)
40%35%43%40%43%28%53%50%52%42%34%46%42%

ggggbgiklbgkbgiklgbgk

£10 - £24
(£120 - £299

463020393640244221432229392pa)                (17)
24%16%17%22%18%32%19%23%12%21%15%19%20%

ddabcdfhijkddd

£25 - £49
(£300 - £599

263618143020181620272915269pa)                (37)
13%19%15%8%15%16%14%9%11%13%21%10%13%

adeiiieiadei

£50 - £99
(£600 - £1,199

172610342210101018171016201pa)                (75)
9%14%9%19%11%8%8%5%10%8%7%11%10%

eabcdefgjl

£100 - £199
(£1,200 - £2

1014126677101018114116,399 pa)          (150)
5%7%10%3%3%6%6%5%5%9%8%3%6%

ahiahia

£200 - £499
(£2,400 - 5

413581172913610897,999 pa)          (350)
2%7%5%5%5%5%2%5%7%3%7%6%5%

flflfl

£500 - £999
(£6,000 - £11

55*441-4462440,999 pa)          (750)
2%3%*%2%2%*%-%2%2%3%2%3%2%

f

£1,000 - £1
,999 (£12,000

2-*-13-1*13*12- £23,999 pa)    (1500)
1%-%*%-%*%2%-%*%*%*%2%*%1%

aikk

£2,000 - £2
,999 (£24,000

2-122*-*2**211- £35,999 pa)    (2500)
1%-%1%1%1%*%-%*%1%*%*%1%1%

£3,000 - £4
,999 (£36,000

2-*-----222*8- £59,999 pa)    (4000)
1%-%*%-%-%-%-%-%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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

£7,500 - £9
,999 (£90,000

-----------22- £119,999 pa)   (8750)
-%-%-%-%-%-%-%-%-%-%-%1%*%

£10,000 - £14
,999 (£120,000

---------*2-2- £179,999 pa)  (12500)
-%-%-%-%-%-%-%-%-%*%1%-%*%

£15,000 - £19
,999 (£180,000

-------------- £239,999 pa)  (17500)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£20,000 - £24
,999 (£240,000

--*---------*- £299,999 pa)  (22500)
-%-%*%-%-%-%-%-%-%-%-%-%*%

£25,000 - £29
,999 (£300,000

----------*-*- £359,999 pa)  (27500)
-%-%-%-%-%-%-%-%-%-%*%-%*%

£30,000 - £39
,999 (£360,000

-----2----**3- £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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

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

165161971591701061201601561751101291708Net: <£100
87%83%83%88%88%84%93%87%83%84%78%86%85%

bbbbcdgjkb

Net: £100
193218192115102327302417253-<£1000
10%17%15%11%11%12%7%13%14%14%17%11%13%

fff

Net: £1000
6-1234-1435231-<£5000
3%-%1%1%1%3%-%*%2%1%4%1%2%

fkkkefk

Net: £5000
-**--------23-<£10,000
-%*%*%-%-%-%-%-%-%-%-%2%*%

Net: £10,000 -
--*------*2-2<£25,000
-%-%*%-%-%-%-%-%-%*%1%-%*%

Net: £25,000
-----2----**3<£50,000
-%-%-%-%-%2%-%-%-%-%*%*%*%

Net: £50,000 -
-------------<£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Net: >£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--2---*228Net: £5,000+
-%*%*%-%-%2%-%-%-%*%2%2%*%

1911931171801931271301841872091411502000Answered
141.0482.30120.4593.3792.44705.2031.1863.53134.37121.46423.72246.68171.93Mean

ffffff
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

Under £10
(under £120

195189256206846pa)                 (5)
39%38%51%41%42%

acd

£10 - £24
(£120 - £299

961158893392pa)                (17)
19%23%18%19%20%

b

£25 - £49
(£300 - £599

79645472269pa)                (37)
16%13%11%14%13%

b

£50 - £99
(£600 - £1,199

54663844201pa)                (75)
11%13%8%9%10%

ab

£100 - £199
(£1,200 - £2

36202734116,399 pa)          (150)
7%4%5%7%6%

c

£200 - £499
(£2,400 - 5

2326242597,999 pa)          (350)
5%5%5%5%5%

£500 - £999
(£6,000 - £11

10991240,999 pa)          (750)
2%2%2%2%2%

£1,000 - £1
,999 (£12,000

341512- £23,999 pa)    (1500)
1%1%*%1%1%

£2,000 - £2
,999 (£24,000

352211- £35,999 pa)    (2500)
1%1%*%*%1%

£3,000 - £4
,999 (£36,000

2-248- £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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

£7,500 - £9
,999 (£90,000

---22- £119,999 pa)   (8750)
-%-%-%*%*%

£10,000 - £14
,999 (£120,000

---22- £179,999 pa)  (12500)
-%-%-%*%*%

£15,000 - £19
,999 (£180,000

------ £239,999 pa)  (17500)
-%-%-%-%-%

£20,000 - £24
,999 (£240,000

*---*- £299,999 pa)  (22500)
*%-%-%-%*%

£25,000 - £29
,999 (£300,000

---**- £359,999 pa)  (27500)
-%-%-%*%*%

£30,000 - £39
,999 (£360,000

-2-*3- £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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

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

4234344364141708Net: <£100
85%87%87%83%85%

Net: £100
69555970253-<£1000
14%11%12%14%13%

Net: £1000
8951031-<£5000
2%2%1%2%2%

Net: £5000
*--23-<£10,000
*%-%-%*%*%

Net: £10,000 -
*--22<£25,000
*%-%-%*%*%

Net: £25,000
-2-13<£50,000
-%*%-%*%*%

Net: £50,000 -
-----<£100,000
-%-%-%-%-%

-----Net: >£100,000
-%-%-%-%-%

*2-58Net: £5,000+
*%*%-%1%*%

b

5005005005002000Answered
113.61248.0781.55244.50171.93Mean

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

Produced by OLR
Issue date: 12/07/19



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

494184281359608163710821142Letters
75%79%71%59%48%76%77%84%72%56%57%

abababaaaabea

Other everyday
correspondence, such as
invoices, one off bills

493669255370558133310141068etc.
76%70%58%54%50%68%77%73%65%53%53%

abcabaabaa

4229471872504571127724769Large letters
64%56%39%39%34%56%67%61%52%38%38%

abcabcaabaa

282840176249345822664698Parcels and packets
44%54%33%37%33%43%49%41%42%35%35%

aabcaaa

Order fulfilment
(sending ordered goods

8924109156152310385400to customers)
13%17%20%23%21%19%18%17%20%20%20%

ee

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

1514268968203512278298customer packs etc.
22%26%22%19%9%25%27%29%24%14%15%

aaaaaaaa

Advertising and
promotional material,
such as catalogues,
brochures and direct

94932659234153162mail
13%8%8%7%9%11%21%15%9%8%8%

baabeab

Publications, such as
magazines, periodicals,

11428426133100106customer newsletters
2%1%3%6%6%8%6%14%6%5%5%

aabe

Legal / accounts
---22----66documents / tax forms
-%-%-%*%*%-%-%-%-%*%*%

Goods / business
supplies / large packets

---22----66ordered via lorry
-%-%-%*%*%-%-%-%-%*%*%

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

148411184113226230None of These
1%8%7%9%16%5%7%3%6%12%12%

eeebcebce
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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: 12/07/19



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

---------22Other
-%-%-%-%-%-%-%-%-%*%*%

-----------Don't Know
-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

634793356500698174413941463parcels
97%90%78%75%67%87%84%91%85%73%73%

abcdabcaaaaaa

201634120147274816438465Net: Bulk mailings
31%31%29%25%20%34%42%41%30%23%23%

aaaaaaaba
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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: 12/07/19



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

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

54695996092871031899927173661251142Letters
62%64%61%56%55%50%55%57%56%54%61%55%56%57%

hhjhh

Other everyday
correspondence, such as
invoices, one off bills

63645788410885971738430119621261068etc.
72%59%59%52%65%49%52%52%48%60%42%52%57%53%

cejabcefghjcjccefghjccc
kl

31454265161656412958121225089769Large letters
35%42%43%38%36%37%34%39%33%24%43%42%40%38%

ddd

2830286125371781135491064582698Parcels and packets
32%28%29%36%32%41%42%34%31%19%38%38%37%35%

dkldkldkldkldd

Order fulfilment
(sending ordered goods

16221634631564557222532951400to customers)
18%20%17%20%19%33%24%17%12%3%19%24%23%20%

ddddeddecdefijkldddede

m

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

17161025540232048167541630298customer packs etc.
19%15%10%15%24%13%11%15%9%14%19%13%14%15%

egkaefghjklegk

Advertising and
promotional material,
such as catalogues,
brochures and direct

8124138814133499281012162mail
9%11%5%8%5%8%7%10%5%17%10%8%5%8%

aikkaegijkk

Publications, such as
magazines, periodicals,

54789810426152368106customer newsletters
6%4%7%5%5%6%2%8%1%9%8%5%4%5%

eegeeeegegege

Legal / accounts
1--5--2-2-2--6documents / tax forms
1%-%-%*%-%-%1%-%1%-%1%-%-%*%

Goods / business
supplies / large packets

---6-2-22----6ordered via lorry
-%-%-%*%-%1%-%1%1%-%-%-%-%*%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

4121120312281844239351024230None of These
5%11%11%12%7%16%9%13%13%19%12%8%11%12%

mmmimmmimmm

---2------2--2Other
-%-%-%*%-%-%-%-%-%-%1%-%-%*%

--------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

658273124411312013624012529219881731463parcels
74%76%75%73%68%69%73%73%71%59%78%74%78%73%

dddid

252517398503631832413842946465Net: Bulk mailings
29%23%18%23%30%21%17%25%14%27%30%25%21%23%

egkeeegkeaegjk
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

12110212468964941152525011529100141142Letters
60%57%60%56%62%87%44%43%66%68%53%41%57%

abefabcdefhabefaefe

Other everyday
correspondence, such as
invoices, one off bills

88980281787414872827010230106301068etc.
43%55%69%49%52%66%50%47%59%72%56%88%53%

baefheefhebdefgh

697001656043291046176689706769Large letters
34%39%40%38%41%78%10%30%40%21%37%16%38%

acefabcdefhafacefacf

6263614655221844122624091048698Parcels and packets
31%35%36%35%27%33%23%45%23%21%55%23%35%

acdfghacdefgh

Order fulfilment
(sending ordered goods

24377773241054520499596400to customers)
12%21%19%20%13%3%8%35%5%21%31%18%20%

bdgadfghdgdfghdg

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

1827971227121301071206353298customer packs etc.
9%16%17%14%15%22%19%12%12%15%19%10%15%

bdehe

Advertising and
promotional material,
such as catalogues,
brochures and direct

1514740122704345141223162mail
7%8%10%8%9%3%5%8%8%2%12%7%8%

gg

Publications, such as
magazines, periodicals,

17901591695*161-123106customer newsletters
8%5%4%6%9%4%*%3%1%-%7%8%5%

acdefdefdf

Legal / accounts
-6-612-3----6documents / tax forms
-%*%-%*%*%1%-%1%-%-%-%-%*%

h

Goods / business
supplies / large packets

24-64-----2-6ordered via lorry
1%*%-%*%*%-%-%-%-%-%1%-%*%

e

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

28202312001124861214191230None of These
14%11%8%13%14%3%15%11%12%10%10%2%12%

bagaggaggg

-2-22-------2Other
-%*%-%*%*%-%-%-%-%-%-%-%*%

-------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

147131630511585871262940412732141161463parcels
73%73%75%73%74%95%53%70%73%75%74%46%73%

afabcdefhafafafaf

394261013642133313108326547465Net: Bulk mailings
19%24%25%23%27%25%23%19%18%15%28%20%23%

dede
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

2731766834710951142Letters
62%64%55%44%58%57%

aab

Other everyday
correspondence, such as
invoices, one off bills

2441766465410141068etc.
55%64%52%50%54%53%

ac

25514736023746769Large letters
58%54%29%21%39%38%

aab

25511332322676698Parcels and packets
58%41%26%21%36%35%

abab

Order fulfilment
(sending ordered goods

1996113118382400to customers)
45%22%10%17%20%20%

aba

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

107681219289298customer packs etc.
24%25%10%8%15%15%

aa

Advertising and
promotional material,
such as catalogues,
brochures and direct

5335743159162mail
12%13%6%3%8%8%

aa

Publications, such as
magazines, periodicals,

3824434102106customer newsletters
9%9%3%4%5%5%

aa

Legal / accounts
4-2-66documents / tax forms
1%-%*%-%*%*%

a

Goods / business
supplies / large packets

-24-66ordered via lorry
-%1%*%-%*%*%

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

8819920210230None of These
2%3%16%19%11%12%

bca
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

--2-22Other
-%-%*%-%*%*%

------Don't Know
-%-%-%-%-%-%

Net: Letters, large
letters, packets and

3872258366314011463parcels
87%82%67%59%74%73%

abab

15310120816449465Net: Bulk mailings
35%37%17%15%24%23%

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: 12/07/19



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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

1955763715191123--32*141759471142Letters
67%67%44%67%50%57%-%-%100%100%3%45%69%55%57%

aaacij

Other everyday
correspondence, such as
invoices, one off bills

1645213843141054--3**111509041068etc.
56%60%45%40%36%54%-%-%91%20%3%34%59%53%53%

aacjacjcj

176438154523746--32-18153593769Large letters
60%51%18%62%59%38%-%-%100%89%-%58%61%35%38%

abaaiaaiai

200383116426672--*2123173499698Parcels and packets
68%44%14%46%67%34%-%-%17%100%29%72%68%29%35%

abaaiaaiai

Order fulfilment
(sending ordered goods

16319543625375--12319138238400to customers)
56%23%5%72%64%19%-%-%21%100%100%62%54%14%20%

abaaiaaiai

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

8616349310288--3-*777212298customer packs etc.
29%19%6%34%25%15%-%-%91%-%3%23%30%12%15%

abaaiaaai

Advertising and
promotional material,
such as catalogues,
brochures and direct

527435410152--22*542110162mail
18%9%4%56%24%8%-%-%79%89%3%17%17%6%8%

abaaiaiai

Publications, such as
magazines, periodicals,

25602234102--2**22081106customer newsletters
8%7%3%32%11%5%-%-%79%9%3%6%8%5%5%

aaaiai

Legal / accounts
222-24-----2146documents / tax forms
1%*%*%-%4%*%-%-%-%-%-%5%*%*%*%

abiabi

Goods / business
supplies / large packets

-6---6-------66ordered via lorry
-%1%-%-%-%*%-%-%-%-%-%-%-%*%*%

a

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

-19211--230-------230230None of These
-%2%25%-%-%12%-%-%-%-%-%-%-%13%12%

cbcbcjbcj
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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: 12/07/19



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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

-2---2-------22Other
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%

---------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

2717424516331430--3212723711931463parcels
93%86%53%76%85%73%-%-%100%100%29%88%94%70%73%

abaaiaaiaij

11925789514451--32*9105346465Net: Bulk mailings
41%30%11%61%35%23%-%-%91%89%3%29%41%20%23%

abaaiai
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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: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

2851423531037788362442114263111421142Letters
100%99%100%99%97%87%89%61%78%63%89%82%100%57%

dfbdefdfbcdef

Other everyday
correspondence, such as
invoices, one off bills

24513234367710683393827674867191068etc.
100%55%100%92%95%71%58%83%73%55%60%63%63%53%

abaabcdeabcdddd

28281750681562272393769769631769Large letters
100%99%52%61%72%82%58%44%59%56%60%100%55%38%

affafacdeff

-626839453530211698515393442698Parcels and packets
-%75%52%40%34%65%39%41%45%100%40%51%39%35%

acacabcefacef

Order fulfilment
(sending ordered goods

-3*5423220400147304255200207400to customers)
-%33%4%38%15%38%19%31%32%44%20%26%18%20%

acabcabcabcefac

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

2845919203246298136251184243298customer packs etc.
100%99%93%36%36%32%17%19%64%20%20%24%21%15%

aaabcdfcdf

Advertising and
promotional material,
such as catalogues,
brochures and direct

25*36161021331627913497123162mail
100%65%4%22%23%26%9%10%35%11%10%13%11%8%

aaabcdf

Publications, such as
magazines, periodicals,

23*516738510647906778106customer newsletters
100%31%4%39%6%10%6%7%23%7%7%9%7%5%

abcdf

Legal / accounts
------26--2226documents / tax forms
-%-%-%-%-%-%*%*%-%-%*%*%*%*%

Goods / business
supplies / large packets

------26-22226ordered via lorry
-%-%-%-%-%-%*%*%-%*%*%*%*%*%

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

-------------230None of These
-%-%-%-%-%-%-%-%-%-%-%-%-%12%
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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: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

------22--2-22Other
-%-%-%-%-%-%*%*%-%-%*%-%*%*%

--------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

28514246111671000401698128076911421463parcels
100%100%100%100%100%100%100%78%86%100%100%100%100%73%

fefefefef

284101332315379465211385272362465Net: Bulk mailings
100%99%93%75%54%53%27%30%100%30%30%35%32%23%

aaabcdfcdf
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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: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

4153272311402*-**32104261142Letters
70%90%90%90%88%100%-%100%100%100%55%76%63%57%

Other everyday
correspondence, such as
invoices, one off bills

4113216205228*--*-1103711068etc.
61%67%72%59%50%46%-%-%100%-%13%78%55%53%

ababa

6144204207208*-**247379769Large letters
97%85%68%60%45%100%-%100%100%47%94%57%56%38%

abcaba

490148135137*-**3413677698Parcels and packets
69%53%49%39%30%100%-%100%100%100%100%100%100%35%

ababa

Order fulfilment
(sending ordered goods

254776556*-**2212287400to customers)
35%32%26%19%12%100%-%100%100%47%53%97%42%20%

ababa

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

453736753----2*4130298customer packs etc.
61%32%24%19%12%-%-%-%-%53%7%33%19%15%

abcaa

Advertising and
promotional material,
such as catalogues,
brochures and direct

230294134*--*-*475162mail
26%17%10%12%7%46%-%-%100%-%5%32%11%8%

abca

Publications, such as
magazines, periodicals,

213133825*--*2**45106customer newsletters
32%8%4%11%5%46%-%-%100%53%5%1%7%5%

ac

Legal / accounts
-2-----------6documents / tax forms
-%1%-%-%-%-%-%-%-%-%-%-%-%*%

a

Goods / business
supplies / large packets

--2---------26ordered via lorry
-%-%1%-%-%-%-%-%-%-%-%-%*%*%

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

-------------230None of These
-%-%-%-%-%-%-%-%-%-%-%-%-%12%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 11  (continuation)                                                                                                                                                    Page 234

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: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

----2--------2Other
-%-%-%-%*%-%-%-%-%-%-%-%-%*%

--------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

6169300347457*-**34136771463parcels
100%100%100%100%100%100%-%100%100%100%100%100%100%73%

47310111494*--*2*6203465Net: Bulk mailings
61%43%33%33%21%46%-%-%100%53%9%50%30%23%

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: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

37110511510271788255*471151041761142Letters
83%89%43%59%78%55%56%7%53%65%65%66%57%

baddd

Other everyday
correspondence, such as
invoices, one off bills

3073811795115410217*4295931511068etc.
66%60%44%55%67%69%48%6%48%54%58%57%53%

ba

347359167714012241*519989153769Large letters
76%59%34%39%61%80%53%8%57%56%56%57%38%

aa

1350217951922915453489178159268698Parcels and packets
28%41%67%30%100%100%100%100%100%100%100%100%35%

a

Order fulfilment
(sending ordered goods

13242137263125287474967158400to customers)
28%20%51%15%5%33%63%98%84%54%44%22%20%

acabcaa

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

142374025839394*20374137298customer packs etc.
30%19%15%15%17%21%21%6%23%21%26%14%15%

aaa

Advertising and
promotional material,
such as catalogues,
brochures and direct

41302513720256*1336922162mail
9%11%9%8%9%14%12%2%15%20%6%8%8%

abab

Publications, such as
magazines, periodicals,

189119510*36*981515106customer newsletters
3%7%4%5%4%1%8%2%10%5%9%5%5%

Legal / accounts
-2-6--------6documents / tax forms
-%*%-%*%-%-%-%-%-%-%-%-%*%

Goods / business
supplies / large packets

-2-62------26ordered via lorry
-%*%-%*%1%-%-%-%-%-%-%1%*%
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

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

--28203--------230None of These
-%-%10%12%-%-%-%-%-%-%-%-%12%

-2-2--------2Other
-%*%-%*%-%-%-%-%-%-%-%-%*%

-------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

4512352171246229154534891781592681463parcels
100%100%81%72%100%100%100%100%100%100%100%100%73%

a

1736757408583150*33635461465Net: Bulk mailings
39%30%21%24%25%21%33%6%37%35%34%23%23%

caaa
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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: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

-127107937912731416177109341142Letters
-%100%100%100%55%68%85%86%69%55%57%

ba

Other everyday
correspondence, such as
invoices, one off bills

-836862401092731211091211068etc.
-%66%64%63%47%59%63%53%58%34%53%

ba

-10259125998295161558542769Large letters
-%81%55%68%42%63%87%75%54%67%38%

abbb

-72405179231465616315863698Parcels and packets
-%57%38%47%100%100%33%79%100%100%35%

abb

Order fulfilment
(sending ordered goods

-3819180148154810110828400to customers)
-%30%18%21%64%33%45%49%69%45%20%

abaa

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-322318447906514012298customer packs etc.
-%25%21%22%20%19%33%25%25%18%15%

Advertising and
promotional material,
such as catalogues,
brochures and direct

-211154624551372310162mail
-%17%11%12%11%12%4%18%14%16%8%

b

Publications, such as
magazines, periodicals,

-1774251631*21146106customer newsletters
-%13%7%7%7%7%2%10%9%9%5%

ab

Legal / accounts
-222------6documents / tax forms
-%1%*%*%-%-%-%-%-%-%*%

b

Goods / business
supplies / large packets

---2-2-2-26ordered via lorry
-%-%-%1%-%*%-%1%-%3%*%

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: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

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

----------230None of These
-%-%-%-%-%-%-%-%-%-%12%

--2-------2Other
-%-%*%-%-%-%-%-%-%-%*%

-----------Don't Know
-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

-127107937923146519207158631463parcels
-%100%100%100%100%100%100%100%100%100%73%

-56340125671446805623465Net: Bulk mailings
-%45%32%33%29%31%34%39%36%36%23%

ab
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

166708673526111111-86302279-765782561142Letters
89%92%90%68%82%100%-%61%66%60%-%70%84%79%57%

cbcacc

Other everyday
correspondence, such as
invoices, one off bills

12460592298468697-75255247-644471951068etc.
67%63%61%57%63%63%-%53%56%53%-%59%65%60%53%

cc

13425612323744611-84269251-108689325769Large letters
76%58%63%62%100%55%-%60%59%54%-%100%100%100%38%

baac

10291394519389433-141457464-69347182698Parcels and packets
56%40%41%100%52%39%-%100%100%100%-%64%50%56%35%

abab

Order fulfilment
(sending ordered goods

7142195200196199-82192211-4818088400to customers)
42%19%20%39%26%18%-%58%42%46%-%44%26%27%20%

abaabab

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

1315419598180235-378689-2516970298customer packs etc.
73%21%20%19%24%21%-%26%19%19%-%23%25%22%15%

c

Advertising and
promotional material,
such as catalogues,
brochures and direct

7741046395120-205456-148834162mail
38%10%11%12%13%11%-%14%12%12%-%13%13%11%8%

Publications, such as
magazines, periodicals,

56263426678-143723-126415106customer newsletters
28%8%6%8%9%7%-%10%8%5%-%11%9%5%5%

aaa

Legal / accounts
--2-22------2-6documents / tax forms
-%-%*%-%*%*%-%-%-%-%-%-%*%-%*%

Goods / business
supplies / large packets

-22222---2---26ordered via lorry
-%*%*%*%*%*%-%-%-%*%-%-%-%1%*%

b

---------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

--------------230None of These
-%-%-%-%-%-%-%-%-%-%-%-%-%-%12%

--2--2--------2Other
-%-%*%-%-%*%-%-%-%-%-%-%-%-%*%

---------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

177319655197441111-141457464-1086893251463parcels
100%100%100%100%100%100%-%100%100%100%-%100%100%100%73%

15229292164266350-56138139-3925194465Net: Bulk mailings
86%31%30%32%36%32%-%40%30%30%-%36%36%29%23%

aaba
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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: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

521152263981040481871432621142Letters
38%68%63%63%89%89%71%62%63%67%74%57%

cd

Other everyday
correspondence, such as
invoices, one off bills

413142343955137431641102151068etc.
34%41%62%65%61%60%66%56%55%51%61%53%

bb

111917174075684553179134236769Large letters
84%60%71%49%57%62%80%69%60%63%66%38%

babc

10259152883895677297213355698Parcels and packets
79%79%37%42%40%43%100%100%100%100%100%35%

Order fulfilment
(sending ordered goods

72147141190324112496132400to customers)
56%68%17%20%20%21%57%54%42%45%37%20%

acaa

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

261071581841323574267298customer packs etc.
18%20%43%19%22%20%24%29%19%20%19%15%

a

Advertising and
promotional material,
such as catalogues,
brochures and direct

*4526998813412552162mail
2%14%21%7%10%11%14%17%14%12%15%8%

Publications, such as
magazines, periodicals,

*341646585222830106customer newsletters
2%9%17%2%9%7%15%6%7%13%9%5%

cc

Legal / accounts
-----2-----6documents / tax forms
-%-%-%-%-%*%-%-%-%-%-%*%

Goods / business
supplies / large packets

--------2--6ordered via lorry
-%-%-%-%-%-%-%-%1%-%-%*%

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

-2-4-------230None of These
-%5%-%12%-%-%-%-%-%-%-%12%
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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: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

-----2-----2Other
-%-%-%-%-%*%-%-%-%-%-%*%

------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

1327202671591356772972133551463parcels
98%88%86%77%100%100%100%100%100%100%100%73%

31115722927524379877122465Net: Bulk mailings
20%34%64%21%32%30%43%47%33%36%34%23%

ac
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

94017240953223110796431120906110493211021142Letters
60%64%66%60%86%55%60%59%58%60%62%66%62%57%

ecdee

Other everyday
correspondence, such as
invoices, one off bills

86914840862*21899858910588259908309851068etc.
55%55%67%55%7%52%56%54%54%55%56%58%56%53%

e

59515032627-198732476755652750699746769Large letters
38%55%54%40%-%48%41%44%39%43%42%49%42%38%

babeeacdee

47614028514*209652448679625668592664698Parcels and packets
30%52%47%33%14%50%36%41%35%42%37%42%38%35%

baabbaceace

Order fulfilment
(sending ordered goods

2419721271*133371248395348373312370400to customers)
15%36%35%17%8%32%21%23%20%23%21%22%21%20%

baabe

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

2375114244-56279160293236284238284298customer packs etc.
15%19%24%15%-%13%16%15%15%16%16%17%16%15%

Advertising and
promotional material,
such as catalogues,
brochures and direct

121364134-48149102159132150121149162mail
8%13%7%8%-%12%8%9%8%9%8%8%8%8%

bb

Publications, such as
magazines, periodicals,

8124489-251016310587998999106customer newsletters
5%9%6%6%-%6%6%6%5%6%6%6%6%5%

b

Legal / accounts
42-6-464646466documents / tax forms
*%1%-%*%-%1%*%*%*%*%*%*%*%*%

Goods / business
supplies / large packets

6--6-266666666ordered via lorry
*%-%-%*%-%*%*%1%*%*%*%*%*%*%

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

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 11  (continuation)                                                                                                                                                    Page 244

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: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

191137176-351629421312214786140230None of These
12%5%12%11%-%8%9%9%11%8%8%6%8%12%

aabcdbbb

-2---222222222Other
-%1%-%-%-%*%*%*%*%*%*%*%*%*%

b

--------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

113222449115823241376845143011881400117913951463parcels
72%83%81%73%100%78%77%78%74%79%78%83%79%73%

beeacdee

3609119381-105434256458367436362436465Net: Bulk mailings
23%34%31%24%-%25%24%24%24%24%24%25%25%23%

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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

428714977521072238219417544151861142Letters
47%66%60%54%41%64%57%49%49%49%56%49%57%

baaaba

Other everyday
correspondence, such as
invoices, one off bills

426642898551111818058014945121611068etc.
47%59%55%57%42%52%56%41%42%49%43%42%53%

baaaa

29947061641108143530921553814164769Large letters
33%43%38%42%41%41%37%48%43%42%51%43%38%

bb

315383465611681024691182286112250698Parcels and packets
34%35%29%63%63%29%32%61%63%67%44%66%35%

ccbc

Order fulfilment
(sending ordered goods

20020022246131682291011535411174400to customers)
22%18%14%48%50%19%16%52%43%59%43%46%20%

ccbcb

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

107191240263148211385616554298customer packs etc.
12%18%15%27%12%14%15%20%16%18%19%14%15%

bac

Advertising and
promotional material,
such as catalogues,
brochures and direct

738811616302510430379237162mail
8%8%7%16%11%7%7%16%10%10%8%10%8%

ccbc

Publications, such as
magazines, periodicals,

495778919217411213321106customer newsletters
5%5%5%9%7%6%5%6%6%3%10%5%5%

Legal / accounts
-642-15-----6documents / tax forms
-%1%*%2%-%*%*%-%-%-%-%-%*%

bac

Goods / business
supplies / large packets

-642--6-6--66ordered via lorry
-%1%*%2%-%-%*%-%2%-%-%1%*%

bac

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

13794201225341886355430230None of These
15%9%12%2%9%10%13%3%10%6%14%8%12%

abbaa

2-2---2-----2Other
*%-%*%-%-%-%*%-%-%-%-%-%*%

-------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

615848117482199270101916429474223131463parcels
67%78%72%85%75%77%71%85%82%81%84%82%73%

bacbbc

182283368346177325618721783465Net: Bulk mailings
20%26%23%35%23%22%22%32%24%23%27%22%23%

bacbc
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

111133861011037871868712381831142Letters
58%69%74%56%53%61%54%47%47%59%57%55%57%

deabdefhilabcdefghildeded

Other everyday
correspondence, such as
invoices, one off bills

1121237695947770908910374661068etc.
59%64%65%53%48%61%54%49%48%50%52%44%53%

adabcdehiabcdehiacdeh

898852756851485348796156769Large letters
47%46%45%42%35%40%37%29%26%38%43%37%38%

dehdedededdeddded

707641817137325156835843698Parcels and packets
37%39%35%45%37%29%25%28%30%40%41%29%35%

faefadefgfaefgadefg

Order fulfilment
(sending ordered goods

383622413829164028483727400to customers)
20%19%19%23%19%23%12%22%15%23%26%18%20%

fdffdfdf

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

262718261721172724462523298customer packs etc.
14%14%16%15%9%17%13%15%13%22%18%15%15%

hdfhklh

Advertising and
promotional material,
such as catalogues,
brochures and direct

822822131272011191010162mail
4%11%7%12%7%10%5%11%6%9%7%6%8%

ldflll

Publications, such as
magazines, periodicals,

712717656167697106customer newsletters
4%6%6%10%3%4%5%9%4%3%6%5%5%

cdhlcdh

Legal / accounts
------22--2-6documents / tax forms
-%-%-%-%-%-%1%1%-%-%1%-%*%

Goods / business
supplies / large packets

------22---26ordered via lorry
-%-%-%-%-%-%2%1%-%-%-%1%*%

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

1913714124223232252823230None of These
10%7%6%8%6%3%17%17%17%12%20%15%12%

gghijkghijkghijklgjghijklghijk
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

---------2--2Other
-%-%-%-%-%-%-%-%-%1%-%-%*%

-------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

1381599314815097901131191561001011463parcels
72%82%80%82%78%77%69%61%64%75%71%67%73%

eabdefladefabdefladeadede

325029472832244837664032465Net: Bulk mailings
17%26%25%26%15%25%19%26%20%32%28%22%23%

hlhhlhhladfhlhl
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

3302822432871142Letters
66%56%49%57%57%

abcbb

Other everyday
correspondence, such as
invoices, one off bills

3102662492431068etc.
62%53%50%49%53%

abc

230194149197769Large letters
46%39%30%39%38%

abcbb

186189139184698Parcels and packets
37%38%28%37%35%

bbb

Order fulfilment
(sending ordered goods

9710884111400to customers)
19%22%17%22%20%

b

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

71656894298customer packs etc.
14%13%14%19%15%

bcd

Advertising and
promotional material,
such as catalogues,
brochures and direct

38473839162mail
8%9%8%8%8%

Publications, such as
magazines, periodicals,

27292922106customer newsletters
5%6%6%4%5%

Legal / accounts
--426documents / tax forms
-%-%1%*%*%

cd

Goods / business
supplies / large packets

--426ordered via lorry
-%-%1%*%*%

cd

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

39308675230None of These
8%6%17%15%12%

cdcd
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

---22Other
-%-%-%*%*%

-----Don't Know
-%-%-%-%-%

Net: Letters, large
letters, packets and

3893953223571463parcels
78%79%64%71%73%

ababb

112107109138465Net: Bulk mailings
22%21%22%28%23%

bc
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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
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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%
1246499265322499601233168871386Unweighted total

554487305426648164012161280Weighted total

1214175888121282412530-24%
21%33%19%19%21%18%14%15%21%20%20%

abc

5462829512310410925-49%
9%9%7%9%7%8%12%10%7%9%9%

1651145781123619720850-74%
28%10%13%15%18%17%23%20%15%16%16%

abcd

23215317423036492367471075-100%
42%47%61%57%54%56%51%55%57%55%55%

eee

554487305426648164012161280Answered
60.1357.3868.1366.4665.7866.9365.3667.6866.9566.1566.19Mean
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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
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
1701871818488380941658327151491161386Unweighted total

58766610801009911621010927193771491280Weighted total

815112191729324125*3713252530-24%
13%20%17%20%17%29%27%20%23%1%19%17%17%20%

makmkm

76591131381213*176810925-49%
12%8%8%8%13%13%7%6%12%1%9%8%6%9%

fff

81381781714204211426212420850-74%
14%18%12%17%17%14%17%20%10%16%13%27%16%16%

ecekm

3541425915243561156122113389271075-100%
61%54%63%55%53%43%48%55%56%82%59%49%61%55%

ghghjhhh

58766610801009911621010927193771491280Answered
69.2165.6669.9965.8365.1255.4960.6667.1265.9186.1767.6864.9169.7866.19Mean

ghhghhhhh
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcb*aSignificance Level: 95%
183120337810086221093728113634137281386Unweighted total
128115227410065521202530811930110141280Weighted total

162376219177631011374332530-24%
13%21%22%19%14%5%11%33%11%24%39%25%20%

bgdfghdgdfgh

710220894383328213210925-49%
6%9%7%9%8%7%10%10%7%8%11%11%9%

1419454154871645121521320850-74%
11%17%20%15%16%13%17%17%18%15%19%22%16%

ba

916191385723459115124781633671075-100%
71%54%50%57%63%76%62%40%65%53%30%42%55%

abbebcehbebbeb

128115227410065521202530811930110141280Answered
77.2364.9662.1867.2871.5281.1474.7454.1773.9064.5047.1859.5466.19Mean

abbebcdehbebeb
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3512218053813481386Unweighted total
3202047455312271280Weighted total

904211992452530-24%
28%21%16%16%20%20%

ab

352250*10910925-49%
11%11%7%*%9%9%

a

5638115820020850-74%
17%19%15%15%16%16%

1391024613667371075-100%
44%50%62%69%55%55%

bc

3202047455312271280Answered
57.0762.6671.1074.9665.8166.19Mean

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: 12/07/19



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%
3167123588461340--4313827010701386Unweighted total
2246464105261254--32*2019910561280Weighted total

811383417246--***6741722530-24%
36%21%8%20%28%20%-%-%17%20%100%31%37%16%20%

abaaaaai

207416*1108--*--1189010925-49%
9%11%4%2%4%9%-%-%4%-%-%5%9%8%9%

aa

4310758-4204-----43916520850-74%
19%17%14%-%16%16%-%-%-%-%-%20%20%16%16%

81328302413697--22-96762971075-100%
36%51%74%78%51%56%-%-%79%80%-%44%34%60%55%

cbcbbbi

2246464105261254--32*2019910561280Answered
51.1562.4380.3375.5957.8766.36--74.9978.939.0053.3150.2969.3866.19Mean

cbcbcbcij
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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: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
1852540901217979456548138686512611386Unweighted total
2851424611167867385515128076911421280Weighted total

-2*1716227203961902531622032530-24%
-%26%4%7%28%26%19%23%25%37%20%21%18%20%

acacabcef

-*-224101895189109819910925-49%
-%1%-%15%9%6%9%10%13%17%9%11%9%9%

acabcf

--241121891837810720814319120850-74%
-%-%45%29%4%19%16%21%20%21%16%19%17%16%

ccacac

2627143064939216012871038364971075-100%
100%73%50%49%58%49%56%45%42%25%55%50%57%55%

ddbdefdefbdef

2851424611167867385515128076911421280Answered
90.0066.2681.9364.4562.2459.9266.5158.5555.9143.2966.1962.3567.4266.19Mean

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: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1127135241386Unweighted total
6169300347457*-**34124951280Weighted total

424628381*-**3471752530-24%
62%14%21%24%18%100%-%100%100%100%100%62%35%20%

dad

-13343528------*8910925-49%
-%7%11%10%6%-%-%-%-%-%-%2%18%9%

aa

-28615366------410320850-74%
-%16%20%15%14%-%-%-%-%-%-%34%21%16%

a

2105144176282------*12871075-100%
38%62%48%51%62%-%-%-%-%-%-%2%26%55%

bcbc

6169300347457*-**34124951280Answered
46.7370.6762.3861.7670.6613.15-20.005.005.736.2827.4844.2666.19Mean

bcbc

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 12  (continuation)                                                                                                                                                    Page 258

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: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
5313331351251232222943741291192231386Unweighted total
451235129115118313319*631311182021280Weighted total

924467186266158*386248422530-24%
20%20%52%16%14%50%50%100%61%48%41%21%20%

acabaa

3106199032255-929183310925-49%
7%9%15%8%17%18%17%-%15%22%16%16%9%

a

5203919950355-1124284520850-74%
11%16%7%17%27%21%17%-%17%18%24%22%16%

ba

286823467676151-516248371075-100%
62%55%27%59%41%11%16%-%7%13%20%41%55%

badbcd

451235129115118313319*631311182021280Answered
70.9866.0139.1769.2158.3038.3934.8515.2428.3233.9740.9755.3766.19Mean

bacdbcd
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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
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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%
-167118541914939923226127541386Unweighted total
-127107937914337219207122471280Weighted total

-261916884106510073272530-24%
-%21%18%18%59%28%25%48%59%58%20%

a

-1488422960330211010925-49%
-%11%8%11%20%16%18%15%17%22%9%

-3317670159222415320850-74%
-%26%16%18%11%25%13%12%12%6%16%

abb

-546232001411485214771075-100%
-%42%58%53%10%31%44%25%11%14%55%

ccb

-127107937914337219207122471280Answered
-58.9467.9864.2127.4749.3558.0839.9828.4830.6766.19Mean

acb
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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
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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%
1886710444518331228-116382354-1397733381386Unweighted total
177319654157441111-104351327-1086893251280Weighted total

5136182133159197-50106142-30138802530-24%
31%19%19%32%21%18%-%48%30%43%-%27%20%25%20%

ababbb

26284698096-156162-10733610925-49%
12%9%9%17%11%9%-%15%17%19%-%9%11%11%9%

ab

*11617292138186-208359-211225520850-74%
1%16%18%22%19%17%-%20%24%18%-%19%18%17%16%

a

10417528121367631-1910265-4835515471075-100%
55%57%55%29%49%57%-%18%29%20%-%44%52%47%55%

cbcac

177319654157441111-104351327-1086893251280Answered
58.5967.5565.9647.0561.8467.38-36.6947.7438.18-58.0463.2859.5566.19Mean

cbcac
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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
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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%
1119233182995559632482153261386Unweighted total
1323182470689248622251732981280Weighted total

9132513716512228953792530-24%
67%55%13%22%19%18%25%36%40%31%27%20%

abe

-7325679111341305610925-49%
-%32%14%10%8%9%22%22%18%17%19%9%

2-4510215610841357420850-74%
14%-%23%21%14%18%22%13%18%20%25%16%

d

33912411492151854558971075-100%
19%13%51%47%58%55%31%29%24%32%30%55%

1323182470689248622251732981280Answered
33.5927.0162.1361.7367.7266.1351.5844.1240.9448.6849.0366.19Mean

ccc
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d
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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%
115619337117813451309801136511391345116813411386Unweighted total
105019644106622761209732125510281235104612321280Weighted total

1925417199-792401592452172472212452530-24%
18%28%39%19%-%28%20%22%20%21%20%21%20%20%

baab

7729488-2910667107961089710810925-49%
7%15%10%8%-%11%9%9%9%9%9%9%9%9%

b

169343182-4719912120718420317720320850-74%
16%17%8%17%-%17%16%16%16%18%16%17%16%16%

6127819596212166438669553067755167671075-100%
58%40%43%56%100%44%55%53%55%52%55%53%55%55%

acc

105019644106622761209732125510281235104612321280Answered
68.4054.0052.0366.76100.0057.5465.9064.0366.2263.8165.7164.1265.8066.19Mean

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
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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%
54584111456615825797714822260182281386Unweighted total
51276810786013524590512420552192161280Weighted total

1161371672263391654985278962530-24%
23%18%16%37%47%16%18%39%41%52%40%45%20%

accbc

3673837183075529823110925-49%
7%9%8%12%14%12%8%4%14%15%10%14%9%

ca

641441759222615624191022320850-74%
12%19%16%15%16%11%17%19%9%20%8%11%16%

bccb

29641465222321505094673786771075-100%
58%54%60%37%24%61%56%37%36%13%42%31%55%

abaaa

51276810786013524590512420552192161280Answered
66.2866.1370.2149.1141.4869.8066.8353.4347.5433.8552.9044.3766.19Mean

abaaa
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1191201351091091339586134114971351386Unweighted total
122140881211218881989613692971280Weighted total

2530183220131517172823152530-24%
20%22%20%27%17%15%19%17%18%20%25%15%20%

ag

144189127575117810925-49%
12%3%21%8%10%8%6%8%6%8%8%8%9%

kabcdefghikk
l

19321320101213191326141620850-74%
16%23%15%16%8%14%17%19%14%19%15%16%16%

hhh

64733860795647556171485871075-100%
53%52%44%50%65%63%58%57%63%52%52%60%55%

cijkijjijj

122140881211218881989613692971280Answered
63.4664.2259.7461.6971.0771.7868.2568.0871.7364.4162.1469.9066.19Mean

jbijlbijj
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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
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
3743513153461386Unweighted total
3503292753251280Weighted total

736649652530-24%
21%20%18%20%20%

3728182710925-49%
10%9%6%8%9%

6542455720850-74%
18%13%16%17%16%

c

17619416317771075-100%
50%59%59%54%55%

dd

3503292753251280Answered
62.8367.8369.4165.4266.19Mean

d
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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: 12/07/19



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
7137481361732503459157449699Unweighted total
282840176249345822664698Weighted total

1014852571634101681840-24%
35%51%20%30%23%47%56%48%44%25%26%

abcaaaa

42818405123889325-49%
15%7%20%10%16%15%13%24%12%13%13%

ab

4763236511312412950-74%
13%23%16%18%14%14%16%15%14%19%18%

1151875116811728429275-100%
37%18%45%42%47%24%15%12%30%43%42%

ddddcbcde

282840176249345822664698Answered
50.2334.5257.0554.7858.2440.2331.1932.2745.1056.1655.38Mean

ddddcdbcde
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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: 12/07/19



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

Humber

mlkjihgfe*dc*baSignificance Level: 95%
857370471465758864312802861699Unweighted total
2830286125371781135491064582698Weighted total

8111415112121625772910341840-24%
28%36%50%25%22%16%21%22%13%72%27%23%41%26%

ehjcefghijmefghij

54480111171410-61289325-49%
19%12%13%13%21%16%9%12%19%-%6%27%10%13%

ccc

8331151012102913*268712950-74%
29%11%10%19%19%17%12%25%24%2%24%18%9%18%

agjklaklakakl

71282662036454624246143329275-100%
23%41%27%43%38%51%57%41%44%26%43%31%40%42%

mkmkmijkmmmkmm

2830286125371781135491064582698Answered
47.8050.7438.1056.7555.1663.6063.0856.1661.1730.2257.4749.8549.6655.38Mean

kkmkaklmakmkkmk
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
826171895102223419230471312113699Unweighted total
6263614655221844122624091048698Weighted total

22161441407927245172831840-24%
36%25%30%25%36%61%16%17%43%19%8%44%26%

abebehbbe

12822073306228821519325-49%
19%13%14%13%14%14%17%11%19%25%15%14%13%

9120231064952388323112950-74%
14%19%16%19%23%12%18%14%19%28%22%11%18%

e

202735823459561517258229275-100%
31%43%40%42%27%13%49%58%19%27%56%31%42%

bdghdgh

6263614655221844122624091048698Answered
47.1756.1851.9656.2845.4326.0464.3266.5636.6048.5167.9145.5655.38Mean

bgdghdgh
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
25611432318681699Unweighted total
25511332322676698Weighted total

60329151791840-24%
24%29%28%22%26%26%

3021434899325-49%
12%18%13%17%13%13%

422760512412950-74%
16%24%19%21%18%18%

12433129928329275-100%
48%29%40%40%42%42%

abb

25511332322676698Answered
59.4849.5853.3756.0155.3655.38Mean

ab
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 12/07/19



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%
24836190843656--23335205451699Unweighted total
200383116426672--*2123173499698Weighted total

48954228175---2-7391361840-24%
24%25%36%52%32%26%-%-%-%80%-%29%23%27%26%

bc

275412*192----*126669325-49%
13%14%10%13%4%14%-%-%-%-%62%2%15%13%13%

c

298119*3126----*32610012950-74%
15%21%16%6%13%19%-%-%-%-%26%14%15%20%18%

c

9615343113279--***128319629275-100%
48%40%37%29%51%41%-%-%100%20%12%55%48%39%42%

ba

200383116426672--*2123173499698Answered
59.1154.6151.5132.4961.4855.14--80.0020.6439.1766.0958.7553.8955.38Mean

a
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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: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-54111552461559243699548438486699Unweighted total
-626839453530211698515393442698Weighted total

-621524136149641841741381601840-24%
-%100%93%18%62%60%30%28%30%26%34%35%36%26%

adfdfdf

--*423737841938368769325-49%
-%-%7%71%31%7%16%15%19%13%16%17%17%13%

d

---*1510610141129111849312950-74%
-%-%-%3%8%12%23%19%19%18%22%21%21%18%

---*-81382026629214710311229275-100%
-%-%-%7%-%21%30%38%31%42%28%26%25%42%

abcabce

-626839453530211698515393442698Answered
-10.9010.1230.8920.6632.0147.1852.4547.4855.3844.8243.4242.4955.38Mean

babcaabce
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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: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
31421541361132-112817670699Unweighted total
490148135137*-**3413677698Weighted total

249403943------21811840-24%
57%55%27%29%31%-%-%-%-%-%-%18%27%26%

abc

-10332416----2-2899325-49%
-%11%22%18%11%-%-%-%-%53%-%19%13%13%

ad

-16342735-----*212712950-74%
-%18%23%20%25%-%-%-%-%-%2%18%19%18%

215414544*-**24628029275-100%
43%16%28%33%32%100%-%100%100%47%98%45%41%42%

ddd

490148135137*-**3413677698Answered
35.5532.2445.2348.5149.2784.57-80.0090.0070.6492.3455.8155.0455.38Mean

ddd
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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: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
21527168531266244086102170152269699Unweighted total
1350217951922915453489178159268698Weighted total

117311173104377*1126421051840-24%
10%34%6%33%45%17%17%2%12%15%26%39%26%

bacdbcd

*83108333258-92030349325-49%
2%16%5%16%14%16%13%-%10%11%19%13%13%

b

31082510441484*1638304512950-74%
24%22%14%20%18%27%19%2%18%21%19%17%18%

813813415852623445394578429275-100%
64%28%75%30%23%39%52%96%59%53%36%31%42%

acabab

1350217951922915453489178159268698Answered
71.6144.1579.6847.0039.6855.3063.2895.7370.2464.6451.6545.8555.38Mean

acabab
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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: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-88449204228470917216565699Unweighted total
-72405179231465616315863698Weighted total

-24151612415932823101840-24%
-%33%37%34%11%34%44%18%15%15%26%

b

-1275262766-252329325-49%
-%16%19%14%12%14%-%16%15%4%13%

a

-2679513594128251112950-74%
-%36%20%29%15%20%24%17%16%18%18%

bb

-1110042144146281863929275-100%
-%15%25%23%62%31%32%49%55%63%42%

a

-72405179231465616315863698Answered
-42.0141.4144.1270.9047.4640.9659.7263.9870.1455.38Mean

a
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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: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
12333415541423472-153470471-85388193699Unweighted total
10291394519389433-141457464-69347182698Weighted total

5107144172137160-2814397-25135551840-24%
49%37%37%33%35%37%-%20%31%21%-%36%39%30%26%

aca

*5655746876-137246-858289325-49%
2%19%14%14%17%18%-%9%16%10%-%11%17%15%13%

aac

25495968390-368893-22734912950-74%
21%19%24%18%21%21%-%25%19%20%-%32%21%27%18%

b

373100177101107-65154228-14815029275-100%
27%25%25%34%26%25%-%46%34%49%-%21%23%27%42%

abbb

10291394519389433-141457464-69347182698Answered
40.8142.0042.8149.1143.2241.80-62.3849.8961.44-44.8440.8547.0755.38Mean

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: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
91912143284146676311249372699Unweighted total

10259152883895677297213355698Weighted total

-126110142182169691261840-24%
-%2%25%41%38%36%32%27%23%32%35%26%

cc

243451571172737619325-49%
17%18%32%28%18%15%20%9%9%18%17%13%

ccc

33*-5488172268447712950-74%
26%12%2%-%19%23%31%29%23%21%22%18%

61744731021027133639229275-100%
57%68%41%31%25%26%18%35%45%30%26%42%

eabe

10259152883895677297213355698Answered
72.7773.6952.6841.5042.0843.7744.3755.0758.7447.5044.0755.38Mean

aeabe
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
504126225322231659454687643675615672699Unweighted total
47614028514*209652448679625668592664698Weighted total

153306155-471701151801611751621751840-24%
32%21%21%30%-%23%26%26%27%26%26%27%26%26%

a

6624280-25915593879088909325-49%
14%17%6%16%-%12%14%12%14%14%13%15%14%13%

9127495-461208712712012411212412950-74%
19%19%15%18%-%22%18%19%19%19%19%19%19%18%

1655916184*9027219127925827823027429275-100%
35%42%57%36%100%43%42%43%41%41%42%39%41%42%

47614028514*209652448679625668592664698Answered
49.3955.8863.6350.3099.0058.5255.2255.7654.8755.1555.1553.1954.9555.38Mean
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
292407466571671034761152236515242699Unweighted total
315383465611681024691182286112250698Weighted total

8210215282325135233041311840-24%
26%27%33%14%14%24%29%19%13%6%10%12%26%

aba

326175117126513253*259325-49%
10%16%16%2%10%12%14%11%11%4%1%10%13%

bab

507997112023988321113712950-74%
16%21%21%18%12%23%21%7%14%18%5%15%18%

aaa

151141142401084217275141431015729275-100%
48%37%31%66%64%41%37%63%62%71%84%63%42%

accbc

315383465611681024691182286112250698Answered
59.5251.9947.4574.4070.2155.1552.2867.6469.3979.0277.4170.8155.38Mean

accbcb
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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
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
596466665963353972645557699Unweighted total
707641817137325156835843698Weighted total

19231324208311101620161840-24%
28%31%32%29%28%23%9%21%19%19%34%37%26%

fffffdfcdf

686116779109959325-49%
9%11%14%13%8%19%22%17%17%11%16%12%13%

14171479921091671412950-74%
20%23%35%9%13%24%6%19%17%19%13%31%18%

fibcdfhifibfhi

302683936132022274221929275-100%
43%35%19%48%50%34%63%43%47%51%37%20%42%

ajjajajabgjkajajajj

707641817137325156835843698Answered
53.4353.2044.9757.5262.0553.2764.8056.3761.6960.8048.1242.0555.38Mean

ajabjaabjaabjaj
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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
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
189188146176699Unweighted total
186189139184698Weighted total

565224521840-24%
30%28%17%28%26%

bbb

212425239325-49%
11%12%18%13%13%

4626213712950-74%
25%14%15%20%18%

bc

6487697229275-100%
34%46%49%39%42%

dd

186189139184698Answered
51.4858.3960.4752.3855.38Mean

ad
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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
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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%
12755101286362474601133019551429Unweighted total

573987340485618143813091370Weighted total

3224491892443758237017380-24%
56%61%57%56%50%61%61%58%61%54%54%

aa

7*1314385113848925-49%
12%1%15%4%8%9%13%10%8%6%7%

bdabdba

104132475*1312613150-74%
18%11%1%9%10%8%4%10%8%10%10%

abcccc

811231061561423939841275-100%
14%27%27%31%32%23%22%22%23%30%30%

eeeebe

573987340485618143813091370Answered
29.8332.7033.2239.5541.9231.4729.9732.0231.5839.4839.12Mean

eebe
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

Columns Tested: a,b,c,d,e - a,b,c,d,e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
2001881748679496961658025138551181429Unweighted total

727768115213112012421710431174871641370Weighted total

374033628616569118491511342967380-24%
51%52%48%54%46%54%55%54%47%49%65%48%59%54%

beijklm

66672982179*89108925-49%
8%8%9%6%7%7%1%8%8%1%5%10%6%7%

gggggg

686111101211206515122013150-74%
9%10%8%10%8%10%9%9%6%15%8%14%12%10%

23232334251364362401139243741275-100%
32%30%34%30%39%30%34%29%39%35%22%28%22%30%

cacaccac

727768115213112012421710431174871641370Answered
41.2939.5643.3038.7146.7537.6140.1937.8045.6346.1231.6041.7833.3239.12Mean

cacacac
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
16012694181011551894437112535174391429Unweighted total
11412563291041512943441611031140321370Weighted total

62676175562287701221053148487380-24%
54%54%53%54%56%74%36%50%48%46%60%25%54%

afabcdefhaaadef

10791773386*297*818925-49%
9%6%5%7%7%7%1%7%6%*%6%3%7%

61243893481033811414413150-74%
6%10%12%9%9%11%7%9%10%14%10%12%10%

35376993131397191404013341941275-100%
31%30%30%30%27%8%56%34%36%40%24%60%30%

gbdeghbghbghbggbdegh

11412563291041512943441611031140321370Answered
41.0738.9439.4039.0336.8421.6260.6941.7444.8145.6233.7568.1439.12Mean

gbdeghbgbghggbcdegh
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3882397924913801429Unweighted total
3652317636413061370Weighted total

252123355277117380-24%
69%53%47%42%54%54%

ab

2030393878925-49%
6%13%5%4%7%7%

ac

182388612513150-74%
5%10%12%10%10%10%

cc

75552812838441275-100%
21%24%37%44%29%30%

bca

3652317636413061370Answered
27.1335.9945.9953.2238.4339.12Mean

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: 12/07/19



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%
35571036411541375--4344330110741429Unweighted total
2656734328331337--3232523211051370Weighted total

191386161525712--32*201665477380-24%
72%57%37%66%77%53%-%-%96%100%3%81%71%49%54%

abaaiaiai

18629--89------18718925-49%
7%9%2%-%-%7%-%-%-%-%-%-%8%6%7%

aajj

166055**131--*-**1611513150-74%
6%9%13%4%1%10%-%-%4%-%8%*%7%10%10%

bccjcj

3916520727405----253237341275-100%
15%25%48%30%22%30%-%-%-%-%89%19%14%34%30%

cbcbbc

2656734328331337--3232523211051370Answered
22.5934.2656.8234.3125.0339.47--11.340.4388.2522.1522.2443.0839.12Mean

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: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
185243877887134853058210406879621429Unweighted total
28514245382212844655559275988441370Weighted total

264913375696942804316404325767380-24%
100%73%92%67%56%69%69%54%60%78%69%72%68%54%

fabcefefefef

--**46738544498360798925-49%
-%-%4%1%16%12%9%7%9%9%9%10%9%7%

ffff

-*-42210312344411116010813150-74%
-%1%-%27%8%4%13%10%9%7%12%10%13%10%

bddef

-2*15877382983592468141275-100%
-%26%4%5%21%15%9%30%21%6%10%8%10%30%

aabcdeabcddd

28514245382212844655559275988441370Answered
10.0025.5612.8323.6630.9722.1921.5238.7832.1915.9821.8019.9021.8539.12Mean

aabcdeabcdddd
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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: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
32452732652542-1126175551429Unweighted total
4147247253277*-**32135361370Weighted total

2119183151186*-**2284197380-24%
47%81%74%60%67%100%-%100%100%47%97%64%78%54%

abb

-12243315----2*2458925-49%
-%8%10%13%5%-%-%-%-%53%3%14%8%7%

a

-10203745------23913150-74%
-%7%8%15%16%-%-%-%-%-%-%16%7%10%

cdcd

27203231------13441275-100%
53%5%8%13%11%-%-%-%-%-%-%5%6%30%

dd

4147247253277*-**32135361370Answered
47.3013.9818.7726.4824.032.28--5.0023.632.7919.0015.9339.12Mean

dcdcd
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
449961981231208183556931481302051429Unweighted total
378902071163165113784811521291891370Weighted total

316101495891228300467129861457380-24%
83%68%72%51%74%76%79%96%83%85%67%76%54%

aabab

578127714233*61017158925-49%
13%9%6%7%8%20%9%2%8%7%13%8%7%

*1111311818-22-47141613150-74%
1%12%6%10%11%-%6%-%5%4%11%8%10%

bac

1913337911*23*35121441275-100%
2%10%16%33%7%4%6%2%4%4%9%7%30%

bc

378902071163165113784811521291891370Answered
11.0322.2522.9642.0019.0616.7414.622.7710.7912.0522.2117.4039.12Mean

bbacdcd
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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: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-14391531819738421190152541429Unweighted total
-10280327819735619167146461370Weighted total

-7154519815527412129111447380-24%
-%70%68%71%79%77%62%77%76%97%54%

b

-117731123721312*8925-49%
-%11%10%11%6%10%12%8%8%*%7%

a

-13101301822*1714*13150-74%
-%13%13%11%9%6%1%10%10%1%10%

a

-680191124588141275-100%
-%6%10%7%6%7%25%5%6%2%30%

-10280327819735619167146461370Answered
-21.0922.1020.4314.2917.0028.7516.0215.179.6339.12Mean
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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: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
18675780452659934-132394390-1196262631429Unweighted total
17549702409579818-119365366-885462461370Weighted total

14380478314418555-100277292-693921877380-24%
81%69%68%77%72%68%-%85%76%80%-%78%72%76%54%

ab

*5663445574-73733-1155228925-49%
2%10%9%11%10%9%-%6%10%9%-%12%10%9%7%

*69932260107-72620-4541813150-74%
1%12%13%5%10%13%-%6%7%5%-%4%10%7%10%

cc

34469284681-42422-4451941275-100%
16%8%10%7%8%10%-%3%7%6%-%5%8%8%30%

17549702409579818-119365366-885462461370Answered
18.6420.9222.7516.8620.0322.19-12.6316.9114.73-16.4420.3518.7439.12Mean

cc
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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: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
922233265173961692612083161429Unweighted total
828212852766449662381692851370Weighted total

622111735944940571981302147380-24%
74%77%52%61%68%68%81%87%83%77%75%54%

aa

22115563552118328925-49%
23%8%3%5%10%10%11%8%9%10%11%7%

-26363832211171813150-74%
-%6%27%9%12%13%5%3%5%10%6%10%

c

*247506921752241275-100%
3%8%18%25%9%10%3%2%3%3%8%30%

bc

828212852766449662381692851370Answered
15.7518.0435.2533.2121.9823.0913.2011.1212.8416.5618.5339.12Mean

ccd
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
114419938116023721338813141211491348114213371429Unweighted total
1055217481079*3101271768135210791269104512601370Weighted total

54413135564*1947044437316157216107197380-24%
52%60%72%52%100%63%55%58%54%57%57%58%57%54%

babe

6716370-22875389748784878925-49%
6%7%6%7%-%7%7%7%7%7%7%8%7%7%

110141113-271267412811212110212113150-74%
10%7%1%10%-%9%10%10%9%10%10%10%10%10%

3345610331-6735519940427733925033241275-100%
32%26%20%31%-%22%28%26%30%26%27%24%26%30%

cabd

1055217481079*3101271768135210791269104512601370Answered
41.0134.0924.7840.311.0032.3437.3735.4338.9035.4436.0433.6335.7439.12Mean

abcabd
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
57885111278120625899517226281202841429Unweighted total
58878210878319523496916125779192831370Weighted total

3054335536211913348711217654141917380-24%
52%55%51%74%61%57%50%70%68%69%76%67%54%

accbc

286273116146691472148925-49%
5%8%7%1%8%6%7%6%5%8%10%5%7%

bbb

498212047211019224-2513150-74%
8%10%11%5%3%9%10%6%9%5%-%9%10%

a

20620634216546731530451535241275-100%
35%26%31%19%27%29%32%19%17%19%14%18%30%

abaa

58878210878319523496916125779192831370Answered
43.1136.1241.3922.9533.7337.1642.0225.7626.4525.8619.3227.6739.12Mean

aabbaa
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
12314012211911412810197144121921281429Unweighted total
13915984128127948512011014190941370Weighted total

7499357562524856488454517380-24%
53%63%41%58%49%55%57%47%44%60%60%54%54%

dehjdjjdjdjdjj

41184113481113668925-49%
3%7%9%3%9%3%5%7%10%9%7%7%7%

llgilil

151612191179815107213150-74%
11%10%14%15%9%8%10%7%13%7%8%2%10%

aaaacaaaaaa

45333031423224483634223541275-100%
33%20%35%24%34%34%29%40%33%24%24%37%30%

kkkkbcikkbcik

13915984128127948512011014190941370Answered
40.6630.8546.7934.8840.9241.9238.0446.6645.6432.7532.4544.1439.12Mean

kbcikkkbcikbcikbck
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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
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
3853613423411429Unweighted total
3823493153241370Weighted total

2081881521897380-24%
55%54%48%58%54%

b

221823258925-49%
6%5%7%8%7%

4437311913150-74%
11%11%10%6%10%

aaa

1081051089041275-100%
28%30%34%28%30%

3823493153241370Answered
37.9338.9743.9935.9639.12Mean

ad
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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: 12/07/19



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
1246499265322499601233168871386Unweighted total

554487305426648164012161280Weighted total

4838782734025261234111511671-24             (12.5)
86%88%90%90%94%81%73%75%84%92%91%

bdecdbcde

41611157133546125 - 49          (37.0)
7%2%7%3%4%11%16%17%8%4%5%

aababa

341613112212450 - 99          (75.0)
5%9%1%2%*%5%9%4%4%2%2%

aabcaaaa

1*-482**11214100 - 249       (175.0)
1%1%-%1%2%3%2%2%3%1%1%

aa

-*-4-*-**45250 - 499       (375.0)
-%*%-%1%-%1%-%2%*%*%*%

aa

-*25-*--*88500 - 4,999    (2750.0)
-%*%2%1%-%*%-%-%1%1%1%

aa

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
-%-%-%-%-%-%-%-%-%-%-%

523984284417597153711681227Net: 0-49
93%90%97%93%98%92%89%92%92%96%96%

bdebde

44221951134753Net: 50+
7%10%3%7%2%8%11%8%8%4%4%

aaaaaa

554487305426648164012161280Answered
19.8227.0172.02261.0816.4337.1225.6928.1143.0185.1682.75Mean

a
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

Columns Tested: a,b,c,d,e - 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*dcbaSignificance Level: 95%
1701871818488380941658327151491161386Unweighted total

58766610801009911621010927193771491280Weighted total

5169599878889101194104241806714011671-24             (12.5)
89%92%89%91%88%90%87%92%96%90%93%87%94%91%

g

42351551274*6766125 - 49          (37.0)
7%3%4%5%5%5%10%3%4%1%3%8%4%5%

cfjkl

1131925251*2-22450 - 99          (75.0)
2%2%4%2%2%5%2%3%1%1%1%-%2%2%

11210**22--24-14100 - 249       (175.0)
2%1%3%1%*%*%2%1%-%-%1%5%-%1%

aej

---54*-*-----5250 - 499       (375.0)
-%-%-%*%4%*%-%*%-%-%-%-%-%*%

acfgjklm

-216---2--4--8500 - 4,999    (2750.0)
-%2%1%1%-%-%-%1%-%-%2%-%-%1%

j

5,000 - 49
---2-----2---2,999          (27500.0)
-%-%-%*%-%-%-%-%-%8%-%-%-%*%

50,000 -
--------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
--------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

5672611038939411320010824185741471227Net: 0-49
96%95%92%96%93%95%97%96%99%91%96%95%98%96%

kikk

2454275491274253Net: 50+
4%5%8%4%7%5%3%4%1%9%4%5%2%4%

aeje

58766610801009911621010927193771491280Answered
18.4975.8649.3188.7431.2218.0018.5044.2613.792278.5067.4222.4714.5182.75Mean

aemae
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcb*aSignificance Level: 95%
183120337810086221093728113634137281386Unweighted total
128115227410065521202530811930110141280Weighted total

11410522539144941092428411627991111671-24             (12.5)
89%91%92%91%89%90%98%92%97%91%90%83%91%

begh

853134828511721526125 - 49          (37.0)
6%5%5%5%5%4%2%5%2%2%5%13%5%

32132115*-71-1*2450 - 99          (75.0)
2%2%1%2%3%*%-%2%1%-%1%3%2%

11321262-1-23*14100 - 249       (175.0)
1%1%1%1%1%2%-%*%-%6%2%1%1%

deh

232232----*-5250 - 499       (375.0)
1%*%1%*%*%2%-%-%-%-%*%-%*%

ae

-82642-*--2-8500 - 4,999    (2750.0)
-%1%1%1%1%2%-%*%-%-%2%-%1%

ee

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
-%-%-%-%-%-%-%-%-%-%-%-%-%

12211052669625221142530011828104131227Net: 0-49
95%96%97%96%95%95%100%98%99%94%95%96%96%

hbcgh

647944306-8126153Net: 50+
5%4%3%4%5%5%-%2%1%6%5%4%4%

deddd

128115227410065521202530811930110141280Answered
22.2689.4835.6695.57151.0264.6813.0116.5813.3923.5361.9318.8382.75Mean

ede
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3512218053813481386Unweighted total
3202047455312271280Weighted total

26918070647111911671-24             (12.5)
84%88%95%89%91%91%

bc

2512234566125 - 49          (37.0)
8%6%3%8%5%5%

a

1139-242450 - 99          (75.0)
3%2%1%-%2%2%

a

65321214100 - 249       (175.0)
2%2%*%3%1%1%

aa

2*2-55250 - 499       (375.0)
1%*%*%-%*%*%

44--88500 - 4,999    (2750.0)
1%2%-%-%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
-%-%-%-%-%-%

2951927305111761227Net: 0-49
92%94%98%97%96%96%

bc

26121525153Net: 50+
8%6%2%3%4%4%

aa

3202047455312271280Answered
249.7868.2515.9620.0485.4682.75Mean

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: 12/07/19



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%
3167123588461340--4313827010701386Unweighted total
2246464105261254--32*2019910561280Weighted total

164598405171159---**7156100311671-24             (12.5)
73%93%99%11%29%92%-%-%-%20%100%33%79%95%91%

cbcbcjcjbcij

2929221150--*2-819316125 - 49          (37.0)
13%4%1%41%42%4%-%-%9%80%-%42%9%3%5%

abaabiabiai

11112-123-----110132450 - 99          (75.0)
5%2%1%-%3%2%-%-%-%-%-%4%5%1%2%

abai

86-*212--*--25614100 - 249       (175.0)
3%1%-%5%9%1%-%-%9%-%-%10%3%1%1%

ababiabiai

22---5------225250 - 499       (375.0)
1%*%-%-%-%*%-%-%-%-%-%-%1%*%*%

a

8--*26--*--26-8500 - 4,999    (2750.0)
4%-%-%2%9%*%-%-%4%-%-%11%3%-%1%

abaiaabiai

5,000 - 49
2--22---2-----2,999          (27500.0)
1%-%-%42%9%-%-%-%79%-%-%-%-%-%*%

babi

50,000 -
---------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
---------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

1936264083181209--*2*1517510341227Net: 0-49
86%97%99%51%70%96%-%-%9%100%100%75%88%98%96%

cbcbcjcjbcij

312023845--3--5242253Net: 50+
14%3%1%49%30%4%-%-%91%-%-%25%12%2%4%

abaabiaabiai

2246464105261254--32*2019910561280Answered
398.3317.4912.96116982660.730.28--21914.3232.1712.50333.41107.5715.7382.75Mean

abaabiaabiai
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
1852540901217979456548138686512611386Unweighted total
2851424611167867385515128076911421280Weighted total

------11677673154531167681103711671-24             (12.5)
-%-%-%-%-%-%100%88%82%88%91%89%91%91%

bceebdefee

-----61-5232396150536125 - 49          (37.0)
-%-%-%-%-%100%-%6%8%8%5%7%5%5%

acacac

----24--231382417232450 - 99          (75.0)
-%-%-%-%100%-%-%3%3%2%2%2%2%2%

ab

---14---141061481414100 - 249       (175.0)
-%-%-%100%-%-%-%2%3%1%1%1%1%1%

abc

--5----5425255250 - 499       (375.0)
-%-%100%-%-%-%-%1%1%*%*%*%*%*%

-8-----4868888500 - 4,999    (2750.0)
-%100%-%-%-%-%-%1%2%1%1%1%1%1%

acf

5,000 - 49
2------22-2222,999          (27500.0)

100%-%-%-%-%-%-%*%1%-%*%*%*%*%

50,000 -
--------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
--------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

-----611167819347493122773110901227Net: 0-49
-%-%-%-%-%100%100%94%90%96%96%95%95%96%

cceeeee

2851424--48382253385253Net: 50+
100%100%100%100%100%-%-%6%10%4%4%5%5%4%

ababcdf

2851424611167867385515128076911421280Answered
27500.02750.00375.00175.0075.0037.0012.50104.29240.1251.2882.75126.0690.7882.75Mean

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: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1127135241386Unweighted total
6169300347457*-**34124951280Weighted total

3134272321437*--*24744011671-24             (12.5)
42%79%91%93%96%46%-%-%100%53%100%58%89%91%

ddcd

-2416155----2-5336125 - 49          (37.0)
-%14%5%4%1%-%-%-%-%47%-%39%7%5%

abcaa

22659------*82450 - 99          (75.0)
26%1%2%2%2%-%-%-%-%-%-%2%2%2%

-6414*-*---*514100 - 249       (175.0)
-%3%1%*%1%54%-%100%-%-%-%1%1%1%

ab

--2*2-------25250 - 499       (375.0)
-%-%1%*%1%-%-%-%-%-%-%-%*%*%

24-2*-------68500 - 4,999    (2750.0)
32%2%-%1%*%-%-%-%-%-%-%-%1%1%

ac

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
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3158288336442*--*34114731227Net: 0-49
42%93%96%97%97%46%-%-%100%100%100%97%96%96%

dd

411121115*-*---*2253Net: 50+
58%7%4%3%3%54%-%100%-%-%-%3%4%4%

ab

6169300347457*-**34124951280Answered
903.1279.7819.62209.6617.73100.8-175.0012.5024.1312.5024.4952.3882.75Mean

ac
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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: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
5313331351251232222943741291192231386Unweighted total
451235129115118313319*631311182021280Weighted total

391127115105216210281*4611610918111671-24             (12.5)
87%91%89%91%89%81%88%46%74%88%93%90%91%

ddd

25985310227-1297116125 - 49          (37.0)
4%5%6%5%6%19%8%-%19%7%6%5%5%

abc

3213215-3-22132450 - 99          (75.0)
6%2%2%2%3%-%1%-%3%2%1%2%2%

a

113113**5**21314100 - 249       (175.0)
3%1%1%1%*%1%2%54%*%2%*%1%1%

*4*42-*-*--25250 - 499       (375.0)
*%*%*%*%1%-%*%-%*%-%-%1%*%

-8263-3-22-28500 - 4,999    (2750.0)
-%1%1%1%2%-%1%-%3%1%-%1%1%

b

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
-%-%-%-%-%-%-%-%-%-%-%-%-%

411186123110417313307*581251171921227Net: 0-49
91%96%95%96%94%99%96%46%93%95%99%95%96%

d

44964711*11*4611053Net: 50+
9%4%5%4%6%1%4%54%7%5%1%5%4%

b

451235129115118313319*631311182021280Answered
22.5084.9552.5386.1371.7217.9740.87101.02109.0052.1915.1453.7482.75Mean

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 - a,b - a,b

Produced by OLR
Issue date: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541914939923226127541386Unweighted total
-127107937914337219207122471280Weighted total

-109974350126327171831064011671-24             (12.5)
-%86%90%92%88%88%91%88%87%86%91%

c

-105222831-13846125 - 49          (37.0)
-%8%5%6%6%8%-%6%7%9%5%

-12333512212450 - 99          (75.0)
-%1%2%1%2%1%6%1%2%2%2%

-614542174114100 - 249       (175.0)
-%5%1%1%3%*%3%3%3%2%1%

aba

--5-*2-**-5250 - 499       (375.0)
-%-%*%-%*%1%-%*%*%-%*%

--8*24-2218500 - 4,999    (2750.0)
-%-%1%*%1%1%-%1%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
-%-%-%-%-%-%-%-%-%-%-%

-119102737113435917195114451227Net: 0-49
-%94%95%98%94%96%91%95%94%95%96%

bc

-75289142118253Net: 50+
-%6%5%2%6%4%9%5%6%5%4%

aa

-127107937914337219207122471280Answered
-23.0195.3717.1851.6751.1321.7450.1557.5949.3582.75Mean
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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: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710444518331228-116382354-1397733381386Unweighted total
177319654157441111-104351327-1086893251280Weighted total

136518803656581010-91300291-9460529311671-24             (12.5)
73%89%91%88%89%91%-%87%85%89%-%87%88%90%91%

*3951325051-93325-1048256125 - 49          (37.0)
1%5%5%8%7%5%-%8%9%8%-%9%7%8%5%

aa

*171561521-156-11732450 - 99          (75.0)
1%2%2%1%2%2%-%1%1%2%-%1%2%1%2%

-1384814-253-48214100 - 249       (175.0)
-%2%1%1%1%1%-%2%2%1%-%4%1%1%1%

aab

*42224-*22--2-5250 - 499       (375.0)
1%1%*%1%*%*%-%*%1%1%-%-%*%-%*%

266688-26---628500 - 4,999    (2750.0)
12%1%1%1%1%1%-%2%2%-%-%-%1%1%1%

aa

5,000 - 49
2-2-22------2-2,999          (27500.0)

13%-%*%-%*%*%-%-%-%-%-%-%*%-%*%

50,000 -
---------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
---------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

136909313977081061-100332316-1046533181227Net: 0-49
74%94%97%96%95%96%-%96%95%97%-%96%95%98%96%

bb

54133183649-51911-536753Net: 50+
26%6%3%4%5%4%-%4%5%3%-%4%5%2%4%

aa

177319654157441111-104351327-1086893251280Answered
3815.2043.3196.3658.98129.6192.78-65.9768.0319.59-20.97131.8132.3882.75Mean

aa

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 15  (continuation)                                                                                                                                                    Page 306

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: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1119233182995559632482153261386Unweighted total
1323182470689248622251732981280Weighted total

13211418628811375520314826111671-24             (12.5)
100%88%76%76%89%91%78%89%90%86%88%91%

ee

-2123747741815236125 - 49          (37.0)
-%9%3%8%5%5%14%7%8%9%8%5%

-**21615*12232450 - 99          (75.0)
-%1%1%9%2%2%*%1%1%1%1%2%

-*2-1382*15314100 - 249       (175.0)
-%2%10%-%2%1%4%*%*%3%1%1%

cc

----42--*225250 - 499       (375.0)
-%-%-%-%1%*%-%-%*%1%1%*%

--2286222168500 - 4,999    (2750.0)
-%-%10%7%1%1%4%3%1%*%2%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
-%-%-%-%-%-%-%-%-%-%-%-%

1323142066585944592201632841227Net: 0-49
100%97%79%84%94%96%92%96%98%95%95%96%

be

-144413343591453Net: 50+
-%3%21%16%6%4%8%4%2%5%5%4%

ac

1323182470689248622251732981280Answered
12.5018.75301.29204.7051.99103.09127.3595.1338.1033.8770.6882.75Mean

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 - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
115619337117813451309801136511391345116813411386Unweighted total
105019644106622761209732125510281235104612321280Weighted total

962174389732255110866811439371129952112611671-24             (12.5)
92%89%87%91%100%92%92%91%91%91%91%91%91%91%

527251-12543259455545556125 - 49          (37.0)
5%4%5%5%-%4%4%4%5%4%4%4%4%5%

202217-4221524212221222450 - 99          (75.0)
2%1%4%2%-%1%2%2%2%2%2%2%2%2%

86-13-3137141014121414100 - 249       (175.0)
1%3%-%1%-%1%1%1%1%1%1%1%1%1%

b

4*-4-254555555250 - 499       (375.0)
*%*%-%*%-%1%*%1%*%*%*%*%*%*%

4426-*44888888500 - 4,999    (2750.0)
*%2%4%1%-%*%*%1%1%1%1%1%1%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
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1014181411024226711627001202982118499711811227Net: 0-49
97%93%92%96%100%97%96%96%96%96%96%95%96%96%

a

3614442-94732534551495153Net: 50+
3%7%8%4%-%3%4%4%4%4%4%5%4%4%

b

105019644106622761209732125510281235104612321280Answered
28.76383.81128.7789.9312.5019.3477.86116.4584.1397.4585.1097.6985.2982.75Mean

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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
54584111456615825797714822260182281386Unweighted total
51276810786013524590512420552192161280Weighted total

47169698555122225834102181471919111671-24             (12.5)
92%91%91%90%90%92%92%82%88%90%96%88%91%

aa

23385317143314104*116125 - 49          (37.0)
4%5%5%1%5%6%4%12%5%8%1%5%5%

bc

915202161445*-52450 - 99          (75.0)
2%2%2%3%1%2%1%4%3%1%-%2%2%

59111211217--714100 - 249       (175.0)
1%1%1%1%2%*%1%1%4%-%-%3%1%

*44-**4-**-*5250 - 499       (375.0)
*%1%*%-%*%*%*%-%*%*%-%*%*%

26224-8*21128500 - 4,999    (2750.0)
*%1%*%4%3%-%1%*%1%1%3%1%1%

cc

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
-%-%-%-%-%-%-%-%-%-%-%-%-%

49473410395512823886711619151192021227Net: 0-49
96%95%96%91%95%97%96%94%93%98%97%94%96%

b

18354057738814111453Net: 50+
4%5%4%9%5%3%4%6%7%2%3%6%4%

c

51276810786013524590512420552192161280Answered
144.9641.3179.42127.4191.9716.1542.36514.2643.1449.1586.5742.8282.75Mean

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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1191201351091091339586134114971351386Unweighted total
122140881211218881989613692971280Weighted total

1081348211110875808885122819311671-24             (12.5)
89%95%93%92%90%85%99%90%88%90%89%96%91%

dggbcdeghilbcdghl

9255791448516125 - 49          (37.0)
8%1%6%4%6%11%1%4%4%6%5%1%5%

afkakafika

13*131*274-22450 - 99          (75.0)
1%2%1%1%2%1%*%2%7%3%-%2%2%

bfgijl

1**12**2124-14100 - 249       (175.0)
1%*%*%1%2%1%*%2%1%2%4%-%1%

ajk

*2-2-*------5250 - 499       (375.0)
*%1%-%2%-%*%-%-%-%-%-%-%*%

2--21*-2--2*8500 - 4,999    (2750.0)
2%-%-%2%*%*%-%2%-%-%2%*%1%

5,000 - 49
-----2------2,999          (27500.0)
-%-%-%-%-%3%-%-%-%-%-%-%*%

50,000 -
-------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
-------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

117136871151158481928913086951227Net: 0-49
96%97%99%95%96%95%100%94%92%96%94%97%96%

bdegbde

551554*6766253Net: 50+
4%3%1%5%4%5%*%6%8%4%6%3%4%

jfjfjfj

122140881211218881989613692971280Answered
65.1319.0414.7063.2529.83707.2413.1369.4319.1118.4969.8617.2082.75Mean

fjf
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
3743513153461386Unweighted total
3503292753251280Weighted total

32429425229711671-24             (12.5)
92%89%92%91%91%

16219146125 - 49          (37.0)
5%6%3%4%5%

45962450 - 99          (75.0)
1%1%3%2%2%

133614100 - 249       (175.0)
*%1%1%2%1%

d

22--5250 - 499       (375.0)
1%1%-%-%*%

22228500 - 4,999    (2750.0)
1%1%1%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
-%-%-%-%-%

3403152613111227Net: 0-49
97%96%95%96%96%

1015141453Net: 50+
3%4%5%4%4%

3503292753251280Answered
34.03223.6935.2632.5782.75Mean
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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: 12/07/19



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
1246499265322499601233168871386Unweighted total

554487305426648164012161280Weighted total

111225115184131210445457Less than once a week
20%27%29%38%43%20%11%15%24%37%36%

ecdecdbcde

163268212214149333347Once a week
29%8%30%27%29%21%14%24%21%27%27%

ddddbde

More than once a week
1517226288172511283300but not every day
27%39%25%20%21%27%23%30%27%23%23%

ab

1310144429204511149169Once a day
23%23%16%15%7%31%51%31%27%12%13%

abaaaaabceaa

*2-22*--*66Twice a day
*%4%-%1%1%1%-%-%1%*%*%

ab

-----------More than twice a day
-%-%-%-%-%-%-%-%-%-%-%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 12/07/19



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

Humber

mlkjihgfe*dcbaSignificance Level: 95%
1701871818488380941658327151491161386Unweighted total

58766610801009911621010927193771491280Weighted total

23242238931364066386793756457Less than once a week
39%32%33%36%31%37%34%32%34%22%41%48%37%36%

fkl

142018294282229653711511140347Once a week
24%27%28%27%28%23%25%31%34%41%26%14%27%27%

bbb

More than once a week
131916253313136432210431919300but not every day
22%25%24%23%31%31%31%20%20%36%22%25%13%23%

aaaaaa

91210138910123012*201034169Once a day
15%16%15%13%9%10%10%14%11%1%10%13%23%13%

ceghij

--16*--6-----6Twice a day
-%-%1%1%*%-%-%3%-%-%-%-%-%*%

cjlm

--------------More 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,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcb*aSignificance Level: 95%
183120337810086221093728113634137281386Unweighted total
128115227410065521202530811930110141280Weighted total

504081013572242513875217345457Less than once a week
39%35%37%35%41%21%53%28%43%59%31%36%36%

begbegbegbegh

373108026714416597384384347Once a week
29%27%29%27%26%14%19%31%31%13%34%31%27%

gcgcgcgh

More than once a week
292725524612039779216271300but not every day
22%24%20%24%22%33%28%26%17%19%25%8%23%

dh

13156371326240*4193113169Once a day
10%14%13%13%11%33%*%13%8%9%10%25%13%

fbcdefhf

-6243--4-*--6Twice a day
-%1%1%*%*%-%-%1%-%1%-%-%*%

-------------More 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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3512218053813481386Unweighted total
3202047455312271280Weighted total

634634825432457Less than once a week
20%22%47%47%35%36%

bc

775320812335347Once a week
24%26%28%22%27%27%

More than once a week
886414512288300but not every day
28%32%20%23%23%23%

aa

8738434165169Once a day
27%19%6%8%13%13%

aba

42*-66Twice a day
1%1%*%-%1%*%

aa

------More 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,c

Produced by OLR
Issue date: 12/07/19



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%
3167123588461340--4313827010701386Unweighted total
2246464105261254--32*2019910561280Weighted total

29168261-2456-----227429457Less than once a week
13%26%64%-%7%36%-%-%-%-%-%9%13%41%36%

cbcbcjbcij

2721110925342--2--223320347Once a week
12%33%27%42%18%27%-%-%79%-%-%11%11%30%27%

accbcbc

More than once a week
7319433*2298----*271227300but not every day
33%30%8%2%8%24%-%-%-%-%100%10%36%22%23%

aacjacijj

91717317152--12-147478169Once a day
41%11%2%56%67%12%-%-%21%100%-%70%37%7%13%

abaabiaabiai

42---6------426Twice a day
2%*%-%-%-%1%-%-%-%-%-%-%2%*%*%

abai

---------------More 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: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
1852540901217979456548138686512611386Unweighted total
2851424611167867385515128076911421280Weighted total

-*249543725694137457208402457Less than once a week
-%1%50%29%37%9%37%29%24%27%36%27%35%36%

bbebdefbdef

22*1515321229114135347207311347Once a week
100%30%4%4%23%24%28%26%30%26%27%27%27%27%

More than once a week
--24616272243101148300204272300but not every day
-%-%46%26%26%27%23%28%26%29%23%27%24%23%

acac

-4-62241341367390169144153169Once a day
-%44%-%41%8%40%11%16%19%17%13%19%13%13%

acacacac

-2--2-34446646Twice a day
-%25%-%-%7%-%*%*%1%1%*%1%*%*%

ab

--------------More 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: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1127135241386Unweighted total
6169300347457*-**34124951280Weighted total

----457-------137457Less than once a week
-%-%-%-%100%-%-%-%-%-%-%-%28%36%

bcd

---347-----221131347Once a week
-%-%-%100%-%-%-%-%-%53%45%5%26%27%

acd

More than once a week
--300-------26140300but not every day
-%-%100%-%-%-%-%-%-%-%46%51%28%23%

abd

-169---*-**2*582169Once a day
-%100%-%-%-%100%-%100%100%47%9%44%17%13%

abc

6-----------46Twice a day
100%-%-%-%-%-%-%-%-%-%-%-%1%*%

--------------More 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: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
5313331351251232222943741291192231386Unweighted total
451235129115118313319*631311182021280Weighted total

154434541254380-4172195457Less than once a week
32%36%35%36%30%21%25%-%7%13%18%47%36%

dbcd

113352632143489*9255446347Once a week
25%27%20%28%23%29%28%24%15%19%46%23%27%

acd

More than once a week
102913526648595*16642344300but not every day
22%24%27%23%26%40%30%21%26%49%20%22%23%

abd

91602314638151*31231917169Once a day
20%13%18%13%21%10%16%54%49%17%16%8%13%

abcaa

-6-6*-4-22-*6Twice a day
-%1%-%1%*%-%1%-%3%1%-%*%*%

ab

-------------More 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: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541914939923226127541386Unweighted total
-127107937914337219207122471280Weighted total

-3437310942965633511457Less than once a week
-%27%35%29%29%26%29%31%28%25%36%

a

-28302106331033442418347Once a week
-%22%28%28%23%28%16%22%20%38%27%

b

More than once a week
-31252109431046623910300but not every day
-%25%23%29%30%28%33%30%32%22%23%

b

-33147552565436247169Once a day
-%26%14%15%17%18%21%17%20%15%13%

ab

--4--4-*--6Twice a day
-%-%*%-%-%1%-%*%-%-%*%

-----------More 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: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710444518331228-116382354-1397733381386Unweighted total
177319654157441111-104351327-1086893251280Weighted total

2228341102199387-198089-2417781457Less than once a week
12%31%35%25%27%35%-%19%23%27%-%22%26%25%36%

bc

3204258119200305-279684-2018890347Once a week
17%28%27%29%27%28%-%26%27%26%-%19%27%28%27%

cc

More than once a week
3170230118198264-32100101-2918193300but not every day

15%23%24%28%27%24%-%30%28%31%-%27%26%29%23%

812512973141150-247153-3313761169Once a day
45%17%13%18%19%13%-%23%20%16%-%31%20%19%13%

aaaab

246464-24--26*6Twice a day
12%1%1%1%1%*%-%2%1%-%-%2%1%*%*%

aaa

---------------More 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: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1119233182995559632482153261386Unweighted total
1323182470689248622251732981280Weighted total

35682153101010603172457Less than once a week
22%19%31%31%30%35%22%17%27%18%24%36%

b

*1144207241915705672347Once a week
2%46%22%15%29%27%19%23%31%33%24%27%

ae

More than once a week
82661652141416574290300but not every day

61%10%34%26%23%24%30%26%25%24%30%23%

*6271131211221374060169Once a day
1%25%13%28%16%14%25%34%17%23%20%13%

ac

2---662-*246Twice a day
15%-%-%-%1%1%5%-%*%1%1%*%

c

------------More 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: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
115619337117813451309801136511391345116813411386Unweighted total
105019644106622761209732125510281235104612321280Weighted total

3974611386292426254450369434338433457Less than once a week
38%23%24%36%100%33%35%35%36%36%35%32%35%36%

a

296428298-70338188338274338291336347Once a week
28%22%18%28%-%25%28%26%27%27%27%28%27%27%

More than once a week
2355810241-66286184296237293255293300but not every day

22%30%23%23%-%24%24%25%24%23%24%24%24%23%

b

1174915135-48155102165142163155163169Once a day
11%25%35%13%-%17%13%14%13%14%13%15%13%13%

bab

6*-6--44666666Twice a day
1%*%-%1%-%-%*%1%1%1%1%1%1%*%

--------------More 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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
54584111456615825797714822260182281386Unweighted total
51276810786013524590512420552192161280Weighted total

187270402153891342216516567457Less than once a week
37%35%37%25%28%37%38%17%32%32%27%31%36%

abaa

13421330414296225329488350347Once a week
26%28%28%23%21%25%28%24%23%16%17%23%27%

More than once a week
120181242193859199435719860300but not every day

23%24%22%31%28%24%22%35%28%37%43%28%23%

bc

6910013111273310729358339169Once a day
13%13%12%18%20%13%12%23%17%15%13%18%13%

cbc

24124*42*---6Twice a day
*%1%*%3%3%*%*%2%*%-%-%-%*%

cc

-------------More 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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1191201351091091339586134114971351386Unweighted total
122140881211218881989613692971280Weighted total

335130364732464729492335457Less than once a week
27%36%34%30%39%36%57%48%31%36%25%36%36%

bbdijlabcdghijkl

284032513920132122362322347Once a week
23%28%36%42%32%23%17%21%23%26%25%23%27%

fadefglabcdefgklf

More than once a week
373916211928152025302823300but not every day
30%28%18%18%16%31%19%20%26%22%30%24%23%

fhijhfhijhhij

2111101316971119211715169Once a day
18%8%11%11%13%10%8%11%20%15%18%15%13%

fkfgijkfk

2-*-----*-226Twice a day
2%-%1%-%-%-%-%-%*%-%2%2%*%

-------------More 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,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
3743513153461386Unweighted total
3503292753251280Weighted total

114114122107457Less than once a week
33%35%44%33%36%

acd

1001105681347Once a week
29%33%20%25%27%

bab

More than once a week
92686081300but not every day
26%21%22%25%23%

42383752169Once a day
12%11%13%16%13%

2-*46Twice a day
1%-%*%1%*%

c

-----More 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: 12/07/19



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
7137481361732503459157449699Unweighted total
282840176249345822664698Weighted total

2628381732413147206466771-24             (12.5)
90%99%94%99%97%91%89%93%91%97%97%

eebde

2-2*62**1111325 - 49          (37.0)
8%-%5%*%2%5%7%4%5%2%2%

abbaaa

*-*2-1-**4450 - 99          (75.0)
1%-%*%1%-%2%-%3%2%1%1%

----2----33100 - 249       (175.0)
-%-%-%-%1%-%-%-%-%1%*%

*----**---*250 - 499       (375.0)
1%-%-%-%-%1%4%-%-%-%*%

ab

-*---*--*-*500 - 4,999    (2750.0)
-%1%-%-%-%1%-%-%1%-%*%

a

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
-%-%-%-%-%-%-%-%-%-%-%

282840174247335721657690Net: 0-49
98%99%100%99%99%97%96%97%97%99%99%

e

***221**17850+
2%1%*%1%1%3%4%3%3%1%1%

a

282840176249345822664698Answered
17.7035.8313.9513.2114.2836.2729.0415.1245.3914.0915.17Mean

aaa

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



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

Humber

mlkjihgfe*dc*baSignificance Level: 95%
857370471465758864312802861699Unweighted total
2830286125371781135491064582698Weighted total

27292859351667411152910445806771-24             (12.5)
98%97%100%97%96%93%95%98%95%100%98%100%98%97%

h

11-1124221-*--1325 - 49          (37.0)
2%2%-%2%4%6%2%2%1%-%*%-%-%2%

acjk

**-4--2-2-**-450 - 99          (75.0)
*%1%-%1%-%-%2%-%3%-%*%*%-%1%

---3------2-23100 - 249       (175.0)
-%-%-%1%-%-%-%-%-%-%2%-%2%*%

---*----*----*250 - 499       (375.0)
-%-%-%*%-%-%-%-%*%-%-%-%-%*%

---*-*-------*500 - 4,999    (2750.0)
-%-%-%*%-%*%-%-%-%-%-%-%-%*%

5,000 - 49
--------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
--------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
--------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

2830286045371761135291044580690Net: 0-49
100%99%100%99%100%100%98%100%96%100%98%100%98%99%

**-8-*2-2-2*2850+
*%1%-%1%-%*%2%-%4%-%2%*%2%1%

2830286125371781135491064582698Answered
13.2113.5712.5015.4613.4423.2314.5412.9916.2112.5015.4112.7415.7515.17Mean
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
826171895102223419230471312113699Unweighted total
6263614655221844122624091048698Weighted total

58619140537214441225140910166771-24             (12.5)
93%97%96%97%98%100%100%96%100%100%97%76%97%

b

2103102--7--121325 - 49          (37.0)
4%2%2%2%1%-%-%3%-%-%1%24%2%

-4222--2----450 - 99          (75.0)
-%1%1%*%1%-%-%1%-%-%-%-%1%

22-3---2--2-3100 - 249       (175.0)
3%*%-%1%-%-%-%1%-%-%2%-%*%

ah

-*-*------*-*250 - 499       (375.0)
-%*%-%*%-%-%-%-%-%-%*%-%*%

-**----*----*500 - 4,999    (2750.0)
-%*%*%-%-%-%-%*%-%-%-%-%*%

5,000 - 49
-------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
-------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
-------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

6063014354621644122584091028690Net: 0-49
97%99%98%99%99%100%100%98%100%100%98%100%99%

26262--4--2-850+
3%1%2%1%1%-%-%2%-%-%2%-%1%

6263614655221844122624091048698Answered
18.2114.8718.3914.3213.2912.5012.5017.2712.5012.5016.3018.3115.17Mean
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
25611432318681699Unweighted total
25511332322676698Weighted total

246104320226556771-24             (12.5)
96%92%99%100%97%97%

bc

661-131325 - 49          (37.0)
2%6%*%-%2%2%

aa

22*-4450 - 99          (75.0)
1%2%*%-%1%1%

a

2-2-33100 - 249       (175.0)
1%-%1%-%1%*%

*---**250 - 499       (375.0)
*%-%-%-%*%*%

*---**500 - 4,999    (2750.0)
*%-%-%-%*%*%

5,000 - 49
------,999          (27500.0)
-%-%-%-%-%-%

50,000 -
------499,999      (275000.0)
-%-%-%-%-%-%

500,000 - 4
------,999,999    (2750000.0)
-%-%-%-%-%-%

------5m +        (5500000.0)
-%-%-%-%-%-%

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

25111132122668690Net: 0-49
98%98%99%100%99%99%

422-8850+
2%2%1%-%1%1%

25511332322676698Answered
17.4515.0113.4812.5015.2615.17Mean
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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: 12/07/19



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%
24836190843656--23335205451699Unweighted total
200383116426672--*2123173499698Weighted total

181381116217660---2-161634976771-24             (12.5)
91%100%100%52%67%98%-%-%-%80%-%69%94%100%97%

ccbcjcjbcij

13*-148--**138*1325 - 49          (37.0)
6%*%-%33%17%1%-%-%50%11%88%14%5%*%2%

ababiaabiai

22-*22----*2*2450 - 99          (75.0)
1%*%-%3%9%*%-%-%-%-%12%10%*%*%1%

abiabi

3---22-----22-3100 - 249       (175.0)
2%-%-%-%6%*%-%-%-%-%-%7%1%-%*%

babiabia

*--**----*----*250 - 499       (375.0)
*%-%-%6%1%-%-%-%-%9%-%-%-%-%*%

i

*--**---*-----*500 - 4,999    (2750.0)
*%-%-%7%1%-%-%-%50%-%-%-%-%-%*%

ai

5,000 - 49
---------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
---------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
---------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

193381116322668--*2119171497690Net: 0-49
97%100%100%85%83%99%-%-%50%91%88%83%99%100%99%

ccjcjcj

62-144--***422850+
3%*%-%15%17%1%-%-%50%9%12%17%1%*%1%

babiabi

200383116426672--*2123173499698Answered
21.2612.8012.50223.2459.8313.43--1393.5046.1241.5233.8015.4312.7315.17Mean

abiabiai
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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: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-54111552461559243699548438486699Unweighted total
-626839453530211698515393442698Weighted total

-6258334405132036774953794266771-24             (12.5)
-%100%100%94%97%84%97%97%96%97%96%97%96%97%

b

---**5713613127101325 - 49          (37.0)
-%-%-%1%3%12%1%2%3%2%2%2%2%2%

a

------42*4442450 - 99          (75.0)
-%-%-%-%-%-%1%*%*%1%1%1%1%1%

-----222233233100 - 249       (175.0)
-%-%-%-%-%4%*%*%1%*%1%*%1%*%

a

------********250 - 499       (375.0)
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

---*---*-*****500 - 4,999    (2750.0)
-%-%-%4%-%-%-%*%-%*%*%*%*%*%

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
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-625838447526209690507387435690Net: 0-49
-%100%100%96%100%96%99%99%99%99%98%98%99%99%

---*-26428866850+
-%-%-%4%-%4%1%1%1%1%2%2%1%1%

-626839453530211698515393442698Answered
-12.5012.50130.1813.1522.1014.2515.2315.0915.1716.0616.1116.2815.17Mean

a
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
31421541361132-112817670699Unweighted total
490148135137*-**3413677698Weighted total

482140131137-------6776771-24             (12.5)
100%92%95%97%100%-%-%-%-%-%-%-%100%97%

cd

-561-------13-1325 - 49          (37.0)
-%6%4%*%-%-%-%-%-%-%-%100%-%2%

abab

-*22------4--450 - 99          (75.0)
-%*%1%1%-%-%-%-%-%-%100%-%-%1%

-2-2-----3---3100 - 249       (175.0)
-%2%-%1%-%-%-%-%-%100%-%-%-%*%

-*---*--*----*250 - 499       (375.0)
-%*%-%-%-%46%-%-%100%-%-%-%-%*%

-*---*-*-----*500 - 4,999    (2750.0)
-%*%-%-%-%54%-%100%-%-%-%-%-%*%

5,000 - 49
--------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
--------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
--------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

487146132137------13677690Net: 0-49
100%97%99%97%100%-%-%-%-%-%-%100%100%99%

-224-*-**34--850+
-%3%1%3%-%100%-%100%100%100%100%-%-%1%

490148135137*-**3413677698Answered
12.5025.1814.3015.6512.501666-2750.00375.00175.0075.0037.0012.5015.17Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 17  (continuation)                                                                                                                                                    Page 333

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: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
21527168531266244086102170152269699Unweighted total
1350217951922915453489178159268698Weighted total

12483171506229154334761731552686771-24             (12.5)
96%96%96%97%100%99%96%93%86%98%98%100%97%

addbcd

*1149*-12-94--1325 - 49          (37.0)
4%2%2%2%*%-%3%-%10%2%-%-%2%

cabca

-422**4*2*2-450 - 99          (75.0)
-%1%1%*%*%1%1%2%3%*%1%-%1%

ac

-322--3-2-2-3100 - 249       (175.0)
-%1%1%*%-%-%1%-%2%-%1%-%*%

a

-**---*-*---*250 - 499       (375.0)
-%*%*%-%-%-%*%-%*%-%-%-%*%

-*-*--**----*500 - 4,999    (2750.0)
-%*%-%*%-%-%*%5%-%-%-%-%*%

5,000 - 49
-------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
-------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
-------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

1349417551522915445485178155268690Net: 0-49
100%98%98%99%100%99%98%93%95%100%98%100%99%

adbd

-844**8*4*4-850+
-%2%2%1%*%1%2%7%5%*%2%-%1%

caca

1350217951922915453489178159268698Answered
13.4416.1215.6615.0012.5612.9216.57160.8020.2813.0915.0712.5015.17Mean

c
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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: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-88449204228470917216565699Unweighted total
-72405179231465616315863698Weighted total

-723921742194566148147586771-24             (12.5)
-%99%97%97%95%98%96%91%93%93%97%

b

-*7485*7711325 - 49          (37.0)
-%*%2%2%3%1%4%4%5%1%2%

a

-*2**4-4*4450 - 99          (75.0)
-%*%1%*%*%1%-%3%*%6%1%

b

--3-3--33-3100 - 249       (175.0)
-%-%1%-%1%-%-%2%2%-%*%

a

-****--**-*250 - 499       (375.0)
-%*%*%*%*%-%-%*%*%-%*%

--*--*-*-**500 - 4,999    (2750.0)
-%-%*%-%-%*%-%*%-%*%*%

5,000 - 49
-----------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%

50,000 -
-----------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
-----------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%

-----------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%

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

-72399179227460615515459690Net: 0-49
-%100%98%100%98%99%100%95%97%94%99%

-*6*44-844850+
-%*%2%*%2%1%-%5%3%6%1%

-72405179231465616315863698Answered
-13.6516.4613.5616.1614.6913.3723.0217.8126.7315.17Mean
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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: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
12333415541423472-153470471-85388193699Unweighted total
10291394519389433-141457464-69347182698Weighted total

9278384506375417-136443453-673361796771-24             (12.5)
92%96%98%97%97%96%-%96%97%98%-%97%97%99%97%

169779-5106-27*1325 - 49          (37.0)
5%2%2%1%2%2%-%4%2%1%-%3%2%*%2%

a

*2*442-*22-*22450 - 99          (75.0)
1%1%*%1%1%1%-%*%*%*%-%*%1%1%1%

-3-223--22--2-3100 - 249       (175.0)
-%1%-%*%*%1%-%-%*%*%-%-%*%-%*%

a

**-***-***-****250 - 499       (375.0)
2%*%-%*%*%*%-%*%*%*%-%*%*%*%*%

-*-***--**--*-*500 - 4,999    (2750.0)
-%*%-%*%*%*%-%-%*%*%-%-%*%-%*%

5,000 - 49
---------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
---------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
---------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

9285393513382426-141453459-69343180690Net: 0-49
97%98%100%99%98%99%-%100%99%99%-%100%99%99%99%

b

*6*666-*44-*42850+
3%2%*%1%2%1%-%*%1%1%-%*%1%1%1%

a

10291394519389433-141457464-69347182698Answered
21.9217.9013.1315.3116.1416.34-13.9415.5515.28-14.3516.2313.6315.17Mean
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
91912143284146676311249372699Unweighted total

10259152883895677297213355698Weighted total

72181427638055772892073486771-24             (12.5)
64%86%98%96%96%98%99%99%97%97%98%97%

22*177**4551325 - 49          (37.0)
17%8%1%4%2%2%1%1%1%2%1%2%

2-**2*-*4*2450 - 99          (75.0)
18%-%1%1%1%*%-%*%1%*%1%1%

-2--32---2-3100 - 249       (175.0)
-%7%-%-%1%*%-%-%-%1%-%*%

----**--****250 - 499       (375.0)
-%-%-%-%*%*%-%-%*%*%*%*%

----*---*--*500 - 4,999    (2750.0)
-%-%-%-%*%-%-%-%*%-%-%*%

5,000 - 49
------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%

------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%

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

9239142823875677293211353690Net: 0-49
82%93%99%99%98%99%100%100%99%99%99%99%

22**62-*422850+
18%7%1%1%2%1%-%*%1%1%1%1%

10259152883895677297213355698Answered
28.3025.0713.4413.8217.9913.9412.7112.7416.0814.8113.3815.17Mean
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
504126225322231659454687643675615672699Unweighted total
47614028514*209652448679625668592664698Weighted total

46613025500*2016354366586056475716436771-24             (12.5)
98%93%88%97%100%97%97%97%97%97%97%97%97%97%

a

7427-512813121312131325 - 49          (37.0)
2%3%6%1%-%2%2%2%2%2%2%2%2%2%

*4-4-22444444450 - 99          (75.0)
*%3%-%1%-%1%*%1%1%1%1%1%1%1%

b

2222--2-333333100 - 249       (175.0)
*%1%6%*%-%-%*%-%1%1%1%1%1%*%

-*-*-*********250 - 499       (375.0)
-%*%-%*%-%*%*%*%*%*%*%*%*%*%

*--*--********500 - 4,999    (2750.0)
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

5,000 - 49
--------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
--------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
--------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

47313427508*206648443671617659584655690Net: 0-49
100%96%94%99%100%99%99%99%99%99%99%99%99%99%

a

2626-25488888850+
*%4%6%1%-%1%1%1%1%1%1%1%1%1%

b

47614028514*209652448679625668592664698Answered
14.9117.4823.4815.3312.5014.0614.7615.1015.2515.4715.2915.6415.3115.17Mean
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
292407466571671034761152236515242699Unweighted total
315383465611681024691182286112250698Weighted total

2993784565815910246210621954112356771-24             (12.5)
95%99%98%96%95%100%98%89%96%89%98%94%97%

baaaa

103427*3935*71325 - 49          (37.0)
3%1%1%4%4%*%1%8%2%8%2%3%2%

accbcb

4*2*2*224*-4450 - 99          (75.0)
1%*%*%*%1%*%*%2%2%*%-%2%1%

223---2222-33100 - 249       (175.0)
1%*%1%-%-%-%*%1%1%3%-%1%*%

-*-*--*-*--**250 - 499       (375.0)
-%*%-%*%-%-%*%-%*%-%-%*%*%

*-*----**--**500 - 4,999    (2750.0)
*%-%*%-%-%-%-%*%*%-%-%*%*%

5,000 - 49
-------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
-------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
-------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

309381460601651024651152225912242690Net: 0-49
98%99%99%99%99%100%99%97%97%97%100%97%99%

a

626*2*4462-8850+
2%1%1%1%1%*%1%3%3%3%-%3%1%

b

315383465611681024691182286112250698Answered
17.0113.6615.5514.8114.3112.6113.7523.1918.3919.1812.9619.3615.17Mean
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
596466665963353972645557699Unweighted total
707641817137325156835843698Weighted total

6675408171343051518155436771-24             (12.5)
94%100%99%100%99%92%94%100%90%98%96%99%97%

dgddgldgdd

4**-*3-*2*2*1325 - 49          (37.0)
6%*%*%-%1%8%-%*%3%*%4%1%2%

icijk

--*--*2-2-*-450 - 99          (75.0)
-%-%*%-%-%*%6%-%4%-%*%-%1%

--------22--3100 - 249       (175.0)
-%-%-%-%-%-%-%-%3%2%-%-%*%

--*---------*250 - 499       (375.0)
-%-%*%-%-%-%-%-%-%-%-%-%*%

----------*-*500 - 4,999    (2750.0)
-%-%-%-%-%-%-%-%-%-%*%-%*%

5,000 - 49
-------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
-------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
-------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

707641817137305152815743690Net: 0-49
100%100%99%100%100%100%94%100%93%98%99%100%99%

dddddd

--*--*2-42*-850+
-%-%1%-%-%*%6%-%7%2%1%-%1%

aghikl

707641817137325156835843698Answered
13.9912.5614.5412.5012.6314.5216.0312.5320.8515.8124.9112.7715.17Mean

khk
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
189188146176699Unweighted total
186189139184698Weighted total

1811861311796771-24             (12.5)
97%98%95%97%97%

53231325 - 49          (37.0)
2%2%1%2%2%

**4*450 - 99          (75.0)
*%*%3%*%1%

acd

--223100 - 249       (175.0)
-%-%1%1%*%

*---*250 - 499       (375.0)
*%-%-%-%*%

---**500 - 4,999    (2750.0)
-%-%-%*%*%

5,000 - 49
-----,999          (27500.0)
-%-%-%-%-%

50,000 -
-----499,999      (275000.0)
-%-%-%-%-%

500,000 - 4
-----,999,999    (2750000.0)
-%-%-%-%-%

-----5m +        (5500000.0)
-%-%-%-%-%

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

186189133182690Net: 0-49
100%100%96%99%99%

bb

**62850+
*%*%4%1%1%

cd

186189139184698Answered
13.5312.9416.7217.9515.17Mean

c
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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: 12/07/19



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
7137481361732503459157449699Unweighted total
282840176249345822664698Weighted total

1412126111312138256268Less than once a week
50%44%31%35%45%34%28%33%36%39%38%

bc

681035617125152159Once a week
21%28%25%20%25%21%13%22%22%23%23%

More than once a week
38948577124171178but not every day

11%28%22%27%23%20%25%21%19%26%25%

eee

5-9311682258189Once a day
17%-%22%18%6%24%34%21%22%12%13%

adadadaaaa

**---*-**22Twice a day
*%1%-%-%-%1%-%1%1%*%*%

*---2*-**22More than twice a day
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,e

Produced by OLR
Issue date: 12/07/19



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

Humber

mlkjihgfe*dc*baSignificance Level: 95%
857370471465758864312802861699Unweighted total
2830286125371781135491064582698Weighted total

1210172301721254125749638268Less than once a week
41%33%60%38%32%29%32%36%46%73%47%14%46%38%

fghijlmh

64414416112530143171316159Once a week
22%15%15%24%30%15%31%27%25%27%16%28%20%23%

chkl

More than once a week
71271511219232910-311413178but not every day

27%40%26%25%22%27%29%26%19%-%30%31%15%25%

aej

34-839206106-8101589Once a day
10%12%-%14%16%28%7%9%10%-%7%22%18%13%

kkkkkcefgjklmkkkck

-*-2-*-----2-2Twice a day
-%*%-%*%-%*%-%-%-%-%-%4%-%*%

*--2---2-----2More than twice a day
*%-%-%*%-%-%-%2%-%-%-%-%-%*%

--------------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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
826171895102223419230471312113699Unweighted total
6263614655221844122624091048698Weighted total

30238622069632276235295268Less than once a week
48%37%42%37%44%73%18%29%56%54%28%70%38%

bebehbe

161443212755104548226-159Once a week
25%23%22%23%25%22%35%21%21%20%25%-%23%

More than once a week
121663714149247992312178but not every day
19%26%25%25%23%5%32%30%21%26%30%24%25%

gggg

584157417-2511-18*89Once a day
9%13%10%13%8%-%15%19%2%-%18%5%13%

dghdgh

-2*22--*----2Twice a day
-%*%*%*%1%-%-%*%-%-%-%-%*%

-2*2---2--**2More 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,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
25611432318681699Unweighted total
25511332322676698Weighted total

613317415252268Less than once a week
24%29%54%69%37%38%

bc

5336703156159Once a week
21%32%22%14%23%23%

ac

More than once a week
7534644174178but not every day
30%30%20%17%26%25%

aa

621014-8989Once a day
24%9%4%-%13%13%

ab

2*--22Twice a day
1%*%-%-%*%*%

2-*-22More than twice a day
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,c

Produced by OLR
Issue date: 12/07/19



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%
24836190843656--23335205451699Unweighted total
200383116426672--*2123173499698Weighted total

2115888-3265-----319246268Less than once a week
11%41%76%-%10%39%-%-%-%-%-%12%11%49%38%

cbcbcjbcij

379922-*159-----*37122159Once a week
19%26%19%-%1%24%-%-%-%-%-%1%21%24%23%

ccjcjcj

More than once a week
581163-3175-----355120178but not every day
29%30%3%-%10%26%-%-%-%-%-%12%32%24%25%

aajacjj

798232069--*2117591089Once a day
39%2%2%91%77%10%-%-%50%100%88%75%34%2%13%

ababiaabiai

2--**2--*-*-2-2Twice a day
1%-%-%9%1%*%-%-%50%-%12%-%1%-%*%

baa

2*---2------2*2More than twice a day
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,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-54111552461559243699548438486699Unweighted total
-626839453530211698515393442698Weighted total

-22331118118161268202153176268Less than once a week
-%40%93%47%37%27%40%34%29%38%39%39%40%38%

eeee

---1171091235415911889104159Once a week
-%-%-%10%8%19%24%23%26%23%23%23%24%23%

More than once a week
-2-2291161446317813199115178but not every day
-%27%-%37%30%23%26%27%30%25%25%25%26%25%

-2**2124679338963514789Once a day
-%33%7%1%25%31%10%15%16%13%12%13%11%13%

aa

---*--*2*2***2Twice a day
-%-%-%4%-%-%*%*%*%*%*%*%*%*%

------*2*2**-2More than twice a day
-%-%-%-%-%-%*%*%*%*%*%*%-%*%

--------------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: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
31421541361132-112817670699Unweighted total
490148135137*-**3413677698Weighted total

*17444695-------268268Less than once a week
11%19%30%34%69%-%-%-%-%-%-%-%40%38%

ddbcd

-19235421----22-155159Once a week
-%21%16%40%15%-%-%-%-%53%42%-%23%23%

acd

More than once a week
223642517-----*4173178but not every day

43%25%43%19%13%-%-%-%-%-%2%32%26%25%

aabd

2311694*--*2297689Once a day
46%35%11%7%3%46%-%-%100%47%53%68%11%13%

abca

-**--*-*--*-22Twice a day
-%*%*%-%-%54%-%100%-%-%2%-%*%*%

---*--------22More than twice a day
-%-%-%*%-%-%-%-%-%-%-%-%*%*%

--------------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: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
21527168531266244086102170152269699Unweighted total
1350217951922915453489178159268698Weighted total

3199412271455118----268268Less than once a week
25%40%23%44%63%35%26%-%-%-%-%100%38%

babcd

211641118488103---159-159Once a week
18%23%23%23%21%55%23%-%-%-%100%-%23%

acd

More than once a week
412753124351141--178--178but not every day

35%25%30%24%15%9%31%-%-%100%-%-%25%

cabd

36042472*87-89---89Once a day
21%12%23%9%1%2%19%-%100%-%-%-%13%

acabc

-*2*--22----2Twice a day
-%*%1%*%-%-%*%50%-%-%-%-%*%

a

*-*2*-22----2More than twice a day
1%-%*%*%*%-%*%50%-%-%-%-%*%

-------------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: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-88449204228470917216565699Unweighted total
-72405179231465616315863698Weighted total

-1915759612071413021268Less than once a week
-%26%39%33%26%45%18%25%19%34%38%

cbb

-1810241511084363520159Once a week
-%24%25%23%22%23%65%22%22%32%23%

More than once a week
-2310856721061525811178but not every day
-%32%27%31%31%23%13%32%37%17%25%

aa

-1238234542*34331189Once a day
-%17%9%13%19%9%4%21%21%17%13%

ba

--*-2*-*2*2Twice a day
-%-%*%-%1%*%-%*%1%*%*%

----*2--*-2More than twice a day
-%-%-%-%*%*%-%-%*%-%*%

-----------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: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
12333415541423472-153470471-85388193699Unweighted total
10291394519389433-141457464-69347182698Weighted total

2100163211152174-31184153-1413159268Less than once a week
21%34%41%41%39%40%-%22%40%33%-%20%38%32%38%

acccc

*768511888104-25103101-178143159Once a week
1%26%22%23%23%24%-%18%23%22%-%24%23%23%23%

More than once a week
17110413197111-51104140-259059178but not every day
9%24%26%25%25%26%-%36%23%30%-%36%26%32%25%

bb

74442575044-336467-14452289Once a day
70%15%11%11%13%10%-%23%14%14%-%20%13%12%13%

ab

-*-***--*2--*-2Twice a day
-%*%-%*%*%*%-%-%*%*%-%-%*%-%*%

---2---*2*-***2More than twice a day
-%-%-%*%-%-%-%*%*%*%-%*%*%*%*%

---------------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: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
91912143284146676311249372699Unweighted total

10259152883895677297213355698Weighted total

-54210315514179882149268Less than once a week
-%19%44%17%36%40%24%22%33%38%42%38%

decde

272276851311825480159Once a week
20%28%26%12%26%22%24%15%27%25%22%23%

d

More than once a week
4728691072130804995178but not every day

42%29%26%53%24%28%38%38%27%23%27%25%

babc

46*3414171937273289Once a day
38%23%4%17%14%11%13%25%12%13%9%13%

abc

----*---***2Twice a day
-%-%-%-%*%-%-%-%*%*%*%*%

------***2-2More than twice a day
-%-%-%-%-%-%*%*%*%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: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
504126225322231659454687643675615672699Unweighted total
47614028514*209652448679625668592664698Weighted total

205408208-59251157256232256225256268Less than once a week
43%29%27%41%-%28%38%35%38%37%38%38%39%38%

ac

109302121-40150105155145153141151159Once a week
23%21%9%24%-%19%23%24%23%23%23%24%23%23%

More than once a week
1194110133-65166126174162176153174178but not every day

25%30%35%26%-%31%25%28%26%26%26%26%26%25%

4029849*438156898279707989Once a day
8%21%29%10%100%21%12%13%13%13%12%12%12%13%

bab

*--*-*2*222*22Twice a day
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

2--2-*22222222More than twice a day
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

--------------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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
292407466571671034761152236515242699Unweighted total
315383465611681024691182286112250698Weighted total

10416420225384020717668163268Less than once a week
33%43%43%40%23%39%44%14%29%12%12%25%38%

baaaaa

798011563724114176110263159Once a week
25%21%25%10%22%23%24%14%27%16%17%25%23%

bba

More than once a week
7999108105927104476124177178but not every day
25%26%23%17%35%26%22%39%27%39%11%31%25%

bcbcb

484138183394436382074789Once a day
15%11%8%29%20%9%9%30%17%32%59%19%13%

ccbcb

2**2---22--*2Twice a day
1%*%*%3%-%-%-%2%1%-%-%*%*%

acb

2*2-*2*-****2More than twice a day
1%*%*%-%*%2%*%-%*%*%1%*%*%

b

-------------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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
596466665963353972645557699Unweighted total
707641817137325156835843698Weighted total

3527163431992417291422268Less than once a week
49%35%40%42%44%24%29%47%30%36%25%51%38%

bdgbgbgbgbdfg

1517161612914131318133159Once a week
21%22%39%20%17%24%42%25%24%22%22%8%23%

aaachiklaabcdhiklaaaa

More than once a week
92342315157101823219178but not every day

13%30%10%29%21%41%22%21%31%28%37%21%25%

jljlaehjljljljl

11847134249109989Once a day
16%10%11%9%18%11%6%7%15%12%15%20%13%

--*------2*-2Twice a day
-%-%*%-%-%-%-%-%-%2%*%-%*%

-2--*---*---2More than twice a day
-%3%-%-%*%-%-%-%*%-%-%-%*%

-------------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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
189188146176699Unweighted total
186189139184698Weighted total

78745066268Less than once a week
42%39%36%36%38%

47374034159Once a week
25%20%29%19%23%

a

More than once a week
36543553178but not every day
19%28%25%29%25%

dd

2323142889Once a day
13%12%10%15%13%

*--22Twice a day
*%-%-%1%*%

2**-2More than twice a day
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: 12/07/19



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
7137481361732503459157449699Unweighted total
282840176249345822664698Weighted total

101425122178172312436453Yes
37%52%62%69%71%49%34%41%55%66%65%

edededbcde

No - we do despatch
products to customers
but not using parcel

*12281**11415/packet post
1%4%4%1%3%4%4%5%4%2%2%

No - we don't despatch
products to our

181213526316349213229customers
62%44%34%29%25%47%62%55%41%32%33%

abcaaabaa

---1-----11Don'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: 12/07/19



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

Humber

mlkjihgfe*dc*baSignificance Level: 95%
857370471465758864312802861699Unweighted total
2830286125371781135491064582698Weighted total

15191740231545869444683044453Yes
53%64%60%66%58%76%75%61%81%42%64%66%54%65%

mamamafijkm

No - we do despatch
products to customers
but not using parcel

11211*222--3*215/packet post
4%4%6%2%*%2%3%1%-%-%3%1%2%2%

j

No - we don't despatch
products to our

1210919822151742105341536229customers
44%32%32%32%42%22%22%37%19%58%32%33%44%33%

eghjegheegh

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

j
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QV2c. You mentioned that your business sends parcels and packets. Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
826171895102223419230471312113699Unweighted total
6263614655221844122624091048698Weighted total

314227537812628209167815453Yes
51%66%51%68%58%4%61%80%40%77%78%66%65%

bbdgdghgdgh

No - we do despatch
products to customers
but not using parcel

*15872-*62*4-15/packet post
1%2%6%1%1%-%1%2%6%1%4%-%2%

ah

No - we don't despatch
products to our

30199631679042547222193229customers
49%31%43%30%41%96%38%18%54%22%18%34%33%

aabebdehbe

-1-11-------1Don'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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
25611432318681699Unweighted total
25511332322676698Weighted total

1948217112441453Yes
76%73%53%55%65%65%

aa

No - we do despatch
products to customers
but not using parcel

25921315/packet post
1%4%3%7%2%2%

c

No - we don't despatch
products to our

60251448221229customers
23%23%45%38%33%33%

bc

-1--11Don't know
-%1%-%-%*%*%
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QV2c. You mentioned that your business sends parcels and packets. Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 12/07/19



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%
24836190843656--23335205451699Unweighted total
200383116426672--*2123173499698Weighted total

16223952422431--*2118140291453Yes
81%63%45%100%83%64%-%-%100%100%100%80%81%58%65%

abaaiaai

No - we do despatch
products to customers
but not using parcel

393-*15-----*31215/packet post
2%2%3%-%*%2%-%-%-%-%-%*%2%2%2%

No - we don't despatch
products to our

3413561-4225-----429195229customers
17%35%52%-%17%33%-%-%-%-%-%20%17%39%33%

cbcbjbcj

1----1------1-1Don'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: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-54111552461559243699548438486699Unweighted total
-626839453530211698515393442698Weighted total

-3*5327281363150453319241255453Yes
-%43%7%94%41%68%62%68%71%65%62%61%58%65%

abcabca

No - we do despatch
products to customers
but not using parcel

---*-210113151312815/packet post
-%-%-%1%-%6%2%2%2%2%2%3%2%2%

No - we don't despatch
products to our

-32*51016215758229183140178229customers
-%57%93%5%59%26%36%30%27%33%36%36%40%33%

efefdef

--------11---1Don'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: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
31421541361132-112817670699Unweighted total
490148135137*-**3413677698Weighted total

451958980*-**3412433453Yes
89%56%64%66%58%100%-%100%100%100%95%98%64%65%

No - we do despatch
products to customers
but not using parcel

-1543-----*-1515/packet post
-%1%3%3%2%-%-%-%-%-%2%-%2%2%

No - we don't despatch
products to our

*38484354-----**229229customers
11%42%32%32%40%-%-%-%-%-%2%2%34%33%

------------11Don't know
-%-%-%-%-%-%-%-%-%-%-%-%*%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
21527168531266244086102170152269699Unweighted total
1350217951922915453489178159268698Weighted total

12307156297--453487141103118453Yes
93%61%87%57%-%-%100%98%98%79%65%44%65%

acabcaba

No - we do despatch
products to customers
but not using parcel

*13*15-15--*18515/packet post
1%3%*%3%-%100%-%-%*%1%5%2%2%

bcd

No - we don't despatch
products to our

118223206229--*23548145229customers
6%36%13%40%100%-%-%2%2%20%30%54%33%

badcdbcd

---1-----1--1Don'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 - a,b - a,b

Produced by OLR
Issue date: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-88449204228470917216565699Unweighted total
-72405179231465616315863698Weighted total

-4523796198253614014045453Yes
-%62%58%54%86%54%95%86%89%72%65%

aa

No - we do despatch
products to customers
but not using parcel

-287313*41415/packet post
-%3%2%4%1%3%2%3%1%6%2%

b

No - we don't despatch
products to our

-251607631199*191714229customers
-%35%40%42%13%43%4%11%11%22%33%

bb

-----1----1Don'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: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
12333415541423472-153470471-85388193699Unweighted total
10291394519389433-141457464-69347182698Weighted total

9177235308237247-107292310-52214109453Yes
95%61%60%59%61%57%-%75%64%67%-%74%62%60%65%

abab

No - we do despatch
products to customers
but not using parcel

*81113128-11214-112915/packet post
1%3%3%2%3%2%-%1%3%3%-%1%3%5%2%

No - we don't despatch
products to our

*105149198139178-34154139-1712164229customers
4%36%38%38%36%41%-%24%34%30%-%25%35%35%33%

c

---1-----1----1Don'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: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
91912143284146676311249372699Unweighted total

10259152883895677297213355698Weighted total

1022681822433556187142203453Yes
100%90%65%57%63%63%62%73%63%67%57%65%

aa

No - we do despatch
products to customers
but not using parcel

--*-108311151215/packet post
-%-%3%-%4%2%5%1%4%2%3%2%

No - we don't despatch
products to our

-2369613718209867141229customers
-%10%32%43%33%35%33%26%33%31%40%33%

bd

--------1--1Don'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: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
504126225322231659454687643675615672699Unweighted total
47614028514*209652448679625668592664698Weighted total

2859918327*151420282441400430368426453Yes
60%71%65%64%100%72%64%63%65%64%64%62%64%65%

bab

No - we do despatch
products to customers
but not using parcel

114*12-61511131315131515/packet post
2%3%1%2%-%3%2%2%2%2%2%2%2%2%

No - we don't despatch
products to our

1793610175-51217154223211222210222229customers
38%26%35%34%-%25%33%34%33%34%33%35%34%33%

acc

1--1---1111111Don'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 - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
292407466571671034761152236515242699Unweighted total
315383465611681024691182286112250698Weighted total

20824526349140632871001845711203453Yes
66%64%56%81%83%61%61%84%80%93%92%81%65%

ccbcb

No - we do despatch
products to customers
but not using parcel

11412-3294411415/packet post
3%1%3%-%2%2%2%4%2%1%5%2%2%

a

No - we don't despatch
products to our

9513419112243717414414*43229customers
30%35%41%19%15%36%37%12%18%6%3%17%33%

abaaa

1---11------1Don't know
*%-%-%-%*%1%-%-%-%-%-%-%*%
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QV2c. You mentioned that your business sends parcels and packets. Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
596466665963353972645557699Unweighted total
707641817137325156835843698Weighted total

394322544924173742544527453Yes
56%57%54%67%68%66%53%74%74%66%78%63%65%

jfjklfjkl

No - we do despatch
products to customers
but not using parcel

*-3-2111*42315/packet post
*%-%7%-%3%2%2%1%1%5%3%6%2%

diki

No - we don't despatch
products to our

313316272112151314251114229customers
44%43%40%33%29%33%45%25%24%30%19%31%33%

bdbdbbd

--------1---1Don't know
-%-%-%-%-%-%-%-%1%-%-%-%*%
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QV2c. You mentioned that your business sends parcels and packets. Is any of the parcel or packet post you send used for the fulfilment of customer orders for your products?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
189188146176699Unweighted total
186189139184698Weighted total

10412796126453Yes
56%67%69%69%65%

ddd

No - we do despatch
products to customers
but not using parcel

332815/packet post
2%1%1%4%2%

No - we don't despatch
products to our

80604149229customers
43%32%29%27%33%

abc

--1-1Don'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: 12/07/19



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

+- 1,499- £999
,999,999

e*d*cbae*d*cbaSignificance Level: 95%
32162989118120102585288408Unweighted total
101425122178172312436453Weighted total

1*27182**138400-24%
13%1%7%5%10%11%6%8%12%9%9%

-*4521-*1121325-49%
-%1%17%4%1%5%-%3%7%3%3%

*229111**1313350-74%
1%11%9%7%6%9%17%8%8%7%7%

91216991471212935236475-100%
86%86%66%81%83%72%63%77%72%81%80%

Don't know/can't
-*-2-1***33remember
-%2%-%2%-%3%15%3%2%1%1%

a

101425120178161312434450Answered
86.1092.9975.7087.3785.9480.1081.9583.9478.8885.1084.92Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



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

Humber

mlkj*ihgfe*dc*baSignificance Level: 95%
42453828322383852332481733408Unweighted total
15191740231545869444683044453Weighted total

124336*2812-24*400-24%
5%11%22%8%18%*%3%11%27%-%3%14%*%9%

acghjmhacghjm

--*13-42*2-2-21325-49%
-%-%3%3%-%8%3%*%5%-%3%-%4%3%

f

1212932*72-132-3350-74%
5%13%3%7%8%4%*%11%4%-%19%8%-%7%

aggaghjk

1312123262347545428451244236475-100%
90%63%72%81%74%87%94%78%64%100%75%78%95%80%

eklelelcefklcefjkl

Don't know/can't
-3-1-*-*-----3remember
-%14%-%*%-%1%-%*%-%-%-%-%-%1%

acefghjkm

15171740231535869444683044450Answered
92.6582.6976.0085.0976.8689.5892.0282.6868.91100.0086.0984.4993.8284.92Mean

ekeeekeek

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 20  (continuation)                                                                                                                                                    Page 373

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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
403689930910316176166946408Unweighted total
314227537812628209167815453Weighted total

43623711-*232*4-400-24%
13%9%3%10%9%-%6%11%10%7%4%-%9%

b

2113117--7-*--1325-49%
8%3%3%3%5%-%-%3%-%2%-%-%3%

b

62752716-210*23*3350-74%
20%6%7%7%12%-%21%5%2%32%4%9%7%

abe

1934564299932616714474536475-100%
60%82%86%79%74%100%72%80%88%59%92%91%80%

beh

Don't know/can't
-3-3---3--*-3remember
-%1%-%1%-%-%-%1%-%-%*%-%1%

314187537512628206167805450Answered
76.0585.5888.7284.1681.95100.0079.3583.7688.3479.7691.7097.2584.92Mean

beh
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1727116011397408Unweighted total
1948217112441453Weighted total

13621-40400-24%
7%8%12%-%9%9%

184-131325-49%
*%10%2%-%3%3%

ac

514143303350-74%
3%17%8%23%7%7%

acc

173531311035436475-100%
89%65%77%77%80%80%

ab

Don't know/can't
2-1-33remember
1%-%*%-%1%1%

1918217012438450Answered
90.1276.5682.4990.1884.7784.92Mean

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: 12/07/19



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%
17120037835373--23327136237408Unweighted total
16223952422431--*2118140291453Weighted total

8267-*40-----*732400-24%
5%11%13%-%*%9%-%-%-%-%-%1%5%11%9%

cj

310*-*13-----*3101325-49%
2%4%*%-%1%3%-%-%-%-%-%1%2%4%3%

1418*-231-----212193350-74%
9%8%1%-%11%7%-%-%-%-%-%13%8%6%7%

13718244419345--*211511822736475-100%
85%76%86%100%87%80%-%-%100%100%100%85%84%78%80%

b

Don't know/can't
*3---3------*33remember
*%1%-%-%-%1%-%-%-%-%-%-%*%1%1%

16123752422428--*2118140288450Answered
88.2582.5585.3498.3591.7784.57--100.0099.5793.6490.4587.7183.0584.92Mean

b

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 20  (continuation)                                                                                                                                                    Page 376

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: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-318625251345144408294230242408Unweighted total
-3*5327281363150453319241255453Weighted total

---21127301940302127400-24%
-%-%-%36%23%3%9%8%12%9%9%9%10%9%

---*--1111713119111325-49%
-%-%-%2%-%-%4%3%5%3%4%4%4%3%

---*--262514332620223350-74%
-%-%-%2%-%-%9%7%9%7%8%8%9%7%

-3*332621429410936424818819236475-100%
-%100%100%60%77%97%76%81%73%80%78%78%75%80%

Don't know/can't
------33*33333remember
-%-%-%-%-%-%1%1%*%1%1%1%1%1%

-3*5327277360149450315237252450Answered
-96.18100.0068.6078.9395.3282.0685.4379.0084.9283.0683.1181.1384.92Mean

ee
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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: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
2718081602-112615383408Unweighted total
451958980*-**3412433453Weighted total

-351210-------40400-24%
-%6%5%14%12%-%-%-%-%-%-%-%9%9%

-*56--------131325-49%
-%1%5%7%-%-%-%-%-%-%-%-%3%3%

ad

-21167------*333350-74%
-%4%12%7%8%-%-%-%-%-%-%1%8%7%

445726464*-**341234336475-100%
100%89%76%71%79%100%-%100%100%100%100%99%79%80%

bc

Don't know/can't
-*21--------33remember
-%1%2%1%-%-%-%-%-%-%-%-%1%1%

450938880*-**3412429450Answered
97.4191.0983.9177.6282.3197.72-100.0095.00100.0099.4395.4484.3484.92Mean

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,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*baba*c*ba*edcbaSignificance Level: 95%
14280141267--40858912586103408Unweighted total
12307156297--453487141103118453Weighted total

-30535--40-*91318400-24%
-%10%3%12%-%-%9%-%*%6%13%15%9%

bddcd

*1176--13-265*1325-49%
1%4%4%2%-%-%3%-%3%5%4%*%3%

aa

*261419--33-2111093350-74%
1%8%9%6%-%-%7%-%3%8%10%8%7%

11237129234--364482112769036475-100%
98%77%83%79%-%-%80%100%94%79%73%76%80%

abc

Don't know/can't
-3*3--3--3-13remember
-%1%*%1%-%-%1%-%-%2%-%1%1%

12304155295--450487138103117450Answered
94.2882.6388.1783.21--84.9297.8194.3984.9979.3382.2484.92Mean

abc
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

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

Produced by OLR
Issue date: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-4722394179228712513242408Unweighted total
-4523796198253614014045453Weighted total

-224610301873400-24%
-%5%10%6%5%12%11%6%5%6%9%

b

-*1179417721325-49%
-%*%5%7%4%2%10%5%5%5%3%

-922718122141253350-74%
-%21%9%7%9%5%32%10%9%10%7%

ab

-331777415820531081123536475-100%
-%72%75%77%80%81%48%78%80%78%80%

Don't know/can't
-13321-32*3remember
-%1%1%3%1%*%-%2%2%1%1%

-4423493196252613713845450Answered
-83.0380.8482.4886.4884.0167.6084.3985.7085.1384.92Mean
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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: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
9175212292222234-103269287-50202100408Unweighted total
9177235308237247-107292310-52214109453Weighted total

-1125312127-12122-*187400-24%
-%6%11%10%9%11%-%1%7%7%-%1%8%7%9%

cc

*1179911-4513-*921325-49%
5%6%3%3%4%5%-%4%2%4%-%*%4%2%3%

*1724172022-112421-72093350-74%
1%9%10%5%8%9%-%10%8%7%-%14%9%9%7%

9137176248185184-90238250-441659036475-100%
94%77%75%80%78%75%-%85%82%81%-%85%77%82%80%

Don't know/can't
-13333-*33-*3*3remember
-%*%1%1%1%1%-%*%1%1%-%*%1%*%1%

9177232304234244-106289306-51211109450Answered
90.9382.8281.4684.4083.0980.68-89.1386.6985.34-89.5582.6584.7984.92Mean
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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: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
916571772213647184140189408Unweighted total

1022681822433556187142203453Weighted total

-*2-1324**17917400-24%
-%1%37%-%7%10%1%*%9%7%8%9%

dd

-4--117225591325-49%
-%20%-%-%6%3%6%4%3%3%5%3%

--221724371512133350-74%
-%-%29%20%9%10%10%13%8%9%7%7%

101827140185294714911516136475-100%
100%80%34%80%77%76%83%83%80%81%79%80%

Don't know/can't
----13**1*33remember
-%-%-%-%*%1%1%*%*%*%1%1%

1022681812413556186142200450Answered
92.2483.8955.7485.8982.8882.3486.4087.3184.2985.0384.3784.92Mean
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
27281122992143383265401366389341386408Unweighted total
2859918327*151420282441400430368426453Weighted total

317-31-738203832383638400-24%
11%7%-%10%-%4%9%7%9%8%9%10%9%9%

74-9-613913131311131325-49%
2%4%-%3%-%4%3%3%3%3%3%3%3%3%

225-26-17312631273129313350-74%
8%5%-%8%-%11%7%9%7%7%7%8%7%7%

2248118259*12033522535632434428834136475-100%
79%82%100%79%100%79%80%80%81%81%80%78%80%80%

Don't know/can't
12-1-133333333remember
*%2%-%*%-%1%1%1%1%1%1%1%1%1%

2849718326*150417279438397427365423450Answered
82.9186.8094.0684.23100.0085.3284.4485.1885.0085.1384.6183.0884.4984.92Mean
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
1762322314213351268871635511182408Unweighted total
20824526349140632871001845711203453Weighted total

12283217534112*-12400-24%
6%12%12%1%5%8%12%1%6%*%-%6%9%

babaa

2119-449172-71325-49%
1%5%3%-%3%6%3%1%4%3%-%3%3%

b

141920-1381781762153350-74%
7%8%8%-%9%13%6%8%9%11%17%8%7%

b

18018419948115462239114548816636475-100%
87%75%76%98%82%73%78%91%79%85%80%82%80%

aacbc

Don't know/can't
*33**-3*2**23remember
*%1%1%*%*%-%1%*%1%*%2%1%1%

20824226049139632831001815610201450Answered
90.0080.5581.4397.2286.9081.6682.3993.5985.7190.0391.0687.0884.92Mean

aacbc
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*f*edcbaSignificance Level: 95%
313636383732162739443933408Unweighted total
394322544924173742544527453Weighted total

*357*2-65344400-24%
1%7%22%13%1%9%-%16%12%5%10%15%9%

chlhhhl

-**42*2*221*1325-49%
-%*%*%8%5%*%12%*%4%3%1%1%3%

553--522**553350-74%
13%11%12%-%-%20%12%7%*%1%12%19%7%

cdhihicdhicdhicdhicdhi

33351441461713293549341736475-100%
86%82%65%76%95%71%75%77%83%91%76%62%80%

aabgijagj

Don't know/can't
-*-2------*13remember
-%*%-%4%-%-%-%-%-%-%1%3%1%

394322524924173742544527450Answered
89.0487.8471.8179.9395.8582.0886.3380.3084.0891.3481.9976.0484.92Mean

jjabdgijaj
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
10310782116408Unweighted total
10412796126453Weighted total

891111400-24%
8%7%12%9%9%

*6431325-49%
*%5%4%2%3%

d

1255113350-74%
12%4%5%9%7%

c

831047610036475-100%
80%82%79%79%80%

Don't know/can't
*2-13remember
*%2%-%1%1%

10412596125450Answered
84.9086.5683.0184.7684.92Mean
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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: 12/07/19



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

464097377578587143714801538Royal Mail
71%78%81%79%77%72%70%74%72%77%77%

eebe

13730139211253616528554DPD
20%13%25%29%28%32%33%34%31%28%28%

ddedea

17625113188173411441458UPS
26%11%21%24%25%22%28%21%21%23%23%

ddd

231033120164193313416434DHL
36%20%28%25%22%23%29%16%25%22%22%

abdcc

11113081143142310360374Parcelforce
18%21%25%17%19%18%18%15%19%19%19%

b

127168415312228340352Hermes
18%14%13%18%21%15%18%12%16%18%18%

11614608615249228243TNT Express
17%11%12%13%12%19%20%19%18%12%12%

aaaa

8323596710226207217FedEx
12%5%19%12%9%13%17%11%12%11%11%

ad

221157849235198207Yodel
3%3%9%12%11%12%19%14%10%10%10%

ededeab

47946294112115119UK Mail
5%13%8%10%4%5%9%4%5%6%6%

aa

Whistl (Previously known
52815153*125558as TNT Post)
7%4%7%3%2%3%2%4%3%3%3%

aba

*1312101**13638Amazon
1%2%3%3%1%2%5%1%1%2%2%

b

2241221**12829APC
4%4%3%3%*%2%4%2%1%1%1%

aaaa

1**862**12527DX
2%*%*%2%1%2%3%2%2%1%1%

***1071-*12122Tuffnels
*%1%*%2%1%1%-%1%2%1%1%

---26----77Collect Plus
-%-%-%*%1%-%-%-%-%*%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

*--*2*--*66Pitney Bowes
*%-%-%*%*%*%-%-%1%*%*%

1*2221-*156Parcels to go
1%1%2%*%*%1%-%1%1%*%*%

aaa

Interlink / Interlink
---42----66Express / Direct
-%-%-%1%*%-%-%-%-%*%*%

*--22*-**55Fastway Couriers
*%-%-%*%*%*%-%1%*%*%*%

2--------44DHS
3%-%-%-%-%-%-%-%-%*%*%

ab

-*--3*--*33Business Post
-%*%-%-%*%*%-%-%*%*%*%

*----1-**22Interparcel
*%-%-%-%-%1%-%1%1%*%*%

aa

**-2-*-**22Secured Mail
*%*%-%*%-%*%-%1%*%*%*%

1---1***-22Postal Sort
1%-%-%-%*%*%1%1%-%*%*%

abab

---------22UK / British Mail
-%-%-%-%-%-%-%-%-%*%*%

----2----22Securicor
-%-%-%-%*%-%-%-%-%*%*%

--*-***-**1Neo Post
-%-%*%-%*%1%1%-%1%*%*%

aaa

---*-----**Citipost
-%-%-%*%-%-%-%-%-%*%*%

--*--**---*Eagle Couriers
-%-%*%-%-%*%1%-%-%-%*%

ab

--*--*--*-*One Post
-%-%*%-%-%*%-%-%*%-%*%

*228132**13537None
*%4%2%2%2%2%2%3%2%2%2%

e

----2----22Don't know
-%-%-%-%*%-%-%-%-%*%*%

67848596123159165Other answers
9%14%6%10%8%8%13%9%7%8%8%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

738482129912713013823913641221921741538Royal Mail
84%78%84%76%76%75%74%72%77%84%79%77%78%77%

fghjfghj

213428470415264102577493366554DPD
24%31%29%28%24%30%34%31%33%13%18%27%30%28%

cdcdcdcdcdmcdcdcd

72012419424043984114672450458UPS
8%18%13%25%25%23%23%30%23%28%24%20%23%23%

mklmkmkmkmklmkmkmkmmkm

192517374242844823010893135434DHL
22%23%17%22%14%16%24%25%17%21%32%26%16%22%

iaikiaehijkl

m

19151732428483873227471940374Parcelforce
22%14%17%19%17%28%20%22%13%14%17%16%18%19%

ellceijklel

9161531134334061415342044352Hermes
11%15%15%18%20%19%22%18%23%9%12%17%20%18%

cmcmmcmmclmcm

61411211173620501810211327243TNT Express
7%13%11%12%10%21%11%15%10%20%7%11%12%12%

cmcmacegijklcmcm

m

511919211171137192482124217FedEx
5%11%10%11%6%10%6%11%11%4%17%18%11%11%

mmmdgimdgijklmm

6191416816221927291012628207Yodel
7%18%15%10%9%13%10%8%17%20%4%5%12%10%

bcfgijmbcfjmcccbcfjmbcfjmc

15311012121315102141714119UK Mail
1%5%3%6%7%7%7%5%6%3%5%14%6%6%

mkmkmkmmmmmcefjklmm

Whistl (Previously known
21253445510-11*1258as TNT Post)
3%1%2%3%2%3%3%2%6%-%4%*%5%3%

lfllfl

1433022482*44438Amazon
2%3%3%2%1%1%2%2%1%*%1%4%2%2%

*1-27*2333-421029APC
1%1%-%2%*%1%2%1%2%-%1%2%4%1%

kkkfijklm

111232**73-5-627DX
2%1%1%1%1%*%*%2%1%-%2%-%3%1%

-2120263222-2*22Tuffnels
-%1%1%1%1%3%2%1%1%4%-%2%*%1%

acfjkmcmacfkmcm
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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: 12/07/19



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

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

---7--24---2-7Collect Plus
-%-%-%*%-%-%1%1%-%-%-%2%-%*%

kl

1--52-2---*-26Pitney Bowes
1%-%-%*%1%-%1%-%-%-%*%-%1%*%

-*-62--2*-2--6Parcels to go
-%*%-%*%1%-%-%1%*%-%1%-%-%*%

Interlink / Interlink
---6-4-2-----6Express / Direct
-%-%-%*%-%2%-%1%-%-%-%-%-%*%

cjklm

5------------5Fastway Couriers
6%-%-%-%-%-%-%-%-%-%-%-%-%*%

abcefghi

jkl

---4---4-----4DHS
-%-%-%*%-%-%-%1%-%-%-%-%-%*%

j

-1*2---2-----3Business Post
-%1%*%*%-%-%-%1%-%-%-%-%-%*%

j

---22-----*-*2Interparcel
-%-%-%*%1%-%-%-%-%-%*%-%*%*%

j

---2-2-*-----2Secured Mail
-%-%-%*%-%1%-%*%-%-%-%-%-%*%

j

2------------2Postal Sort
2%-%-%-%-%-%-%-%-%-%-%-%-%*%

cfjkl

---2-------2-2UK / British Mail
-%-%-%*%-%-%-%-%-%-%-%2%-%*%

jl

---2--2------2Securicor
-%-%-%*%-%-%1%-%-%-%-%-%-%*%

j

*-**-*-----*-1Neo Post
1%-%*%*%-%*%-%-%-%-%-%*%-%*%

j

-*-----------*Citipost
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

j

--*----------*Eagle Couriers
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

-*-----------*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,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



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

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

1113425246282537None
2%1%1%2%1%3%1%1%3%4%3%2%2%2%

k

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

6128139171217366612429165Other answers
7%11%8%8%10%7%9%11%4%12%4%3%13%8%

bceccebcebcejm

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 21  (continuation)                                                                                                                                                    Page 391

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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

167137130712316191104443813629137231538Royal Mail
82%76%76%77%78%83%80%76%79%68%72%68%77%

aabc

644901194352083391884912487554DPD
31%27%29%27%26%25%16%33%28%28%25%19%28%

fhf

37421823761632071862113417458UPS
18%23%20%24%21%15%13%32%12%30%22%21%23%

dbdfghdfgd

33402733611752741443312373434DHL
16%22%18%23%22%20%7%25%19%28%19%10%22%

bbffaffaff

25350882861292171183684510374Parcelforce
12%19%22%18%16%16%12%20%21%20%24%29%19%

bfhfgh

42309532991342412121226311352Hermes
21%17%13%19%17%18%21%21%13%15%16%2%18%

baaaadaaa

1322954189671021001511362243TNT Express
6%13%13%12%8%8%4%17%9%26%19%5%12%

badfghadfghadfgh

1919933184986566101302217FedEx
9%11%8%12%12%5%9%11%6%2%16%5%11%

bcdgcdgcdg

2418443165851995816993207Yodel
12%10%11%10%11%14%16%10%9%20%5%9%10%

bbbbbdeh

101082693346*4754202119UK Mail
5%6%6%6%4%4%*%8%3%11%11%5%6%

dfhdfhdfgh

Whistl (Previously known
453750254-10924258as TNT Post)
2%3%2%3%3%3%-%2%5%6%2%5%3%

efff

335731183692-1-38Amazon
1%2%2%2%2%2%11%2%1%-%*%-%2%

abcdegh

4254252-2153-6229APC
2%1%1%2%*%-%3%3%1%-%3%5%1%

ghhhghgh

720225134-5--3-27DX
3%1%*%2%2%3%-%1%-%-%2%-%1%

ad

121616*--11227-22Tuffnels
*%1%2%1%*%-%-%2%1%5%4%-%1%

hhghgh
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

-7-72--2--4-7Collect Plus
-%*%-%*%*%-%-%*%-%-%2%-%*%

eh

-64322-2----6Pitney Bowes
-%*%1%*%*%1%-%*%-%-%-%-%*%

a

*6244--2**--6Parcels to go
*%*%*%*%*%-%-%*%*%*%-%-%*%

Interlink / Interlink
-6242--4----6Express / Direct
-%*%*%*%*%-%-%1%-%-%-%-%*%

*5242--1--1*5Fastway Couriers
*%*%*%*%*%-%-%*%-%-%1%1%*%

22224-------4DHS
1%*%*%*%*%-%-%-%-%-%-%-%*%

a

-3*31-----*23Business Post
-%*%*%*%*%-%-%-%-%-%*%6%*%

bdefgh

21-2*--2---*2Interparcel
1%*%-%*%*%-%-%*%-%-%-%1%*%

a

-2*2---*--2-2Secured Mail
-%*%*%*%-%-%-%*%-%-%1%-%*%

eh

1111*1----1-2Postal Sort
*%*%*%*%*%1%-%-%-%-%*%-%*%

eh

-2-2---2----2UK / British Mail
-%*%-%*%-%-%-%*%-%-%-%-%*%

-2-2---2----2Securicor
-%*%-%*%-%-%-%*%-%-%-%-%*%

-1*11-*-*---1Neo Post
-%*%*%*%*%-%*%-%*%-%-%-%*%

-**----*----*Citipost
-%*%*%-%-%-%-%*%-%-%-%-%*%

-**-*-------*Eagle Couriers
-%*%*%-%*%-%-%-%-%-%-%-%*%

-**-----*---*One Post
-%*%*%-%-%-%-%-%*%-%-%-%*%

235928192*112-3-37None
1%2%2%2%2%2%*%2%1%-%1%-%2%

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

bdegh
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

14151421235011*59122237165Other answers
7%8%10%8%6%8%1%10%7%6%12%21%8%

ffhffhcdefgh
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

3201999917914591538Royal Mail
72%73%79%74%77%77%

bc

1458031818536554DPD
33%29%25%17%28%28%

ab

1304827525433458UPS
29%18%22%24%23%23%

ab

1067225520414434DHL
24%26%20%19%22%22%

a

1114620919355374Parcelforce
25%17%17%18%19%19%

ab

91502068344352Hermes
21%18%16%7%18%18%

b

75331298234243TNT Express
17%12%10%8%12%12%

a

63361148209217FedEx
14%13%9%8%11%11%

aa

61221255203207Yodel
14%8%10%5%11%10%

ab

29979*118119UK Mail
6%3%6%*%6%6%

bb

Whistl (Previously known
5173425658as TNT Post)
1%6%3%2%3%3%

acc

752623638Amazon
2%2%2%2%2%2%

138822729APC
3%3%1%2%1%1%

aa

11213-2727DX
3%1%1%-%1%1%

a

10*11-2222Tuffnels
2%*%1%-%1%1%

ab

4-4-77Collect Plus
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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

3-3-66Pitney Bowes
1%-%*%-%*%*%

2*4246Parcels to go
*%*%*%2%*%*%

a

Interlink / Interlink
222-66Express / Direct
*%1%*%-%*%*%

212-55Fastway Couriers
*%1%*%-%*%*%

-22-44DHS
-%1%*%-%*%*%

2-1-33Business Post
1%-%*%-%*%*%

a

2**-22Interparcel
*%*%*%-%*%*%

a

*-2-22Secured Mail
*%-%*%-%*%*%

-11-22Postal Sort
-%*%*%-%*%*%

--2-22UK / British Mail
-%-%*%-%*%*%

--2-22Securicor
-%-%*%-%*%*%

***-11Neo Post
*%*%*%-%*%*%

--*-**Citipost
-%-%*%-%*%*%

-*--**Eagle Couriers
-%*%-%-%*%*%

--*-**One Post
-%-%*%-%*%*%

1531843337None
3%1%1%4%2%2%

a

--2-22Don't know
-%-%*%-%*%*%

47229410155165Other answers
11%8%8%9%8%8%

a
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 12/07/19



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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

2126556717251513--3221918713261538Royal Mail
72%76%79%85%64%77%-%-%91%89%74%59%74%78%77%

ccjccj

81251222317537--**21465472554DPD
28%29%26%37%42%27%-%-%12%20%78%44%26%28%28%

abiabi

97179183517441--2*21279362458UPS
33%21%22%64%44%22%-%-%83%9%92%39%31%21%23%

abaiaiai

87193155413422---22974347434DHL
30%22%18%51%33%22%-%-%-%89%71%28%29%20%22%

abaaiai

77171126311363--**2866297374Parcelforce
26%20%15%34%28%19%-%-%4%9%89%27%26%17%19%

abaaai

64161127211341--*2*853288352Hermes
22%19%15%28%27%17%-%-%9%80%3%27%21%17%18%

aa

6810768117226--*-11651175243TNT Express
23%12%8%13%43%12%-%-%12%-%26%51%20%10%12%

abaabiabiai

559369510207---22645162217FedEx
19%11%8%58%26%11%-%-%-%89%92%18%18%9%11%

abaiaai

338094411196--22*722174207Yodel
11%9%11%57%29%10%-%-%88%80%3%22%9%10%10%

abiabi

373843*6113--*--63182119UK Mail
13%4%5%3%15%6%-%-%9%-%-%18%12%5%6%

abaiaiai

Whistl (Previously known
162814-157-----1154258as TNT Post)

5%3%2%-%2%3%-%-%-%-%-%2%6%2%3%

aai

22016-*38-----*23638Amazon
1%2%2%-%1%2%-%-%-%-%-%1%1%2%2%

13151-227-----2121629APC
5%2%*%-%5%1%-%-%-%-%-%6%5%1%1%

abaaiaiai

6147*224---*-232127DX
2%2%1%3%6%1%-%-%-%9%-%6%1%1%1%

abiabi

5117-121-----141722Tuffnels
2%1%1%-%2%1%-%-%-%-%-%2%2%1%1%

422--7------447Collect Plus
1%*%*%-%-%*%-%-%-%-%-%-%1%*%*%

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: 12/07/19



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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

24*--6------256Pitney Bowes
1%1%*%-%-%*%-%-%-%-%-%-%1%*%*%

213--6------246Parcels to go
1%*%*%-%-%*%-%-%-%-%-%-%1%*%*%

b

Interlink / Interlink
2-4--6------246Express / Direct
1%-%*%-%-%*%-%-%-%-%-%-%1%*%*%

bb

221--5------245Fastway Couriers
1%*%*%-%-%*%-%-%-%-%-%-%1%*%*%

-22--4-------44DHS
-%*%*%-%-%*%-%-%-%-%-%-%-%*%*%

**2--3------*33Business Post
*%*%*%-%-%*%-%-%-%-%-%-%*%*%*%

2*---2------2*2Interparcel
1%*%-%-%-%*%-%-%-%-%-%-%1%*%*%

abai

*-2**2--*---*22Secured Mail
*%-%*%3%1%*%-%-%9%-%-%-%*%*%*%

11---2------112Postal Sort
*%*%-%-%-%*%-%-%-%-%-%-%*%*%*%

a

--2--2-------22UK / British Mail
-%-%*%-%-%*%-%-%-%-%-%-%-%*%*%

--2--2-------22Securicor
-%-%*%-%-%*%-%-%-%-%-%-%-%*%*%

***--1------*11Neo Post
*%*%*%-%-%*%-%-%-%-%-%-%*%*%*%

-*---*-------**Citipost
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%

*----*------*-*Eagle Couriers
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

-*---*-------**One Post
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%

51319-*37-----*53237None
2%2%2%-%*%2%-%-%-%-%-%*%2%2%2%

--2--2-------22Don't know
-%-%*%-%-%*%-%-%-%-%-%-%-%*%*%

307759*6159----*623135165Other answers
10%9%7%3%16%8%-%-%-%-%8%20%9%8%8%

aiabi
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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: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

25413204691996037050210095809111538Royal Mail
100%57%93%94%82%75%79%75%80%72%79%75%80%77%

dfdfbdf

-**2418307349110220332197307554DPD
-%1%4%17%19%29%26%27%24%31%26%26%27%28%

abcef

22*2*1225029098213269171227458UPS
100%28%2%15%2%19%21%23%21%30%21%22%20%23%

ccabcef

-4-261724128287194270193236434DHL
-%50%-%15%24%27%21%22%19%28%21%25%21%22%

aceface

-1*331422627490160246167221374Parcelforce
-%8%2%18%11%23%19%21%19%23%19%22%19%19%

-2-651220123663146226152195352Hermes
-%23%-%41%22%20%17%18%13%21%18%20%17%18%

eaeee

-**2*1212917461126144106127243TNT Express
-%1%4%18%1%20%11%14%13%18%11%14%11%12%

accabcef

--*4*131181336210413594112217FedEx
-%-%4%29%2%21%10%10%13%15%11%12%10%11%

acaacf

2--21111251325582141100128207Yodel
100%-%-%16%5%17%11%10%12%12%11%13%11%10%

a

-*2*3360812955683861119UK Mail
-%1%41%2%11%5%5%6%6%8%5%5%5%6%

abc

Whistl (Previously known
-2-**54240172049334658as TNT Post)
-%23%-%1%1%8%4%3%4%3%4%4%4%3%

---2-1162813919141938Amazon
-%-%-%14%-%2%1%2%3%1%1%2%2%2%

c

--*-*-122712191281229APC
-%-%4%-%1%-%1%2%2%3%1%1%1%1%

acabcabc

--*1**162361018131627DX
-%-%4%8%2%*%1%2%1%1%1%2%1%1%

-----*10166131141122Tuffnels
-%-%-%-%-%1%1%1%1%2%1%*%1%1%

bc

---2--45445557Collect Plus
-%-%-%14%-%-%*%*%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 - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

------66346566Pitney Bowes
-%-%-%-%-%-%*%*%1%1%*%1%1%*%

------14*31116Parcels to go
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

Interlink / Interlink
------46-24446Express / Direct
-%-%-%-%-%-%*%*%-%*%*%1%*%*%

-----125*23225Fastway Couriers
-%-%-%-%-%1%*%*%*%*%*%*%*%*%

------44--4-44DHS
-%-%-%-%-%-%*%*%-%-%*%-%*%*%

------13-11113Business Post
-%-%-%-%-%-%*%*%-%*%*%*%*%*%

------*2*1***2Interparcel
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

---*--**-2***2Secured Mail
-%-%-%2%-%-%*%*%-%*%*%*%*%*%

---1-**21-1*12Postal Sort
-%-%-%4%-%1%*%*%*%-%*%*%*%*%

a

------2---2-22UK / British Mail
-%-%-%-%-%-%*%-%-%-%*%-%*%*%

------2--22-22Securicor
-%-%-%-%-%-%*%-%-%*%*%-%*%*%

----*-*11****1Neo Post
-%-%-%-%*%-%*%*%*%*%*%*%*%*%

------**--*-**Citipost
-%-%-%-%-%-%*%*%-%-%*%-%*%*%

----*--*--*-**Eagle Couriers
-%-%-%-%*%-%-%*%-%-%*%-%*%*%

a

------**-*****One Post
-%-%-%-%-%-%*%*%-%*%*%*%*%*%

---12123295627211937None
-%-%-%4%10%1%2%2%1%1%2%3%2%2%

abddde

------22--2-22Don't know
-%-%-%-%-%-%*%*%-%-%*%-%*%*%

---272831202873946883165Other answers
-%-%-%14%29%3%7%9%6%11%7%9%7%8%

abeacee
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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: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

4130237274363*-**3294871538Royal Mail
70%77%79%79%79%100%-%100%100%100%52%73%72%77%

-4473101114*-**2*6212554DPD
-%26%24%29%25%100%-%100%100%53%4%44%31%28%

230696899*--*-*7205458UPS
30%18%23%20%22%46%-%-%100%-%9%52%30%23%

2366864100*--*-*4189434DHL
28%21%23%18%22%46%-%-%100%-%2%34%28%22%

-39646876*--*3-5151374Parcelforce
-%23%21%20%17%46%-%-%100%100%-%40%22%19%

a

237455785*-*-2*6138352Hermes
30%22%15%17%19%54%-%100%-%47%5%48%20%18%

c

-30344139-----*1125243TNT Express
-%18%11%12%9%-%-%-%-%-%4%7%18%12%

abc

*15442056*--*-*3101217FedEx
2%9%15%6%12%46%-%-%100%-%5%23%15%11%

bdb

-29223851*-*--2278207Yodel
-%17%7%11%11%54%-%100%-%-%47%16%12%10%

abc

212191817*-*-2*152119UK Mail
29%7%6%5%4%54%-%100%-%53%4%4%8%6%

Whistl (Previously known
-7131612-----*21858as TNT Post)
-%4%4%5%3%-%-%-%-%-%2%15%3%3%

-1819-------938Amazon
-%*%3%*%2%-%-%-%-%-%-%-%1%2%

bdb

-*48*------*1929APC
-%*%1%2%*%-%-%-%-%-%-%1%3%1%

aad

-1044-*--*--*927DX
-%6%1%1%-%46%-%-%100%-%-%2%1%1%

abcaa

-2324-------1322Tuffnels
-%1%1%1%1%-%-%-%-%-%-%-%2%1%

--42--------47Collect Plus
-%-%1%*%-%-%-%-%-%-%-%-%1%*%

a

-24-*-------46Pitney Bowes
-%1%1%-%*%-%-%-%-%-%-%-%1%*%

ab
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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: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

-*-**-------36Parcels to go
-%*%-%*%*%-%-%-%-%-%-%-%*%*%

Interlink / Interlink
-2--2-------26Express / Direct
-%1%-%-%*%-%-%-%-%-%-%-%*%*%

b

-11-2-------25Fastway Couriers
-%*%*%-%*%-%-%-%-%-%-%-%*%*%

---22--------4DHS
-%-%-%1%*%-%-%-%-%-%-%-%-%*%

--1*--------13Business Post
-%-%*%*%-%-%-%-%-%-%-%-%*%*%

--*-*-------12Interparcel
-%-%*%-%*%-%-%-%-%-%-%-%*%*%

-*---*-*----22Secured Mail
-%*%-%-%-%54%-%100%-%-%-%-%*%*%

-1*----------2Postal Sort
-%1%*%-%-%-%-%-%-%-%-%-%-%*%

----2--------2UK / British Mail
-%-%-%-%*%-%-%-%-%-%-%-%-%*%

----2-------22Securicor
-%-%-%-%*%-%-%-%-%-%-%-%*%*%

-*--*-------*1Neo Post
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

--*----------*Citipost
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

----*--------*Eagle Couriers
-%-%-%-%*%-%-%-%-%-%-%-%-%*%

---*--------**One Post
-%-%-%*%-%-%-%-%-%-%-%-%*%*%

-310212-------637None
-%1%3%1%3%-%-%-%-%-%-%-%1%2%

bb

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

27192738------*73165Other answers
26%4%6%8%8%-%-%-%-%-%-%3%11%8%

d
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

289811571381167103253621281221871538Royal Mail
62%79%59%80%73%64%72%57%69%72%77%70%77%

bb

1531799455651154434515278554DPD
33%26%37%26%28%7%34%96%39%29%33%29%28%

a

8261110348472163238544475458UPS
18%21%41%20%21%13%36%45%42%31%28%28%23%

acab

1026084350586130227653564434DHL
23%21%31%20%25%38%29%50%30%37%22%24%22%

aab

1523182293384118*27483451374Parcelforce
33%19%30%17%16%27%26%2%31%27%21%19%19%

aaca

1121576276351110222353750352Hermes
25%17%28%16%15%5%24%50%25%20%23%19%18%

ac

813669174212103*31401937243TNT Express
17%11%26%10%9%15%23%2%34%22%12%14%12%

acabcab

61294517220*84*19371730217FedEx
14%10%17%10%9%1%19%4%22%21%11%11%11%

acabab

51362418329152*15181930207Yodel
12%11%9%11%13%6%12%7%17%10%12%11%10%

365368211*43*12201310119UK Mail
6%5%14%5%5%1%10%5%14%11%8%4%6%

acaaa

Whistl (Previously known
2463559*11-*641058as TNT Post)
5%4%1%3%4%2%2%-%*%3%2%4%3%

b

-194345-4-*-5438Amazon
-%2%1%2%2%-%1%-%*%-%3%1%2%

c

-121811--19-483429APC
-%1%7%1%-%-%4%-%5%5%2%1%1%

aca

1172247-3-121627DX
2%1%1%1%3%-%1%-%1%1%1%2%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 - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

1101111*-13-*74322Tuffnels
1%1%4%1%*%-%3%-%*%4%2%1%1%

ac

-5-7--4--4--7Collect Plus
-%*%-%*%-%-%1%-%-%2%-%-%*%

a

42432-2--2-26Pitney Bowes
8%*%1%*%1%-%*%-%-%1%-%1%*%

aa

*124*-2-2*-*6Parcels to go
1%*%1%*%*%-%1%-%2%*%-%*%*%

a

Interlink / Interlink
-4-6--2-2---6Express / Direct
-%*%-%*%-%-%*%-%2%-%-%-%*%

a

-314*-2-*2-*5Fastway Couriers
-%*%*%*%*%-%*%-%1%1%-%*%*%

-4-4--------4DHS
-%*%-%*%-%-%-%-%-%-%-%-%*%

-1-3*-*-**--3Business Post
-%*%-%*%*%-%*%-%1%*%-%-%*%

-**2*-*-*-**2Interparcel
-%*%*%*%*%-%*%-%*%-%*%*%*%

***2--2*---22Secured Mail
*%*%*%*%-%-%*%5%-%-%-%1%*%

1111--------2Postal Sort
2%*%*%*%-%-%-%-%-%-%-%-%*%

a

-2-2--------2UK / British Mail
-%*%-%*%-%-%-%-%-%-%-%-%*%

-2-2--2----22Securicor
-%*%-%*%-%-%*%-%-%-%-%1%*%

***1--*--*--1Neo Post
*%*%*%*%-%-%*%-%-%*%-%-%*%

-*-*--------*Citipost
-%*%-%*%-%-%-%-%-%-%-%-%*%

*-*---------*Eagle Couriers
*%-%*%-%-%-%-%-%-%-%-%-%*%
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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: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

-*-*--*---*-*One Post
-%*%-%*%-%-%*%-%-%-%*%-%*%

2256314-2--22237None
4%2%2%2%2%-%*%-%-%1%1%1%2%

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

7873013523348*5152231165Other answers
15%7%11%8%10%19%11%2%6%8%14%12%8%

ad
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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: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

-9986629614335918147110431538Royal Mail
-%79%80%78%62%77%97%71%70%68%77%

b

-30291112861318635621554DPD
-%24%27%29%37%28%41%31%35%33%28%

a

-34215911091047887028458UPS
-%27%20%24%47%22%39%43%44%44%23%

ba

-4721689841098776717434DHL
-%37%20%23%36%24%42%37%42%28%22%

abaa

-322099775867715022374Parcelforce
-%26%19%26%32%18%35%34%32%35%19%

ba

-231885967799494512352Hermes
-%18%17%16%29%17%48%24%28%19%18%

a

-261185666583524019243TNT Express
-%20%11%15%29%13%16%25%25%31%12%

bba

-31965549563444012217FedEx
-%25%9%15%21%12%14%21%25%19%11%

abba

-16125392359330168207Yodel
-%13%12%10%10%13%14%14%10%12%10%

-461133221319222119UK Mail
-%3%6%3%14%5%14%9%14%3%6%

aa

Whistl (Previously known
-7469218*22-58as TNT Post)
-%6%4%2%1%4%1%1%1%-%3%

ab

-219145-33-38Amazon
-%2%2%*%2%1%-%1%2%-%2%

aa

-2126172-1013429APC
-%2%1%2%7%*%-%5%8%6%1%

a

-216836173227DX
-%2%2%2%1%1%4%4%2%3%1%

-*11386-45222Tuffnels
-%*%1%1%3%1%-%2%3%3%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: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

-24222-5227Collect Plus
-%1%*%1%1%*%-%3%1%3%*%

b

-*52222-*-6Pitney Bowes
-%*%*%*%1%*%12%-%*%-%*%

-**12***2-6Parcels to go
-%*%*%*%1%*%*%*%1%-%*%

Interlink / Interlink
-242-2----6Express / Direct
-%1%*%1%-%*%-%-%-%-%*%

-12112-1-*5Fastway Couriers
-%1%*%*%*%*%-%*%-%*%*%

b

--4-------4DHS
-%-%*%-%-%-%-%-%-%-%*%

--1***-**-3Business Post
-%-%*%*%*%*%-%*%*%-%*%

-*****----2Interparcel
-%*%*%*%*%*%-%-%-%-%*%

--**-2**-*2Secured Mail
-%-%*%*%-%*%1%*%-%*%*%

-*1*--1---2Postal Sort
-%*%*%*%-%-%3%-%-%-%*%

--2-------2UK / British Mail
-%-%*%-%-%-%-%-%-%-%*%

--2--2----2Securicor
-%-%*%-%-%*%-%-%-%-%*%

--***-***-1Neo Post
-%-%*%*%*%-%1%*%*%-%*%

--*-------*Citipost
-%-%*%-%-%-%-%-%-%-%*%

--*---*---*Eagle Couriers
-%-%*%-%-%-%1%-%-%-%*%

---*-*-*-**One Post
-%-%-%*%-%*%-%*%-%*%*%

-219442*22-37None
-%2%2%1%2%*%1%1%1%-%2%

--2-------2Don't know
-%-%*%-%-%-%-%-%-%-%*%
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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: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

-10793727463271912165Other answers
-%8%7%10%12%10%15%13%12%20%8%
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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: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

12569763399564894-111339332-845332491538Royal Mail
68%78%79%77%76%80%-%79%74%72%-%77%77%77%77%

b

5192230159188292-41151137-2418667554DPD
30%26%24%31%25%26%-%29%33%30%-%22%27%21%28%

ba

10151203133168221-48131158-2615195458UPS
60%21%21%26%23%20%-%34%29%34%-%24%22%29%23%

ab

6157217135184228-61122139-45170100434DHL
37%21%22%26%25%21%-%43%27%30%-%41%25%31%22%

aaababb

1145174107156210-3391120-3114882374Parcelforce
7%20%18%21%21%19%-%23%20%26%-%29%21%25%19%

b

213017288148190-329887-2414164352Hermes
11%18%18%17%20%17%-%22%22%19%-%22%21%20%18%

28011586100122-317496-269847243TNT Express
13%11%12%16%13%11%-%22%16%21%-%24%14%14%12%

aab

3771097490109-417674-358344217FedEx
17%10%11%14%12%10%-%29%17%16%-%32%12%14%11%

aabab

3761046897125-175458-199343207Yodel
16%10%11%13%13%11%-%12%12%13%-%17%14%13%10%

14046313659-112641-33611119UK Mail
3%5%5%6%5%5%-%8%6%9%-%2%5%3%6%

Whistl (Previously known
-3236163145-6158-531758as TNT Post)
-%4%4%3%4%4%-%5%3%2%-%5%4%2%3%

a

-141551419-255-113238Amazon
-%2%2%1%2%2%-%1%1%1%-%*%2%1%2%

*989812-4719-*8429APC
1%1%1%2%1%1%-%3%1%4%-%*%1%1%1%

b

*141291316-*77-*13627DX
3%2%1%2%2%1%-%*%2%2%-%*%2%2%1%

-688410-2811--4*22Tuffnels
-%1%1%2%*%1%-%2%2%2%-%-%1%*%1%

b

-45455-224-2427Collect Plus
-%1%1%1%1%*%-%1%*%1%-%2%1%1%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

-42244-224--426Pitney Bowes
-%1%*%*%*%*%-%1%*%1%-%-%1%1%*%

-*1**1-**3--**6Parcels to go
-%*%*%*%*%*%-%*%*%1%-%-%*%*%*%

Interlink / Interlink
-24244-222-2426Express / Direct
-%*%*%*%1%*%-%1%*%*%-%2%1%1%*%

-33222-221-2215Fastway Couriers
-%*%*%*%*%*%-%1%*%*%-%1%*%*%*%

b

-42--4--------4DHS
-%1%*%-%-%*%-%-%-%-%-%-%-%-%*%

-1*111-***-*1-3Business Post
-%*%*%*%*%*%-%*%*%*%-%*%*%-%*%

-*****-*1*-***2Interparcel
-%*%*%*%*%*%-%*%*%*%-%*%*%*%*%

-**2**--*2--**2Secured Mail
-%*%*%*%*%*%-%-%*%*%-%-%*%*%*%

-11-*1-----**-2Postal Sort
-%*%*%-%*%*%-%-%-%-%-%*%*%-%*%

-2---2--------2UK / British Mail
-%*%-%-%-%*%-%-%-%-%-%-%-%-%*%

-2-2-2--2-----2Securicor
-%*%-%*%-%*%-%-%*%-%-%-%-%-%*%

-*--**--**--**1Neo Post
-%*%-%-%*%*%-%-%*%*%-%-%*%*%*%

-*---*--------*Citipost
-%*%-%-%-%*%-%-%-%-%-%-%-%-%*%

--------------*Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-*****---*---**One Post
-%*%*%*%*%*%-%-%-%*%-%-%-%*%*%

-1921*1917-225-219837None
-%3%2%*%3%2%-%1%*%1%-%2%3%3%2%

cc

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

*5573526679-135251-85934165Other answers
2%8%8%10%9%7%-%9%11%11%-%8%9%10%8%

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: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

926222757173741622131632701538Royal Mail
70%82%95%77%80%81%74%80%72%76%76%77%

11121018722611167976101554DPD
6%36%6%28%26%25%20%20%27%36%28%28%

cde

4156101361921419836093458UPS
34%49%24%28%19%21%26%24%28%28%26%23%

3210121441982340885294434DHL
22%7%42%34%20%22%41%52%29%24%26%22%

ababc

29381381761719695475374Parcelforce
14%30%15%24%19%19%30%25%23%25%21%19%

418461301571512435364352Hermes
30%56%17%17%18%17%26%16%14%25%18%18%

cac

2922791081622573761243TNT Express
19%30%8%5%11%12%28%28%19%17%17%12%

abab

2483721011225403549217FedEx
19%12%32%8%10%11%22%32%13%16%14%11%

abc

27217310166303148207Yodel
16%21%9%3%10%11%12%8%10%15%14%10%

-*-53953*6161313119UK Mail
-%*%-%15%5%6%*%8%5%6%4%6%

e

Whistl (Previously known
---2343636751258as TNT Post)
-%-%-%7%5%4%5%8%2%2%3%3%

bc

--2-14152242338Amazon
-%-%8%-%2%2%4%3%1%1%1%2%

a

-22-99-272529APC
-%7%8%-%1%1%-%2%2%1%2%1%

---*1416--35927DX
-%-%-%*%2%2%-%-%1%2%3%1%

*2--8102266422Tuffnels
2%5%-%-%1%1%4%3%2%3%1%1%

-2--242-2447Collect Plus
-%5%-%-%*%*%3%-%1%2%1%*%

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 - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

----32----26Pitney Bowes
-%-%-%-%*%*%-%-%-%-%*%*%

**--*******6Parcels to go
2%*%-%-%*%*%*%*%*%*%*%*%

Interlink / Interlink
----24--2226Express / Direct
-%-%-%-%*%*%-%-%1%1%1%*%

---*32111215Fastway Couriers
-%-%-%1%*%*%3%1%*%1%*%*%

----42-----4DHS
-%-%-%-%1%*%-%-%-%-%-%*%

----1**-1*-3Business Post
-%-%-%-%*%*%1%-%*%*%-%*%

*---**-****2Interparcel
2%-%-%-%*%*%-%*%*%*%*%*%

---2**--*--2Secured Mail
-%-%-%6%*%*%-%-%*%-%-%*%

----11-----2Postal Sort
-%-%-%-%*%*%-%-%-%-%-%*%

----2------2UK / British Mail
-%-%-%-%*%-%-%-%-%-%-%*%

----2----222Securicor
-%-%-%-%*%-%-%-%-%1%1%*%

----*------1Neo Post
-%-%-%-%*%-%-%-%-%-%-%*%

----*------*Citipost
-%-%-%-%*%-%-%-%-%-%-%*%

-----------*Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%*%

--------*--*One Post
-%-%-%-%-%-%-%-%*%-%-%*%

---216172252237None
-%-%-%6%2%2%3%2%2%1%*%2%

a

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

232*466575401934165Other answers
14%10%8%1%6%7%13%6%14%9%10%8%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

1253217521248*3191374842150011451368108213521538Royal Mail
79%80%87%79%7%77%77%78%77%76%77%76%77%77%

41076104412108497316540435478376470554DPD
26%28%16%28%92%26%28%29%28%29%27%26%27%28%

3287118348-126421269446376414328411458UPS
21%26%30%22%-%30%23%25%23%25%23%23%23%23%

ab

3256818337*142393279420346390326387434DHL
21%25%31%21%14%34%22%26%22%23%22%23%22%22%

abb

270628295-93329233359292328276322374Parcelforce
17%23%14%19%-%22%18%21%18%19%18%19%18%19%

bb

2347522258292315217340274311262303352Hermes
15%28%36%16%92%22%18%20%18%18%17%18%17%18%

bab

162385166-75225128237192222189220243TNT Express
10%14%8%11%-%18%13%12%12%13%12%13%12%12%

ab

148496164-74192135206174187160186217FedEx
9%18%10%10%-%18%11%12%11%12%10%11%11%11%

bab

153447179-50189128202169184165184207Yodel
10%16%12%11%-%12%11%12%10%11%10%12%10%10%

b

8217475*20103601179410392101119UK Mail
5%6%6%5%7%5%6%6%6%6%6%6%6%6%

Whistl (Previously known
4214-46*135318584254455258as TNT Post)

3%5%-%3%8%3%3%2%3%3%3%3%3%3%

ba

277128-53627373737333738Amazon
2%3%1%2%-%1%2%3%2%2%2%2%2%2%

154-19-42723262325232529APC
1%1%-%1%-%1%2%2%1%2%1%2%1%1%

234-22-112621272325242527DX
1%1%-%1%-%3%1%2%1%2%1%2%1%1%

106213-42217222121192022Tuffnels
1%2%3%1%-%1%1%2%1%1%1%1%1%1%

b

52-7-275777577Collect Plus
*%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: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

5--3-466666666Pitney Bowes
*%-%-%*%-%1%*%1%*%*%*%*%*%*%

4--4-264644146Parcels to go
*%-%-%*%-%1%*%*%*%*%*%*%*%*%

Interlink / Interlink
42-6--42666466Express / Direct
*%1%-%*%-%-%*%*%*%*%*%*%*%*%

4*-4-352544345Fastway Couriers
*%*%-%*%-%1%*%*%*%*%*%*%*%*%

4--4--42424444DHS
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

3--3-*31333133Business Post
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

*2-2-*22222222Interparcel
*%1%-%*%-%*%*%*%*%*%*%*%*%*%

b

2--2-22*222222Secured Mail
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

a

2*-1-*11211112Postal Sort
*%*%-%*%-%*%*%*%*%*%*%*%*%*%

2--2--22222-22UK / British Mail
*%-%-%*%-%-%*%*%*%*%*%-%*%*%

2--2--2-222222Securicor
*%-%-%*%-%-%*%-%*%*%*%*%*%*%

1--1-*11111*11Neo Post
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

*--*----*-*-**Citipost
*%-%-%*%-%-%-%-%*%-%*%-%*%*%

-----*********Eagle Couriers
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

*--*--*-******One Post
*%-%-%*%-%-%*%-%*%*%*%*%*%*%

312229-63521372937313737None
2%1%3%2%-%1%2%2%2%2%2%2%2%2%

2--2--22222-22Don't know
*%-%-%*%-%-%*%*%*%*%*%-%*%*%

123213129238150100165134150128150165Other answers
8%8%5%8%86%9%8%9%8%9%8%9%8%8%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

716822128862179256112315023455172511538Royal Mail
78%76%79%64%68%73%78%77%65%60%65%66%77%

ab

26928444136768640561128389139554DPD
29%26%27%37%29%25%28%32%36%42%35%37%28%

c

223235301291266531475156359162458UPS
24%22%18%30%48%19%22%39%44%38%35%43%23%

cbcbc

20822731827885732649113347124434DHL
23%21%20%28%33%16%23%26%31%37%27%32%22%

cccc

173202264228774253461074012121374Parcelforce
19%19%16%23%33%21%17%24%30%44%44%32%19%

cbb

17617625025775025346102187103352Hermes
19%16%15%26%29%14%17%24%28%20%27%27%18%

ccbc

98144156305749161307637986243TNT Express
11%13%10%31%21%14%11%16%21%41%32%23%12%

ccb

107111147234840144335726664217FedEx
12%10%9%23%18%12%10%17%16%28%24%17%11%

ccbb

9211516614284114324428244207Yodel
10%11%10%14%10%12%10%12%12%8%8%12%10%

46728411242178203710237119UK Mail
5%7%5%11%9%6%5%10%10%11%8%10%6%

ccb

Whistl (Previously known
233448541141632-458as TNT Post)

3%3%3%5%2%3%3%3%1%2%-%1%3%

172137-1730-622638Amazon
2%2%2%-%*%2%2%-%2%2%7%2%2%

aaa

151513610218101510-1929APC
2%1%1%6%4%1%1%5%4%11%-%5%1%

ccbcb

7202133616493-1127DX
1%2%1%3%1%2%1%2%3%3%-%3%1%

b

91394941079721022Tuffnels
1%1%1%4%3%1%1%4%3%7%7%2%1%

ccbb
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

25224-7-52257Collect Plus
*%*%*%2%1%-%1%-%2%2%7%1%*%

cc

166**2224-226Pitney Bowes
*%1%*%*%*%1%*%1%1%-%7%1%*%

b

424-224*2--26Parcels to go
*%*%*%-%1%1%*%*%1%-%-%1%*%

Interlink / Interlink
2442--6-----6Express / Direct
*%*%*%2%-%-%*%-%-%-%-%-%*%

ac

234-113*1*-15Fastway Couriers
*%*%*%-%*%*%*%*%*%1%-%*%*%

-44--4------4DHS
-%*%*%-%-%1%-%-%-%-%-%-%*%

b

-33-*3*-*--*3Business Post
-%*%*%-%*%1%*%-%*%-%-%*%*%

b

2*1-2**22--22Interparcel
*%*%*%-%1%*%*%1%1%-%-%1%*%

cb

*22*-2-**--*2Secured Mail
*%*%*%*%-%1%-%*%*%-%-%*%*%

b

11-11*2-1--12Postal Sort
*%*%-%1%*%*%*%-%*%-%-%*%*%

cc

-22---2-----2UK / British Mail
-%*%*%-%-%-%*%-%-%-%-%-%*%

-22---2-----2Securicor
-%*%*%-%-%-%*%-%-%-%-%-%*%

*1********-*1Neo Post
*%*%*%*%*%*%*%*%*%*%-%*%*%

c

-**--*------*Citipost
-%*%*%-%-%*%-%-%-%-%-%-%*%

*-*--*--*--**Eagle Couriers
*%-%*%-%-%*%-%-%*%-%-%*%*%

-**---*--*--*One Post
-%*%*%-%-%-%*%-%-%*%-%-%*%

181934-3122126--637None
2%2%2%-%1%3%1%1%2%-%-%2%2%

b
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

-22---2-----2Don't know
-%*%*%-%-%-%*%-%-%-%-%-%*%

5610912412294010719537357165Other answers
6%10%8%13%11%11%7%10%15%7%11%15%8%

bb
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

15516286138149105901461231561061211538Royal Mail
82%84%74%77%77%83%69%80%66%75%75%80%77%

dfbcdfjdddfdfdf

605741535634314246563641554DPD
32%30%35%29%29%27%24%23%25%27%25%27%28%

def

493722535119363733463341458UPS
26%19%19%29%26%15%28%20%18%22%24%27%23%

gdgjkgdgdg

334719464524183935514336434DHL
17%24%16%25%23%19%14%21%19%24%30%24%22%

ffjffdfgjlf

413230324317163126522530374Parcelforce
22%17%25%18%22%14%12%17%14%25%18%20%19%

fdfgkdfgdfg

222618364912264224442627352Hermes
11%14%16%20%25%10%20%23%13%21%18%18%18%

gldgjklgldgkldglgg

261716201915162116282227243TNT Express
14%9%14%11%10%12%12%11%9%13%16%18%12%

ddhk

1226422221181825262518217FedEx
6%13%4%12%11%9%6%10%13%12%18%12%11%

fjljjjfjljfgjlj

251411182811111317241224207Yodel
13%7%9%10%14%9%9%7%9%11%8%16%10%

ekbdegk

91077154871818134119UK Mail
5%5%6%4%8%3%6%4%10%9%9%3%6%

agaegiagag

Whistl (Previously known
75110-10--694558as TNT Post)
4%3%1%6%-%8%-%-%3%5%3%4%3%

efhehefhjbdefhjkefhefhjefhefh

5523415-362238Amazon
2%2%2%2%2%1%4%-%2%3%1%1%2%

ege

1--26125226329APC
*%-%-%1%3%*%2%3%1%1%4%2%1%

jkljkgjkl

551222-3*23227DX
2%2%1%1%1%2%-%2%*%1%2%1%1%

ddd

-214--2325-222Tuffnels
-%1%*%2%-%-%2%2%1%2%-%1%1%

ghlghl

------2-222-7Collect Plus
-%-%-%-%-%-%2%-%1%1%1%-%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

**-*2----22-6Pitney Bowes
*%*%-%*%1%-%-%-%-%1%1%-%*%

-**-2*-2-2-*6Parcels to go
-%*%*%-%1%*%-%1%-%1%-%*%*%

Interlink / Interlink
--2-2------26Express / Direct
-%-%2%-%1%-%-%-%-%-%-%1%*%

1*-111---1-*5Fastway Couriers
1%*%-%*%*%*%-%-%-%1%-%*%*%

-2---2------4DHS
-%1%-%-%-%1%-%-%-%-%-%-%*%

**2-------*-3Business Post
*%*%2%-%-%-%-%-%-%-%*%-%*%

-*----*2---*2Interparcel
-%*%-%-%-%-%*%1%-%-%-%*%*%

--------2-**2Secured Mail
-%-%-%-%-%-%-%-%1%-%*%*%*%

-**1-*-1---*2Postal Sort
-%*%*%*%-%*%-%*%-%-%-%*%*%

----2-------2UK / British Mail
-%-%-%-%1%-%-%-%-%-%-%-%*%

-------2----2Securicor
-%-%-%-%-%-%-%1%-%-%-%-%*%

-**-----*--*1Neo Post
-%*%*%-%-%-%-%-%*%-%-%*%*%

-----------**Citipost
-%-%-%-%-%-%-%-%-%-%-%*%*%

-----------**Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%*%*%

-----------**One Post
-%-%-%-%-%-%-%-%-%-%-%*%*%

72-1*364122*-37None
4%1%-%1%*%2%4%2%7%1%*%-%2%

abhijaabchijaabceghijk

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

1218131214913196191812165Other answers
6%9%11%7%7%7%10%10%3%9%13%8%8%

ddddddld
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

4043923593821538Royal Mail
81%78%72%76%77%

bb

158143119133554DPD
32%29%24%27%28%

b

109122107120458UPS
22%24%21%24%23%

9911492130434DHL
20%23%18%26%22%

bd

1039272107374Parcelforce
21%18%14%21%19%

bb

66979297352Hermes
13%19%18%19%18%

ddd

59545376243TNT Express
12%11%11%15%12%

bc

42555269217FedEx
8%11%10%14%11%

d

50574160207Yodel
10%11%8%12%10%

25253335119UK Mail
5%5%7%7%6%

Whistl (Previously known
122061958as TNT Post)

2%4%1%4%3%

bb

11881038Amazon
2%2%2%2%2%

1991129APC
*%2%2%2%1%

ddd

1073727DX
2%1%1%1%1%

347722Tuffnels
1%1%1%1%1%

--447Collect Plus
-%-%1%1%*%

12-46Pitney Bowes
*%*%-%1%*%

b

*2226Parcels 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

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

Interlink / Interlink
22-26Express / Direct
*%*%-%*%*%

12-25Fastway Couriers
*%*%-%*%*%

22--4DHS
*%*%-%-%*%

3--*3Business Post
1%-%-%*%*%

*-2*2Interparcel
*%-%*%*%*%

--2*2Secured Mail
-%-%*%*%*%

111*2Postal Sort
*%*%*%*%*%

-2--2UK / British Mail
-%*%-%-%*%

--2-2Securicor
-%-%*%-%*%

1-**1Neo Post
*%-%*%*%*%

---**Citipost
-%-%-%*%*%

---**Eagle Couriers
-%-%-%*%*%

---**One Post
-%-%-%*%*%

9422237None
2%1%4%*%2%

aacd

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

43353850165Other answers
9%7%8%10%8%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

60501094356947610184817721848Royal Mail
92%96%92%92%93%95%97%97%93%92%92%

a

2*415421-*18283Hermes
3%*%3%3%6%1%-%1%1%4%4%

bce

2*8192951137681DPD
3%1%7%4%4%7%6%6%7%4%4%

daa

4*828233**27678Parcelforce
7%1%7%6%3%3%2%2%4%4%4%

adda

4*7172431*26366DHL
6%1%6%4%3%4%11%2%3%3%3%

abce

5-6152231*26165UPS
8%-%5%3%3%4%8%2%4%3%3%

abddac

13*91341133539TNT Express
1%6%*%2%2%5%5%5%5%2%2%

acaaaa

*22492**12426FedEx
*%4%1%1%1%2%3%1%3%1%1%

bea

122861-*12122UK Mail
1%4%2%2%1%1%-%1%1%1%1%

a

2248311**2021APC
3%4%3%2%*%1%6%1%1%1%1%

aaaabce

*--1-*--*88Pitney Bowes
*%-%-%*%-%*%-%-%*%*%*%

*--*4*-*-66Yodel
*%-%-%*%1%*%-%*%-%*%*%

***2-1**155DX
*%*%*%*%-%1%2%1%1%*%*%

aaa

*---2*-*-44Parcels to go
*%-%-%-%*%*%-%1%-%*%*%

---22----44Collect Plus
-%-%-%*%*%-%-%-%-%*%*%

--*--1-*123Tuffnels
-%-%*%-%-%1%-%2%1%*%*%

aaa

*----*--*22Interparcel
*%-%-%-%-%*%-%-%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,d,e

Produced by OLR
Issue date: 12/07/19



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

*---2*--*22Amazon
*%-%-%-%*%*%-%-%*%*%*%

---*1----11Fastway Couriers
-%-%-%*%*%-%-%-%-%*%*%

1----****11Postal Sort
1%-%-%-%-%*%1%1%*%*%*%

aba

-*---*--*-*Secured Mail
-%*%-%-%-%*%-%-%*%-%*%

aa

Whistl (Previously known
*----*-*--*as TNT Post)
*%-%-%-%-%*%-%1%-%-%*%

aab

--*--**---*Eagle Couriers
-%-%*%-%-%*%1%-%-%-%*%

ab

--*--*--*-*First Post
-%-%*%-%-%*%-%-%*%-%*%

--*--*--*-*One Post
-%-%*%-%-%*%-%-%*%-%*%

--*--**---*Neo Post
-%-%*%-%-%*%1%-%-%-%*%

ab

13414184*125963Other answers
1%5%4%3%2%5%4%5%4%3%3%

e

464287360594597143714901549NET: RM Only
70%81%73%76%80%73%73%78%72%78%77%

ebe

1482275100172411282299NET: RM and Other
21%15%19%16%13%21%24%19%22%15%15%

aaaa

NET: Provider other than
62940524**3148152RM
8%4%8%8%7%5%3%3%7%8%8%

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 - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



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

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

84104931567147153169305162472651112091848Royal Mail
96%96%96%92%88%88%90%92%92%96%94%93%94%92%

ghijghijghijhi

-128081581615-58683Hermes
-%1%2%5%5%9%4%5%8%-%2%6%3%4%

mlmlmacjklmlmlmacklmmlmm

47169217111211-82681DPD
4%6%1%4%1%10%6%4%6%-%3%2%3%4%

ikkkabcdfijkk
m

53269*139167-821378Parcelforce
6%3%2%4%*%7%5%5%4%-%3%2%6%4%

ikicikliiik

12261654112-282266DHL
2%2%2%4%4%3%2%3%1%-%10%2%1%3%

abdefgh

ijklm

*2162876114-1310265UPS
*%2%1%4%5%4%3%3%3%-%5%9%1%3%

kmkmmmmmaklmajklm

111365*2106324439TNT Express
1%1%1%2%3%*%1%3%3%5%1%4%2%2%

hchkh

*11242223*-72526FedEx
*%*%1%1%1%1%1%1%*%-%3%2%2%1%

m

-2-20*43*2-24422UK Mail
-%2%-%1%*%3%2%*%1%-%1%3%2%1%

kmfkmkmfkmkm

-11192333*-2*521APC
-%1%1%1%1%2%2%1%*%-%1%*%2%1%

mm

**-72-5---*--8Pitney Bowes
1%*%-%*%1%-%3%-%-%-%*%-%-%*%

acfjkl

-**62---2-2--6Yodel
-%*%*%*%1%-%-%-%1%-%1%-%-%*%

1*14--*2*-2--5DX
1%*%1%*%-%-%*%*%*%-%1%-%-%*%

--14-22*-----4Parcels to go
-%-%1%*%-%1%1%*%-%-%-%-%-%*%

---4---4-----4Collect Plus
-%-%-%*%-%-%-%1%-%-%-%-%-%*%

j

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

j
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

-*-22-------*2Interparcel
-%*%-%*%1%-%-%-%-%-%-%-%*%*%

j

*--2--2------2Amazon
*%-%-%*%-%-%1%-%-%-%-%-%-%*%

j

1------------1Fastway Couriers
2%-%-%-%-%-%-%-%-%-%-%-%-%*%

fjkl

1------------1Postal Sort
1%-%-%-%-%-%-%-%-%-%-%-%-%*%

j

---*-*-------*Secured Mail
-%-%-%*%-%*%-%-%-%-%-%-%-%*%

Whistl (Previously known
*--*---*-----*as TNT Post)
*%-%-%*%-%-%-%*%-%-%-%-%-%*%

--*----------*Eagle Couriers
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

--*----------*First Post
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

-*-----------*One Post
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

--*----------*Neo Post
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

3535282615427*863Other answers
3%5%3%3%5%1%3%5%3%4%3%*%4%3%

748685130512512013624613745219961801549NET: RM Only
84%80%87%76%75%69%72%74%78%91%78%81%81%77%

fghijhcefghijlfghijh

1017926222333459242461529299NET: RM and Other
12%16%9%15%13%19%18%18%14%5%16%12%13%15%

kkdkdkdkk

NET: Provider other than
4441402121182614217814152RM
4%4%4%8%12%12%10%8%8%4%6%7%6%8%

klmcklmcklmklm
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

188166038114677561285351116741156321848Royal Mail
92%92%94%92%95%97%96%89%96%99%83%95%92%

bebebbbebeb

7751865242245*-10-83Hermes
4%4%4%4%3%2%3%8%*%-%5%-%4%

ddcdghd

87210712024452-8*81DPD
4%4%2%4%2%1%8%8%1%-%4%*%4%

bdghcdghd

2762158184*357210278Parcelforce
1%4%5%4%2%3%*%6%4%5%5%5%4%

bfhh

858759189*182515*66DHL
4%3%2%4%2%6%1%3%1%11%8%*%3%

bdhadefhdefh

460857182-28-215-65UPS
2%3%2%4%2%1%-%5%-%5%8%-%3%

ddhddfgh

2378314*-161414-39TNT Express
1%2%2%2%1%*%-%3%*%10%7%-%2%

hadefghdefgh

2231258-25--11-26FedEx
1%1%*%2%1%-%3%1%-%-%6%-%1%

bdgdegh

4184182--112*5222UK Mail
2%1%1%1%*%-%-%2%1%*%3%5%1%

hhfgh

417219--292-7-21APC
2%1%*%1%-%-%3%2%1%-%4%-%1%

ghhhgh

-8355*-2----8Pitney Bowes
-%*%1%*%1%*%-%*%-%-%-%-%*%

-6*62-*2--2-6Yodel
-%*%*%*%*%-%*%*%-%-%1%-%*%

*5*55*-*--*-5DX
*%*%*%*%1%*%-%*%-%-%*%-%*%

32-43-----2-4Parcels to go
1%*%-%*%*%-%-%-%-%-%1%-%*%

ae

-4-42-----2-4Collect Plus
-%*%-%*%*%-%-%-%-%-%1%-%*%

e

*22*---*-21-3Tuffnels
*%*%1%*%-%-%-%*%-%5%*%-%*%

abdegh
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

2**2*--2----2Interparcel
1%*%*%*%*%-%-%*%-%-%-%-%*%

a

-2*2--*2----2Amazon
-%*%*%*%-%-%*%*%-%-%-%-%*%

-1*1*--1--*-1Fastway Couriers
-%*%*%*%*%-%-%*%-%-%*%-%*%

1**1*1----*-1Postal Sort
*%*%*%*%*%*%-%-%-%-%*%-%*%

-**----*----*Secured Mail
-%*%*%-%-%-%-%*%-%-%-%-%*%

Whistl (Previously known
-***---*----*as TNT Post)
-%*%*%*%-%-%-%*%-%-%-%-%*%

-**-*-------*Eagle Couriers
-%*%*%-%*%-%-%-%-%-%-%-%*%

-*-**-------*First Post
-%*%-%*%*%-%-%-%-%-%-%-%*%

-**-----*---*One Post
-%*%*%-%-%-%-%-%*%-%-%-%*%

-**-*-------*Neo Post
-%*%*%-%*%-%-%-%-%-%-%-%*%

8551647244*143117*63Other answers
4%3%4%3%3%3%*%2%2%2%9%*%3%

defgh

159139032612236721134539215632107301549NET: RM Only
78%77%80%77%85%85%81%68%90%77%56%89%77%

bebebebbcebbe

282715624384158119119502299NET: RM and Other
14%15%14%15%11%11%15%21%6%22%26%6%15%

dadghadhadgh

NET: Provider other than
151372512738526661332152RM

8%8%6%8%5%3%4%11%4%1%17%5%8%

cdghacdefgh
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

39625811689717511848Royal Mail
90%94%93%91%92%92%

cc

3793647983Hermes
8%3%3%3%4%4%

ab

34123367581DPD
8%4%3%5%4%4%

a

33123387078Parcelforce
7%4%3%8%4%4%

a

19123366066DHL
4%4%3%6%3%3%

32141936265UPS
7%5%2%2%3%3%

aa

11325-3939TNT Express
3%1%2%-%2%2%

10412-2626FedEx
2%1%1%-%1%1%

a

3214-2222UK Mail
1%1%1%-%1%1%

947*2121APC
2%2%1%*%1%1%

a

423-88Pitney Bowes
1%1%*%-%*%*%

4*2-66Yodel
1%*%*%-%*%*%

a

41*-55DX
1%*%*%-%*%*%

aa

*14-44Parcels to go
*%*%*%-%*%*%

2-2-44Collect Plus
*%-%*%-%*%*%

**2-33Tuffnels
*%*%*%-%*%*%

2-*-22Interparcel
*%-%*%-%*%*%

a
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

--2-22Amazon
-%-%*%-%*%*%

1-*-11Fastway Couriers
*%-%*%-%*%*%

*1*-11Postal Sort
*%*%*%-%*%*%

*---**Secured Mail
*%-%-%-%*%*%

Whistl (Previously known
-**-**as TNT Post)
-%*%*%-%*%*%

-*--**Eagle Couriers
-%*%-%-%*%*%

-*--**First Post
-%*%-%-%*%*%

--*-**One Post
-%-%*%-%*%*%

-*--**Neo Post
-%*%-%-%*%*%

2093226163Other answers
5%3%3%2%3%3%

a

28220710388114681549NET: RM Only
64%75%83%76%78%77%

cbc

1155113016283299NET: RM and Other
26%19%10%15%15%15%

aba

NET: Provider other than
4617839143152RM
10%6%7%9%8%8%

ab
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 12/07/19



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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

2497998007301819--3222321915991848Royal Mail
85%93%95%88%76%93%-%-%100%89%74%72%87%94%92%

ccbcjcjbcj

175412*479--*-*3136683Hermes
6%6%1%4%10%4%-%-%9%-%3%11%5%4%4%

aaaiai

3032191674--***5235181DPD
10%4%2%13%16%4%-%-%12%20%8%17%9%3%4%

abaiaiai

313983574---*22274778Parcelforce
11%5%1%33%12%4%-%-%-%9%89%6%10%3%4%

abaaiai

18399-263-----2164766DHL
6%4%1%-%6%3%-%-%-%-%-%8%6%3%3%

aaaai

29288*560---*-4243665UPS
10%3%1%3%12%3%-%-%-%9%-%14%10%2%3%

abaaiaiai

17157*237----*2152239TNT Express
6%2%1%3%6%2%-%-%-%-%8%6%6%1%2%

abaiaiai

1475-125-----1131226FedEx
5%1%1%-%3%1%-%-%-%-%-%3%5%1%1%

abai

1732*319--*--214522UK Mail
6%*%*%3%7%1%-%-%9%-%-%8%6%*%1%

abaiaaiai

1263-219-----210921APC
4%1%*%-%5%1%-%-%-%-%-%6%4%1%1%

abaiaiai

26---8------268Pitney Bowes
1%1%-%-%-%*%-%-%-%-%-%-%1%*%*%

aa

222-24-----2*46Yodel
1%*%*%-%5%*%-%-%-%-%-%6%*%*%*%

abiabi

15-**5---*-**55DX
*%1%-%3%1%*%-%-%-%9%-%1%*%*%*%

23---4------234Parcels to go
1%*%-%-%-%*%-%-%-%-%-%-%1%*%*%

a

22---4------224Collect Plus
1%*%-%-%-%*%-%-%-%-%-%-%1%*%*%

a

12-**3--*---123Tuffnels
*%*%-%3%1%*%-%-%9%-%-%-%*%*%*%
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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: 12/07/19



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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

2*---2------2*2Interparcel
1%*%-%-%-%*%-%-%-%-%-%-%1%*%*%

abai

-*2--2-------22Amazon
-%*%*%-%-%*%-%-%-%-%-%-%-%*%*%

1*---1------1*1Fastway Couriers
*%*%-%-%-%*%-%-%-%-%-%-%*%*%*%

a

1*---1------1*1Postal Sort
*%*%-%-%-%*%-%-%-%-%-%-%*%*%*%

*--**---*-----*Secured Mail
*%-%-%3%1%-%-%-%9%-%-%-%-%-%*%

ai

Whistl (Previously known
*----*------*-*as TNT Post)
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

*----*------*-*Eagle Couriers
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

*----*------*-*First Post
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

-*---*-------**One Post
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%

*----*------*-*Neo Post
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

163412*657----*5114763Other answers
6%4%1%3%14%3%-%-%-%-%8%17%4%3%3%

aaabiabi

1506397604151535--22-1013613991549NET: RM Only
51%74%90%53%37%78%-%-%79%80%-%33%54%82%77%

cbcbcjcjbcij

9816040315284--1*21283201299NET: RM and Other
34%19%5%35%38%14%-%-%21%9%74%39%33%12%15%

abaaiaaiai

NET: Provider other than
446346110142---*1934108152RM
15%7%5%12%24%7%-%-%-%11%26%28%13%6%8%

ababiabiai
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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: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

28414225911371186451616124674511131848Royal Mail
100%100%98%99%90%97%97%92%97%88%97%97%97%92%

cddfdfdfdf

---4-33961216146433483Hermes
-%-%-%29%-%6%3%5%4%9%4%6%3%4%

aabcefac

-*-*223358225238243281DPD
-%1%-%2%9%4%3%5%5%7%3%3%3%4%

aacaabcf

--*--64167245847334178Parcelforce
-%-%2%-%-%9%4%5%5%8%4%4%4%4%

acaabcef

---2-24049124244364066DHL
-%-%-%14%-%3%3%4%3%6%3%5%3%3%

acef

--*2-23246125136303065UPS
-%-%4%15%-%3%3%4%3%7%3%4%3%3%

abcef

---2-3223392526172539TNT Express
-%-%-%14%-%5%2%3%2%4%2%2%2%2%

ac

---2-*1719121819101526FedEx
-%-%-%14%-%*%1%1%3%3%1%1%1%1%

aab

---*--81871984722UK Mail
-%-%-%2%-%-%1%1%1%3%1%1%1%1%

acabcf

--*---102010151081021APC
-%-%4%-%-%-%1%2%2%2%1%1%1%1%

acac

----2-68428888Pitney Bowes
-%-%-%-%8%-%1%1%1%*%1%1%1%*%

ab

------43164436Yodel
-%-%-%-%-%-%*%*%*%1%*%1%*%*%

f

----**54115555DX
-%-%-%-%2%*%*%*%*%*%*%1%*%*%

----1-21*33234Parcels to go
-%-%-%-%3%-%*%*%*%*%*%*%*%*%

a

------44224444Collect Plus
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

-----*22*12123Tuffnels
-%-%-%-%-%*%*%*%*%*%*%*%*%*%
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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: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

------*2*****2Interparcel
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

-------------2Amazon
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

----*-*1*11*11Fastway Couriers
-%-%-%-%2%-%*%*%*%*%*%*%*%*%

a

---1--*11-1*11Postal Sort
-%-%-%5%-%-%*%*%*%-%*%*%*%*%

---*---*-*****Secured Mail
-%-%-%2%-%-%-%*%-%*%*%*%*%*%

Whistl (Previously known
------***-****as TNT Post)
-%-%-%-%-%-%*%*%*%-%*%*%*%*%

----*--*--*-**Eagle Couriers
-%-%-%-%*%-%-%*%-%-%*%-%*%*%

a

------***-****First Post
-%-%-%-%-%-%*%*%*%-%*%*%*%*%

------**-*****One Post
-%-%-%-%-%-%*%*%-%*%*%*%*%*%

----*--*--*-**Neo Post
-%-%-%-%*%-%-%*%-%-%*%-%*%*%

a

-2-*2*3836163843324063Other answers
-%27%-%3%9%*%3%3%3%5%3%4%3%3%

abacf

2647184693996335740910235759221549NET: RM Only
100%72%94%48%76%76%81%75%77%59%80%75%81%77%

ddbdfdbdf

-2*731319722395207223169191299NET: RM and Other
-%28%4%51%14%21%17%17%20%30%17%22%17%15%

abcefacf

NET: Provider other than
--**2230981482342429152RM
-%-%2%1%10%3%3%8%3%12%3%3%3%8%

aabceabcef
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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: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

6166292338443*-**34125961848Royal Mail
100%98%97%98%97%100%-%100%100%100%100%92%88%92%

-6111316*-*-22-5783Hermes
-%4%4%4%4%54%-%100%-%47%45%-%8%4%

-61778*-**2234481DPD
-%4%6%2%2%100%-%100%100%53%45%26%7%4%

ab

-9121413*--*2245078Parcelforce
-%5%4%4%3%46%-%-%100%47%42%35%7%4%

-511919-----*-4266DHL
-%3%4%3%4%-%-%-%-%-%5%-%6%3%

-710316*--*-*24865UPS
-%4%3%1%3%46%-%-%100%-%5%18%7%3%

bbb

-110411------*2539TNT Express
-%1%3%1%2%-%-%-%-%-%-%2%4%2%

d

-3844-----*-1826FedEx
-%2%3%1%1%-%-%-%-%-%2%-%3%1%

a

*3122*-*-2--1722UK Mail
3%2%*%1%1%54%-%100%-%53%-%-%2%1%

c

-*46------**1521APC
-%*%1%2%-%-%-%-%-%-%4%1%2%1%

aa

-*7-*-------28Pitney Bowes
-%*%2%-%*%-%-%-%-%-%-%-%*%*%

abd

--2*2-----2-46Yodel
-%-%1%*%*%-%-%-%-%-%43%-%1%*%

-42--*--*--*15DX
-%2%1%-%-%46%-%-%100%-%-%2%*%*%

ab

--2-1-------34Parcels to go
-%-%1%-%*%-%-%-%-%-%-%-%*%*%

--22--------24Collect Plus
-%-%1%*%-%-%-%-%-%-%-%-%*%*%

-*2-*------*13Tuffnels
-%*%1%-%*%-%-%-%-%-%-%2%*%*%

--*---------*2Interparcel
-%-%*%-%-%-%-%-%-%-%-%-%*%*%

-------------2Amazon
-%-%-%-%-%-%-%-%-%-%-%-%-%*%
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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: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

----1-------11Fastway Couriers
-%-%-%-%*%-%-%-%-%-%-%-%*%*%

-1*----------1Postal Sort
-%*%*%-%-%-%-%-%-%-%-%-%-%*%

-*---*-*-----*Secured Mail
-%*%-%-%-%54%-%100%-%-%-%-%-%*%

Whistl (Previously known
-*-----------*as TNT Post)
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

----*--------*Eagle Couriers
-%-%-%-%*%-%-%-%-%-%-%-%-%*%

-*-----------*First Post
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

---*--------**One Post
-%-%-%*%-%-%-%-%-%-%-%-%*%*%

----*--------*Neo Post
-%-%-%-%*%-%-%-%-%-%-%-%-%*%

-951019------13763Other answers
-%5%2%3%4%-%-%-%-%-%-%9%5%3%

cc

6126224291376-----*44051549NET: RM Only
97%74%74%84%82%-%-%-%-%-%4%33%60%77%

cdcd

*40694767*-**348191299NET: RM and Other
3%24%23%14%15%100%-%100%100%100%96%59%28%15%

abab

NET: Provider other than
-38915------182152RM
-%2%3%2%3%-%-%-%-%-%-%8%12%8%
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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: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

1112351161732215153852691601392451848Royal Mail
24%100%43%100%94%100%85%55%78%90%87%91%92%

bbaddd

44250338*532811192183Hermes
9%3%19%2%3%3%12%50%9%6%12%8%4%

aac

*3845365*46217209381DPD
1%3%17%2%2%1%10%50%19%11%6%1%4%

acabaa

44341376250*1518121378Parcelforce
9%3%15%2%3%12%11%2%17%10%8%5%4%

aacaba

935442212228*615101166DHL
19%3%16%1%5%12%6%2%7%8%6%4%3%

aa

23436284*4621510121165UPS
4%3%13%2%2%1%10%43%17%6%8%4%3%

acabc

42223162*23-2152739TNT Express
9%2%8%1%1%3%5%-%2%8%2%3%2%

aacabd

*1913131*17-672226FedEx
*%2%5%1%*%1%4%-%7%4%2%1%1%

acaba

17193--19*547222UK Mail
3%1%7%*%-%-%4%5%6%2%5%1%1%

acaa

-10147--15-472221APC
-%1%5%*%-%-%3%-%5%4%1%1%1%

acaa

8*8**-2--2**8Pitney Bowes
17%*%3%*%*%-%*%-%-%1%*%*%*%

aa

-4422-4-22-26Yodel
-%*%1%*%1%-%1%-%2%1%-%1%*%

a

*5141-*-**1*5DX
1%*%*%*%*%-%*%-%*%*%*%*%*%

-323--3---214Parcels 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: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

-4-4--2--2--4Collect Plus
-%*%-%*%-%-%*%-%-%1%-%-%*%

-22*--1-****3Tuffnels
-%*%1%*%-%-%*%-%1%*%*%*%*%

a

-**2*-*---**2Interparcel
-%*%*%*%*%-%*%-%-%-%*%*%*%

--*2--------2Amazon
-%-%*%*%-%-%-%-%-%-%-%-%*%

**1---1--1--1Fastway Couriers
1%*%1%-%-%-%*%-%-%*%-%-%*%

aa

1-1---------1Postal Sort
2%-%*%-%-%-%-%-%-%-%-%-%*%

aa

-*-*--**----*Secured Mail
-%*%-%*%-%-%*%5%-%-%-%-%*%

Whistl (Previously known
*-*---------*as TNT Post)
1%-%*%-%-%-%-%-%-%-%-%-%*%

a

*-*---------*Eagle Couriers
*%-%*%-%-%-%-%-%-%-%-%-%*%

*-*---------*First Post
*%-%*%-%-%-%-%-%-%-%-%-%*%

-*-*--*---*-*One Post
-%*%-%*%-%-%*%-%-%-%*%-%*%

*-*---------*Neo Post
*%-%*%-%-%-%-%-%-%-%-%-%*%

162736289-29*36141563Other answers
34%2%13%2%4%-%6%2%4%3%9%6%3%

aac

-1023-15491851121323293881951549NET: RM Only
-%83%-%89%81%70%47%46%35%52%55%73%77%

bbaddbcd

11212116183304172*38675150299NET: RM and Other
24%17%43%11%13%30%38%9%42%38%32%19%15%

acaaa
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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: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

NET: Provider other than
34-152-14-69220172023152RM
76%-%57%-%6%-%15%45%22%10%13%9%8%

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: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

-120105336515146516207144631848Royal Mail
-%95%98%96%65%100%87%100%91%100%92%

cbb

-43445110442381383Hermes
-%3%3%1%22%2%22%21%24%20%4%

aa

-43210391133534981DPD
-%3%3%3%17%2%14%17%22%14%4%

a

-738204316-43301778Parcelforce
-%5%4%5%18%3%-%21%19%27%4%

a

-18392036653328866DHL
-%14%4%5%16%1%26%16%18%13%3%

aba

-122423428232261065UPS
-%10%2%6%18%2%11%16%17%16%3%

bba

-522820542017639TNT Express
-%4%2%2%9%1%22%10%11%9%2%

a

-8146144*1914426FedEx
-%6%1%2%6%1%1%9%9%7%1%

aba

--7-161*710122UK Mail
-%-%1%-%7%*%3%3%6%1%1%

a

-2104132-1011421APC
-%2%1%1%6%*%-%5%7%6%1%

a

-*822-2-*-8Pitney Bowes
-%*%1%*%1%-%12%-%*%-%*%

a

-*3-42-4226Yodel
-%*%*%-%2%*%-%2%1%3%*%

-2541**51*5DX
-%2%1%1%*%*%1%3%1%*%*%

--121212*24Parcels to go
-%-%*%*%*%*%3%1%*%4%*%

b

--22-2-4-24Collect Plus
-%-%*%1%-%*%-%2%-%3%*%

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 - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

--2-1*-21*3Tuffnels
-%-%*%-%*%*%-%1%*%1%*%

--*-*--**-2Interparcel
-%-%*%-%*%-%-%*%*%-%*%

----------2Amazon
-%-%-%-%-%-%-%-%-%-%*%

-1111--*--1Fastway Couriers
-%1%*%*%*%-%-%*%-%-%*%

b

-*1*--1---1Postal Sort
-%*%*%*%-%-%3%-%-%-%*%

--*--*-*-**Secured Mail
-%-%*%-%-%*%-%*%-%*%*%

Whistl (Previously known
--**--*---*as TNT Post)
-%-%*%*%-%-%1%-%-%-%*%

--*---*---*Eagle Couriers
-%-%*%-%-%-%1%-%-%-%*%

-***---*--*First Post
-%*%*%*%-%-%-%*%-%-%*%

---*-*-*-**One Post
-%-%-%*%-%*%-%*%-%*%*%

--*---*---*Neo Post
-%-%*%-%-%-%1%-%-%-%*%

-739162711329221263Other answers
-%6%4%4%11%2%17%14%14%19%3%

a

-80875288-409----1549NET: RM Only
-%63%81%76%-%88%-%-%-%-%77%

accb

-4017877151561620714463299NET: RM and Other
-%32%16%20%65%12%87%100%91%100%15%

abab

NET: Provider other than
-6261580-2-14-152RM
-%5%2%4%35%-%13%-%9%-%8%

baa

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 22  (continuation)                                                                                                                                                    Page 440

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: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

177319655197441111-127417397-976693161848Royal Mail
100%100%100%100%100%100%-%90%91%86%-%90%97%97%92%

acc

-2823214334-43342-4391583Hermes
-%4%2%4%6%3%-%3%7%9%-%4%6%5%4%

acc

11925302432-133345-222881DPD
8%3%3%6%3%3%-%9%7%10%-%2%3%3%4%

ab

*3231283137-72453-7331478Parcelforce
1%4%3%5%4%3%-%5%5%11%-%6%5%4%4%

abc

*2033132934-252133-14321966DHL
1%3%3%2%4%3%-%18%5%7%-%13%5%6%3%

abab

62030233028-152846-8262365UPS
36%3%3%4%4%3%-%11%6%10%-%8%4%7%3%

abbb

-1021111322-31721-714839TNT Express
-%1%2%2%2%2%-%2%4%5%-%6%2%2%2%

ab

21618141015-101516-79526FedEx
11%2%2%3%1%1%-%7%3%4%-%6%1%1%1%

bab

-73347-3814--4*22UK Mail
-%1%*%1%*%1%-%2%2%3%-%-%1%*%1%

a

*667810-4715--8421APC
1%1%1%1%1%1%-%2%2%3%-%-%1%1%1%

-2--22-2*2--628Pitney Bowes
-%*%-%-%*%*%-%1%*%*%-%-%1%1%*%

b

--1243-222-*346Yodel
-%-%*%*%1%*%-%1%*%*%-%*%*%1%*%

*35*55-*11-*545DX
1%*%1%*%1%*%-%*%*%*%-%*%1%1%*%

-12223--21--2-4Parcels to go
-%*%*%*%*%*%-%-%*%*%-%-%*%-%*%

-24244---2--224Collect Plus
-%*%*%*%*%*%-%-%-%*%-%-%*%1%*%

-22*12--11--1*3Tuffnels
-%*%*%*%*%*%-%-%*%*%-%-%*%*%*%

-*****--**--*-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 - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

--------------2Amazon
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-**--*-11--***1Fastway Couriers
-%*%*%-%-%*%-%*%*%-%-%*%*%*%*%

-11--1------*-1Postal Sort
-%*%*%-%-%*%-%-%-%-%-%-%*%-%*%

-*-***--**--*-*Secured Mail
-%*%-%*%*%*%-%-%*%*%-%-%*%-%*%

Whistl (Previously known
-**-**-----****as TNT Post)
-%*%*%-%*%*%-%-%-%-%-%*%*%*%*%

--------------*Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-**-**-----****First Post
-%*%*%-%*%*%-%-%-%-%-%*%*%*%*%

-*****---*---**One Post
-%*%*%*%*%*%-%-%-%*%-%-%-%*%*%

--------------*Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

11523212530-112428-8301363Other answers
5%2%2%4%3%3%-%8%5%6%-%7%4%4%3%

10596803397575920-75294238-675142341549NET: RM Only
57%82%83%77%77%83%-%53%64%51%-%62%75%72%77%

bcaccc

8135161122169190-51123159-3015582299NET: RM and Other
43%18%17%23%23%17%-%36%27%34%-%28%22%25%15%

aabb

NET: Provider other than
-------154166-11209152RM
-%-%-%-%-%-%-%10%9%14%-%10%3%3%8%

bab
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

1331243571591355752772053451848Royal Mail
100%100%100%100%100%100%99%97%93%96%97%92%

c

2142229232-16181283Hermes
14%46%8%5%4%3%3%-%5%8%3%4%

dad

23*319342417141581DPD
14%8%1%7%3%4%4%5%6%6%4%4%

252431291136122078Parcelforce
12%16%8%11%4%3%2%1%12%5%6%4%

abde

142-17345101661366DHL
4%12%8%-%2%4%9%13%5%3%4%3%

babc

*5*-14276823101565UPS
1%17%*%-%2%3%10%10%8%5%4%3%

aa

-3**9222*7101039TNT Express
-%11%1%1%1%2%4%1%2%5%3%2%

2-4-121628712826FedEx
17%-%15%-%2%2%4%10%3%6%2%1%

aca

-*--84--*2*22UK Mail
-%*%-%-%1%*%-%-%*%1%*%1%

a

-2--77*252621APC
-%5%-%-%1%1%*%2%2%1%2%1%

----2----**8Pitney Bowes
-%-%-%-%*%-%-%-%-%*%*%*%

22---3--2--6Yodel
14%6%-%-%-%*%-%-%1%-%-%*%

----35--**15DX
-%-%-%-%*%1%-%-%*%*%*%*%

----12--2124Parcels to go
-%-%-%-%*%*%-%-%1%*%1%*%

-2---2--2224Collect Plus
-%5%-%-%-%*%-%-%1%1%*%*%

----22--1*-3Tuffnels
-%-%-%-%*%*%-%-%*%*%-%*%

----**--***2Interparcel
-%-%-%-%*%*%-%-%*%*%*%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 22  (continuation)                                                                                                                                                    Page 443

QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

-----------2Amazon
-%-%-%-%-%-%-%-%-%-%-%*%

----**-----1Fastway Couriers
-%-%-%-%*%*%-%-%-%-%-%*%

----11-----1Postal Sort
-%-%-%-%*%*%-%-%-%-%-%*%

----*---*--*Secured Mail
-%-%-%-%*%-%-%-%*%-%-%*%

Whistl (Previously known
---***-----*as TNT Post)
-%-%-%*%*%*%-%-%-%-%-%*%

-----------*Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%*%

----*------*First Post
-%-%-%-%*%-%-%-%-%-%-%*%

--------*--*One Post
-%-%-%-%-%-%-%-%*%-%-%*%

-----------*Neo Post
-%-%-%-%-%-%-%-%-%-%-%*%

25-21422521791363Other answers
12%16%-%6%2%2%9%3%6%4%4%3%

72182659075339511901452731549NET: RM Only
53%7%75%76%82%82%70%66%64%68%77%77%

bc

629681261601624876072299NET: RM and Other
47%93%25%24%18%18%28%31%29%28%20%15%

aaa

NET: Provider other than
------1220910152RM
-%-%-%-%-%-%1%3%7%4%3%8%

a
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

1577271601581*3801660992179713831655133116371848Royal Mail
100%100%100%100%14%91%93%91%93%92%93%94%93%92%

3523450-247653817579677583Hermes
2%9%6%3%-%6%4%5%4%5%4%5%4%4%

b

4113-47*247354797071586781DPD
3%5%-%3%7%6%4%5%4%5%4%4%4%4%

4120251-216454736863566378Parcelforce
3%7%3%3%-%5%4%5%4%5%4%4%4%4%

b

2717631-336149644664566466DHL
2%6%10%2%-%8%3%4%3%3%4%4%4%3%

baab

2616430-276046635758435865UPS
2%6%6%2%-%7%3%4%3%4%3%3%3%3%

bab

236224-163725393237373739TNT Express
1%2%4%2%-%4%2%2%2%2%2%3%2%2%

b

214-21-122218241822192226FedEx
1%2%-%1%-%3%1%2%1%1%1%1%1%1%

b

91-9*32211222222182222UK Mail
1%*%-%1%7%1%1%1%1%1%1%1%1%1%

94-12-42017211821192121APC
1%1%-%1%-%1%1%2%1%1%1%1%1%1%

2--*-286878788Pitney Bowes
*%-%-%*%-%1%*%1%*%*%*%*%*%*%

1422-466666666Yodel
*%1%3%*%-%1%*%1%*%*%*%*%*%*%

ba

5*-4-*55545555DX
*%*%-%*%-%*%*%*%*%*%*%*%*%*%

12-3-132433334Parcels to go
*%1%-%*%-%*%*%*%*%*%*%*%*%*%

b

4--4--44444444Collect Plus
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

1221-*3*323233Tuffnels
*%1%3%*%-%*%*%*%*%*%*%*%*%*%

ba
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

*2-2--22222222Interparcel
*%1%-%*%-%-%*%*%*%*%*%*%*%*%

b

2--2--22222-22Amazon
*%-%-%*%-%-%*%*%*%*%*%-%*%*%

*--*-11*111111Fastway Couriers
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

1--1-***111111Postal Sort
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

*--*--********Secured Mail
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

Whistl (Previously known
*--*-*********as TNT Post)
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

-----*********Eagle Couriers
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

*--*-*********First Post
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

*--*--*-******One Post
*%-%-%*%-%-%*%-%*%*%*%*%*%*%

-----*********Neo Post
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

357-412175937635859495963Other answers
2%3%-%3%86%4%3%3%3%4%3%3%3%3%

1358191461331*2781387780150611271376108113661549NET: RM Only
86%70%76%84%8%67%77%72%78%75%77%76%77%77%

aacc

2198014250*102273212291256279250272299NET: RM and Other
14%30%24%16%7%25%15%20%15%17%16%18%15%15%

babbe

NET: Provider other than
----2361349314512212992129152RM
-%-%-%-%86%9%7%9%7%8%7%6%7%8%
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

8371011156074204320134917023465202511848Royal Mail
91%93%96%77%77%92%93%88%65%71%74%66%92%

aba

4043311042105318681566283Hermes
4%4%2%10%16%3%4%9%19%17%21%16%4%

ccbc

52294073384925631836981DPD
6%3%2%7%13%2%3%13%18%19%12%18%4%

accbc

413732838114126532536678Parcelforce
4%3%2%8%14%3%3%13%15%28%13%17%4%

ccbcb

293735525144210561025866DHL
3%3%2%5%10%4%3%5%16%11%8%15%3%

c

253924733143417511345265UPS
3%4%1%7%13%4%2%9%14%15%16%14%3%

ccbc

1227176165286211863239TNT Express
1%3%1%6%6%1%2%3%6%20%23%8%2%

ccb

111511114215817821826FedEx
1%1%1%1%5%1%1%4%5%9%8%5%1%

bcbc

91317141147211*2122UK Mail
1%1%1%1%1%*%1%4%6%1%1%6%1%

bca

91284102146138*1721APC
1%1%*%4%4%*%1%3%4%9%1%4%1%

ccbcb

*88*-26*8*268Pitney Bowes
*%1%*%*%-%1%*%*%2%*%7%2%*%

b

6*142-426*-66Yodel
1%*%*%4%1%-%*%1%2%*%-%2%*%

aaccc

154*1*5*5*-55DX
*%*%*%*%*%*%*%*%1%*%-%1%*%

*44---4-4--44Parcels to go
*%*%*%-%-%-%*%-%1%-%-%1%*%

-4-22-4-4--44Collect Plus
-%*%-%2%1%-%*%-%1%-%-%1%*%

cc

12--3-*2122*3Tuffnels
*%*%-%-%1%-%*%1%*%2%7%*%*%

cbcb
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

2**-2**22--22Interparcel
*%*%*%-%1%*%*%1%1%-%-%1%*%

cb

-22-**2-*22*2Amazon
-%*%*%-%*%*%*%-%*%2%7%*%*%

b

1*--111-1*-11Fastway Couriers
*%*%-%-%*%*%*%-%*%1%-%*%*%

c

*1*1**1-1--11Postal Sort
*%*%*%1%*%*%*%-%*%-%-%*%*%

c

*-*----**--**Secured Mail
*%-%*%-%-%-%-%*%*%-%-%*%*%

Whistl (Previously known
**-***-**--**as TNT Post)
*%*%-%*%*%*%-%*%*%-%-%*%*%

*-*--*--*--**Eagle Couriers
*%-%*%-%-%*%-%-%*%-%-%*%*%

-*--*-*-*--**First Post
-%*%-%-%*%-%*%-%*%-%-%*%*%

-**---*--*--*One Post
-%*%*%-%-%-%*%-%-%*%-%-%*%

*-*--*--*--**Neo Post
*%-%*%-%-%*%-%-%*%-%-%*%*%

2241364232036758565563Other answers
2%4%2%4%9%6%2%4%16%6%22%14%3%

cba

709840140347912731164103----1549NET: RM Only
77%78%86%48%34%78%80%53%-%-%-%-%77%

abaaa

1281711572811447185672346520251299NET: RM and Other
14%16%10%29%43%14%13%34%65%71%74%66%15%

cbcbc

NET: Provider other than
8072692260299724126267131152RM

9%7%4%23%23%8%7%12%35%29%26%34%8%

ccb
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

1821791141681761201191631681911331351848Royal Mail
95%93%98%93%91%95%91%89%90%92%94%90%92%

deacdefhik

8*6121042158104583Hermes
4%*%5%7%5%3%2%8%4%5%3%3%4%

kkfkkkfkkkkk

871107381010114381DPD
4%3%1%6%4%2%6%5%5%5%3%2%4%

jajjjj

8744924104137578Parcelforce
4%4%3%2%5%2%3%5%2%6%5%3%4%

g

515*442227109666DHL
2%8%*%2%2%2%2%1%3%5%7%4%3%

efghijljjefgjj

69351224-468665UPS
3%5%2%3%6%2%3%-%2%3%5%4%3%

eeeegeeee

47232422352339TNT Express
2%4%2%1%1%3%2%1%2%2%2%2%2%

2-21-2-4246226FedEx
1%-%2%1%-%2%-%2%1%2%4%1%1%

hkfhik

2*2-2122641-22UK Mail
1%*%2%-%1%*%2%1%3%2%1%-%1%

aik

*-*--125224521APC
*%-%*%-%-%*%2%3%1%1%3%3%1%

hiklhiklghijkl

-*--2*--2*228Pitney Bowes
-%*%-%-%1%*%-%-%1%*%1%1%*%

-4---*--2---6Yodel
-%2%-%-%-%*%-%-%1%-%-%-%*%

acj

--1**2-1--2*5DX
-%-%1%*%*%2%-%*%-%-%1%*%*%

-----*-21--24Parcels to go
-%-%-%-%-%*%-%1%*%-%-%1%*%

------2--2--4Collect Plus
-%-%-%-%-%-%2%-%-%1%-%-%*%

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

-*-----2----2Interparcel
-%*%-%-%-%-%-%1%-%-%-%-%*%

----*---2---2Amazon
-%-%-%-%*%-%-%-%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
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

---1-------11Fastway Couriers
-%-%-%*%-%-%-%-%-%-%-%1%*%

*-*--*-1----1Postal Sort
*%-%*%-%-%*%-%*%-%-%-%-%*%

----------*-*Secured Mail
-%-%-%-%-%-%-%-%-%-%*%-%*%

Whistl (Previously known
--*--------**as TNT Post)
-%-%*%-%-%-%-%-%-%-%-%*%*%

-----------**Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%*%*%

-----------**First Post
-%-%-%-%-%-%-%-%-%-%-%*%*%

-----------**One Post
-%-%-%-%-%-%-%-%-%-%-%*%*%

-----------**Neo Post
-%-%-%-%-%-%-%-%-%-%-%*%*%

76413785657663Other answers
4%3%4%*%1%5%6%3%3%3%5%4%3%

iihihiii

15315210114115199981341441571041151549NET: RM Only
80%79%86%78%78%78%75%73%77%75%74%76%77%

abcdef

292714262521213023342921299NET: RM and Other
15%14%12%15%13%16%16%16%12%16%21%14%15%

dj

NET: Provider other than
91321218711201917815152RM
5%7%2%7%9%5%9%11%10%8%6%10%8%

jjjjjljljj
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

4754634494601848Royal Mail
95%93%90%92%92%

ab

1425242083Hermes
3%5%5%4%4%

1620281781DPD
3%4%6%3%4%

1915192578Parcelforce
4%3%4%5%4%

2010112566DHL
4%2%2%5%3%

bc

181982065UPS
4%4%2%4%3%

bb

13971039TNT Express
3%2%1%2%2%

4471126FedEx
1%1%1%2%1%

c

5210522UK Mail
1%*%2%1%1%

c

1191121APC
*%*%2%2%1%

cdcd

*2248Pitney Bowes
*%*%*%1%*%

4*2-6Yodel
1%*%*%-%*%

ac

12125DX
*%*%*%*%*%

-*224Parcels to go
-%*%*%*%*%

--224Collect Plus
-%-%*%*%*%

2***3Tuffnels
*%*%*%*%*%

*-2-2Interparcel
*%-%*%-%*%

-*2-2Amazon
-%*%*%-%*%

-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

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

**1-1Postal Sort
*%*%*%-%*%

---**Secured Mail
-%-%-%*%*%

Whistl (Previously known
*--**as TNT Post)
*%-%-%*%*%

---**Eagle Couriers
-%-%-%*%*%

---**First Post
-%-%-%*%*%

---**One Post
-%-%-%*%*%

---**Neo Post
-%-%-%*%*%

1710181863Other answers
3%2%4%4%3%

4063913763761549NET: RM Only
81%78%75%75%77%

ab

70727484299NET: RM and Other
14%14%15%17%15%

NET: Provider other than
25375140152RM

5%7%10%8%8%

dd
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

-----------None
-%-%-%-%-%-%-%-%-%-%-%

5142933946396271540161616781 mention
79%81%78%83%86%78%75%80%78%84%84%

cebde

119166378121382252372 mentions
17%18%13%13%10%15%14%15%15%12%12%

aa

2*1016214*1364683 mentions
4%1%8%3%3%5%5%3%5%3%3%

abd

*--161***11124 mentions
1%-%-%*%1%1%3%1%1%1%1%

a

**-221***455 mentions
*%*%-%*%*%1%4%1%1%*%*%

aab

--*--*--*-*6 mentions
-%-%*%-%-%*%-%-%*%-%*%
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

--------------None
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

77908814231461371522701474723410119116781 mention
87%83%90%83%87%79%81%82%84%95%83%84%86%84%

hcfghjlfghj

8159204172727461922715232372 mentions
10%14%9%12%10%16%15%14%11%5%10%13%10%12%

21*65476134-1929683 mentions
2%1%*%4%3%4%3%4%2%-%7%2%4%3%

klkkkkjklmk

11-11-22-5-2-*124 mentions
1%1%-%1%-%1%1%-%3%-%1%-%*%1%

fjk

*-*4-*-2*--2-55 mentions
*%-%*%*%-%*%-%*%*%-%-%2%-%*%

jl

---*--*------*6 mentions
-%-%-%*%-%-%*%-%-%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 23  (continuation)                                                                                                                                                    Page 454

QV4. No. of mentions (And who does your organisation use for its postal service?)
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

-------------None
-%-%-%-%-%-%-%-%-%-%-%-%-%

1711507344133470611847443162331353216781 mention
84%84%85%84%89%89%85%77%94%78%72%94%84%

bcebebbcefbce

242135118568138101953122372 mentions
12%12%13%12%9%10%15%17%5%13%16%6%12%

dadghdh

85976114-*312218-683 mentions
4%3%2%4%2%-%*%5%1%5%9%-%3%

bdghgadefgh

-123962-1*21*124 mentions
-%1%1%1%1%2%-%*%*%5%1%*%1%

ebdeh

-5*4*--1--4-55 mentions
-%*%*%*%*%-%-%*%-%-%2%-%*%

eh

-*-*---*----*6 mentions
-%*%-%*%-%-%-%*%-%-%-%-%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

------None
-%-%-%-%-%-%

313221111590158816781 mention
71%80%89%84%84%84%

cbc

9140104152222372 mentions
21%14%8%14%12%12%

aba

311323266683 mentions
7%5%2%2%3%3%

aa

3*9-12124 mentions
1%*%1%-%1%1%

4*--555 mentions
1%*%-%-%*%*%

a

*---**6 mentions
*%-%-%-%*%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b - a,b,c
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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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

---------------None
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1806938055201658--22*15160149916781 mention
61%80%95%62%51%85%-%-%79%91%18%48%63%88%84%

cbcbcjbcij

6813137213223--*-211551692372 mentions
23%15%4%30%34%11%-%-%12%-%74%35%22%10%12%

abaabiabiai

37293*365----*33331683 mentions
13%3%*%3%9%3%-%-%-%-%8%10%13%2%3%

abaaiaaiai

39*-210-----219124 mentions
1%1%*%-%5%1%-%-%-%-%-%7%1%1%1%

aaabiabi

5*-*14--**-*4*55 mentions
2%*%-%6%1%*%-%-%9%9%-%*%2%*%*%

abaai

*----*------*-*6 mentions
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - 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%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

--------------None
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

264721489671038368475105559794916781 mention
100%72%96%49%86%79%83%81%79%68%82%78%83%84%

ddbddbd

-2-519141175611521591211342372 mentions
-%28%-%36%6%14%12%14%13%22%12%16%12%12%

abcefac

--**2444583156503845683 mentions
-%-%4%1%8%6%4%4%7%8%4%5%4%3%

acabcf

------12911012710124 mentions
-%-%-%-%-%-%1%1%*%1%1%1%1%1%

e

---2-*254544455 mentions
-%-%-%15%-%*%*%*%1%1%*%1%*%*%

------********6 mentions
-%-%-%-%-%-%*%*%*%*%*%*%*%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

--------------None
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

6129232299389-----*547016781 mention
97%76%77%86%85%-%-%-%-%-%4%39%69%84%

cdcd

*30503544-----241462372 mentions
3%18%16%10%10%-%-%-%-%-%48%36%22%12%

abab

-9111021----3*349683 mentions
-%5%4%3%5%-%-%-%-%100%2%25%7%3%

-*614-----2-8124 mentions
-%*%2%*%1%-%-%-%-%-%43%-%1%1%

bd

-122-*-**-*-455 mentions
-%*%1%*%-%100%-%100%100%-%2%-%1%*%

--*---------**6 mentions
-%-%*%-%-%-%-%-%-%-%-%-%*%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

-------------None
-%-%-%-%-%-%-%-%-%-%-%-%-%

32102312915491991126524410810421716781 mention
71%83%48%89%87%70%59%48%49%61%65%81%84%

bbadbcd

11148101136274121*294936382372 mentions
24%12%37%8%12%29%27%2%33%27%23%14%12%

aacaaa

24829381*5521314198683 mentions
5%4%11%2%*%*%12%43%15%8%12%3%3%

acaaa

-12842-7*33*4124 mentions
-%1%3%*%1%-%2%2%3%1%*%2%1%

ab

-414**5**4-*55 mentions
-%*%*%*%*%1%1%5%*%2%-%*%*%

a

-**---*--*--*6 mentions
-%*%*%-%-%-%*%-%-%*%-%-%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

-----------None
-%-%-%-%-%-%-%-%-%-%-%

-8489930066409----16781 mention
-%67%83%79%29%88%-%-%-%-%84%

ccb

-26123541133714144108422372 mentions
-%20%11%14%49%8%76%70%69%67%12%

ba

-12432341155463917683 mentions
-%9%4%6%18%3%24%22%25%27%3%

ba

-210272-1272124 mentions
-%2%1%1%3%*%-%6%5%4%1%

a

-24*32-43255 mentions
-%2%*%*%1%*%-%2%2%3%*%

ab

--*-*--**-*6 mentions
-%-%*%-%*%-%-%*%*%-%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
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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%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

---------------None
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

10596803397575920-82328288-7653224116781 mention
57%82%83%77%77%83%-%58%72%62%-%70%77%74%84%

bcac

59611179119131-4193115-23112602372 mentions
26%13%12%15%16%12%-%29%20%25%-%21%16%18%12%

aab

33137353845-142948-73621683 mentions
15%4%4%7%5%4%-%10%6%10%-%7%5%6%3%

ab

-593710-249-*53124 mentions
-%1%1%1%1%1%-%2%1%2%-%*%1%1%1%

*34544-235-24*55 mentions
2%*%*%1%1%*%-%2%1%1%-%2%1%*%*%

a

--*-**--*---*-*6 mentions
-%-%*%-%*%*%-%-%*%-%-%-%*%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 23  (continuation)                                                                                                                                                    Page 462

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: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

------------None
-%-%-%-%-%-%-%-%-%-%-%-%

721826590753405220615428116781 mention
53%7%75%76%82%82%72%67%69%72%79%84%

bcd

316269210511195741492372 mentions
20%52%10%17%13%11%20%25%19%19%14%12%

a

21132264326301421683 mentions
13%35%15%7%4%5%4%8%10%7%6%3%

a

2---59**211124 mentions
14%-%-%-%1%1%1%*%1%*%*%1%

-2*-342*24455 mentions
-%5%*%-%*%*%4%*%1%2%1%*%

-----*-----*6 mentions
-%-%-%-%-%*%-%-%-%-%-%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e - 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%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

--------------None
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1358191461331230314988531628122914831155147316781 mention
86%70%76%84%93%73%84%79%84%82%83%81%83%84%

aaccb

168509182-782191782311992211972132372 mentions
11%19%14%12%-%19%12%16%12%13%12%14%12%12%

bbb

4321454*2760436660635563683 mentions
3%8%6%3%7%6%3%4%3%4%4%4%4%3%

bab

6628-51291212121212124 mentions
*%2%3%1%-%1%1%1%1%1%1%1%1%1%

ba

32-5-2525455555 mentions
*%1%-%*%-%1%*%*%*%*%*%*%*%*%

*--*--*-******6 mentions
*%-%-%*%-%-%*%-%*%*%*%*%*%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

-------------None
-%-%-%-%-%-%-%-%-%-%-%-%-%

776903146165143296125211911019611316781 mention
85%83%90%67%54%85%87%62%31%21%22%30%84%

abaaa

1111251362774461484318848122052372 mentions
12%12%8%28%28%13%10%22%52%53%46%54%12%

ccbc

234530434637254918651683 mentions
2%4%2%4%13%2%3%13%14%20%22%13%3%

bbcbc

582-101667538124 mentions
*%1%*%-%4%*%*%3%2%6%10%2%1%

cbc

32**4-415*-555 mentions
*%*%*%*%2%-%*%1%1%*%-%1%*%

c

-*--*--**---*6 mentions
-%*%-%-%*%-%-%*%*%-%-%-%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

-------------None
-%-%-%-%-%-%-%-%-%-%-%-%-%

15916310115316710610715416017211012616781 mention
84%85%87%85%86%84%83%84%86%82%78%84%84%

b

231792621182022172221192372 mentions
12%9%8%15%11%14%16%12%9%11%15%13%12%

j

61151432681382683 mentions
3%6%4%*%2%2%2%3%4%6%5%2%3%

iaiiiiafii

221-1--22-*3124 mentions
1%1%1%-%*%-%-%1%1%-%*%2%1%

--1-----*22*55 mentions
-%-%1%-%-%-%-%-%*%1%2%*%*%

---*--------*6 mentions
-%-%-%*%-%-%-%-%-%-%-%-%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

-----None
-%-%-%-%-%

42442642140816781 mention
85%85%84%82%84%

496660622372 mentions
10%13%12%12%12%

2281623683 mentions
4%2%3%5%3%

cc

5143124 mentions
1%*%1%1%1%

1-*455 mentions
*%-%*%1%*%

c

-*--*6 mentions
-%*%-%-%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

534396398670688174316641732Royal Mail
81%84%81%84%90%85%82%89%84%87%87%

bce

2-21218*-**4444Hermes
3%-%2%3%2%*%-%1%*%2%2%

be

1*51193*123335DPD
2%*%4%2%1%3%3%3%3%2%2%

aaa

2-311101**13233DHL
4%-%3%2%1%1%2%1%1%2%2%

a

**41661-*13233Parcelforce
*%*%4%3%1%1%-%1%2%2%2%

aa

4-2861*-12425UPS
7%-%2%2%1%1%2%-%1%1%1%

abcd

*2*471**11820TNT Express
*%4%*%1%1%2%2%2%1%1%1%

abce

*2264*--*1414UK Mail
*%4%2%1%1%*%-%-%*%1%1%

ae

*226111**1314APC
*%4%2%1%*%1%6%1%*%1%1%

aaaabce

*--*-*--*78Pitney Bowes
*%-%-%*%-%*%-%-%*%*%*%

-2-1-1*-145FedEx
-%4%-%*%-%1%1%-%2%*%*%

abceaa

----4----44Yodel
-%-%-%-%1%-%-%-%-%*%*%

--*--1-**22Tuffnels
-%-%*%-%-%1%-%1%1%*%*%

aa

---------22Parcels to go
-%-%-%-%-%-%-%-%-%*%*%

---*1----11Fastway Couriers
-%-%-%*%*%-%-%-%-%*%*%

*----**-*11DX
*%-%-%-%-%1%2%-%*%*%*%

aaa

1----****11Postal Sort
1%-%-%-%-%*%1%1%*%*%*%

aba
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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: 12/07/19



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

Whistl (Previously known
*----*-*--*as TNT Post)
*%-%-%-%-%*%-%1%-%-%*%

aab

*----*--*-*Interparcel
*%-%-%-%-%*%-%-%*%-%*%

a

--*--**---*Eagle Couriers
-%-%*%-%-%*%1%-%-%-%*%

ab

--*--*--*-*First Post
-%-%*%-%-%*%-%-%*%-%*%

--*--**---*Neo Post
-%-%*%-%-%*%1%-%-%-%*%

ab

*----*--*-*Amazon
*%-%-%-%-%*%-%-%*%-%*%

*124111-*13031Other answers
*%1%2%1%2%2%-%*%3%2%2%

534396398670688174316641732NET: RM only
81%84%81%84%90%85%82%89%84%87%87%

bce

NET: Provider other than
12923777612228256268RM
19%16%19%16%10%15%18%11%16%13%13%

aaa
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

7795911468142139158287152472431071951732Royal Mail
88%88%93%86%85%80%84%87%86%96%86%89%87%87%

hhacefghijh
m

-1143611477-32444Hermes
-%1%1%3%4%6%2%2%4%-%1%2%2%2%

lmklmcfjklmmmklmm

23130211464-2-*35DPD
2%3%1%2%1%6%2%2%2%-%1%-%*%2%

aabcfijkm

1113042*8--142*33DHL
1%1%2%2%2%1%*%2%-%-%5%2%*%2%

aegjklm

31129*6444-42433Parcelforce
3%1%1%2%*%4%2%1%2%-%1%2%2%2%

l

-**242-47*-72-25UPS
-%*%*%1%1%-%2%2%*%-%3%2%-%1%

mmamm

**1182**4422-420TNT Express
*%*%1%1%1%*%*%1%2%4%1%-%2%1%

cghjklm

-1-13-22-2--4414UK Mail
-%1%-%1%-%1%1%-%1%-%-%3%2%1%

cfijkmfkm

-1111213-*-2-414APC
-%1%1%1%1%*%2%-%*%-%1%-%2%1%

fm

-*-72-5---*--8Pitney Bowes
-%*%-%*%1%-%3%-%-%-%*%-%-%*%

acfjklm

*1-4-*-2*---25FedEx
*%*%-%*%-%*%-%*%*%-%-%-%1%*%

---42-----2--4Yodel
-%-%-%*%1%-%-%-%-%-%1%-%-%*%

---2--**2----2Tuffnels
-%-%-%*%-%-%*%*%1%-%-%-%-%*%

j

---2-2-------2Parcels to go
-%-%-%*%-%1%-%-%-%-%-%-%-%*%

j

1------------1Fastway Couriers
2%-%-%-%-%-%-%-%-%-%-%-%-%*%

fjkl

1--*----*----1DX
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: 12/07/19



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

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

1------------1Postal Sort
1%-%-%-%-%-%-%-%-%-%-%-%-%*%

j

Whistl (Previously known
*--*---*-----*as TNT Post)
*%-%-%*%-%-%-%*%-%-%-%-%-%*%

---*--------**Interparcel
-%-%-%*%-%-%-%-%-%-%-%-%*%*%

--*----------*Eagle Couriers
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

--*----------*First Post
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

--*----------*Neo Post
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

*------------*Amazon
*%-%-%-%-%-%-%-%-%-%-%-%-%*%

231254-462-2*831Other answers
2%3%1%1%2%-%2%2%1%-%1%*%4%2%

hch

7795911468142139158287152472431071951732NET: RM only
88%88%93%86%85%80%84%87%86%96%86%89%87%87%

hhacefghijh
m

NET: Provider other than
1012623926343044242391328268RM
12%12%7%14%15%20%16%13%14%4%14%11%13%13%

kkkdklmkkkkk
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

184154835613767221264946616439131321732Royal Mail
90%86%88%86%91%95%89%81%95%93%69%95%87%

bebebbbebebe

34193514--26--4-44Hermes
2%2%2%2%2%-%-%5%-%-%2%-%2%

dgh

3335318-2211-3-35DPD
1%2%1%2%1%-%4%4%*%-%2%-%2%

dghdgh

-33231112-12216-33DHL
-%2%1%2%1%1%-%2%1%2%3%-%2%

bbh

2319249-*152*7-33Parcelforce
1%2%2%2%1%-%*%3%1%*%4%-%2%

gh

-2522282-10--5-25UPS
-%1%1%1%1%1%-%2%-%-%2%-%1%

d

2187132--7-29-20TNT Express
1%1%2%1%*%-%-%1%-%5%5%-%1%

hdghdegh

-144112--62-2214UK Mail
-%1%1%1%*%-%-%1%1%-%1%5%1%

hhefgh

212212--271-4-14APC
1%1%*%1%-%-%3%1%*%-%2%-%1%

ghhh

-8345*-2----8Pitney Bowes
-%*%1%*%1%*%-%*%-%-%-%-%*%

-514--2---3-5FedEx
-%*%*%*%-%-%3%-%-%-%2%-%*%

deheh

-4-4---2--2-4Yodel
-%*%-%*%-%-%-%*%-%-%1%-%*%

h

-22*---*-2*-2Tuffnels
-%*%1%*%-%-%-%*%-%5%*%-%*%

abdegh

2--2------2-2Parcels to go
1%-%-%*%-%-%-%-%-%-%1%-%*%

aeh

-1*1*--1--*-1Fastway Couriers
-%*%*%*%*%-%-%*%-%-%*%-%*%

*1-11-----*-1DX
*%*%-%*%*%-%-%-%-%-%*%-%*%
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

1**1*1----*-1Postal Sort
*%*%*%*%*%*%-%-%-%-%*%-%*%

Whistl (Previously known
-***---*----*as TNT Post)
-%*%*%*%-%-%-%*%-%-%-%-%*%

-*-**-------*Interparcel
-%*%-%*%*%-%-%-%-%-%-%-%*%

-**-*-------*Eagle Couriers
-%*%*%-%*%-%-%-%-%-%-%-%*%

-*-**-------*First Post
-%*%-%*%*%-%-%-%-%-%-%-%*%

-**-*-------*Neo Post
-%*%*%-%*%-%-%-%-%-%-%-%*%

-**---*-----*Amazon
-%*%*%-%-%-%*%-%-%-%-%-%*%

526724112*52*10-31Other answers
2%1%2%1%1%2%*%1%1%1%5%-%2%

deh

184154835613767221264946616439131321732NET: RM only
90%86%88%86%91%95%89%81%95%93%69%95%87%

bebebbbebebe

NET: Provider other than
2024951218737611193582268RM
10%14%12%14%9%5%11%19%5%7%31%5%13%

acdghacdefgh
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

35623611169716351732Royal Mail
80%86%89%91%86%87%

c

20618-4444Hermes
5%2%1%-%2%2%

a

1071613535DPD
2%2%1%1%2%2%

661923133DHL
1%2%2%2%2%2%

1371162633Parcelforce
3%3%1%6%1%2%

aaa

12210*2425UPS
3%1%1%*%1%1%

a

3116-2020TNT Express
1%*%1%-%1%1%

2-10-1414UK Mail
*%-%1%-%1%1%

526*1314APC
1%1%*%*%1%1%

422-88Pitney Bowes
1%1%*%-%*%*%

123-55FedEx
*%1%*%-%*%*%

2-2-44Yodel
*%-%*%-%*%*%

**2-22Tuffnels
*%*%*%-%*%*%

--2-22Parcels to go
-%-%*%-%*%*%

1-*-11Fastway Couriers
*%-%*%-%*%*%

*1*-11DX
*%*%*%-%*%*%

*1*-11Postal Sort
*%*%*%-%*%*%

Whistl (Previously known
-**-**as TNT Post)
-%*%*%-%*%*%

--*-**Interparcel
-%-%*%-%*%*%
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

-*--**Eagle Couriers
-%*%-%-%*%*%

-*--**First Post
-%*%-%-%*%*%

-*--**Neo Post
-%*%-%-%*%*%

--*-**Amazon
-%-%*%-%*%*%

9318-3131Other answers
2%1%1%-%2%2%

35623611169716351732NET: RM only
80%86%89%91%86%87%

c

NET: Provider other than
863913610258268RM
20%14%11%9%14%13%

a
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 12/07/19



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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

2037367936241707--3221817815291732Royal Mail
69%85%94%81%62%87%-%-%91%80%71%58%70%90%87%

cbcbcjbcij

8288*242----*273644Hermes
3%3%1%1%4%2%-%-%-%-%3%5%3%2%2%

aa

141012*332---**3112135DPD
5%1%1%6%8%2%-%-%-%11%8%8%4%1%2%

abaiaiai

8178-*33-----*82533DHL
3%2%1%-%*%2%-%-%-%-%-%1%3%1%2%

a

11183*132----**112133Parcelforce
4%2%*%6%2%2%-%-%-%-%18%1%4%1%2%

aaai

11122-222-----281425UPS
4%1%*%-%6%1%-%-%-%-%-%7%3%1%1%

abaaiaiai

794*218----*251320TNT Express
2%1%*%3%5%1%-%-%-%-%8%5%2%1%1%

aaiaia

1022--14------10514UK Mail
3%*%*%-%-%1%-%-%-%-%-%-%4%*%1%

abai

823-212-----27514APC
3%*%*%-%5%1%-%-%-%-%-%6%3%*%1%

abaiaiai

25---8------258Pitney Bowes
1%1%-%-%-%*%-%-%-%-%-%-%1%*%*%

aa

221-*5-----*235FedEx
1%*%*%-%*%*%-%-%-%-%-%1%1%*%*%

a

-22--4-------44Yodel
-%*%*%-%-%*%-%-%-%-%-%-%-%*%*%

12-**2--*---*22Tuffnels
*%*%-%3%1%*%-%-%9%-%-%-%*%*%*%

-2---2-------22Parcels to go
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%

1*---1------1*1Fastway Couriers
*%*%-%-%-%*%-%-%-%-%-%-%*%*%*%

a

*1-**1---*-*-11DX
*%*%-%3%1%*%-%-%-%9%-%1%-%*%*%

aii

1*---1------1*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,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

Whistl (Previously known
*----*------*-*as TNT Post)
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

-*---*-------**Interparcel
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%

*----*------*-*Eagle Couriers
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

*----*------*-*First Post
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

*----*------*-*Neo Post
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

-*---*-------**Amazon
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%

8158-427-----442331Other answers
3%2%1%-%10%1%-%-%-%-%-%13%2%1%2%

aabiabi

2037367936241707--3221817815291732NET: RM only
69%85%94%81%62%87%-%-%91%80%71%58%70%90%87%

cbcbcjbcij

NET: Provider other than
8912652115254--**11375179268RM
31%15%6%19%38%13%-%-%9%20%29%42%30%10%13%

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: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

26413215310521083408519115167710271732Royal Mail
100%80%94%91%88%87%90%84%88%74%90%88%90%87%

dddfdfdf

-----3163593019171544Hermes
-%-%-%-%-%6%1%3%2%4%1%2%1%2%

aacabcef

-----*72472175735DPD
-%-%-%-%-%*%1%2%2%3%1%1%1%2%

abcacabc

-----2192242121151733DHL
-%-%-%-%-%3%2%2%1%3%2%2%1%2%

acef

--*--*163082816101633Parcelforce
-%-%2%-%-%*%1%2%2%4%1%1%1%2%

cabcef

------81642184825UPS
-%-%-%-%-%-%1%1%1%3%1%1%1%1%

abcef

-----211174121391120TNT Express
-%-%-%-%-%3%1%1%1%2%1%1%1%1%

a

------51221153414UK Mail
-%-%-%-%-%-%*%1%1%2%*%*%*%1%

abc

--*---21351021214APC
-%-%4%-%-%-%*%1%1%1%*%*%*%1%

abcabcabc

----2-68428888Pitney Bowes
-%-%-%-%8%-%*%1%1%*%1%1%1%*%

ab

-----*42244145FedEx
-%-%-%-%-%*%*%*%*%1%*%*%*%*%

------22-42224Yodel
-%-%-%-%-%-%*%*%-%1%*%*%*%*%

-----*22*12122Tuffnels
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

-------------2Parcels to go
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

----*-*1*11*11Fastway Couriers
-%-%-%-%2%-%*%*%*%*%*%*%*%*%

a

----*-11111111DX
-%-%-%-%1%-%*%*%*%*%*%*%*%*%

---1--*11-1*11Postal Sort
-%-%-%5%-%-%*%*%*%-%*%*%*%*%
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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: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

Whistl (Previously known
------***-****as TNT Post)
-%-%-%-%-%-%*%*%*%-%*%*%*%*%

---------*---*Interparcel
-%-%-%-%-%-%-%-%-%*%-%-%-%*%

----*--*--*-**Eagle Couriers
-%-%-%-%*%-%-%*%-%-%*%-%*%*%

a

------***-****First Post
-%-%-%-%-%-%*%*%*%-%*%*%*%*%

----*--*--*-**Neo Post
-%-%-%-%*%-%-%*%-%-%*%-%*%*%

a

-------------*Amazon
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-2-***191961421161931Other answers
-%20%-%3%1%*%2%1%1%2%2%2%2%2%

26413215310521083408519115167710271732NET: RM only
100%80%94%91%88%87%90%84%88%74%90%88%90%87%

dddfdfdf

NET: Provider other than
-2*1381152015717912991115268RM
-%20%6%9%12%13%10%16%12%26%10%12%10%13%

abcabcef
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

6146266321412*-*-2295061732Royal Mail
100%86%88%93%90%54%-%100%-%53%51%69%75%87%

d

-4178----2*-2944Hermes
-%2%*%2%2%-%-%-%-%47%2%-%4%2%

ccc

-15*1-----*12035DPD
-%1%2%*%*%-%-%-%-%-%2%5%3%2%

ab

-*5412-------2133DHL
-%*%2%1%3%-%-%-%-%-%-%-%3%2%

d

-2572-----232433Parcelforce
-%1%2%2%*%-%-%-%-%-%42%20%4%2%

a

-24-2-----*-2125UPS
-%1%1%-%*%-%-%-%-%-%2%-%3%1%

bb

-*426------*1220TNT Express
-%*%1%1%1%-%-%-%-%-%-%2%2%1%

-3--2-------1114UK Mail
-%2%-%-%1%-%-%-%-%-%-%-%2%1%

bc

-*2*-------*1014APC
-%*%1%*%-%-%-%-%-%-%-%1%1%1%

-*7---------28Pitney Bowes
-%*%2%-%-%-%-%-%-%-%-%-%*%*%

abd

-*221-------45FedEx
-%*%1%1%*%-%-%-%-%-%-%-%1%*%

----2-------44Yodel
-%-%-%-%*%-%-%-%-%-%-%-%1%*%

-*2-*------**2Tuffnels
-%*%1%-%*%-%-%-%-%-%-%2%*%*%

-------------2Parcels to go
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

----1-------11Fastway Couriers
-%-%-%-%*%-%-%-%-%-%-%-%*%*%

-1---*--*--*11DX
-%1%-%-%-%46%-%-%100%-%-%2%*%*%

-1*----------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,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

Whistl (Previously known
-*-----------*as TNT Post)
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

------------**Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%*%*%

----*--------*Eagle Couriers
-%-%-%-%*%-%-%-%-%-%-%-%-%*%

-*-----------*First Post
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

----*--------*Neo Post
-%-%-%-%*%-%-%-%-%-%-%-%-%*%

-------------*Amazon
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-8139-------1431Other answers
-%5%*%1%2%-%-%-%-%-%-%-%2%2%

abc

6146266321412*-*-2295061732NET: RM only
100%86%88%93%90%54%-%100%-%53%51%69%75%87%

d

NET: Provider other than
-23352645*--*224171268RM
-%14%12%7%10%46%-%-%100%47%49%31%25%13%

b
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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: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

*1151-1732206152972471241182271732Royal Mail
1%93%-%100%90%98%66%53%53%70%74%85%87%

bbaddbcd

21744-3-272668844Hermes
5%1%16%-%2%-%6%45%7%3%5%3%2%

aac

*735-2*18-1055*35DPD
1%1%13%-%1%1%4%-%11%3%3%*%2%

acabcaa

91233-6-16-*96633DHL
19%1%12%-%2%-%3%-%*%5%4%2%2%

aad

41233-3*25*7107533Parcelforce
9%1%12%-%1%1%6%2%8%5%4%2%2%

aacaa

2625-2-19-924625UPS
4%*%9%-%1%-%4%-%10%1%3%2%1%

aacabc

21120-*-12-152420TNT Express
4%1%7%-%*%-%3%-%1%3%1%2%1%

aac

1414---11-225214UK Mail
3%*%5%-%-%-%3%-%2%1%3%1%1%

aaca

-214---10-45-*14APC
-%*%5%-%-%-%2%-%5%3%-%*%1%

acabab

8-8-*-2--2*-8Pitney Bowes
17%-%3%-%*%-%*%-%-%1%*%-%*%

aa

*45-**4-22-*5FedEx
*%*%2%-%*%1%1%-%3%1%-%*%*%

aa

-24-2-2--2-24Yodel
-%*%1%-%1%-%*%-%-%1%-%1%*%

a

-22---1-**-*2Tuffnels
-%*%1%-%-%-%*%-%*%*%-%*%*%

a

--2---------2Parcels to go
-%-%1%-%-%-%-%-%-%-%-%-%*%

a

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 24  (continuation)                                                                                                                                                    Page 482

QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

**1---1--1--1Fastway Couriers
1%*%1%-%-%-%*%-%-%*%-%-%*%

aa

*11-1-*-**1-1DX
*%*%*%-%*%-%*%-%*%*%*%-%*%

a

1-1---------1Postal Sort
2%-%*%-%-%-%-%-%-%-%-%-%*%

aa

Whistl (Previously known
*-*---------*as TNT Post)
1%-%*%-%-%-%-%-%-%-%-%-%*%

a

--*-*------**Interparcel
-%-%*%-%*%-%-%-%-%-%-%*%*%

*-*---------*Eagle Couriers
*%-%*%-%-%-%-%-%-%-%-%-%*%

*-*---------*First Post
*%-%*%-%-%-%-%-%-%-%-%-%*%

*-*---------*Neo Post
*%-%*%-%-%-%-%-%-%-%-%-%*%

--*---------*Amazon
-%-%*%-%-%-%-%-%-%-%-%-%*%

15631-4-10--52731Other answers
33%*%12%-%2%-%2%-%-%3%1%3%2%

aa

*1151-1732206152972471241182271732NET: RM only
1%93%-%100%90%98%66%53%53%70%74%85%87%

bbaddbcd

NET: Provider other than
4584268-23*156242534141268RM
99%7%100%-%10%2%34%47%47%30%26%15%13%

aacabcaa
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

-10697333457462412453571732Royal Mail
-%84%90%88%25%99%22%60%33%92%87%

cbb

--15230-21717244Hermes
-%-%1%1%13%-%12%8%11%4%2%

a

-17118-1612-35DPD
-%1%1%*%8%-%3%3%8%-%2%

aa

-10171021-41016-33DHL
-%8%2%3%9%-%23%5%10%-%2%

abaa

-41413262-1215233Parcelforce
-%3%1%3%11%1%-%6%10%3%2%

ba

-44721--67-25UPS
-%3%*%2%9%-%-%3%4%-%1%

bba

-*9412*299*20TNT Express
-%*%1%1%5%*%10%4%6%*%1%

a

--4-11-*46-14UK Mail
-%-%*%-%5%-%3%2%4%-%1%

a

-*2*9*-29*14APC
-%*%*%*%4%*%-%1%6%*%1%

a

--822-2---8Pitney Bowes
-%-%1%*%1%-%10%-%-%-%*%

-1414-*44-5FedEx
-%1%*%*%2%-%*%2%3%-%*%

a

--2-4--22-4Yodel
-%-%*%-%2%-%-%1%1%-%*%

a

--2-1--21-2Tuffnels
-%-%*%-%*%-%-%1%*%-%*%

----------2Parcels to go
-%-%-%-%-%-%-%-%-%-%*%

-1111--*--1Fastway Couriers
-%1%*%*%*%-%-%*%-%-%*%

b
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

-*1*1-*11-1DX
-%*%*%*%*%-%1%*%1%-%*%

-*1*--1---1Postal Sort
-%*%*%*%-%-%3%-%-%-%*%

Whistl (Previously known
--**--*---*as TNT Post)
-%-%*%*%-%-%1%-%-%-%*%

----*-----*Interparcel
-%-%-%-%*%-%-%-%-%-%*%

--*---*---*Eagle Couriers
-%-%*%-%-%-%1%-%-%-%*%

-***---*--*First Post
-%*%*%*%-%-%-%*%-%-%*%

--*---*---*Neo Post
-%-%*%-%-%-%1%-%-%-%*%

----------*Amazon
-%-%-%-%-%-%-%-%-%-%*%

-*18313*289131Other answers
-%*%2%1%6%*%12%4%6%2%2%

a

-10697333457462412453571732NET: RM only
-%84%90%88%25%99%22%60%33%92%87%

cbb

NET: Provider other than
-2110645174315821055268RM
-%16%10%12%75%1%78%40%67%8%13%

baa

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 24  (continuation)                                                                                                                                                    Page 485

QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

136718994836771025-102368320-866092861732Royal Mail
72%92%93%93%91%92%-%72%80%69%-%79%88%88%87%

accc

-131171715--1922-217544Hermes
-%2%1%1%2%1%-%-%4%5%-%2%2%2%2%

cc

154657-61118-15135DPD
4%1%*%1%1%1%-%4%2%4%-%1%1%*%2%

-6124910-15817-1012833DHL
-%1%1%1%1%1%-%10%2%4%-%10%2%3%2%

abab

-9810812-31526-410733Parcelforce
-%1%1%2%1%1%-%2%3%6%-%4%1%2%2%

446246-41116-*2425UPS
22%1%1%*%1%1%-%3%2%4%-%*%*%1%1%

-4111711-1612-26420TNT Express
-%1%1%*%1%1%-%1%1%3%-%2%1%1%1%

-42-24--29--3*14UK Mail
-%1%*%-%*%*%-%-%*%2%-%-%*%*%1%

b

*21212-469--**14APC
1%*%*%*%*%*%-%2%1%2%-%-%*%*%1%

-2--22-2*2--628Pitney Bowes
-%*%-%-%*%*%-%1%*%*%-%-%1%1%*%

b

-44214-242-1*15FedEx
-%1%*%*%*%*%-%2%1%1%-%*%*%*%*%

----22-22---224Yodel
-%-%-%-%*%*%-%1%*%-%-%-%*%1%*%

a

-22-12--**--1*2Tuffnels
-%*%*%-%*%*%-%-%*%*%-%-%*%*%*%

--------------2Parcels to go
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-**--*-11--***1Fastway Couriers
-%*%*%-%-%*%-%*%*%-%-%*%*%*%*%

**1*11-**1-*1*1DX
1%*%*%*%*%*%-%*%*%*%-%*%*%*%*%

-11--1------*-1Postal Sort
-%*%*%-%-%*%-%-%-%-%-%-%*%-%*%

Whistl (Previously known
-**-**-----****as TNT Post)
-%*%*%-%*%*%-%-%-%-%-%*%*%*%*%
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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: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

--------*-----*Interparcel
-%-%-%-%-%-%-%-%*%-%-%-%-%-%*%

--------------*Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-**-**-----****First Post
-%*%*%-%*%*%-%-%-%-%-%*%*%*%*%

--------------*Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

--------------*Amazon
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-653109-1510-214531Other answers
-%1%1%1%1%1%-%1%1%2%-%2%2%1%2%

136718994836771025-102368320-866092861732NET: RM only
72%92%93%93%91%92%-%72%80%69%-%79%88%88%87%

accc

NET: Provider other than
56065366785-3989144-238039268RM

28%8%7%7%9%8%-%28%20%31%-%21%12%12%13%

bbab
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

138203365685450652481873241732Royal Mail
96%24%85%95%92%93%90%84%84%87%91%87%

c

-12--1311--68844Hermes
-%39%-%-%2%1%-%-%2%4%2%2%

-1*-56*133135DPD
-%2%*%-%1%1%1%1%1%2%*%2%

*22-6124685533DHL
4%6%7%-%1%1%8%8%3%2%1%2%

abcabc

-22-96111951033Parcelforce
-%6%8%-%1%1%1%1%6%2%3%2%

ab

*2--24-24-*25UPS
1%6%-%-%*%*%-%2%1%-%*%1%

ab

----48**21120TNT Express
-%-%-%-%1%1%1%*%1%*%*%1%

----42-----14UK Mail
-%-%-%-%1%*%-%-%-%-%-%1%

----31*21*314APC
-%-%-%-%*%*%*%2%*%*%1%1%

b

----2----**8Pitney Bowes
-%-%-%-%*%-%-%-%-%*%*%*%

----42-2-4*5FedEx
-%-%-%-%1%*%-%2%-%2%*%*%

acac

-2---2-----4Yodel
-%6%-%-%-%*%-%-%-%-%-%*%

----22--*--2Tuffnels
-%-%-%-%*%*%-%-%*%-%-%*%

-----------2Parcels to go
-%-%-%-%-%-%-%-%-%-%-%*%

----**-----1Fastway Couriers
-%-%-%-%*%*%-%-%-%-%-%*%

----*1--**11DX
-%-%-%-%*%*%-%-%*%*%*%*%

----11-----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

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

Whistl (Previously known
---***-----*as TNT Post)
-%-%-%*%*%*%-%-%-%-%-%*%

-----------*Interparcel
-%-%-%-%-%-%-%-%-%-%-%*%

-----------*Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%*%

----*------*First Post
-%-%-%-%*%-%-%-%-%-%-%*%

-----------*Neo Post
-%-%-%-%-%-%-%-%-%-%-%*%

-----------*Amazon
-%-%-%-%-%-%-%-%-%-%-%*%

-3-263--51231Other answers
-%10%-%5%1%*%-%-%2%*%1%2%

138203365685450652481873241732NET: RM only
96%24%85%95%92%93%90%84%84%87%91%87%

c

NET: Provider other than
124425960613492731268RM
4%76%15%5%8%7%10%16%16%13%9%13%

a
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

1493239481495*3411554915168412801544123015271732Royal Mail
95%88%80%95%8%82%87%84%87%85%87%86%86%87%

abc

1111413-123924423842334244Hermes
1%4%6%1%-%3%2%2%2%3%2%2%2%2%

ba

12*-11*123222342927212735DPD
1%*%-%1%7%3%2%2%2%2%2%1%2%2%

122210-173125332433293333DHL
1%1%4%1%-%4%2%2%2%2%2%2%2%2%

aab

98-13-52526292925222533Parcelforce
1%3%-%1%-%1%1%2%1%2%1%2%1%2%

b

6222-6201622171871825UPS
*%1%3%*%-%2%1%1%1%1%1%1%1%1%

ab

9229-62011201719191920TNT Express
1%1%3%1%-%1%1%1%1%1%1%1%1%1%

a

4--4-*146141414121414UK Mail
*%-%-%*%-%*%1%1%1%1%1%1%1%1%

42-5-41312131213111314APC
*%1%-%*%-%1%1%1%1%1%1%1%1%1%

2----286868688Pitney Bowes
*%-%-%-%-%*%*%1%*%*%*%*%*%*%

41-5-154535555FedEx
*%*%-%*%-%*%*%*%*%*%*%*%*%*%

-22--244444444Yodel
-%1%3%-%-%*%*%*%*%*%*%*%*%*%

ba

1221-*2*222222Tuffnels
*%1%3%*%-%*%*%*%*%*%*%*%*%*%

ba

--------2----2Parcels to go
-%-%-%-%-%-%-%-%*%-%-%-%-%*%

*--*-11*111111Fastway Couriers
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

1*-1-*11111111DX
*%*%-%*%-%*%*%*%*%*%*%*%*%*%

1--1-***111111Postal 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,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

Whistl (Previously known
*--*-*********as TNT Post)
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

------********Interparcel
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

-----*********Eagle Couriers
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

*--*-*********First Post
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

-----*********Neo Post
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

------*****-**Amazon
-%-%-%-%-%-%*%*%*%*%*%-%*%*%

102-12262914312929232931Other answers
1%1%-%1%86%1%2%1%2%2%2%2%2%2%

1493239481495*3411554915168412801544123015271732NET: RM only
95%88%80%95%8%82%87%84%87%85%87%86%86%87%

abc

NET: Provider other than
84321286275240170258225239193239268RM

5%12%20%5%92%18%13%16%13%15%13%14%14%13%

bab
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

79294015185614930312831371562791621732Royal Mail
86%87%93%58%56%87%89%71%43%29%33%42%87%

abaaa

242012102262412341032944Hermes
3%2%1%10%8%2%2%6%9%11%12%7%2%

ccbc

2511143183248296*3335DPD
3%1%1%3%7%1%2%4%8%7%1%9%2%

accbc

10231531512202285-2833DHL
1%2%1%3%6%3%1%1%8%6%-%7%2%

cb

1419781861513161732633Parcelforce
2%2%*%8%7%2%1%7%5%18%11%7%2%

ccbcb

12128314412917821825UPS
1%1%*%3%5%1%1%5%5%8%8%5%1%

ccbc

613649411481261420TNT Express
1%1%*%4%4%1%1%2%2%13%22%4%1%

ccbb

6813*1*11314--1414UK Mail
1%1%1%*%*%*%1%1%4%-%-%4%1%

76428266104*1114APC
1%1%*%2%3%*%*%3%3%4%1%3%1%

ccbc

-87*-25*8*268Pitney Bowes
-%1%*%*%-%1%*%*%2%*%7%2%*%

b

234***3232-55FedEx
*%*%*%*%*%*%*%1%1%2%-%1%*%

4--4--4-4--44Yodel
*%-%-%4%-%-%*%-%1%-%-%1%*%

aac

*2--2-*2*22-2Tuffnels
*%*%-%-%1%-%*%1%*%2%7%-%*%

cbb

-22---2-2--22Parcels to go
-%*%*%-%-%-%*%-%1%-%-%*%*%

1*--111-1*-11Fastway Couriers
*%*%-%-%*%*%*%-%*%1%-%*%*%

c

*11*-*1-1*-11DX
*%*%*%*%-%*%*%-%*%*%-%*%*%
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

*1*1**1-1--11Postal Sort
*%*%*%1%*%*%*%-%*%-%-%*%*%

c

Whistl (Previously known
**-***-**--**as TNT Post)
*%*%-%*%*%*%-%*%*%-%-%*%*%

-**--*--*--**Interparcel
-%*%*%-%-%*%-%-%*%-%-%*%*%

*-*--*--*--**Eagle Couriers
*%-%*%-%-%*%-%-%*%-%-%*%*%

-*--*-*-*--**First Post
-%*%-%-%*%-%*%-%*%-%-%*%*%

*-*--*--*--**Neo Post
*%-%*%-%-%*%-%-%*%-%-%*%*%

-*--**--*--**Amazon
-%*%-%-%*%*%-%-%*%-%-%*%*%

161516312624129222931Other answers
2%1%1%3%5%2%2%1%8%3%7%8%2%

c

79294015185614930312831371562791621732NET: RM only
86%87%93%58%56%87%89%71%43%29%33%42%87%

abaaa

NET: Provider other than
1251431114011646163572046418219268RM

14%13%7%42%44%13%11%29%57%71%67%58%13%

ccbcb
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

1701671101511661151101551591771201301732Royal Mail
89%87%94%84%86%90%85%85%85%85%85%87%87%

abcdefhik

2-275221147-244Hermes
1%-%2%4%3%2%2%6%2%3%-%1%2%

bkkabgklbk

34164*46321135DPD
2%2%1%3%2%*%3%3%1%1%1%*%2%

aggag

*5*3-221567233DHL
*%2%*%2%-%2%1%*%3%3%5%1%2%

hhjlhjlehjl

42*43*44433133Parcelforce
2%1%*%2%2%*%3%2%2%1%2%1%2%

gj

22*4102--**2225UPS
1%1%*%2%5%2%-%-%*%*%1%1%1%

dcdefjkl

4412*22--2*220TNT Express
2%2%1%1%*%1%2%-%-%1%*%1%1%

dd

-*2-2-2-44--14UK Mail
-%*%2%-%1%-%2%-%2%2%-%-%1%

a

*-*--1-32*2514APC
*%-%*%-%-%*%-%2%1%*%1%3%1%

cfghijkl

-*--2*--2-228Pitney Bowes
-%*%-%-%1%*%-%-%1%-%1%1%*%

*-*1-*---22*5FedEx
*%-%*%*%-%*%-%-%-%1%1%*%*%

-4----------4Yodel
-%2%-%-%-%-%-%-%-%-%-%-%*%

d

-2-*----*-*-2Tuffnels
-%1%-%*%-%-%-%-%*%-%*%-%*%

-----------22Parcels to go
-%-%-%-%-%-%-%-%-%-%-%1%*%

---1-------11Fastway Couriers
-%-%-%*%-%-%-%-%-%-%-%1%*%

--*--*-1----1DX
-%-%*%-%-%*%-%*%-%-%-%-%*%

*-*--*-1----1Postal Sort
*%-%*%-%-%*%-%*%-%-%-%-%*%

Whistl (Previously known
--*--------**as TNT Post)
-%-%*%-%-%-%-%-%-%-%-%*%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 24  (continuation)                                                                                                                                                    Page 494

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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

-*----------*Interparcel
-%*%-%-%-%-%-%-%-%-%-%-%*%

-----------**Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%*%*%

-----------**First Post
-%-%-%-%-%-%-%-%-%-%-%*%*%

-----------**Neo Post
-%-%-%-%-%-%-%-%-%-%-%*%*%

----*-------*Amazon
-%-%-%-%*%-%-%-%-%-%-%-%*%

43-12242443231Other answers
2%2%-%*%1%2%3%1%2%2%2%1%2%

jj

1701671101511661151101551591771201301732NET: RM only
89%87%94%84%86%90%85%85%85%85%85%87%87%

abcdefhik

NET: Provider other than
20257282812202828312120268RM
11%13%6%16%14%10%15%15%15%15%15%13%13%

jjjjjjjjj
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

4484324254281732Royal Mail
90%86%85%86%87%

b

41517844Hermes
1%3%3%2%2%

dd

81113435DPD
2%2%3%1%2%

a

5581533DHL
1%1%2%3%2%

cd

6812733Parcelforce
1%2%2%1%2%

516*425UPS
1%3%*%1%1%

babdb

942420TNT Express
2%1%*%1%1%

b

326414UK Mail
1%*%1%1%1%

115814APC
*%*%1%2%1%

cd

*2248Pitney Bowes
*%*%*%1%*%

*1-45FedEx
*%*%-%1%*%

b

4---4Yodel
1%-%-%-%*%

abc

2***2Tuffnels
*%*%*%*%*%

---22Parcels to go
-%-%-%*%*%

-1-11Fastway Couriers
-%*%-%*%*%

**1-1DX
*%*%*%-%*%

**1-1Postal Sort
*%*%*%-%*%

Whistl (Previously known
*--**as TNT Post)
*%-%-%*%*%
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

*---*Interparcel
*%-%-%-%*%

---**Eagle Couriers
-%-%-%*%*%

---**First Post
-%-%-%*%*%

---**Neo Post
-%-%-%*%*%

-*--*Amazon
-%*%-%-%*%

7510931Other answers
1%1%2%2%2%

4484324254281732NET: RM only
90%86%85%86%87%

b

NET: Provider other than
52687572268RM
10%14%15%14%13%

d
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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: 12/07/19



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

+- 1,499- £999
,999,999

e*dcbae*d*cbaSignificance Level: 95%
4016316474127172981201328Unweighted total
14102681107183411304322Weighted total

718387710126173183Royal Mail
51%15%33%47%72%54%37%57%57%57%57%

bce

*-279*-*-2626Hermes
1%-%9%8%8%1%-%2%-%8%8%

be

2-2561***1818DHL
17%-%6%6%5%3%7%2%2%6%6%

a

**4731--11717Parcelforce
2%1%16%8%3%4%-%-%6%5%5%

ae

1*3732*121517DPD
5%1%12%9%3%13%7%16%13%5%5%

aa

-2*421***1213TNT Express
-%21%*%5%2%5%10%5%4%4%4%

*224*11*-1011APC
2%18%6%5%*%4%25%5%-%3%3%

2-2421*-11010UPS
16%-%8%5%2%4%8%-%4%3%3%

a

-2-4-----66UK Mail
-%19%-%5%-%-%-%-%-%2%2%

a

-2-1-1*-145FedEx
-%19%-%1%-%4%4%-%6%1%2%

a

--*--1-**22Tuffnels
-%-%1%-%-%3%-%6%3%1%1%

----2----22Yodel
-%-%-%-%2%-%-%-%-%1%1%

---------22Pitney Bowes
-%-%-%-%-%-%-%-%-%1%1%

*----**-*11DX
1%-%-%-%-%2%8%-%2%*%*%

1--------11Postal Sort
4%-%-%-%-%-%-%-%-%*%*%

---*-----**Fastway Couriers
-%-%-%1%-%-%-%-%-%*%*%

Whistl (Previously known
*----*-*--*as TNT Post)
1%-%-%-%-%1%-%6%-%-%*%

--*--**---*Eagle Couriers
-%-%*%-%-%1%4%-%-%-%*%
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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: 12/07/19



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

+- 1,499- £999
,999,999

e*dcbae*d*cbaSignificance Level: 95%
4016316474127172981201328Unweighted total
14102681107183411304322Weighted total

--*--*--*-*First Post
-%-%*%-%-%1%-%-%1%-%*%

--*--**---*Neo Post
-%-%*%-%-%1%4%-%-%-%*%

-12231--11212Other answers
-%7%8%3%3%4%-%-%6%4%4%

NET: Provider other than
781743308225131139RM

49%85%67%53%28%46%63%43%43%43%43%

aaa
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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: 12/07/19



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

Humber

mlkj*i*h*gf*e*dc*b*aSignificance Level: 95%
34403022420272646254371326328Unweighted total
1118928322373561282481932322Weighted total

49716317192240142231015183Royal Mail
35%51%70%58%77%52%63%67%50%100%49%55%46%57%

mmm

-112526425--2426Hermes
-%3%6%9%10%17%11%3%17%-%-%10%12%8%

**-18-2*4--92*18DHL
4%1%-%6%-%5%*%7%-%-%19%12%1%6%

jkl

21*14*442--22-17Parcelforce
15%4%5%5%2%11%11%3%-%-%4%12%-%5%

j

22112-5*24-*-*17DPD
17%14%11%4%-%12%*%4%15%-%*%-%1%5%

cjcj

**1122**22-2-413TNT Express
2%3%6%4%9%1%*%4%8%-%4%-%11%4%

-1*10-13-*-2-411APC
-%3%5%3%-%2%10%-%1%-%4%-%11%3%

-*-10*--4*-6--10UPS
-%3%-%3%1%-%-%6%1%-%12%-%-%3%

jm

-*-6----2--226UK Mail
-%3%-%2%-%-%-%-%7%-%-%10%6%2%

*1-4-*-2*---25FedEx
2%3%-%1%-%1%-%3%1%-%-%-%6%2%

---2--**2----2Tuffnels
-%-%-%1%-%-%*%*%7%-%-%-%-%1%

---2------2--2Yodel
-%-%-%1%-%-%-%-%-%-%4%-%-%1%

---2--2------2Pitney Bowes
-%-%-%1%-%-%5%-%-%-%-%-%-%1%

1--*----*----1DX
6%-%-%*%-%-%-%-%1%-%-%-%-%*%

j

1------------1Postal Sort
6%-%-%-%-%-%-%-%-%-%-%-%-%*%

j

*------------*Fastway Couriers
4%-%-%-%-%-%-%-%-%-%-%-%-%*%

j

Whistl (Previously known
*--*---*-----*as TNT Post)
1%-%-%*%-%-%-%*%-%-%-%-%-%*%

--*----------*Eagle Couriers
-%-%1%-%-%-%-%-%-%-%-%-%-%*%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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Issue date: 12/07/19



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

Humber

mlkj*i*h*gf*e*dc*b*aSignificance Level: 95%
34403022420272646254371326328Unweighted total
1118928322373561282481932322Weighted total

--*----------*First Post
-%-%1%-%-%-%-%-%-%-%-%-%-%*%

--*----------*Neo Post
-%-%1%-%-%-%-%-%-%-%-%-%-%*%

22*8*--2--2*412Other answers
15%13%5%3%1%-%-%3%-%-%3%1%12%4%

jj

NET: Provider other than
793120518132014-24818139RM

65%49%30%42%23%48%37%33%50%-%51%45%54%43%

fjk
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
4128788240821310123179713328Unweighted total
322896226088158134119542322Weighted total

2415930153501347487252183Royal Mail
74%55%48%59%57%84%51%55%73%75%46%100%57%

a

-2671912--12--2-26Hermes
-%9%11%7%14%-%-%9%-%-%4%-%8%

bb

-18*1832-8-*5-18DHL
-%6%*%7%4%12%-%6%-%2%8%-%6%

b

2156122--12-*3-17Parcelforce
6%5%9%4%3%-%-%9%-%1%5%-%5%

3143143-*101-3-17DPD
8%5%4%5%3%-%6%8%6%-%6%-%5%

*13772--5-24-13TNT Express
*%5%10%3%3%-%-%4%-%21%8%-%4%

a

2929--27--2-11APC
6%3%3%3%-%-%22%5%-%-%4%-%3%

h

-10296--4--1-10UPS
-%4%3%3%6%-%-%3%-%-%2%-%3%

-6-6---4--2-6UK Mail
-%2%-%2%-%-%-%3%-%-%4%-%2%

-5*4--2---3-5FedEx
-%2%1%2%-%-%20%-%-%-%6%-%2%

eh

-22*---*-2*-2Tuffnels
-%1%3%*%-%-%-%*%-%21%1%-%1%

a

-2-2------2-2Yodel
-%1%-%1%-%-%-%-%-%-%4%-%1%

e

-2-22-------2Pitney Bowes
-%1%-%1%2%-%-%-%-%-%-%-%1%

*1-11-----*-1DX
1%*%-%*%1%-%-%-%-%-%*%-%*%

1--1-1------1Postal Sort
2%-%-%*%-%4%-%-%-%-%-%-%*%

a

-**-*-------*Fastway Couriers
-%*%1%-%1%-%-%-%-%-%-%-%*%

Whistl (Previously known
-***---*----*as TNT Post)
-%*%*%*%-%-%-%*%-%-%-%-%*%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
4128788240821310123179713328Unweighted total
322896226088158134119542322Weighted total

-**-*-------*Eagle Couriers
-%*%*%-%*%-%-%-%-%-%-%-%*%

-*-**-------*First Post
-%*%-%*%*%-%-%-%-%-%-%-%*%

-**-*-------*Neo Post
-%*%*%-%*%-%-%-%-%-%-%-%*%

111577-*12*2-12Other answers
2%4%9%3%8%-%1%*%21%2%4%-%4%

ae

NET: Provider other than
8131321073824603229-139RM

26%45%52%41%43%16%49%45%27%25%54%-%43%

b
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1245714513315328Unweighted total
1295413617305322Weighted total

74297816167183Royal Mail
57%54%57%93%55%57%

1655-2626Hermes
13%8%3%-%8%8%

a

3412-1818DHL
2%7%9%-%6%6%

c

104311717Parcelforce
8%7%2%3%6%5%

a

1034*1717DPD
7%6%3%1%6%5%

3110-1313TNT Express
2%1%7%-%4%4%

c

523-1111APC
4%5%2%-%4%3%

424*1010UPS
3%3%3%3%3%3%

--6-66UK Mail
-%-%5%-%2%2%

c

*23-55FedEx
*%3%2%-%2%2%

**2-22Tuffnels
*%*%2%-%1%1%

2---22Yodel
2%-%-%-%1%1%

--2-22Pitney Bowes
-%-%1%-%1%1%

*1*-11DX
*%1%*%-%*%*%

-1--11Postal Sort
-%1%-%-%*%*%

*---**Fastway Couriers
*%-%-%-%*%*%

Whistl (Previously known
-**-**as TNT Post)
-%*%*%-%*%*%

-*--**Eagle Couriers
-%*%-%-%*%*%

-*--**First Post
-%*%-%-%*%*%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1245714513315328Unweighted total
1295413617305322Weighted total

-*--**Neo Post
-%*%-%-%*%*%

326-1212Other answers
3%5%5%-%4%4%

NET: Provider other than
5525581138139RM
43%46%43%7%45%43%
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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: 12/07/19



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%
14315134731297--31324112185328Unweighted total
11316940319303--1*21694209322Weighted total

539733210173--*-2843130183Royal Mail
47%57%83%75%52%57%-%-%59%-%87%47%46%62%57%

bcbb

8152*224----*271726Hermes
7%9%5%3%9%8%-%-%-%-%4%10%7%8%8%

612--*18-----*61218DHL
6%7%-%-%1%6%-%-%-%-%-%1%7%6%6%

7101-*17-----*71017Parcelforce
6%6%1%-%1%6%-%-%-%-%-%1%7%5%5%

962*314----*36817DPD
8%3%5%7%14%5%-%-%-%-%9%16%7%4%5%

ai

76-*211----*25613TNT Express
6%4%-%7%10%4%-%-%-%-%9%10%5%3%4%

82--29-----26211APC
7%1%-%-%10%3%-%-%-%-%-%11%7%1%3%

baa

452-*10-----*4610UPS
4%3%4%-%1%3%-%-%-%-%-%1%4%3%3%

6*---6------6*6UK Mail
5%*%-%-%-%2%-%-%-%-%-%-%6%*%2%

bai

221--5------235FedEx
2%1%2%-%-%2%-%-%-%-%-%-%2%1%2%

12-**2--*---*22Tuffnels
*%1%-%8%1%1%-%-%41%-%-%-%*%1%1%

-2---2-------22Yodel
-%1%-%-%-%1%-%-%-%-%-%-%-%1%1%

-2---2-------22Pitney Bowes
-%1%-%-%-%1%-%-%-%-%-%-%-%1%1%

*1-**1---*-*-11DX
*%*%-%7%2%*%-%-%-%100%-%1%-%*%*%

1----1------1-1Postal Sort
1%-%-%-%-%*%-%-%-%-%-%-%1%-%*%

*----*------*-*Fastway Couriers
*%-%-%-%-%*%-%-%-%-%-%-%1%-%*%

Whistl (Previously known
*----*------*-*as TNT Post)
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

*----*------*-*Eagle Couriers
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

*----*------*-*First Post
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 12/07/19



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%
14315134731297--31324112185328Unweighted total
11316940319303--1*21694209322Weighted total

*----*------*-*Neo Post
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

39--211-----21912Other answers
3%5%-%-%9%3%-%-%-%-%-%11%2%4%4%

b

NET: Provider other than
6072719130--***95179139RM
53%43%17%25%48%43%-%-%41%100%13%53%54%38%43%

aaai
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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: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-318917211263119231249191223328Unweighted total
-2*731320024697223225172193322Weighted total

-1-63611212051110128102105183Royal Mail
-%28%-%85%84%51%56%49%53%49%57%59%54%57%

df

-----3162391919171526Hermes
-%-%-%-%-%27%8%10%9%9%8%10%8%8%

------141621614111318DHL
-%-%-%-%-%-%7%7%2%7%6%6%7%6%

e

-----*12176171281217Parcelforce
-%-%-%-%-%2%6%7%6%8%5%4%6%5%

-----*71771475717DPD
-%-%-%-%-%1%3%7%8%6%3%3%3%5%

cc

-----29134101171113TNT Express
-%-%-%-%-%16%4%5%5%4%5%4%6%4%

--*---2115921211APC
-%-%100%-%-%-%1%4%5%4%1%*%1%3%

abcabcbc

------672764610UPS
-%-%-%-%-%-%3%3%2%3%3%2%3%3%

------46264246UK Mail
-%-%-%-%-%-%2%3%2%3%2%1%2%2%

-----*42244145FedEx
-%-%-%-%-%1%2%1%2%2%2%1%2%2%

-----*22*12122Tuffnels
-%-%-%-%-%2%1%1%*%*%1%*%1%1%

------22-22222Yodel
-%-%-%-%-%-%1%1%-%1%1%1%1%1%

------22--2222Pitney Bowes
-%-%-%-%-%-%1%1%-%-%1%1%1%1%

----*-11111111DX
-%-%-%-%6%-%*%*%1%*%*%1%1%*%

---1---11-1-11Postal Sort
-%-%-%9%-%-%-%*%1%-%*%-%*%*%

------**--*-**Fastway Couriers
-%-%-%-%-%-%*%*%-%-%*%-%*%*%

Whistl (Previously known
------***-****as TNT Post)
-%-%-%-%-%-%*%*%*%-%*%*%*%*%

----*--*--*-**Eagle Couriers
-%-%-%-%3%-%-%*%-%-%*%-%*%*%

------***-****First 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: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-318917211263119231249191223328Unweighted total
-2*731320024697223225172193322Weighted total

----*--*--*-**Neo Post
-%-%-%-%3%-%-%*%-%-%*%-%*%*%

-2-**-8105101110912Other answers
-%72%-%7%6%-%4%4%5%4%5%6%4%4%

NET: Provider other than
-2*1168712646113977088139RM
-%72%100%15%16%49%44%51%47%51%43%41%46%43%

bb
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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: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
1746949562-112610211328Unweighted total
*40694869*-**348207322Weighted total

*20423036*-*-225101183Royal Mail
100%50%61%64%52%54%-%100%-%53%49%59%49%57%

-4178----2*-1826Hermes
-%10%1%15%11%-%-%-%-%47%2%-%8%8%

ccc

-*428-------1618DHL
-%*%6%4%12%-%-%-%-%-%-%-%8%6%

d

-255------221317Parcelforce
-%6%7%10%-%-%-%-%-%-%44%27%6%5%

aa

-15*1-----**1417DPD
-%2%7%1%2%-%-%-%-%-%2%5%7%5%

-*416------*913TNT Express
-%*%6%2%9%-%-%-%-%-%-%3%5%4%

d

-*2*-------*911APC
-%1%3%1%-%-%-%-%-%-%-%2%4%3%

-22-2-----*-710UPS
-%5%3%-%3%-%-%-%-%-%3%-%3%3%

-2--2-------66UK Mail
-%6%-%-%3%-%-%-%-%-%-%-%3%2%

c

-*221-------45FedEx
-%1%3%4%1%-%-%-%-%-%-%-%2%2%

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

----2-------22Yodel
-%-%-%-%3%-%-%-%-%-%-%-%1%1%

--2----------2Pitney Bowes
-%-%3%-%-%-%-%-%-%-%-%-%-%1%

-1---*--*--*11DX
-%3%-%-%-%46%-%-%100%-%-%3%*%*%

-1-----------1Postal Sort
-%2%-%-%-%-%-%-%-%-%-%-%-%*%

----*--------*Fastway Couriers
-%-%-%-%1%-%-%-%-%-%-%-%-%*%

Whistl (Previously known
-*-----------*as TNT Post)
-%1%-%-%-%-%-%-%-%-%-%-%-%*%

----*--------*Eagle Couriers
-%-%-%-%*%-%-%-%-%-%-%-%-%*%
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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: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
1746949562-112610211328Unweighted total
*40694869*-**348207322Weighted total

-*-----------*First Post
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

----*--------*Neo Post
-%-%-%-%*%-%-%-%-%-%-%-%-%*%

-6113-------1012Other answers
-%14%2%1%4%-%-%-%-%-%-%-%5%4%

bc

NET: Provider other than
-20271733*--*223106139RM
-%50%39%36%48%46%-%-%100%47%51%41%51%43%
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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: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
192301431854610175452645259328Unweighted total
13212139183304188245695551322Weighted total

*128-18321485*16323032183Royal Mail
2%60%-%100%70%93%45%14%34%46%55%64%57%

badcd

21726---192624526Hermes
17%8%18%-%-%-%10%86%13%3%7%10%8%

acc

21218-4-12-*84318DHL
18%6%13%-%12%-%6%-%1%11%8%7%6%

ad

-1217-1*16-574117Parcelforce
-%6%12%-%2%2%9%-%10%11%8%1%5%

aaa

*717-**14-553*17DPD
1%3%12%-%1%2%7%-%12%8%5%*%5%

aaa

-1113---10-152213TNT Express
-%5%10%-%-%-%5%-%2%7%4%4%4%

a

-211---9-45--11APC
-%1%8%-%-%-%5%-%9%7%-%-%3%

aaba

-610---7-4-*210UPS
-%3%7%-%-%-%4%-%9%-%1%4%3%

ac

*46---6-2-4-6UK Mail
4%2%4%-%-%-%3%-%4%-%7%-%2%

aac

*45-**4-22-*5FedEx
1%2%3%-%*%2%2%-%5%3%-%*%2%

a

-22---1-**-*2Tuffnels
-%1%2%-%-%-%*%-%1%*%-%*%1%

-22---2--2--2Yodel
-%1%1%-%-%-%1%-%-%3%-%-%1%

2-2---------2Pitney Bowes
14%-%1%-%-%-%-%-%-%-%-%-%1%

*11-1-*-**1-1DX
2%*%1%-%3%-%*%-%*%*%1%-%*%

a
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
192301431854610175452645259328Unweighted total
13212139183304188245695551322Weighted total

1-1---------1Postal Sort
5%-%*%-%-%-%-%-%-%-%-%-%*%

-**---------*Fastway Couriers
-%*%*%-%-%-%-%-%-%-%-%-%*%

Whistl (Previously known
*-*---------*as TNT Post)
2%-%*%-%-%-%-%-%-%-%-%-%*%

*-*---------*Eagle Couriers
1%-%*%-%-%-%-%-%-%-%-%-%*%

*-*---------*First Post
1%-%*%-%-%-%-%-%-%-%-%-%*%

*-*---------*Neo Post
1%-%*%-%-%-%-%-%-%-%-%-%*%

5612-4-6--22512Other answers
35%3%9%-%12%-%3%-%-%3%4%10%4%

aad

NET: Provider other than
1384139-9*103230382519139RM
98%40%100%-%30%7%55%86%66%54%45%36%43%

acaba
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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: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-5020589171592322616565328Unweighted total
-4218079165561920715863322Weighted total

-269746575341245357183Royal Mail
-%61%54%59%35%95%22%60%33%92%57%

bb

--15219-21717226Hermes
-%-%8%3%12%-%12%8%11%4%8%

ca

-813816-41016-18DHL
-%19%7%10%10%-%23%5%10%-%6%

baa

-2129142-1215217Parcelforce
-%5%7%12%9%4%-%6%10%3%5%

-17112-1612-17DPD
-%2%4%2%7%-%3%3%8%-%5%

aa

-*949*299*13TNT Express
-%1%5%5%6%*%10%4%6%*%4%

-*2*9*-29*11APC
-%1%1%*%5%*%-%1%6%*%3%

-4467--67-10UPS
-%9%2%7%4%-%-%3%4%-%3%

bb

--4-6-*46-6UK Mail
-%-%2%-%3%-%3%2%4%-%2%

-1414-*44-5FedEx
-%2%2%1%2%-%*%2%3%-%2%

--2-1--21-2Tuffnels
-%-%1%-%*%-%-%1%*%-%1%

--2-2--22-2Yodel
-%-%1%-%1%-%-%1%1%-%1%

--2---2---2Pitney Bowes
-%-%1%-%-%-%10%-%-%-%1%

-*1*1-*11-1DX
-%*%1%*%1%-%1%*%1%-%*%

--1---1---1Postal Sort
-%-%*%-%-%-%3%-%-%-%*%

-***---*--*Fastway Couriers
-%1%*%1%-%-%-%*%-%-%*%

Whistl (Previously known
--**--*---*as 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 - a,b,c,d

Produced by OLR
Issue date: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-5020589171592322616565328Unweighted total
-4218079165561920715863322Weighted total

--*---*---*Eagle Couriers
-%-%*%-%-%-%1%-%-%-%*%

-***---*--*First Post
-%*%*%*%-%-%-%*%-%-%*%

--*---*---*Neo Post
-%-%*%-%-%-%1%-%-%-%*%

-*819*289112Other answers
-%*%4%2%6%1%12%4%6%2%4%

NET: Provider other than
-168333108315821055139RM
-%39%46%41%65%5%78%40%67%8%43%

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: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
10157181137185218-62144179-4417386328Unweighted total

8135161122169190-59129176-3315784322Weighted total

3759686102105-267482-199551183Royal Mail
34%55%60%71%60%55%-%45%57%46%-%57%60%61%57%

a

-131171715--917-217526Hermes
-%9%7%6%10%8%-%-%7%10%-%7%11%6%8%

cc

-6124910-13613-810818DHL
-%4%8%4%5%6%-%23%4%8%-%25%7%10%6%

abab

-9810812-21215-28517Parcelforce
-%7%5%8%5%6%-%3%9%8%-%6%5%6%5%

154657-6912-15117DPD
9%3%2%5%3%3%-%10%7%7%-%2%3%1%5%

-4111711-149--5413TNT Express
-%3%7%1%4%6%-%1%3%5%-%-%3%5%4%

c

*21212-459--**11APC
2%2%*%1%*%1%-%6%4%5%-%-%*%*%3%

446246-217-*2410UPS
51%3%4%2%2%3%-%3%*%4%-%*%1%5%3%

b

-42-24--24--2-6UK Mail
-%3%1%-%1%2%-%-%2%2%-%-%1%-%2%

-44214-242-1*15FedEx
-%3%3%2%1%2%-%4%3%1%-%2%*%1%2%

-22-12--**--1*2Tuffnels
-%2%2%-%*%1%-%-%*%*%-%-%*%*%1%

----22-2----222Yodel
-%-%-%-%1%1%-%3%-%-%-%-%1%2%1%

ab

-2--22------2-2Pitney Bowes
-%1%-%-%1%1%-%-%-%-%-%-%1%-%1%

**1*11-**1-*1*1DX
3%*%1%*%*%1%-%*%*%*%-%1%1%*%*%

-11--1--------1Postal Sort
-%*%*%-%-%*%-%-%-%-%-%-%-%-%*%

-**--*--------*Fastway Couriers
-%*%*%-%-%*%-%-%-%-%-%-%-%-%*%

Whistl (Previously known
-**-**-----****as TNT Post)
-%*%*%-%*%*%-%-%-%-%-%*%*%*%*%

--------------*Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%
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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: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
10157181137185218-62144179-4417386328Unweighted total

8135161122169190-59129176-3315784322Weighted total

-**-**-----****First Post
-%*%*%-%*%*%-%-%-%-%-%*%*%*%*%

--------------*Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-653109-156--8312Other answers
-%4%3%2%6%4%-%2%4%3%-%-%5%3%4%

NET: Provider other than
56065366785-335594-146233139RM

66%45%40%29%40%45%-%55%43%54%-%43%40%39%43%

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 - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
522781481751723987088328Unweighted total
629681261601626916075322Weighted total

6526671001114584251183Royal Mail
91%18%40%78%53%63%69%53%64%70%69%57%

-12--1311--45626Hermes
-%42%-%-%10%7%-%-%5%8%8%8%

*22-6124662318DHL
8%6%28%-%5%8%27%23%6%4%4%6%

-22-96--103817Parcelforce
-%6%30%-%7%4%-%-%11%5%10%5%

-1*-56*133117DPD
-%2%2%-%4%4%3%2%4%6%1%5%

----48**21*13TNT Express
-%-%-%-%4%5%2%1%3%1%1%4%

----31*21*211APC
-%-%-%-%2%1%2%7%1%1%3%3%

*2--24-22-*10UPS
2%6%-%-%2%3%-%7%3%-%1%3%

----42-----6UK Mail
-%-%-%-%3%1%-%-%-%-%-%2%

----42-2-4*5FedEx
-%-%-%-%3%1%-%7%-%6%*%2%

ac

----22--*--2Tuffnels
-%-%-%-%2%2%-%-%*%-%-%1%

-2---2-----2Yodel
-%7%-%-%-%1%-%-%-%-%-%1%

----2------2Pitney Bowes
-%-%-%-%1%-%-%-%-%-%-%1%

----*1--**11DX
-%-%-%-%*%1%-%-%*%*%1%*%

----11-----1Postal Sort
-%-%-%-%*%*%-%-%-%-%-%*%

----**-----*Fastway Couriers
-%-%-%-%*%*%-%-%-%-%-%*%

Whistl (Previously known
---***-----*as TNT Post)
-%-%-%2%*%*%-%-%-%-%-%*%

-----------*Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%*%

----*------*First 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 - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
522781481751723987088328Unweighted total
629681261601626916075322Weighted total

-----------*Neo Post
-%-%-%-%-%-%-%-%-%-%-%*%

-3-263--31212Other answers
-%11%-%20%4%2%-%-%3%1%3%4%

NET: Provider other than
124425960512331823139RM
9%82%60%22%47%37%31%47%36%30%31%43%
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
2436792651124304228323291311281306328Unweighted total
2198014250*112296232314276300268292322Weighted total

135482164-62168136179153169149161183Royal Mail
62%59%17%66%-%56%57%58%57%56%56%56%55%57%

1111413-72415262526232626Hermes
5%13%27%5%-%6%8%6%8%9%9%9%9%8%

b

122210-121814181418181818DHL
6%2%16%4%-%11%6%6%6%5%6%7%6%6%

98-13-51315151515151517Parcelforce
4%10%-%5%-%5%5%6%5%6%5%5%5%5%

b

12*-11*61511151513131317DPD
6%*%-%4%100%5%5%5%5%5%4%5%5%5%

9229-2138131113131313TNT Express
4%2%13%4%-%2%5%4%4%4%4%5%5%4%

42-5-4111011101191111APC
2%2%-%2%-%3%4%4%3%4%4%3%4%3%

6222-68910785810UPS
3%3%13%1%-%5%3%4%3%2%3%2%3%3%

4--4--62666666UK Mail
2%-%-%2%-%-%2%1%2%2%2%2%2%2%

41-5-154535455FedEx
2%1%-%2%-%1%2%2%2%1%2%2%2%2%

1221-*2*222222Tuffnels
*%2%13%*%-%*%1%*%1%1%1%1%1%1%

-22--222222222Yodel
-%3%14%-%-%2%1%1%1%1%1%1%1%1%

b

2----222222222Pitney Bowes
1%-%-%-%-%2%1%1%1%1%1%1%1%1%

1*-1-*11111111DX
*%*%-%*%-%*%*%*%*%*%*%*%*%*%

1--1----111111Postal Sort
*%-%-%*%-%-%-%-%*%*%*%*%*%*%

*--*-**-******Fastway Couriers
*%-%-%*%-%*%*%-%*%*%*%*%*%*%

Whistl (Previously known
*--*-*********as TNT Post)
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

-----*********Eagle Couriers
-%-%-%-%-%*%*%*%*%*%*%*%*%*%
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
2436792651124304228323291311281306328Unweighted total
2198014250*112296232314276300268292322Weighted total

*--*-*********First Post
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

-----*********Neo Post
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

102-12-4125121212101212Other answers
4%3%-%5%-%3%4%2%4%4%4%4%4%4%

NET: Provider other than
84321286*5012897136123131119131139RM
38%41%83%34%100%44%43%42%43%44%44%44%45%43%
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
1471811693012449207712507721265328Unweighted total
1411811683112253194742507221268322Weighted total

831001159583011934156279162183Royal Mail
59%55%68%30%48%57%61%45%62%37%42%60%57%

abaa

131288961010161031426Hermes
9%7%5%26%7%11%5%13%6%14%16%5%8%

acbb

8108284132135-1518DHL
6%6%5%8%7%7%6%2%5%7%-%6%6%

893311251071131017Parcelforce
6%5%2%9%9%4%3%14%3%15%13%4%5%

ccbb

8943101106134*1717DPD
6%5%2%10%8%2%5%8%5%5%1%6%5%

c

496-7274684913TNT Express
3%5%4%-%6%4%4%6%2%11%20%3%4%

b

65326-5674*811APC
4%3%2%6%5%-%3%8%3%5%1%3%3%

bc

284-644283-910UPS
2%5%2%-%5%7%2%3%3%4%-%3%3%

246*--6*6--66UK Mail
1%2%3%1%-%-%3%1%2%-%-%2%2%

a

234***3232-45FedEx
1%2%3%1%*%*%2%2%1%3%-%2%2%

*2--2-*2*22-2Tuffnels
*%1%-%-%2%-%*%3%*%3%9%-%1%

b

2--2--2-2--22Yodel
1%-%-%6%-%-%1%-%1%-%-%1%1%

ac

-22--2--2-2-2Pitney Bowes
-%1%1%-%-%3%-%-%1%-%9%-%1%

b

*11*-*1-1*-11DX
*%*%*%1%-%*%*%-%*%*%-%*%*%

-1-1--1-1--11Postal Sort
-%*%-%2%-%-%*%-%*%-%-%*%*%

*---**---*-**Fastway Couriers
*%-%-%-%*%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,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
1471811693012449207712507721265328Unweighted total
1411811683112253194742507221268322Weighted total

Whistl (Previously known
**-***-**--**as TNT Post)
*%*%-%*%*%*%-%*%*%-%-%*%*%

*-*--*--*--**Eagle Couriers
*%-%*%-%-%*%-%-%*%-%-%*%*%

-*--*-*-*--**First Post
-%*%-%-%*%-%*%-%*%-%-%*%*%

*-*--*--*--**Neo Post
*%-%*%-%-%*%-%-%*%-%-%*%*%

574*829112*-1212Other answers
3%4%2%1%7%4%5%1%5%1%-%5%4%

NET: Provider other than
5881532264237541944512107139RM
41%45%32%70%52%43%39%55%38%63%58%40%43%

ccbb
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*kj*i*h*g*f*ed*cbaSignificance Level: 95%
252531252726182136293431328Unweighted total
312915272621223027373124322Weighted total

18159101515122215201616183Royal Mail
56%51%60%38%55%74%55%73%55%55%51%65%57%

2-255224-4--26Hermes
7%-%16%18%19%11%9%12%-%10%-%-%8%

abd

*4*2-*--424218DHL
1%14%1%8%-%1%-%-%13%6%11%7%6%

42*21-2-2*3*17Parcelforce
13%8%1%8%5%-%11%-%7%1%8%*%5%

3*14**2*321117DPD
10%1%4%15%1%1%9%*%10%5%4%2%5%

241**22---*213TNT Express
6%15%4%1%*%9%9%-%-%-%2%8%4%

*-*--*-22-2411APC
1%-%3%-%-%2%-%8%7%-%6%15%3%

2**24---**2-10UPS
7%*%3%7%14%-%-%-%*%1%5%-%3%

-*2-----22--6UK Mail
-%2%12%-%-%-%-%-%7%5%-%-%2%

ab

*-*1-*---22*5FedEx
*%-%1%2%-%*%-%-%-%5%6%1%2%

-2-*----*-*-2Tuffnels
-%6%-%*%-%-%-%-%1%-%1%-%1%

-2----------2Yodel
-%7%-%-%-%-%-%-%-%-%-%-%1%

----2-------2Pitney Bowes
-%-%-%-%7%-%-%-%-%-%-%-%1%

--*--*-1----1DX
-%-%1%-%-%1%-%2%-%-%-%-%*%

-------1----1Postal Sort
-%-%-%-%-%-%-%2%-%-%-%-%*%

-----------**Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%2%*%

Whistl (Previously known
--*--------**as TNT Post)
-%-%1%-%-%-%-%-%-%-%-%1%*%

-----------**Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%*%*%

-----------**First Post
-%-%-%-%-%-%-%-%-%-%-%*%*%

-----------**Neo Post
-%-%-%-%-%-%-%-%-%-%-%*%*%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*kj*i*h*g*f*ed*cbaSignificance Level: 95%
252531252726182136293431328Unweighted total
312915272621223027373124322Weighted total

-1-1-*21-42212Other answers
-%3%-%3%-%1%9%2%-%11%6%8%4%

NET: Provider other than
14146171251081217158139RM
44%49%40%62%45%26%45%27%45%45%49%35%43%
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
81787594328Unweighted total
76747992322Weighted total

42404952183Royal Mail
55%54%62%56%57%

4126426Hermes
6%16%7%4%8%

ad

524818DHL
6%3%5%8%6%

634317Parcelforce
8%5%5%3%5%

455417DPD
5%6%6%4%5%

722213TNT Express
9%3%2%3%4%

1*4511APC
1%1%5%6%3%

36*210UPS
3%8%*%2%3%

b

2-226UK Mail
3%-%2%2%2%

*1-45FedEx
*%1%-%4%2%

2***2Tuffnels
2%*%*%*%1%

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

-2--2Pitney Bowes
-%2%-%-%1%

**1-1DX
*%*%1%-%*%

--1-1Postal Sort
-%-%1%-%*%

---**Fastway Couriers
-%-%-%1%*%

Whistl (Previously known
*--**as TNT Post)
*%-%-%*%*%

---**Eagle Couriers
-%-%-%*%*%

---**First Post
-%-%-%*%*%

---**Neo 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
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Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
81787594328Unweighted total
76747992322Weighted total

113812Other answers
1%1%3%8%4%

cd

NET: Provider other than
34343040139RM
45%46%38%44%43%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d

Produced by OLR
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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%
4016316474127172981201328Unweighted total
14102681107183411304322Weighted total

6611341761149298Royal Mail
45%65%44%42%16%33%37%32%32%30%30%

aaa

1*37162**13638DPD
5%2%11%8%15%10%3%11%11%12%12%

1-45121*-13233UPS
4%-%14%7%12%7%16%-%8%10%10%

2*47101-*12829Parcelforce
15%1%15%8%10%5%-%2%7%9%9%

---419*--*2627Hermes
-%-%-%4%18%*%-%-%1%9%8%

bcebe

1*37111**12526DHL
9%1%13%8%10%7%11%5%7%8%8%

11*5531121720TNT Express
4%11%2%6%5%18%21%19%18%5%6%

aa

---12*-**77FedEx
-%-%-%1%2%3%-%3%3%2%2%

2--22**-*56APC
13%-%-%2%2%2%7%-%2%2%2%

abc

*-*22*-**56UK Mail
2%-%1%3%2%3%-%4%3%2%2%

-**2-*-**44DX
-%1%*%3%-%2%-%2%2%1%1%

---22----44Collect Plus
-%-%-%2%2%-%-%-%-%1%1%

*---2*-*-23Parcels to go
1%-%-%-%2%1%-%3%-%1%1%

-----*--*22Interparcel
-%-%-%-%-%1%-%-%1%1%1%

----2----22Amazon
-%-%-%-%2%-%-%-%-%1%1%

*--*-*-*-*1Yodel
1%-%-%1%-%*%-%2%-%*%*%

---*-----**Fastway Couriers
-%-%-%1%-%-%-%-%-%*%*%

-----*-**-*Tuffnels
-%-%-%-%-%2%-%3%2%-%*%

aa

--*--**---*Eagle Couriers
-%-%*%-%-%1%4%-%-%-%*%
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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

Produced by OLR
Issue date: 12/07/19



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

+- 1,499- £999
,999,999

e*dcbae*d*cbaSignificance Level: 95%
4016316474127172981201328Unweighted total
14102681107183411304322Weighted total

--*--*--*-*One Post
-%-%*%-%-%1%-%-%1%-%*%

--*--**---*Neo Post
-%-%*%-%-%1%4%-%-%-%*%

*2*852*112426Other answers
2%19%2%9%4%10%18%22%4%8%8%

NET: Provider other than
8314479012238212224RM

55%35%56%58%84%67%63%68%68%70%70%

bce
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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

Produced by OLR
Issue date: 12/07/19



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

Humber

mlkj*i*h*gf*e*dc*b*aSignificance Level: 95%
34403022420272646254371326328Unweighted total
1118928322373561282481932322Weighted total

5728451010187-1641498Royal Mail
48%37%17%30%23%26%27%30%25%-%35%23%43%30%

jk

24*31*6764-4*438DPD
20%22%2%11%1%17%21%10%15%-%8%1%12%12%

kk

-*13266224-46233UPS
-%3%7%11%26%17%5%3%15%-%8%32%6%10%

m

22124-4452-4-629Parcelforce
16%11%6%9%-%12%10%8%7%-%8%-%17%9%

--2252-494--6-27Hermes
-%-%16%9%9%-%10%15%16%-%-%30%-%8%

clmclm

*2*2422222-12-226DHL
3%9%1%9%10%6%5%3%7%-%25%-%6%8%

fjkm

111183*234**2220TNT Express
9%3%7%6%14%1%6%6%14%19%*%13%6%6%

--16-2-2--*-27FedEx
-%-%12%2%-%5%-%3%-%-%*%-%8%2%

cjlm

---6-2-3---*-6APC
-%-%-%2%-%6%-%6%-%-%-%1%-%2%

-1-4*2-*--2--6UK Mail
-%6%-%2%1%6%-%*%-%-%4%-%-%2%

**13---2--2--4DX
1%1%7%1%-%-%-%3%-%-%4%-%-%1%

j

---4---4-----4Collect Plus
-%-%-%1%-%-%-%6%-%-%-%-%-%1%

j

--12--2*-----3Parcels to go
-%-%7%1%-%-%5%*%-%-%-%-%-%1%

j

-*-22--------2Interparcel
-%1%-%1%8%-%-%-%-%-%-%-%-%1%

---2--2------2Amazon
-%-%-%1%-%-%5%-%-%-%-%-%-%1%

-**----------1Yodel
-%*%5%-%-%-%-%-%-%-%-%-%-%*%

j

*------------*Fastway Couriers
4%-%-%-%-%-%-%-%-%-%-%-%-%*%

j
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 12/07/19



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

Humber

mlkj*i*h*gf*e*dc*b*aSignificance Level: 95%
34403022420272646254371326328Unweighted total
1118928322373561282481932322Weighted total

---*--*-----**Tuffnels
-%-%-%*%-%-%*%-%-%-%-%-%1%*%

--*----------*Eagle Couriers
-%-%1%-%-%-%-%-%-%-%-%-%-%*%

-*-----------*One Post
-%1%-%-%-%-%-%-%-%-%-%-%-%*%

--*----------*Neo Post
-%-%1%-%-%-%-%-%-%-%-%-%-%*%

122222226226--26Other answers
9%10%16%8%8%6%6%10%9%81%12%-%-%8%

NET: Provider other than
611819917272643212311418224RM

52%63%83%70%77%74%73%70%75%100%65%77%57%70%

mm
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
4128788240821310123179713328Unweighted total
322896226088158134119542322Weighted total

29622752924393*19-98Royal Mail
6%33%36%29%33%16%47%29%27%5%36%-%30%

b

4346321022201-3*38DPD
12%12%9%12%11%12%23%15%8%-%5%4%12%

b

42952810--16--7-33UPS
12%10%7%11%11%-%-%12%-%-%13%-%10%

-2991962*13321229Parcelforce
-%10%15%7%7%12%1%10%31%21%1%92%9%

bab

4239186-217--2-27Hermes
12%8%14%7%7%-%22%12%-%-%4%-%8%

ab

62042257*4-46-26DHL
19%7%7%8%6%45%4%3%-%43%11%-%8%

ae

1194162*-11142-20TNT Express
2%7%6%6%2%1%-%8%6%45%3%-%6%

25*73--3--2-7FedEx
6%2%*%3%3%-%-%2%-%-%3%-%2%

*6-6---*2-4-6APC
1%2%-%2%-%-%-%*%16%-%7%-%2%

eh

41*5---3-*2-6UK Mail
13%*%1%2%-%-%-%2%-%2%5%-%2%

a

*4*44*------4DX
*%1%*%2%5%1%-%-%-%-%-%-%1%

e

-4-42-----2-4Collect Plus
-%1%-%1%2%-%-%-%-%-%3%-%1%

12-33-------3Parcels to go
2%1%-%1%3%-%-%-%-%-%-%-%1%

2**2---2----2Interparcel
6%*%*%1%-%-%-%1%-%-%-%-%1%

a

-2-2---2----2Amazon
-%1%-%1%-%-%-%1%-%-%-%-%1%

-1**--**----1Yodel
-%*%*%*%-%-%1%*%-%-%-%-%*%

-**-*-------*Fastway Couriers
-%*%1%-%1%-%-%-%-%-%-%-%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
4128788240821310123179713328Unweighted total
322896226088158134119542322Weighted total

*-**---*--*-*Tuffnels
1%-%*%*%-%-%-%*%-%-%*%-%*%

-**-*-------*Eagle Couriers
-%*%*%-%*%-%-%-%-%-%-%-%*%

-**-----*---*One Post
-%*%*%-%-%-%-%-%1%-%-%-%*%

-**-*-------*Neo Post
-%*%*%-%*%-%-%-%-%-%-%-%*%

323521112*51*7*26Other answers
9%8%9%8%12%13%2%4%10%5%12%8%8%

ee

NET: Provider other than
3019440184591349589352224RM
94%67%64%71%67%84%53%71%73%95%64%100%70%

a
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1245714513315328Unweighted total
1295413617305322Weighted total

34184519798Royal Mail
27%34%33%4%32%30%

2151253338DPD
16%9%9%28%11%12%

1499-3333UPS
11%18%7%-%11%10%

a

1421322729Parcelforce
11%3%9%10%9%9%

1131342327Hermes
9%5%9%22%7%8%

1061042226DHL
7%12%7%25%7%8%

7310-2020TNT Express
5%5%7%-%7%6%

4*4-77FedEx
3%*%3%-%2%2%

4-2-66APC
3%-%1%-%2%2%

122-66UK Mail
1%4%2%-%2%2%

41--44DX
3%1%-%-%1%1%

a

2-2-44Collect Plus
1%-%1%-%1%1%

*12-33Parcels to go
*%1%1%-%1%1%

2-*-22Interparcel
1%-%*%-%1%1%

--2-22Amazon
-%-%1%-%1%1%

-**-11Yodel
-%1%*%-%*%*%

*---**Fastway Couriers
*%-%-%-%*%*%

*-*-**Tuffnels
*%-%*%-%*%*%

-*--**Eagle Couriers
-%*%-%-%*%*%

--*-**One Post
-%-%*%-%*%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1245714513315328Unweighted total
1295413617305322Weighted total

-*--**Neo Post
-%*%-%-%*%*%

741322426Other answers
6%8%10%11%8%8%

NET: Provider other than
95369216208224RM
73%66%67%96%68%70%
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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: 12/07/19



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%
14315134731297--31324112185328Unweighted total
11316940319303--1*21694209322Weighted total

38536*493--*-*4345998Royal Mail
34%32%15%11%22%31%-%-%41%-%4%24%36%28%30%

a

10208*335--*--272838DPD
9%12%19%12%15%12%-%-%59%-%-%15%7%13%12%

13136*231---*-2112033UPS
12%8%15%7%10%10%-%-%-%100%-%10%12%9%10%

121252227----2*101729Parcelforce
11%7%12%64%10%9%-%-%-%-%87%1%11%8%9%

4184--27------42227Hermes
4%11%11%-%-%9%-%-%-%-%-%-%5%11%8%

c

8181-224-----261926DHL
7%11%2%-%10%8%-%-%-%-%-%12%6%9%8%

983*218----*271020TNT Express
8%5%7%7%12%6%-%-%-%-%9%12%8%5%6%

322-17-----1347FedEx
3%1%5%-%4%2%-%-%-%-%-%4%3%2%2%

24--*6-----*246APC
2%2%-%-%1%2%-%-%-%-%-%1%2%2%2%

51--23-----2316UK Mail
4%*%-%-%12%1%-%-%-%-%-%15%3%*%2%

babi

*4---4------*44DX
*%2%-%-%-%1%-%-%-%-%-%-%*%2%1%

22---4------224Collect Plus
1%1%-%-%-%1%-%-%-%-%-%-%2%1%1%

21---3------213Parcels to go
2%*%-%-%-%1%-%-%-%-%-%-%2%*%1%

2*---2------2*2Interparcel
2%*%-%-%-%1%-%-%-%-%-%-%2%*%1%

--2--2-------22Amazon
-%-%4%-%-%1%-%-%-%-%-%-%-%1%1%

bc

**---1------**1Yodel
*%*%-%-%-%*%-%-%-%-%-%-%*%*%*%

*----*------*-*Fastway Couriers
*%-%-%-%-%*%-%-%-%-%-%-%1%-%*%

**---*------***Tuffnels
*%*%-%-%-%*%-%-%-%-%-%-%*%*%*%

*----*------*-*Eagle Couriers
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

-*---*-------**One Post
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 12/07/19



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%
14315134731297--31324112185328Unweighted total
11316940319303--1*21694209322Weighted total

*----*------*-*Neo Post
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

6164-125-----152026Other answers
6%9%11%-%7%8%-%-%-%-%-%8%5%10%8%

NET: Provider other than
7511534315209--**21260150224RM
66%68%85%89%78%69%-%-%59%100%96%76%64%72%70%

c
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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: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-318917211263119231249191223328Unweighted total
-2*731320024697223225172193322Weighted total

-2*1*66886408177566898Royal Mail
-%72%100%15%6%47%34%35%41%36%34%33%35%30%

-*-*2*2228122325172138DPD
-%5%-%3%62%1%11%11%13%10%11%10%11%12%

---*-2212562523201733UPS
-%-%-%1%-%13%11%10%6%11%10%12%9%10%

-----4152091718111229Parcelforce
-%-%-%-%-%30%7%8%9%8%8%6%6%9%

---4--131881917161327Hermes
-%-%-%53%-%-%7%7%9%8%8%10%7%8%

---2-*182151620182026DHL
-%-%-%27%-%2%9%9%5%7%9%10%11%8%

-----111162101251220TNT Express
-%-%-%-%-%7%6%6%2%5%5%3%6%6%

------35133317FedEx
-%-%-%-%-%-%2%2%1%1%1%2%1%2%

------66446666APC
-%-%-%-%-%-%3%2%4%2%2%3%3%2%

------34353126UK Mail
-%-%-%-%-%-%2%2%3%2%1%1%1%2%

----**42**4444DX
-%-%-%-%5%1%2%1%*%*%2%2%2%1%

ddd

------44224444Collect Plus
-%-%-%-%-%-%2%1%2%1%2%2%2%1%

----1-21*33233Parcels to go
-%-%-%-%18%-%1%*%*%1%1%1%1%1%

------*2*****2Interparcel
-%-%-%-%-%-%*%1%*%*%*%*%*%1%

-------------2Amazon
-%-%-%-%-%-%-%-%-%-%-%-%-%1%

------111-1111Yodel
-%-%-%-%-%-%*%*%1%-%*%*%*%*%

------**--*-**Fastway Couriers
-%-%-%-%-%-%*%*%-%-%*%-%*%*%

-------*-*---*Tuffnels
-%-%-%-%-%-%-%*%-%*%-%-%-%*%

----*--*--*-**Eagle Couriers
-%-%-%-%3%-%-%*%-%-%*%-%*%*%

------**-*****One Post
-%-%-%-%-%-%*%*%-%*%*%*%*%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-318917211263119231249191223328Unweighted total
-2*731320024697223225172193322Weighted total

----*--*--*-**Neo Post
-%-%-%-%3%-%-%*%-%-%*%-%*%*%

-1--2-141592016121626Other answers
-%23%-%-%59%-%7%6%9%9%7%7%8%8%

NET: Provider other than
-1-63713215957142148115125224RM
-%28%-%85%94%53%66%65%59%64%66%67%65%70%
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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: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
1746949562-112610211328Unweighted total
*40694869*-**348207322Weighted total

-19221620----2217798Royal Mail
-%48%32%34%29%-%-%-%-%47%49%9%37%30%

a

-31238*-*--221838DPD
-%7%17%6%11%54%-%100%-%-%44%31%9%12%

d

-54212*--*--22233UPS
-%12%6%4%17%46%-%-%100%-%-%29%11%10%

b

-4536------21629Parcelforce
-%11%7%6%9%-%-%-%-%-%-%24%8%9%

--566-------1927Hermes
-%-%7%13%9%-%-%-%-%-%-%-%9%8%

ddd

-4745-----*-1626DHL
-%11%10%9%7%-%-%-%-%-%2%-%8%8%

-1615------*1020TNT Express
-%3%8%1%7%-%-%-%-%-%-%3%5%6%

-13*--------37FedEx
-%1%4%*%-%-%-%-%-%-%-%-%1%2%

-*-5------**46APC
-%*%-%11%-%-%-%-%-%-%4%2%2%2%

acd

*-12-----2--36UK Mail
100%-%1%5%-%-%-%-%-%53%-%-%2%2%

-22---------*4DX
-%6%3%-%-%-%-%-%-%-%-%-%*%1%

--22--------24Collect Plus
-%-%3%3%-%-%-%-%-%-%-%-%1%1%

--2-1-------33Parcels to go
-%-%3%-%1%-%-%-%-%-%-%-%1%1%

--*---------*2Interparcel
-%-%*%-%-%-%-%-%-%-%-%-%*%1%

-------------2Amazon
-%-%-%-%-%-%-%-%-%-%-%-%-%1%

--**---------1Yodel
-%-%1%*%-%-%-%-%-%-%-%-%-%*%

----*--------*Fastway Couriers
-%-%-%-%1%-%-%-%-%-%-%-%-%*%

------------**Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%*%*%

----*--------*Eagle Couriers
-%-%-%-%*%-%-%-%-%-%-%-%-%*%
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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: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
1746949562-112610211328Unweighted total
*40694869*-**348207322Weighted total

---*--------**One Post
-%-%-%*%-%-%-%-%-%-%-%-%*%*%

----*--------*Neo Post
-%-%-%-%*%-%-%-%-%-%-%-%-%*%

-1357------11926Other answers
-%2%5%11%10%-%-%-%-%-%-%12%9%8%

dd

NET: Provider other than
*21473149*-**227130224RM

100%52%68%66%71%100%-%100%100%53%51%91%63%70%

d
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
192301431854610175452645259328Unweighted total
13212139183304188245695551322Weighted total

106798-9*72*2126191698Royal Mail
77%32%70%-%29%4%38%4%45%38%34%31%30%

a

-258303-20*4123338DPD
-%12%5%16%10%-%11%14%9%18%5%6%12%

bb

-2311222-232658533UPS
-%11%8%12%7%-%12%82%13%7%14%9%10%

-183261215-662329Parcelforce
-%9%2%14%2%36%8%-%14%9%3%6%9%

b

-17*262*16--55927Hermes
-%8%*%14%6%10%9%-%-%7%10%17%8%

bdd

-20818628-444526DHL
-%10%6%10%21%40%4%-%8%6%7%9%8%

a

2107132*8-17*220TNT Express
17%5%5%7%7%8%4%-%2%10%1%4%6%

b

*3*71-2--21*7FedEx
1%1%*%4%2%-%1%-%-%3%1%*%2%

b

-6*6--4-*2-26APC
-%3%*%3%-%-%2%-%1%2%-%4%2%

b

-333--5-312-6UK Mail
-%1%2%1%-%-%3%-%7%1%3%-%2%

a

*4*4*-----**4DX
1%2%*%2%1%-%-%-%-%-%*%*%1%

-4-4--2--2--4Collect Plus
-%2%-%2%-%-%1%-%-%2%-%-%1%

-3-3--3---213Parcels to go
-%1%-%1%-%-%1%-%-%-%3%1%1%

-*-2--*---*-2Interparcel
-%*%-%1%-%-%*%-%-%-%*%-%1%

---2--------2Amazon
-%-%-%1%-%-%-%-%-%-%-%-%1%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
192301431854610175452645259328Unweighted total
13212139183304188245695551322Weighted total

-1-1--------1Yodel
-%*%-%*%-%-%-%-%-%-%-%-%*%

-**---------*Fastway Couriers
-%*%*%-%-%-%-%-%-%-%-%-%*%

---*--*-*-*-*Tuffnels
-%-%-%*%-%-%*%-%1%-%*%-%*%

*-*---------*Eagle Couriers
1%-%*%-%-%-%-%-%-%-%-%-%*%

-*-*--*---*-*One Post
-%*%-%*%-%-%*%-%-%-%*%-%*%

*-*---------*Neo Post
1%-%*%-%-%-%-%-%-%-%-%-%*%

*164225-15*3110626Other answers
4%8%3%12%17%-%8%4%6%1%18%12%8%

bcc

NET: Provider other than
314541183224116225433635224RM

23%68%30%100%71%96%62%96%55%62%66%69%70%

b
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-5020589171592322616565328Unweighted total
-4218079165561920715863322Weighted total

-76421783106776598Royal Mail
-%17%36%27%47%5%53%32%48%8%30%

caa

-321914922316738DPD
-%7%12%12%9%15%10%11%10%11%12%

-61513178221151033UPS
-%15%8%16%10%14%11%10%10%15%10%

b

-*125107-188929Parcelforce
-%1%6%6%6%13%-%9%5%14%9%

b

-4132136-1713627Hermes
-%9%7%3%8%11%-%8%8%10%8%

-719912412010626DHL
-%17%11%11%7%7%3%10%6%10%8%

-3124642106420TNT Express
-%8%7%5%4%7%12%5%4%6%6%

--1*12*3127FedEx
-%-%*%*%*%4%1%1%*%4%2%

b

-26222-6*46APC
-%4%3%2%1%3%-%3%*%6%2%

b

--2-31-3316UK Mail
-%-%1%-%2%1%-%1%2%1%2%

-244-*-4-*4DX
-%5%2%5%-%*%-%2%-%*%1%

--22-2-4-24Collect Plus
-%-%1%2%-%3%-%2%-%3%1%

bb

--121212*23Parcels to go
-%-%*%2%*%3%3%1%*%4%1%

b

--*-*--**-2Interparcel
-%-%*%-%*%-%-%*%*%-%1%

----------2Amazon
-%-%-%-%-%-%-%-%-%-%1%

-*1----1--1Yodel
-%1%*%-%-%-%-%*%-%-%*%

-***---*--*Fastway Couriers
-%1%*%1%-%-%-%*%-%-%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-5020589171592322616565328Unweighted total
-4218079165561920715863322Weighted total

----**---**Tuffnels
-%-%-%-%*%*%-%-%-%1%*%

--*---*---*Eagle Couriers
-%-%*%-%-%-%1%-%-%-%*%

---*-*-*-**One Post
-%-%-%*%-%*%-%*%-%*%*%

--*---*---*Neo Post
-%-%*%-%-%-%1%-%-%-%*%

-715911911513726Other answers
-%17%9%11%7%17%6%7%8%12%8%

b

NET: Provider other than
-3511658875391408257224RM
-%83%64%73%53%95%47%68%52%92%70%

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: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
10157181137185218-62144179-4417386328Unweighted total

8135161122169190-59129176-3315784322Weighted total

55251325668-143866-7502398Royal Mail
62%38%32%27%33%36%-%24%29%37%-%21%32%27%30%

1818171721-71520-115538DPD
7%6%11%14%10%11%-%11%12%11%-%2%10%6%12%

21118162017-81225-6181633UPS
28%8%11%13%12%9%-%13%9%14%-%18%12%19%10%

-1413111112-4914-311429Parcelforce
-%10%8%9%6%7%-%7%7%8%-%9%7%5%9%

-148101613-4129-216627Hermes
-%10%5%8%10%7%-%7%10%5%-%6%10%7%8%

*141861820-81212-3171126DHL
1%10%11%5%11%11%-%13%9%7%-%10%11%13%8%

c

-597310-196-35420TNT Express
-%4%6%5%2%5%-%1%7%4%-%10%3%4%6%

-33231-233-2327FedEx
-%2%2%2%2%*%-%4%2%2%-%7%2%3%2%

-26466---4--626APC
-%1%3%3%3%3%-%-%-%2%-%-%4%2%2%

-31212-353--1-6UK Mail
-%2%*%2%1%1%-%5%4%2%-%-%1%-%2%

-34*44--**-*444DX
-%2%3%*%2%2%-%-%*%*%-%*%2%4%1%

-24244---2--224Collect Plus
-%1%2%1%2%2%-%-%-%1%-%-%1%2%1%

-12223--21--2-3Parcels to go
-%1%2%2%1%1%-%-%1%*%-%-%1%-%1%

-*****--**--*-2Interparcel
-%*%*%*%*%*%-%-%*%*%-%-%*%-%1%

--------------2Amazon
-%-%-%-%-%-%-%-%-%-%-%-%-%-%1%

--1-11-----*1-1Yodel
-%-%*%-%*%*%-%-%-%-%-%1%*%-%*%

-**--*--------*Fastway Couriers
-%*%*%-%-%*%-%-%-%-%-%-%-%-%*%

---*----**----*Tuffnels
-%-%-%*%-%-%-%-%*%*%-%-%-%-%*%

--------------*Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-*****---*---**One Post
-%*%*%*%*%*%-%-%-%*%-%-%-%*%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
10157181137185218-62144179-4417386328Unweighted total

8135161122169190-59129176-3315784322Weighted total

--------------*Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

1912141216-101514-612626Other answers
9%7%8%12%7%8%-%16%11%8%-%17%8%7%8%

b

NET: Provider other than
38311090113122-4591110-2610861224RM

38%62%68%73%67%64%-%76%71%63%-%79%68%73%70%
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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: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
522781481751723987088328Unweighted total
629681261601626916075322Weighted total

1203251453826151798Royal Mail
9%68%58%22%40%28%18%32%28%24%22%30%

a

22*192224961138DPD
29%7%3%8%7%14%12%14%10%11%15%12%

b

-2--916451861033UPS
-%7%-%-%7%10%22%21%20%10%14%10%

2--41412*-115629Parcelforce
26%-%-%45%11%8%3%-%12%8%8%9%

--221582-410427Hermes
-%-%32%22%12%5%12%-%5%16%6%8%

aac

-2*-1019*46*826DHL
-%7%5%-%8%12%2%15%6%*%10%8%

b

-2**412**36620TNT Express
-%6%3%3%4%8%3%2%3%9%8%6%

2---33-2-227FedEx
35%-%-%-%2%2%-%9%-%4%3%2%

-2--26--4226APC
-%6%-%-%1%3%-%-%4%3%2%2%

-*--32--*2*6UK Mail
-%*%-%-%2%1%-%-%*%4%*%2%

----34---**4DX
-%-%-%-%2%2%-%-%-%*%*%1%

-2---2--2224Collect Plus
-%6%-%-%-%1%-%-%2%3%2%1%

----12--2123Parcels to go
-%-%-%-%1%2%-%-%3%1%3%1%

----**--***2Interparcel
-%-%-%-%*%*%-%-%*%*%*%1%

-----------2Amazon
-%-%-%-%-%-%-%-%-%-%-%1%

-----1-----1Yodel
-%-%-%-%-%*%-%-%-%-%-%*%

----**-----*Fastway Couriers
-%-%-%-%*%*%-%-%-%-%-%*%

--------**-*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 - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
522781481751723987088328Unweighted total
629681261601626916075322Weighted total

-----------*Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%*%

--------*--*One Post
-%-%-%-%-%-%-%-%*%-%-%*%

-----------*Neo Post
-%-%-%-%-%-%-%-%-%-%-%*%

---18135286726Other answers
-%-%-%6%7%8%30%9%9%11%10%8%

NET: Provider other than
6926751161317664558224RM

91%32%42%78%60%72%82%68%72%76%78%70%

b
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
2436792651124304228323291311281306328Unweighted total
2198014250*112296232314276300268292322Weighted total

7622873-298765948492829298Royal Mail
35%27%56%29%-%26%30%28%30%31%31%31%31%30%

2312-31-113632383538343438DPD
10%15%-%12%-%10%12%14%12%13%13%13%12%12%

1610222-153325333233283333UPS
7%13%14%9%-%13%11%11%10%12%11%11%11%10%

189-23-132416272321172129Parcelforce
8%11%-%9%-%12%8%7%9%8%7%6%7%9%

207-26-82519272424222027Hermes
9%8%-%10%-%7%8%8%8%9%8%8%7%8%

1211417-152421241926242626DHL
5%13%28%7%-%13%8%9%8%7%9%9%9%8%

b

124211-81814201518181820TNT Express
5%5%16%4%-%7%6%6%6%6%6%7%6%6%

7--7-265736367FedEx
3%-%-%3%-%2%2%2%2%1%2%1%2%2%

6*-5-*64646666APC
3%*%-%2%-%*%2%2%2%1%2%2%2%2%

31-3*263666666UK Mail
1%1%-%1%100%2%2%1%2%2%2%2%2%2%

4--2-*44434444DX
2%-%-%1%-%*%1%2%1%1%1%2%1%1%

4--4--44444444Collect Plus
2%-%-%1%-%-%1%2%1%1%1%1%1%1%

12-3-132333333Parcels to go
*%2%-%1%-%1%1%1%1%1%1%1%1%1%

*2-2--22222222Interparcel
*%2%-%1%-%-%1%1%1%1%1%1%1%1%

b

2--2--22222-22Amazon
1%-%-%1%-%-%1%1%1%1%1%-%1%1%

1--1-111111111Yodel
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

*--*-**-******Fastway Couriers
*%-%-%*%-%*%*%-%*%*%*%*%*%*%

*--*--*-*-****Tuffnels
*%-%-%*%-%-%*%-%*%-%*%*%*%*%

-----*********Eagle Couriers
-%-%-%-%-%*%*%*%*%*%*%*%*%*%
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
2436792651124304228323291311281306328Unweighted total
2198014250*112296232314276300268292322Weighted total

*--*--*-******One Post
*%-%-%*%-%-%*%-%*%*%*%*%*%*%

-----*********Neo Post
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

213-24-102419262424222426Other answers
10%4%-%9%-%9%8%8%8%9%8%8%8%8%

NET: Provider other than
143586176*83208167220191208186200224RM

65%73%44%71%100%74%70%72%70%69%69%69%69%70%
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
1471811693012449207712507721265328Unweighted total
1411811683112253194742507221268322Weighted total

3760411641165526673087598Royal Mail
26%33%24%50%34%31%28%36%27%42%41%28%30%

cb

22162221432212251233038DPD
15%9%13%7%11%6%11%17%10%17%14%11%12%

924124161015829422733UPS
6%13%7%14%13%19%8%11%12%5%10%10%10%

bb

21815-145159254-2629Parcelforce
15%4%9%-%11%9%7%13%10%6%-%10%9%

a

131415-124184243*2327Hermes
9%8%9%-%10%7%9%6%9%4%2%9%8%

14122024220423322426DHL
10%7%12%7%3%4%10%5%9%4%9%9%8%

a

61411271136101031620TNT Express
5%7%6%6%6%1%7%9%4%14%13%6%6%

b

525-3*7152-77FedEx
4%1%3%-%2%*%3%1%2%3%-%3%2%

23222-6-42-66APC
2%2%1%6%1%-%3%-%1%3%-%2%2%

334*1*3251*56UK Mail
2%2%2%1%1%*%2%3%2%1%1%2%2%

144-1-4*4--44DX
*%2%2%-%*%-%2%*%2%-%-%2%1%

-4-22-4-4--44Collect Plus
-%2%-%6%1%-%2%-%1%-%-%1%1%

c

*23---3-3--33Parcels to go
*%1%2%-%-%-%1%-%1%-%-%1%1%

2*--2-*22--22Interparcel
1%*%-%-%2%-%*%2%1%-%-%1%1%

b

-22---2--22-2Amazon
-%1%1%-%-%-%1%-%-%3%9%-%1%

b

**1---****-*1Yodel
*%*%*%-%-%-%*%1%*%*%-%*%*%

*---**---*-**Fastway Couriers
*%-%-%-%*%1%-%-%-%1%-%*%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
1471811693012449207712507721265328Unweighted total
1411811683112253194742507221268322Weighted total

*---*--**--**Tuffnels
*%-%-%-%*%-%-%*%*%-%-%*%*%

*-*--*--*--**Eagle Couriers
*%-%*%-%-%*%-%-%*%-%-%*%*%

-**---*--*--*One Post
-%*%*%-%-%-%*%-%-%*%-%-%*%

*-*--*--*--**Neo Post
*%-%*%-%-%*%-%-%*%-%-%*%*%

62017181211325122126Other answers
5%11%10%4%7%23%6%4%10%2%12%8%8%

baba

NET: Provider other than
104120127168137139481824212193224RM

74%67%76%50%66%69%72%64%73%58%59%72%70%

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 - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*kj*i*h*g*f*ed*cbaSignificance Level: 95%
252531252726182136293431328Unweighted total
312915272621223027373124322Weighted total

11631695858149298Royal Mail
37%20%20%58%36%24%37%18%31%37%28%10%30%

a

4**41244673238DPD
14%2%3%16%3%12%18%12%21%18%8%10%12%

j

45212-4-444433UPS
13%16%14%3%8%-%18%-%14%10%11%15%10%

*51-52*5*44429Parcelforce
*%16%10%-%18%9%*%15%1%10%12%15%9%

d

4-342--4*24427Hermes
13%-%20%16%9%-%-%12%*%4%12%15%8%

ddd

48-14-*-122326DHL
14%28%-%4%15%-%1%-%4%5%7%14%8%

j

*51*23*232*220TNT Express
*%16%8%1%8%12%1%6%10%4%*%10%6%

---1-2-3*2-*7FedEx
-%-%-%2%-%11%-%9%*%4%-%1%2%

-----*-2*22-6APC
-%-%-%-%-%1%-%6%1%4%6%-%2%

2----1--2*1-6UK Mail
7%-%-%-%-%3%-%-%7%*%2%-%2%

--1**2----2*4DX
-%-%4%*%*%9%-%-%-%-%5%*%1%

------2--2--4Collect Plus
-%-%-%-%-%-%9%-%-%4%-%-%1%

-----*-21---3Parcels to go
-%-%-%-%-%*%-%6%2%-%-%-%1%

-*-----2----2Interparcel
-%*%-%-%-%-%-%6%-%-%-%-%1%

--------2---2Amazon
-%-%-%-%-%-%-%-%7%-%-%-%1%

-*---*------1Yodel
-%2%-%-%-%*%-%-%-%-%-%-%*%

-----------**Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%2%*%

--------*--**Tuffnels
-%-%-%-%-%-%-%-%*%-%-%1%*%

-----------**Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%*%*%

-----------**One Post
-%-%-%-%-%-%-%-%-%-%-%*%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*kj*i*h*g*f*ed*cbaSignificance Level: 95%
252531252726182136293431328Unweighted total
312915272621223027373124322Weighted total

-----------**Neo Post
-%-%-%-%-%-%-%-%-%-%-%*%*%

*24*1543212226Other answers
2%8%26%*%3%22%16%9%8%3%7%9%8%

bd

NET: Provider other than
202312111716142419232222224RM
63%80%80%42%64%76%63%82%69%63%72%90%70%

d

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 26  (continuation)                                                                                                                                                    Page 555

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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
81787594328Unweighted total
76747992322Weighted total

2030222598Royal Mail
27%41%28%27%30%

58131238DPD
7%10%17%13%12%

11381133UPS
14%4%10%12%10%

c

6751129Parcelforce
8%9%6%12%9%

774927Hermes
9%9%5%10%8%

1351726DHL
17%7%1%8%8%

b

655420TNT Express
8%6%6%5%6%

-3327FedEx
-%4%4%2%2%

-*246APC
-%*%3%4%2%

21216UK Mail
3%1%3%1%2%

12-24DX
1%3%-%2%1%

--224Collect Plus
-%-%2%2%1%

-*2-3Parcels to go
-%*%3%-%1%

*-2-2Interparcel
*%-%2%-%1%

--2-2Amazon
-%-%2%-%1%

**--1Yodel
1%*%-%-%*%

---**Fastway Couriers
-%-%-%1%*%

--***Tuffnels
-%-%*%*%*%

---**Eagle Couriers
-%-%-%*%*%

---**One Post
-%-%-%*%*%

---**Neo Post
-%-%-%*%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
81787594328Unweighted total
76747992322Weighted total

758526Other answers
9%7%10%6%8%

NET: Provider other than
56445767224RM
73%59%72%73%70%
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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: 12/07/19



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

+- 1,499- £999
,999,999

*e*d*c*b*ae*d*c*baSignificance Level: 95%
1041113183878235088Unweighted total

3110183061148085Weighted total

1-24621*11719Royal Mail
17%-%23%19%22%34%46%38%29%21%22%

2*-671***1617Parcelforce
65%15%-%31%24%9%17%12%6%20%19%

*-227**-*1313FedEx
3%-%16%11%24%7%15%-%7%16%15%

-*2-4*--*1212Hermes
-%36%19%-%14%7%-%-%12%15%14%

1-1441**11112DPD
22%-%6%20%14%23%24%21%22%13%14%

*-*221**167TNT Express
6%-%1%12%8%20%20%12%22%8%9%

*--241**167UPS
15%-%-%9%13%22%15%39%20%8%9%

***-311**57DHL
3%36%1%-%12%19%54%9%10%7%8%

--2-*----22APC
-%-%19%-%2%-%-%-%-%3%3%

-*---*--*22UK Mail
-%36%-%-%-%4%-%-%7%2%2%

---------22Yodel
-%-%-%-%-%-%-%-%-%2%2%

---*-----**Pitney Bowes
-%-%-%3%-%-%-%-%-%1%1%

-*---*--*-*Secured Mail
-%36%-%-%-%4%-%-%7%-%*%

--*--*-**-*Tuffnels
-%-%1%-%-%4%-%12%3%-%*%

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

**2321-**89Other answers
3%14%21%19%6%10%-%22%11%10%10%

NET: Provider other than
318152341136366RM

83%100%77%81%78%66%54%62%71%79%78%
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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: 12/07/19



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

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
10846641171210-132788Unweighted total

321794108149-2141085Weighted total

12115-42*3-6--19Royal Mail
51%70%74%19%-%43%24%2%34%-%28%-%-%22%

1-*16-2271-*-417Parcelforce
23%-%13%20%-%23%25%51%8%-%*%-%37%19%

*--132*2---72-13FedEx
4%-%-%16%45%2%27%-%-%-%33%50%-%15%

---12-5--4-2-212Hermes
-%-%-%15%-%50%-%-%40%-%9%-%20%14%

11110*-*-2-42212DPD
24%26%74%13%5%-%1%-%25%-%18%50%21%14%

***6-**23--2-7TNT Express
4%19%60%8%-%2%1%11%28%-%-%50%-%9%

*1-6-*-2--22*7UPS
7%28%-%8%-%4%-%12%-%-%10%50%4%9%

*--6**22--2--7DHL
6%-%-%8%5%5%23%12%-%-%10%-%-%8%

--*2--------22APC
-%-%60%2%-%-%-%-%-%-%-%-%20%3%

---2-*2------2UK Mail
-%-%-%3%-%2%23%-%-%-%-%-%-%2%

---2----2----2Yodel
-%-%-%2%-%-%-%-%20%-%-%-%-%2%

*------------*Pitney Bowes
19%-%-%-%-%-%-%-%-%-%-%-%-%1%

---*-*-------*Secured Mail
-%-%-%*%-%2%-%-%-%-%-%-%-%*%

---*--*------*Tuffnels
-%-%-%*%-%-%3%-%-%-%-%-%-%*%

---*--*------*DX
-%-%-%*%-%-%1%-%-%-%-%-%-%*%

11-72-*3*-2--9Other answers
25%26%-%9%45%-%1%23%2%-%9%-%-%10%

NET: Provider other than
11*64456146-1541066RM

49%30%26%81%100%57%76%98%66%-%72%100%100%78%
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*fe*d*c*b*aSignificance Level: 95%
127618701812323229188Unweighted total

8771174202*342423*85Weighted total

2163155-*6-26-19Royal Mail
28%21%31%21%25%-%42%17%-%48%26%-%22%

*1631432-82-2-17Parcelforce
1%22%26%19%14%100%-%23%88%-%9%-%19%

*13-135-*2--6-13FedEx
2%17%-%18%27%-%58%5%-%-%26%-%15%

-12*1242-2*-4-12Hermes
-%16%4%16%18%100%-%6%8%-%18%-%14%

2101114--6*-3*12DPD
21%13%10%15%18%-%-%17%4%-%11%100%14%

-725---1-24-7TNT Express
-%10%21%7%-%-%-%4%-%48%18%-%9%

*716*--2-23-7UPS
4%9%8%9%1%-%-%5%-%52%14%-%9%

25*62--2*-2*7DHL
19%6%2%9%9%-%-%7%4%-%10%100%8%

2*-2---2----2APC
23%1%-%3%-%-%-%7%-%-%-%-%3%

-2*2---2----2UK Mail
-%3%2%2%-%-%-%6%-%-%-%-%2%

-2-22-------2Yodel
-%2%-%2%9%-%-%-%-%-%-%-%2%

-*-*---*----*Pitney Bowes
-%1%-%1%-%-%-%1%-%-%-%-%1%

-**----*----*Secured Mail
-%*%2%-%-%-%-%1%-%-%-%-%*%

**-*---*--*-*Tuffnels
1%*%-%*%-%-%-%*%-%-%*%-%*%

-*-*---*----*DX
-%*%-%*%-%-%-%*%-%-%-%-%*%

*8443--5--**9Other answers
1%11%40%6%17%-%-%14%-%-%1%100%10%

NET: Provider other than
660759152*282217*66RM

72%79%69%79%75%100%58%83%100%52%74%100%78%
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
38153528688Unweighted total
38143328385Weighted total

648-1919Royal Mail
17%31%24%-%22%22%

629*1617Parcelforce
15%16%27%5%20%19%

626-1313FedEx
15%12%17%-%16%15%

6-6-1212Hermes
16%-%19%-%15%14%

714-1212DPD
19%5%12%-%14%14%

4*3-77TNT Express
10%3%9%-%9%9%

52*257UPS
13%16%1%95%6%9%

a

3-4-77DHL
7%-%12%-%8%8%

-2--22APC
-%17%-%-%3%3%

*-2-22UK Mail
1%-%6%-%2%2%

2---22Yodel
5%-%-%-%2%2%

--*-**Pitney Bowes
-%-%1%-%1%1%

*---**Secured Mail
1%-%-%-%*%*%

*-*-**Tuffnels
*%-%*%-%*%*%

*---**DX
*%-%-%-%*%*%

72*-99Other answers
17%12%1%-%10%10%

a

NET: Provider other than
32102526466RM
83%69%76%100%78%78%
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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: 12/07/19



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*cbaSignificance Level: 95%
5329631573--11112383588Unweighted total
453731679--***5394085Weighted total

8101*118---*-171119Royal Mail
17%28%27%31%14%22%-%-%-%100%-%12%17%28%22%

89-*215---*-26917Parcelforce
17%24%-%31%31%19%-%-%-%100%-%31%15%22%19%

832-*13-----*8513FedEx
17%9%66%-%2%16%-%-%-%-%-%2%20%13%15%

48-*210--*--22812Hermes
9%22%-%37%35%13%-%-%100%-%-%34%5%21%14%

b

92**111---**18312DPD
21%7%3%63%22%13%-%-%-%100%100%17%21%6%14%

52***7----*-537TNT Express
11%7%9%31%3%9%-%-%-%-%100%-%12%7%9%

52*-*7-----*427UPS
11%6%3%-%6%9%-%-%-%-%-%7%11%6%9%

33--*6-----*337DHL
7%9%-%-%5%8%-%-%-%-%-%6%7%9%8%

2----2------2-2APC
5%-%-%-%-%3%-%-%-%-%-%-%6%-%3%

2--**2--*---2-2UK Mail
5%-%-%37%4%2%-%-%100%-%-%-%5%-%2%

2---2------2--2Yodel
4%-%-%-%31%-%-%-%-%-%-%34%-%-%2%

-*---*-------**Pitney Bowes
-%1%-%-%-%1%-%-%-%-%-%-%-%1%1%

*--**---*-----*Secured Mail
1%-%-%37%4%-%-%-%100%-%-%-%-%-%*%

**---*------***Tuffnels
*%*%-%-%-%*%-%-%-%-%-%-%*%*%*%

*----*------*-*DX
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

44-*18----*1449Other answers
9%12%-%31%12%10%-%-%-%-%100%10%9%11%10%

NET: Provider other than
37272*561--*-*5322966RM
83%72%73%69%86%78%-%-%100%-%100%88%83%72%78%
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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: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
--13255674417267536288Unweighted total
--*2245871367167505985Weighted total

----**171641517111719Royal Mail
-%-%-%-%11%7%29%23%11%22%26%22%29%22%

e

-----2111771313121317Parcelforce
-%-%-%-%-%44%19%23%19%18%19%25%22%19%

---2-*91110111161013FedEx
-%-%-%86%-%4%16%16%26%16%17%11%16%15%

---*--1084121010612Hermes
-%-%-%11%-%-%17%11%10%17%16%20%11%14%

----2251041296712DPD
-%-%-%-%89%52%9%14%12%17%14%11%13%14%

---2-*47456467TNT Express
-%-%-%86%-%3%7%10%11%8%9%8%11%9%

--*2-*35356567UPS
-%-%100%89%-%4%6%7%7%7%8%11%9%9%

------36353337DHL
-%-%-%-%-%-%5%9%8%7%4%6%5%8%

------22222222APC
-%-%-%-%-%-%3%3%5%3%3%4%3%3%

---*---222***2UK Mail
-%-%-%11%-%-%-%3%5%3%*%*%*%2%

------2--222-2Yodel
-%-%-%-%-%-%3%-%-%3%3%4%-%2%

------*****-**Pitney Bowes
-%-%-%-%-%-%1%1%1%1%1%-%1%1%

---*---*-*****Secured Mail
-%-%-%11%-%-%-%*%-%*%*%*%*%*%

------********Tuffnels
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

------********DX
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

----2-65478689Other answers
-%-%-%-%89%-%11%7%10%10%12%13%14%10%

NET: Provider other than
--*2244155325549394266RM
-%-%100%100%89%93%71%77%89%78%74%78%71%78%

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,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



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

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-211613172-112365988Unweighted total
-10191325*-**3236185Weighted total

-15110*--*-*21319Royal Mail
-%9%26%9%42%46%-%-%100%-%5%71%21%22%

-2245*--*2--1117Parcelforce
-%22%12%31%18%46%-%-%100%47%-%-%17%19%

-2423-----*-1113FedEx
-%22%20%13%14%-%-%-%-%-%5%-%18%15%

-26-2*-*--2-1012Hermes
-%22%32%-%9%54%-%100%-%-%90%-%17%14%

-3241*--*2-1912DPD
-%26%11%33%2%46%-%-%100%53%-%29%15%14%

-*42-------*57TNT Express
-%1%23%15%-%-%-%-%-%-%-%6%8%9%

-1212-----*-57UPS
-%5%12%6%8%-%-%-%-%-%5%-%8%9%

-1-*2-----*-57DHL
-%7%-%2%7%-%-%-%-%-%5%-%8%8%

--2---------22APC
-%-%10%-%-%-%-%-%-%-%-%-%4%3%

-*---*-*----22UK Mail
-%2%-%-%-%54%-%100%-%-%-%-%3%2%

--2-------2--2Yodel
-%-%10%-%-%-%-%-%-%-%90%-%-%2%

----*-------**Pitney Bowes
-%-%-%-%2%-%-%-%-%-%-%-%1%1%

-*---*-*-----*Secured Mail
-%2%-%-%-%54%-%100%-%-%-%-%-%*%

--*---------**Tuffnels
-%-%1%-%-%-%-%-%-%-%-%-%*%*%

--*---------**DX
-%-%1%-%-%-%-%-%-%-%-%-%*%*%

--224------169Other answers
-%-%10%19%15%-%-%-%-%-%-%23%10%10%

NET: Provider other than
-9141214*-*-3214966RM
-%91%74%91%58%54%-%100%-%100%95%29%79%78%
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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: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*baba*c*ba*e*d*c*b*aSignificance Level: 95%
3644642926132318141488Unweighted total
26539474*6721621191285Weighted total

*1719-**15-1102219Royal Mail
14%26%48%-%11%59%22%-%9%46%11%18%22%

a

-135122-10-224517Parcelforce
-%20%13%25%64%-%15%-%12%11%20%37%19%

-1176**11-442213FedEx
-%17%19%12%5%59%16%-%25%17%9%15%15%

29672-10*2*6412Hermes
86%13%14%14%66%-%15%11%11%1%29%36%14%

-9391-112522112DPD
-%14%8%19%20%-%17%89%31%12%10%5%14%

-644--5-14-*7TNT Express
-%10%10%8%-%-%8%-%3%21%-%4%9%

-616**5-14**7UPS
-%9%3%13%5%100%7%-%6%17%1%2%9%

-324*-5*22**7DHL
-%4%6%9%5%-%7%4%14%10%*%2%8%

-2*2--2--*2-2APC
-%3%1%4%-%-%4%-%-%2%10%-%3%

-*2*--2*-2--2UK Mail
-%*%5%1%-%-%3%11%-%9%-%-%2%

-2-2--2-2---2Yodel
-%3%-%4%-%-%3%-%11%-%-%-%2%

-*-*--*----**Pitney Bowes
-%1%-%1%-%-%1%-%-%-%-%4%1%

-*-*--**----*Secured Mail
-%*%-%1%-%-%*%11%-%-%-%-%*%

-***--*--**-*Tuffnels
-%*%*%*%-%-%*%-%-%*%1%-%*%

-**---*--*--*DX
-%*%*%-%-%-%*%-%-%*%-%-%*%

-8*81-6*3-229Other answers
-%13%1%18%15%-%10%4%16%-%10%20%10%

b

NET: Provider other than
24720473*5221511171066RM

86%74%52%100%89%41%78%100%91%54%89%82%78%

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: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*ab*a*bab*aSignificance Level: 95%
-2057265616463531988Unweighted total
-1657265219562502185Weighted total

-7161015-21515-19Royal Mail
-%43%28%37%30%-%49%24%31%-%22%

-313376-137617Parcelforce
-%16%23%10%13%31%-%21%13%28%19%

-710692-119213FedEx
-%45%17%22%18%10%-%18%19%9%15%

--6-84298412Hermes
-%-%11%-%15%23%40%14%16%20%14%

-17293-99312DPD
-%4%13%8%18%14%-%15%19%13%14%

-26*32-6327TNT Express
-%13%11%1%7%10%-%10%7%9%9%

-2525*-65*7UPS
-%13%9%10%9%2%-%9%9%2%9%

-13132-3327DHL
-%5%5%3%5%12%-%4%5%11%8%

--222--22-2APC
-%-%3%8%5%-%-%3%5%-%3%

--*-2*-*2*2UK Mail
-%-%*%-%4%1%-%*%4%1%2%

-----2-2-22Yodel
-%-%-%-%-%10%-%3%-%9%2%

-*--*-*-*-*Pitney Bowes
-%3%-%-%1%-%11%-%1%-%1%

--*--*-*-**Secured Mail
-%-%*%-%-%1%-%*%-%1%*%

--*-**-****Tuffnels
-%-%*%-%*%1%-%*%*%1%*%

--*-*--**-*DX
-%-%*%-%*%-%-%*%*%-%*%

-*8552-8349Other answers
-%3%14%21%9%12%-%13%5%20%10%

NET: Provider other than
-941163719247342166RM
-%57%72%63%70%100%51%76%69%100%78%
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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: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*d*cba*d*cb*aSignificance Level: 95%
64049445161-244359-15472688Unweighted total
33950435059-183661-10452485Weighted total

*81441117-111112-510719Royal Mail
10%21%28%8%22%29%-%58%30%20%-%52%23%31%22%

c

*81161213-*112-*12317Parcelforce
7%22%22%15%25%22%-%2%2%20%-%3%28%11%19%

b

29119610-5811-46213FedEx
67%24%22%22%11%16%-%30%22%18%-%40%13%7%15%

-244106--210--6412Hermes
-%5%8%10%20%11%-%-%6%17%-%-%14%17%14%

1971067-2107-15212DPD
28%22%13%23%11%13%-%9%28%12%-%8%12%10%14%

a

-46546-235-24*7TNT Express
-%11%11%12%8%11%-%11%10%8%-%20%8%1%9%

*55456-355-2537UPS
9%13%11%10%11%9%-%15%13%7%-%23%12%11%9%

-13333-315-*217DHL
-%1%5%7%6%5%-%15%2%8%-%4%5%3%8%

-2-222--22--222APC
-%5%-%6%4%3%-%-%7%4%-%-%4%8%3%

-*-***--*2--*-2UK Mail
-%1%-%1%*%*%-%-%1%3%-%-%1%-%2%

---22----2---22Yodel
-%-%-%4%4%-%-%-%-%3%-%-%-%8%2%

-*---*---*----*Pitney Bowes
-%1%-%-%-%1%-%-%-%1%-%-%-%-%1%

-*-***--**--*-*Secured Mail
-%1%-%1%*%*%-%-%1%*%-%-%1%-%*%

--****--**--*-*Tuffnels
-%-%*%*%*%*%-%-%*%*%-%-%*%-%*%

--*-**--*---*-*DX
-%-%*%-%*%*%-%-%*%-%-%-%*%-%*%

128768-175-*629Other answers
21%6%15%16%13%14%-%7%19%8%-%5%14%8%10%

NET: Provider other than
33136393942-82549-5351766RM

90%79%72%92%78%71%-%42%70%80%-%48%77%69%78%

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: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*b*aba*e*dc*b*aSignificance Level: 95%
383238527935202888Unweighted total
4134234565634192585Weighted total

-4*-8152234419Royal Mail
-%32%3%-%25%28%47%34%9%19%17%22%

-3--811-*62417Parcelforce
-%26%-%-%25%20%-%2%18%10%16%19%

--4-6112476613FedEx
-%-%100%-%17%20%45%60%22%32%24%15%

22--24--6--12Hermes
51%15%-%-%6%8%-%-%18%-%-%14%

---299--55312DPD
-%-%-%100%27%16%-%-%15%26%12%14%

-2--462*2547TNT Express
-%13%-%-%13%10%47%4%6%24%15%9%

-2*-372*1447UPS
-%13%3%-%9%12%49%5%2%20%17%9%

*---13**3*17DHL
3%-%-%-%2%5%10%7%8%2%3%8%

----2----*22APC
-%-%-%-%6%-%-%-%-%2%8%3%

----*---*--2UK Mail
-%-%-%-%1%-%-%-%1%-%-%2%

2-------2--2Yodel
51%-%-%-%-%-%-%-%5%-%-%2%

-----------*Pitney Bowes
-%-%-%-%-%-%-%-%-%-%-%1%

----*---*--*Secured Mail
-%-%-%-%1%-%-%-%1%-%-%*%

-----*--*--*Tuffnels
-%-%-%-%-%*%-%-%*%-%-%*%

-----*-----*DX
-%-%-%-%-%*%-%-%-%-%-%*%

22-138--4249Other answers
46%15%-%22%9%14%-%-%13%12%16%10%

NET: Provider other than
493225402431152166RM

100%68%97%100%75%72%53%66%91%81%83%78%
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
63223711398057878183778388Unweighted total
5130667*347754837779727985Weighted total

811413*101811191818181819Royal Mail
15%37%71%19%100%29%23%21%22%24%23%26%23%22%

142215-21512171717171717Parcelforce
28%8%29%22%-%7%19%23%20%22%21%23%21%19%

c

94-9-9119111111111113FedEx
18%13%-%14%-%27%15%17%14%15%14%16%14%15%

46-10-41210121212121212Hermes
9%20%-%15%-%11%16%19%15%16%15%17%15%14%

10*-10-510312101081012DPD
19%1%-%15%-%14%13%6%14%12%13%11%13%14%

3425-273777777TNT Express
6%13%34%7%-%7%10%5%9%9%9%10%9%9%

44-6-675777777UPS
7%12%-%8%-%18%9%9%9%9%9%10%9%9%

34-4-153735357DHL
5%13%-%7%-%3%6%5%8%4%6%4%6%8%

*2-2--22222222APC
1%7%-%4%-%-%3%4%3%3%3%3%3%3%

2--2--22222*22UK Mail
4%-%-%3%-%-%3%4%2%3%3%*%3%2%

-2-2-222222222Yodel
-%6%-%3%-%5%2%3%2%2%2%3%2%2%

*--*-*********Pitney Bowes
1%-%-%1%-%1%1%1%1%1%1%1%1%1%

*--*--********Secured Mail
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

*--*--*-******Tuffnels
*%-%-%*%-%-%*%-%*%*%*%*%*%*%

*--*--*-******DX
*%-%-%*%-%-%*%-%*%*%*%*%*%*%

72-8-486988789Other answers
13%6%-%12%-%12%11%12%10%11%11%10%11%10%

NET: Provider other than
4419255-245943655961536166RM
85%63%29%81%-%71%77%79%78%76%77%74%77%78%
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*cb*ab*a*baSignificance Level: 95%
35533354885128632586588Unweighted total
30553254874732612496385Weighted total

8112215111711831419Royal Mail
26%20%5%53%30%15%23%21%18%33%30%22%22%

c

51110*6*12412411417Parcelforce
18%20%31%4%13%7%26%12%20%19%6%22%19%

4102*11256942613FedEx
12%17%6%4%23%29%12%18%15%17%24%9%15%

c

2104-8-10210221012Hermes
8%18%13%-%16%-%22%7%17%9%22%16%14%

75723237111*912DPD
24%9%22%46%6%28%7%21%19%2%3%14%14%

a

35*-7*4352257TNT Express
9%9%*%-%15%4%10%9%8%10%25%8%9%

c

434*3*7*52-77UPS
14%6%12%4%7%1%15%1%8%9%-%11%9%

42**6*2442*67DHL
14%4%1%5%12%1%5%13%7%9%3%9%8%

*22-*-2**2-*2APC
2%4%6%-%1%-%4%1%1%8%-%1%3%

*2*-2--22--22UK Mail
1%3%1%-%4%-%-%7%3%-%-%3%2%

2---2--22--22Yodel
6%-%-%-%4%-%-%6%3%-%-%3%2%

*-*---*-*--**Pitney Bowes
2%-%2%-%-%-%1%-%1%-%-%1%1%

*-*----**--**Secured Mail
1%-%1%-%-%-%-%1%*%-%-%*%*%

**--*--**--**Tuffnels
*%*%-%-%*%-%-%1%*%-%-%*%*%

-*--*--**---*DX
-%*%-%-%*%-%-%*%*%-%-%-%*%

186-221662269Other answers
3%14%19%-%5%27%2%18%10%9%19%10%10%

a

NET: Provider other than
22443123463625511665066RM
74%80%95%47%70%85%77%79%82%67%70%78%78%

a
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

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

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
691027525911111188Unweighted total
813615328101510585Weighted total

-6111*-2**5319Royal Mail
-%47%20%100%10%13%-%31%2%1%45%52%22%

4-2-1*-2-7-117Parcelforce
51%-%40%-%10%4%-%23%-%47%-%12%19%

2-2----22*4213FedEx
24%-%32%-%-%-%-%23%21%1%35%33%15%

2*--22--42*-12Hermes
26%1%-%-%44%65%-%-%38%13%2%-%14%

-31*21--42-*12DPD
-%20%14%16%44%18%-%-%38%13%-%4%14%

-21*-----2217TNT Express
-%16%19%16%-%-%-%-%-%11%18%12%9%

*2*-*---*22*7UPS
2%16%4%-%2%-%-%-%3%11%24%7%9%

-2*-*-*2*2**7DHL
-%16%3%-%3%-%5%23%1%11%2%5%8%

--*---2-----2APC
-%-%8%-%-%-%95%-%-%-%-%-%3%

-------2--*-2UK Mail
-%-%-%-%-%-%-%23%-%-%2%-%2%

--------2---2Yodel
-%-%-%-%-%-%-%-%19%-%-%-%2%

---------*--*Pitney Bowes
-%-%-%-%-%-%-%-%-%3%-%-%1%

----------*-*Secured Mail
-%-%-%-%-%-%-%-%-%-%2%-%*%

---*----*---*Tuffnels
-%-%-%16%-%-%-%-%1%-%-%-%*%

---*--------*DX
-%-%-%16%-%-%-%-%-%-%-%-%*%

21*-*1--2-229Other answers
23%5%2%-%2%18%-%-%20%-%16%35%10%

NET: Provider other than
875-52259146266RM

100%53%80%-%90%87%100%69%98%99%55%48%78%
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*baSignificance Level: 95%
2514163388Unweighted total
279193085Weighted total

723719Royal Mail
26%18%13%25%22%

712717Parcelforce
25%7%9%25%19%

4-4513FedEx
14%-%20%18%15%

244212Hermes
9%47%19%7%14%

334212DPD
13%33%19%7%14%

3*-47TNT Express
12%1%-%14%9%

2**47UPS
9%1%1%15%9%

2*227DHL
8%2%10%7%8%

*-2-2APC
2%-%10%-%3%

--2*2UK Mail
-%-%9%1%2%

--2-2Yodel
-%-%9%-%2%

---**Pitney Bowes
-%-%-%2%1%

---**Secured Mail
-%-%-%1%*%

-**-*Tuffnels
-%1%1%-%*%

-*--*DX
-%1%-%-%*%

31239Other answers
10%7%10%11%10%

NET: Provider other than
207172366RM
74%82%87%75%78%
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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: 12/07/19



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
1246499265322499601233168871386Unweighted total

554487305426648164012161280Weighted total

544383298415618153811741235Royal Mail
97%99%96%98%97%95%98%94%95%97%96%

*-223*--*89DHL
*%-%2%1%1%*%-%-%*%1%1%

---*-*--*78Pitney Bowes
-%-%-%*%-%*%-%-%*%1%1%

**-2-*-**44Parcelforce
*%*%-%1%-%1%-%1%1%*%*%

----2----22Hermes
-%-%-%-%1%-%-%-%-%*%*%

-----*-**22TNT Express
-%-%-%-%-%*%-%1%*%*%*%

---------22UPS
-%-%-%-%-%-%-%-%-%*%*%

*--***--*11UK Mail
*%-%-%*%*%*%-%-%*%*%*%

1----****11Postal Sort
1%-%-%-%-%*%1%1%*%*%*%

aa

---------**Fastway Couriers
-%-%-%-%-%-%-%-%-%*%*%

*----*-**-*DPD
*%-%-%-%-%1%-%1%1%-%*%

aaa

Whistl (Previously known
*----*-*--*as TNT Post)
*%-%-%-%-%*%-%1%-%-%*%

ab

-----*--*-*DX
-%-%-%-%-%*%-%-%1%-%*%

a

--*--*--*-*First Post
-%-%*%-%-%*%-%-%*%-%*%

--*--**---*Neo Post
-%-%*%-%-%*%1%-%-%-%*%

ab

-----*--*-*FedEx
-%-%-%-%-%*%-%-%*%-%*%

-*2251-*11415Other answers
-%*%2%1%1%1%-%2%1%1%1%

544383298415618153811741235NET: RM Only
97%99%96%98%97%95%98%94%95%97%96%
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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: 12/07/19



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
1246499265322499601233168871386Unweighted total

554487305426648164012161280Weighted total

NET: Provider other than
2*47113*124245RM
3%1%4%2%3%5%2%6%5%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 - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



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

Humber

mlkjihgfe*dcbaSignificance Level: 95%
1701871818488380941658327151491161386Unweighted total

58766610801009911621010927193771491280Weighted total

5674651040959710720410727185751431235Royal Mail
97%97%97%96%96%98%92%97%98%100%96%97%96%96%

g

-118------52*9DHL
-%1%1%1%-%-%-%-%-%-%3%3%*%1%

fjmfm

-*-72-5---*--8Pitney Bowes
-%1%-%1%2%-%5%-%-%-%*%-%-%1%

acfjklm

---4-2-2-----4Parcelforce
-%-%-%*%-%2%-%1%-%-%-%-%-%*%

jl

---22--------2Hermes
-%-%-%*%2%-%-%-%-%-%-%-%-%*%

jkl

*--2----2----2TNT Express
*%-%-%*%-%-%-%-%2%-%-%-%-%*%

j

---2------2--2UPS
-%-%-%*%-%-%-%-%-%-%1%-%-%*%

-1-*----*----1UK Mail
-%1%-%*%-%-%-%-%*%-%-%-%-%*%

j

1------------1Postal Sort
2%-%-%-%-%-%-%-%-%-%-%-%-%*%

j

*------------*Fastway Couriers
1%-%-%-%-%-%-%-%-%-%-%-%-%*%

j

---*------*--*DPD
-%-%-%*%-%-%-%-%-%-%*%-%-%*%

Whistl (Previously known
*--*---*-----*as TNT Post)
*%-%-%*%-%-%-%*%-%-%-%-%-%*%

---*----*----*DX
-%-%-%*%-%-%-%-%*%-%-%-%-%*%

--*----------*First Post
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

--*----------*Neo Post
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

*------------*FedEx
*%-%-%-%-%-%-%-%-%-%-%-%-%*%

**114*-44*---615Other answers
*%*%1%1%*%-%3%2%*%-%-%-%4%1%

clmcjlm
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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: 12/07/19



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

Humber

mlkjihgfe*dcbaSignificance Level: 95%
1701871818488380941658327151491161386Unweighted total

58766610801009911621010927193771491280Weighted total

5674651040959710720410727185751431235NET: RM Only
97%97%97%96%96%98%92%97%98%100%96%97%96%96%

g

NET: Provider other than
2223942962-72645RM
3%3%3%4%4%2%8%3%2%-%4%3%4%4%

k
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcb*aSignificance Level: 95%
183120337810086221093728113634137281386Unweighted total
128115227410065521202530811930110141280Weighted total

12111142689675321172529711529103141235Royal Mail
95%97%98%96%96%97%100%96%97%98%94%100%96%

-9-95--3-1--9DHL
-%1%-%1%1%-%-%1%-%2%-%-%1%

-8345*-2----8Pitney Bowes
-%1%1%*%1%*%-%1%-%-%-%-%1%

-4*4*--22-*-4Parcelforce
-%*%*%*%*%-%-%1%2%-%*%-%*%

h

-2-22-------2Hermes
-%*%-%*%*%-%-%-%-%-%-%-%*%

2**2---*--2-2TNT Express
1%*%*%*%-%-%-%*%-%-%2%-%*%

aeh

-2-2---2----2UPS
-%*%-%*%-%-%-%1%-%-%-%-%*%

-1-1---**-*-1UK Mail
-%*%-%*%-%-%-%*%*%-%*%-%*%

1**1*1----*-1Postal Sort
*%*%*%*%*%1%-%-%-%-%*%-%*%

a

-*-*------*-*Fastway Couriers
-%*%-%*%-%-%-%-%-%-%*%-%*%

**-*---*----*DPD
*%*%-%*%-%-%-%*%-%-%-%-%*%

Whistl (Previously known
-***---*----*as TNT Post)
-%*%*%*%-%-%-%*%-%-%-%-%*%

*--**-------*DX
*%-%-%*%*%-%-%-%-%-%-%-%*%

-*-**-------*First Post
-%*%-%*%*%-%-%-%-%-%-%-%*%

-**-*-------*Neo Post
-%*%*%-%*%-%-%-%-%-%-%-%*%

-**-------*-*FedEx
-%*%*%-%-%-%-%-%-%-%*%-%*%

41121362-22-4-15Other answers
3%1%1%1%1%2%-%1%2%-%3%-%1%

aeh

12111142689675321172529711529103141235NET: RM Only
95%97%98%96%96%97%100%96%97%98%94%100%96%
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcb*aSignificance Level: 95%
183120337810086221093728113634137281386Unweighted total
128115227410065521202530811930110141280Weighted total

NET: Provider other than
738639193-11417-45RM
5%3%2%4%4%3%-%4%3%2%6%-%4%
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3512218053813481386Unweighted total
3202047455312271280Weighted total

3061977205311821235Royal Mail
96%97%97%100%96%96%

-27-99DHL
-%1%1%-%1%1%

422-88Pitney Bowes
1%1%*%-%1%1%

2-2-44Parcelforce
1%-%*%-%*%*%

2---22Hermes
1%-%-%-%*%*%

a

--2-22TNT Express
-%-%*%-%*%*%

--2-22UPS
-%-%*%-%*%*%

*-1-11UK Mail
*%-%*%-%*%*%

*1*-11Postal Sort
*%*%*%-%*%*%

--*-**Fastway Couriers
-%-%*%-%*%*%

*---**DPD
*%-%-%-%*%*%

Whistl (Previously known
-**-**as TNT Post)
-%*%*%-%*%*%

--*-**DX
-%-%*%-%*%*%

-*--**First Post
-%*%-%-%*%*%

-*--**Neo Post
-%*%-%-%*%*%

--*-**FedEx
-%-%*%-%*%*%

528-1515Other answers
2%1%1%-%1%1%

3061977205311821235NET: RM Only
96%97%97%100%96%96%

NET: Provider other than
14725-4545RM

4%3%3%-%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 - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
3167123588461340--4313827010701386Unweighted total
2246464105261254--32*2019910561280Weighted total

2116224025231212--32*1818810241235Royal Mail
94%96%98%95%89%97%-%-%100%89%100%87%95%97%96%

ccjcj

162--9------189DHL
*%1%*%-%-%1%-%-%-%-%-%-%*%1%1%

25---8------258Pitney Bowes
1%1%-%-%-%1%-%-%-%-%-%-%1%1%1%

2*2--4------224Parcelforce
1%*%*%-%-%*%-%-%-%-%-%-%1%*%*%

ba

-2---2-------22Hermes
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%

-*2--2-------22TNT Express
-%*%*%-%-%*%-%-%-%-%-%-%-%*%*%

2----2------2-2UPS
1%-%-%-%-%*%-%-%-%-%-%-%1%-%*%

bai

***--1------*11UK Mail
*%*%*%-%-%*%-%-%-%-%-%-%*%*%*%

1*---1------1*1Postal Sort
*%*%-%-%-%*%-%-%-%-%-%-%*%*%*%

-*---*-------**Fastway Couriers
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%

*--**----*-*--*DPD
*%-%-%5%1%-%-%-%-%11%-%1%-%-%*%

abiai

Whistl (Previously known
*----*------*-*as TNT Post)
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

*---*------*--*DX
*%-%-%-%1%-%-%-%-%-%-%1%-%-%*%

aiai

*----*------*-*First Post
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

*----*------*-*Neo Post
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

*----*------*-*FedEx
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

582-213-----231015Other answers
2%1%*%-%9%1%-%-%-%-%-%11%1%1%1%

aabiabi

2116224025231212--32*1818810241235NET: RM Only
94%96%98%95%89%97%-%-%100%89%100%87%95%97%96%

ccjcj
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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: 12/07/19



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%
3167123588461340--4313827010701386Unweighted total
2246464105261254--32*2019910561280Weighted total

NET: Provider other than
14248*342---*-3113145RM

6%4%2%5%11%3%-%-%-%11%-%13%5%3%4%

aaiai
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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: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
1852540901217979456548138686512611386Unweighted total
2851424611167867385515128076911421280Weighted total

2841321591127832367502123573511051235Royal Mail
100%100%98%91%88%97%97%96%95%98%96%96%97%96%

cc

-----275219669DHL
-%-%-%-%-%3%1%1%1%*%1%1%1%1%

a

----2-68428888Pitney Bowes
-%-%-%-%8%-%*%1%1%*%1%1%1%1%

ab

--*---44224244Parcelforce
-%-%2%-%-%-%*%*%1%*%*%*%*%*%

------2-2-22-2Hermes
-%-%-%-%-%-%*%-%1%-%*%*%-%*%

af

------22-*22*2TNT Express
-%-%-%-%-%-%*%*%-%*%*%*%*%*%

------22222-22UPS
-%-%-%-%-%-%*%*%*%*%*%-%*%*%

------11**11*1UK Mail
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

---1--*11-1*11Postal Sort
-%-%-%5%-%-%*%*%*%-%*%*%*%*%

----*--**-****Fastway Couriers
-%-%-%-%2%-%-%*%*%-%*%*%*%*%

a

------********DPD
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

Whistl (Previously known
------***-****as TNT Post)
-%-%-%-%-%-%*%*%*%-%*%*%*%*%

----*--*-*****DX
-%-%-%-%1%-%-%*%-%*%*%*%*%*%

a

------***-****First Post
-%-%-%-%-%-%*%*%*%-%*%*%*%*%

----*--*--*-**Neo Post
-%-%-%-%*%-%-%*%-%-%*%-%*%*%

a

------*--**-**FedEx
-%-%-%-%-%-%*%-%-%*%*%-%*%*%

---***15113515111515Other answers
-%-%-%3%1%*%1%1%1%1%1%1%1%1%

2841321591127832367502123573511051235NET: RM Only
100%100%98%91%88%97%97%96%95%98%96%96%97%96%

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 - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
1852540901217979456548138686512611386Unweighted total
2851424611167867385515128076911421280Weighted total

NET: Provider other than
--*1323935171345343745RM
-%-%2%9%12%3%3%4%5%2%4%4%3%4%

ab
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1127135241386Unweighted total
6169300347457*-**34124951280Weighted total

6160291335443*-**34114831235Royal Mail
100%95%97%97%97%100%-%100%100%100%100%96%98%96%

--126-------19DHL
-%-%*%1%1%-%-%-%-%-%-%-%*%1%

-*7---------28Pitney Bowes
-%*%2%-%-%-%-%-%-%-%-%-%*%1%

abd

---22-------24Parcelforce
-%-%-%1%*%-%-%-%-%-%-%-%*%*%

---2---------2Hermes
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

---2*-------*2TNT Express
-%-%-%*%*%-%-%-%-%-%-%-%*%*%

--2---------22UPS
-%-%1%-%-%-%-%-%-%-%-%-%*%*%

-1--*-------*1UK Mail
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

-1*----------1Postal Sort
-%*%*%-%-%-%-%-%-%-%-%-%-%*%

----*--------*Fastway Couriers
-%-%-%-%*%-%-%-%-%-%-%-%-%*%

-*-*-------***DPD
-%*%-%*%-%-%-%-%-%-%-%2%*%*%

Whistl (Previously known
-*-----------*as TNT Post)
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

-*---------*-*DX
-%*%-%-%-%-%-%-%-%-%-%2%-%*%

-*-----------*First Post
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

----*--------*Neo Post
-%-%-%-%*%-%-%-%-%-%-%-%-%*%

--*---------**FedEx
-%-%*%-%-%-%-%-%-%-%-%-%*%*%

-7-36-------515Other answers
-%4%-%1%1%-%-%-%-%-%-%-%1%1%

abcc

6160291335443*-**34114831235NET: RM Only
100%95%97%97%97%100%-%100%100%100%100%96%98%96%

NET: Provider other than
-9101115------*1245RM
-%5%3%3%3%-%-%-%-%-%-%4%2%4%
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
5313331351251232222943741291192231386Unweighted total
451235129115118313319*631311182021280Weighted total

-123584115118213307*601271161991235Royal Mail
-%100%65%100%100%99%96%76%96%97%98%98%96%

bba

9-9---1--1-19DHL
19%-%7%-%-%-%*%-%-%*%-%*%1%

aa

8-8-*-2--2*-8Pitney Bowes
17%-%6%-%*%-%1%-%-%1%*%-%1%

aa

4-4-*-2*2-**4Parcelforce
9%-%3%-%*%-%1%24%3%-%*%*%*%

aaac

2-2---------2Hermes
5%-%2%-%-%-%-%-%-%-%-%-%*%

aa

2-2-*-*----*2TNT Express
4%-%1%-%*%-%*%-%-%-%-%*%*%

aa

2-2---2--2--2UPS
4%-%1%-%-%-%1%-%-%1%-%-%*%

aa

1-1---*-*---1UK Mail
3%-%1%-%-%-%*%-%*%-%-%-%*%

aa

1-1---------1Postal Sort
2%-%1%-%-%-%-%-%-%-%-%-%*%

aa

*-*---------*Fastway Couriers
1%-%*%-%-%-%-%-%-%-%-%-%*%

aa

*-*---*-*-*-*DPD
1%-%*%-%-%-%*%-%*%-%*%-%*%

a

Whistl (Previously known
*-*---------*as TNT Post)
1%-%*%-%-%-%-%-%-%-%-%-%*%

a

*-*-*----*--*DX
*%-%*%-%*%-%-%-%-%*%-%-%*%

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 - a,b - a,b

Produced by OLR
Issue date: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
5313331351251232222943741291192231386Unweighted total
451235129115118313319*631311182021280Weighted total

*-*---------*First Post
*%-%*%-%-%-%-%-%-%-%-%-%*%

*-*---------*Neo Post
*%-%*%-%-%-%-%-%-%-%-%-%*%

*-*--*---*--*FedEx
*%-%*%-%-%1%-%-%-%*%-%-%*%

15-15**-4-**2215Other answers
34%-%12%*%*%-%1%-%*%*%2%1%1%

aa

-123584115118213307*601271161991235NET: RM Only
-%100%65%100%100%99%96%76%96%97%98%98%96%

bba

NET: Provider other than
45-45*1*12*342345RM

100%-%35%*%*%1%4%24%4%3%2%2%4%

aac

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 28  (continuation)                                                                                                                                                    Page 586

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: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541914939923226127541386Unweighted total
-127107937914337219207122471280Weighted total

-12010453641313718204120461235Royal Mail
-%94%97%96%92%100%44%99%98%98%96%

b

-4641-2*--9DHL
-%3%1%1%1%-%12%*%-%-%1%

b

--822-2---8Pitney Bowes
-%-%1%*%1%-%10%-%-%-%1%

a

-2242-----4Parcelforce
-%1%*%1%2%-%-%-%-%-%*%

bba

------2---2Hermes
-%-%-%-%-%-%12%-%-%-%*%

-*-**-----2TNT Express
-%*%-%*%*%-%-%-%-%-%*%

---22-----2UPS
-%-%-%*%1%-%-%-%-%-%*%

ba

--*-*-*---1UK Mail
-%-%*%-%*%-%3%-%-%-%*%

-*1*--1---1Postal Sort
-%*%*%*%-%-%3%-%-%-%*%

-***------*Fastway Couriers
-%*%*%*%-%-%-%-%-%-%*%

--*-*-*-*-*DPD
-%-%*%-%*%-%1%-%*%-%*%

Whistl (Previously known
--**--*---*as TNT Post)
-%-%*%*%-%-%1%-%-%-%*%

--*-*-*-*-*DX
-%-%*%-%*%-%1%-%*%-%*%

-***---*--*First Post
-%*%*%*%-%-%-%*%-%-%*%

--*---*---*Neo Post
-%-%*%-%-%-%1%-%-%-%*%

-****-*-*-*FedEx
-%*%*%*%*%-%*%-%*%-%*%

-*15341222115Other answers
-%*%1%1%3%*%13%1%2%2%1%

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: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541914939923226127541386Unweighted total
-127107937914337219207122471280Weighted total

-12010453641313718204120461235NET: RM Only
-%94%97%96%92%100%44%99%98%98%96%

b

NET: Provider other than
-734151211132145RM
-%6%3%4%8%*%56%1%2%2%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: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710444518331228-116382354-1397733381386Unweighted total
177319654157441111-104351327-1086893251280Weighted total

177259594147341103-101347318-976593131235Royal Mail
100%99%99%100%99%99%-%97%99%97%-%89%96%96%96%

bcc

--*-**-111-5429DHL
-%-%*%-%*%*%-%1%*%*%-%4%1%1%1%

ab

-2--22-2*2--628Pitney Bowes
-%*%-%-%*%*%-%2%*%1%-%-%1%1%1%

b

-------**2-2224Parcelforce
-%-%-%-%-%-%-%*%*%1%-%2%*%1%*%

b

--2-2-------222Hermes
-%-%*%-%*%-%-%-%-%-%-%-%*%1%*%

-------***-22*2TNT Express
-%-%-%-%-%-%-%*%*%*%-%2%*%*%*%

ab

---------2----2UPS
-%-%-%-%-%-%-%-%-%1%-%-%-%-%*%

-*--*---**--1*1UK Mail
-%*%-%-%*%-%-%-%*%*%-%-%*%*%*%

-11--1------*-1Postal Sort
-%*%*%-%-%*%-%-%-%-%-%-%*%-%*%

-----------****Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%*%*%*%*%

--------**--*-*DPD
-%-%-%-%-%-%-%-%*%*%-%-%*%-%*%

Whistl (Previously known
-**-**-----****as TNT Post)
-%*%*%-%*%*%-%-%-%-%-%*%*%*%*%

-**--*--*---*-*DX
-%*%*%-%-%*%-%-%*%-%-%-%*%-%*%

-**-**-----****First Post
-%*%*%-%*%*%-%-%-%-%-%*%*%*%*%

--------------*Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-**--*-*-*----*FedEx
-%*%*%-%-%*%-%*%-%*%-%-%-%-%*%

-32145-*32-211215Other answers
-%*%*%*%1%*%-%*%1%1%-%2%2%1%1%

177259594147341103-101347318-976593131235NET: RM Only
100%99%99%100%99%99%-%97%99%97%-%89%96%96%96%

bcc
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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: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710444518331228-116382354-1397733381386Unweighted total
177319654157441111-104351327-1086893251280Weighted total

NET: Provider other than
-66198-349-12301245RM
-%1%1%*%1%1%-%3%1%3%-%11%4%4%4%

cab
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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: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1119233182995559632482153261386Unweighted total
1323182470689248622251732981280Weighted total

1319182470088647622211712971235Royal Mail
100%79%100%99%99%99%100%100%98%99%100%96%

-----*---119DHL
-%-%-%-%-%*%-%-%-%*%*%1%

----2----**8Pitney Bowes
-%-%-%-%*%-%-%-%-%*%*%1%

------**2--4Parcelforce
-%-%-%-%-%-%*%*%1%-%-%*%

-2---2-----2Hermes
-%9%-%-%-%*%-%-%-%-%-%*%

------*-***2TNT Express
-%-%-%-%-%-%*%-%*%*%*%*%

--------2--2UPS
-%-%-%-%-%-%-%-%1%-%-%*%

----*------1UK Mail
-%-%-%-%*%-%-%-%-%-%-%*%

----11-----1Postal Sort
-%-%-%-%*%*%-%-%-%-%-%*%

-----------*Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%*%

-----------*DPD
-%-%-%-%-%-%-%-%-%-%-%*%

Whistl (Previously known
---***-----*as TNT Post)
-%-%-%1%*%*%-%-%-%-%-%*%

-----*-----*DX
-%-%-%-%-%*%-%-%-%-%-%*%

----*------*First Post
-%-%-%-%*%-%-%-%-%-%-%*%

-----------*Neo Post
-%-%-%-%-%-%-%-%-%-%-%*%

----**-----*FedEx
-%-%-%-%*%*%-%-%-%-%-%*%

-3--32--***15Other answers
-%11%-%-%*%*%-%-%*%*%*%1%

1319182470088647622211712971235NET: RM Only
100%79%100%99%99%99%100%100%98%99%100%96%

NET: Provider other than
-5-*66**41145RM
-%21%-%1%1%1%*%*%2%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: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
115619337117813451309801136511391345116813411386Unweighted total
105019644106622761209732125510281235104612321280Weighted total

1042193441058-264116570512099921190101211871235Royal Mail
99%99%100%99%-%96%96%96%96%97%96%97%96%96%

*--*-499959799DHL
*%-%-%*%-%1%1%1%1%*%1%1%1%1%

2----286868688Pitney Bowes
*%-%-%-%-%1%1%1%1%1%1%1%1%1%

-----*44444244Parcelforce
-%-%-%-%-%*%*%1%*%*%*%*%*%*%

2--2--22222222Hermes
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

-----22*222222TNT Express
-%-%-%-%-%1%*%*%*%*%*%*%*%*%

a

------222-2-22UPS
-%-%-%-%-%-%*%*%*%-%*%-%*%*%

*--*-*11111111UK Mail
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

1--1-***111111Postal Sort
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

------********Fastway Couriers
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

-----*********DPD
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

Whistl (Previously known
*--*-*********as TNT Post)
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

*--*--********DX
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

*--*-*********First Post
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

-----*********Neo Post
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

*--*-*********FedEx
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

32-423153151315121515Other answers
*%1%-%*%100%1%1%*%1%1%1%1%1%1%

a

1042193441058-264116570512099921190101211871235NET: RM Only
99%99%100%99%-%96%96%96%96%97%96%97%96%96%
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
115619337117813451309801136511391345116813411386Unweighted total
105019644106622761209732125510281235104612321280Weighted total

NET: Provider other than
92-82124427453645344545RM
1%1%-%1%100%4%4%4%4%3%4%3%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 - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
54584111456615825797714822260182281386Unweighted total
51276810786013524590512420552192161280Weighted total

50373110485312923288111516745141771235Royal Mail
98%95%97%88%95%95%97%93%81%88%72%82%96%

abbac

-98-145-62-99DHL
-%1%1%-%*%2%1%-%3%4%-%4%1%

b

-87--25*8-268Pitney Bowes
-%1%1%-%-%1%1%*%4%-%9%3%1%

b

2222**2222*44Parcelforce
*%*%*%3%*%*%*%1%1%4%1%2%*%

cb

-22----22--22Hermes
-%*%*%-%-%-%-%2%1%-%-%1%*%

bc

2*-2*-2-*22*2TNT Express
*%*%-%3%*%-%*%-%*%3%9%*%*%

acb

-2--2--22--22UPS
-%*%-%-%1%-%-%1%1%-%-%1%*%

cb

*1-*1*-11--11UK Mail
*%*%-%1%1%*%-%1%1%-%-%1%*%

ccb

*1*1**1-1--11Postal Sort
*%*%*%1%*%*%*%-%*%-%-%*%*%

c

-*---*--*---*Fastway Couriers
-%*%-%-%-%*%-%-%*%-%-%-%*%

**--*--***-**DPD
*%*%-%-%*%-%-%*%*%1%-%*%*%

Whistl (Previously known
**-***-**--**as TNT Post)
*%*%-%*%*%*%-%*%*%-%-%*%*%

*-*--*---*--*DX
*%-%*%-%-%*%-%-%-%*%-%-%*%

-*--*-*-*--**First Post
-%*%-%-%*%-%*%-%*%-%-%*%*%

*-*--*--*--**Neo Post
*%-%*%-%-%*%-%-%*%-%-%*%*%

*-*---*-*--**FedEx
*%-%*%-%-%-%*%-%*%-%-%*%*%

312103269115-21315Other answers
1%2%1%4%2%2%1%1%7%-%9%6%1%

ca
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
54584111456615825797714822260182281386Unweighted total
51276810786013524590512420552192161280Weighted total

50373110485312923288111516745141771235NET: RM Only
98%95%97%88%95%95%97%93%81%88%72%82%96%

abbac

NET: Provider other than
83730761324839653945RM
2%5%3%12%5%5%3%7%19%12%28%18%4%

bacbb
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1191201351091091339586134114971351386Unweighted total
122140881211218881989613692971280Weighted total

118137871201158679959212788911235Royal Mail
96%98%99%100%95%97%98%97%96%94%96%93%96%

achach

-2-1-2-1-22-9DHL
-%2%-%*%-%2%-%1%-%1%2%-%1%

-*--2---2-228Pitney Bowes
-%*%-%-%2%-%-%-%2%-%2%2%1%

-----*-2*2--4Parcelforce
-%-%-%-%-%*%-%2%*%1%-%-%*%

----2-------2Hermes
-%-%-%-%2%-%-%-%-%-%-%-%*%

--*------2-*2TNT Express
-%-%*%-%-%-%-%-%-%1%-%*%*%

-----------22UPS
-%-%-%-%-%-%-%-%-%-%-%2%*%

-**------*--1UK Mail
-%*%*%-%-%-%-%-%-%*%-%-%*%

*-*--*-1----1Postal Sort
*%-%*%-%-%*%-%1%-%-%-%-%*%

-----------**Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%*%*%

-------*-*--*DPD
-%-%-%-%-%-%-%*%-%*%-%-%*%

Whistl (Previously known
--*--------**as TNT Post)
-%-%*%-%-%-%-%-%-%-%-%*%*%

-----*------*DX
-%-%-%-%-%*%-%-%-%-%-%-%*%

-----------**First Post
-%-%-%-%-%-%-%-%-%-%-%*%*%

-----------**Neo Post
-%-%-%-%-%-%-%-%-%-%-%*%*%

--*---------*FedEx
-%-%*%-%-%-%-%-%-%-%-%-%*%

4*--2*2-23-215Other answers
4%*%-%-%2%*%2%-%2%2%-%2%1%

ijk

118137871201158679959212788911235NET: RM Only
96%98%99%100%95%97%98%97%96%94%96%93%96%

achach

NET: Provider other than
53116323493645RM
4%2%1%*%5%3%2%3%4%6%4%7%4%

ijijij
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
3743513153461386Unweighted total
3503292753251280Weighted total

3423202673061235Royal Mail
98%97%97%94%96%

a

23139DHL
1%1%*%1%1%

*2248Pitney Bowes
*%1%1%1%1%

-*224Parcelforce
-%*%1%1%*%

-2--2Hermes
-%1%-%-%*%

*--22TNT Express
*%-%-%1%*%

---22UPS
-%-%-%1%*%

1--*1UK Mail
*%-%-%*%*%

**1-1Postal Sort
*%*%*%-%*%

---**Fastway Couriers
-%-%-%*%*%

--***DPD
-%-%*%*%*%

Whistl (Previously known
*--**as TNT Post)
*%-%-%*%*%

-*--*DX
-%*%-%-%*%

---**First Post
-%-%-%*%*%

---**Neo Post
-%-%-%*%*%

*---*FedEx
*%-%-%-%*%

524515Other answers
1%1%1%2%1%

3423202673061235NET: RM Only
98%97%97%94%96%

a

NET: Provider other than
8991945RM
2%3%3%6%4%

d
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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: 12/07/19



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

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
261424435192132356138230Unweighted total

71022596713238208221Weighted total

112162441125963Royal Mail
12%11%9%27%36%29%30%26%30%28%28%

*-4615*-*-3131Hermes
1%-%19%11%23%1%-%3%-%15%14%

be

2*4771--12223Parcelforce
29%1%19%13%10%6%-%-%10%10%10%

1-4563*121821DPD
10%-%18%9%9%20%12%22%22%9%9%

aa

2*2531***1718DHL
32%1%8%8%5%4%9%3%4%8%8%

*2-421*111314TNT Express
1%24%-%7%4%10%10%18%8%6%6%

*243*1***1011APC
3%19%16%4%1%4%11%6%2%5%5%

*-2431*-1910UPS
5%-%10%7%4%7%5%-%10%4%4%

-2-42----88UK Mail
-%20%-%7%3%-%-%-%-%4%3%

-2-1-1*-145FedEx
-%20%-%1%-%5%5%-%7%2%2%

----2----22Yodel
-%-%-%-%3%-%-%-%-%1%1%

*----**-*11DX
3%-%-%-%-%3%10%-%3%*%*%

--*--*-**-*Tuffnels
-%-%1%-%-%3%-%8%2%-%*%

a

*----*-*--*Parcels to go
1%-%-%-%-%1%-%3%-%-%*%

-----*--*-*Interparcel
-%-%-%-%-%1%-%-%1%-%*%

***421***1515Other answers
1%5%*%8%3%5%8%11%1%7%7%

112162441125963NET: RM Only
12%11%9%27%36%29%30%26%30%28%28%

NET: Provider other than
692043439126149158RM

88%89%91%73%64%71%70%74%70%72%72%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 29                                                                                                                                                                    Page 598

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

Humber

*m*l*kj*i*h*gf*e*d*c*b*aSignificance Level: 95%
2727181581220183219328917230Unweighted total

913719211242441221361221221Weighted total

223574911114*102563Royal Mail
18%14%41%29%36%36%46%28%18%77%28%17%22%28%

-1130--459--6631Hermes
-%4%15%15%-%-%16%13%41%-%-%46%28%14%

21119*6422-22-23Parcelforce
19%9%15%10%4%27%16%5%9%-%5%18%-%10%

25113*4224-*-*21DPD
27%36%8%7%2%18%7%6%18%-%*%-%2%9%

**-17-2*6--9--18DHL
6%1%-%9%-%8%1%14%-%-%25%-%-%8%

*1*135--4--2*214TNT Express
1%7%3%7%43%-%-%10%-%-%5%1%10%6%

-1*10-*3-*-2*411APC
-%5%7%5%-%1%14%-%1%-%5%1%19%5%

-1*9-2*2*-4--10UPS
-%7%3%5%-%9%*%5%1%-%11%-%-%4%

---8----2-2228UK Mail
-%-%-%4%-%-%-%-%9%-%5%16%9%3%

*-14-*-2--*-25FedEx
2%-%8%2%-%1%-%4%-%-%*%-%10%2%

---2------2--2Yodel
-%-%-%1%-%-%-%-%-%-%6%-%-%1%

1--*----*----1DX
7%-%-%*%-%-%-%-%2%-%-%-%-%*%

---*---**----*Tuffnels
-%-%-%*%-%-%-%1%1%-%-%-%-%*%

---*---*-----*Parcels to go
-%-%-%*%-%-%-%*%-%-%-%-%-%*%

-*-----------*Interparcel
-%1%-%-%-%-%-%-%-%-%-%-%-%*%

22-112*-6-*3--15Other answers
20%17%-%6%16%1%-%14%-%23%10%-%-%7%

223574911114*102563NET: RM Only
18%14%41%29%36%36%46%28%18%77%28%17%22%28%

NET: Provider other than
7114135716132918*261016158RM

82%86%59%71%64%64%54%72%82%23%72%83%78%72%
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*cb*aSignificance Level: 95%
2620462168484594133612230Unweighted total
182034517552669563502221Weighted total

9541448142*265*15-63Royal Mail
48%27%32%28%28%33%3%28%74%17%29%-%28%

-3152613-212--4-31Hermes
-%15%11%15%25%-%31%13%-%-%8%-%14%

b

22171632-13**3223Parcelforce
11%10%15%9%5%37%-%13%3%4%5%96%10%

*20516*-*141-5-21DPD
2%10%10%9%1%-%8%15%13%-%10%-%9%

hh

-18*1752-6--5-18DHL
-%9%*%10%10%30%-%6%-%-%9%-%8%

b

113592--4*25-14TNT Express
3%7%12%5%5%-%-%4%3%79%11%-%6%

4729--27--2-11APC
21%3%4%5%-%-%31%7%-%-%4%-%5%

*10282--7--1-10UPS
1%5%4%4%4%-%-%7%-%-%2%-%4%

26-8---4--4-8UK Mail
10%3%-%4%-%-%-%4%-%-%7%-%3%

*5*51-2---2-5FedEx
1%2%*%3%1%-%28%-%-%-%5%-%2%

e

-2-2------2-2Yodel
-%1%-%1%-%-%-%-%-%-%4%-%1%

*1-11-----*-1DX
1%*%-%1%2%-%-%-%-%-%*%-%*%

-***------*-*Tuffnels
-%*%1%*%-%-%-%-%-%-%1%-%*%

*--**-------*Parcels to go
1%-%-%*%*%-%-%-%-%-%-%-%*%

-**----*----*Interparcel
-%*%*%-%-%-%-%*%-%-%-%-%*%

*1551010--2*-2*15Other answers
2%7%11%6%19%-%-%2%7%-%5%4%7%

be

9541448142*265*15-63NET: RM Only
48%27%32%28%28%33%3%28%74%17%29%-%28%

NET: Provider other than
91493112738466922352158RM

52%73%68%72%72%67%97%72%26%83%71%100%72%
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
10039906224230Unweighted total

9940825215221Weighted total

33141645963Royal Mail
34%34%20%71%27%28%

a

14512-3131Hermes
14%11%15%-%14%14%

104812223Parcelforce
10%9%10%10%10%10%

181212021DPD
18%2%3%10%9%9%

ab

4410-1818DHL
4%9%12%-%8%8%

1211-1414TNT Express
1%5%14%-%7%6%

c

442-1111APC
4%11%3%-%5%5%

523*910UPS
5%6%4%9%4%4%

--8-88UK Mail
-%-%9%-%4%3%

c

122-55FedEx
1%4%3%-%2%2%

2---22Yodel
2%-%-%-%1%1%

*1*-11DX
*%2%*%-%*%*%

-**-**Tuffnels
-%1%*%-%*%*%

*---**Parcels to go
*%-%-%-%*%*%

--*-**Interparcel
-%-%*%-%*%*%

726-1515Other answers
7%6%8%-%7%7%

33141645963NET: RM Only
34%34%20%71%27%28%

a

NET: Provider other than
6626662156158RM
66%66%80%29%73%72%

c
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 12/07/19



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%
11410511524206--2121990116230Unweighted total

9511510111210--***1085125221Weighted total

20403*558--*--5154363Royal Mail
21%35%25%25%46%28%-%-%50%-%-%48%18%34%28%

cb

11174*229----*292131Hermes
11%14%37%10%16%14%-%-%-%-%32%17%10%16%14%

9131-*22-----*81423Parcelforce
9%11%10%-%2%11%-%-%-%-%-%2%10%11%10%

813-*120----**71321DPD
9%11%-%21%6%10%-%-%-%-%68%5%9%10%9%

89--*17-----*8918DHL
9%8%-%-%2%8%-%-%-%-%-%2%9%8%8%

951-*14-----*8514TNT Express
9%4%7%-%2%7%-%-%-%-%-%2%10%4%6%

82--*10-----*8211APC
9%2%-%-%4%5%-%-%-%-%-%4%9%2%5%

ba

73--*10-----*7310UPS
7%3%-%-%1%5%-%-%-%-%-%1%8%2%4%

8----8------8-8UK Mail
8%-%-%-%-%4%-%-%-%-%-%-%9%-%3%

baa

32---5------325FedEx
3%2%-%-%-%2%-%-%-%-%-%-%3%2%2%

-2---2-------22Yodel
-%2%-%-%-%1%-%-%-%-%-%-%-%2%1%

*1-**1---*-*-11DX
*%1%-%21%4%*%-%-%-%100%-%2%-%*%*%

*--***--*---*-*Tuffnels
*%-%-%25%2%*%-%-%50%-%-%-%*%-%*%

-*---*-------**Parcels to go
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%

-*---*-------**Interparcel
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%

582-214-----231015Other answers
5%7%20%-%15%6%-%-%-%-%-%17%4%8%7%

20403*558--*--5154363NET: RM Only
21%35%25%25%46%28%-%-%50%-%-%48%18%34%28%

cb

NET: Provider other than
7575816152--***56983158RM
79%65%75%75%54%72%-%-%50%100%100%52%82%66%72%

ba
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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: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-21571615019992230181142162230Unweighted total
-2*531314618179221169127144221Weighted total

-1-1144041236347423463Royal Mail
-%24%-%17%25%35%27%23%29%28%28%33%24%28%

f

---4-32127103129262231Hermes
-%-%-%83%-%28%15%15%12%14%17%21%15%14%

-----2152282317101723Parcelforce
-%-%-%-%-%16%10%12%10%10%10%8%12%10%

----**132192113101221DPD
-%-%-%-%10%2%9%11%12%9%8%8%8%9%

------141621814101218DHL
-%-%-%-%-%-%9%9%3%8%8%8%8%8%

e

-----210124141271214TNT Express
-%-%-%-%-%15%7%7%6%6%7%6%8%6%

--*---41161143411APC
-%-%100%-%-%-%3%6%8%5%3%2%3%5%

bc

------7821073710UPS
-%-%-%-%-%-%5%4%3%4%4%2%5%4%

------66486268UK Mail
-%-%-%-%-%-%4%3%5%3%3%1%4%3%

-----*42355155FedEx
-%-%-%-%-%1%3%1%3%2%3%1%3%2%

------22-22222Yodel
-%-%-%-%-%-%1%1%-%1%1%2%1%1%

----*-11111111DX
-%-%-%-%7%-%1%1%1%*%1%1%1%*%

-----*********Tuffnels
-%-%-%-%-%2%*%*%*%*%*%*%*%*%

------********Parcels to go
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

------********Interparcel
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

-2--2*811715129915Other answers
-%76%-%-%58%1%5%6%8%7%7%7%7%7%

-1-1144041236347423463NET: RM Only
-%24%-%17%25%35%27%23%29%28%28%33%24%28%

f

NET: Provider other than
-2*4281061405615812285109158RM
-%76%100%83%75%65%73%77%71%72%72%67%76%72%

b
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-545239362-112610210230Unweighted total
-31504246*-**348205221Weighted total

-7101811*-*--415863Royal Mail
-%22%21%43%25%54%-%100%-%-%88%7%28%28%

cd

-65711----2*-2931Hermes
-%18%10%16%24%-%-%-%-%47%2%-%14%14%

-485-------41923Parcelforce
-%13%16%12%-%-%-%-%-%-%-%51%9%10%

aaa

-3722-----**2021DPD
-%9%14%5%4%-%-%-%-%-%2%5%10%9%

-2426-------1818DHL
-%6%8%4%13%-%-%-%-%-%-%-%9%8%

-*417-------1414TNT Express
-%1%9%2%14%-%-%-%-%-%-%-%7%6%

bd

-*4*------*-1111APC
-%1%8%*%-%-%-%-%-%-%4%-%5%5%

-32-2-----*2710UPS
-%9%5%-%4%-%-%-%-%-%3%29%4%4%

-2-22----2--68UK Mail
-%6%-%4%4%-%-%-%-%53%-%-%3%3%

-122--------55FedEx
-%3%4%5%-%-%-%-%-%-%-%-%2%2%

----2-------22Yodel
-%-%-%-%4%-%-%-%-%-%-%-%1%1%

-1---*--*--*11DX
-%3%-%-%-%46%-%-%100%-%-%3%*%*%

-*--*------***Tuffnels
-%1%-%-%*%-%-%-%-%-%-%3%*%*%

----*-------**Parcels to go
-%-%-%-%*%-%-%-%-%-%-%-%*%*%

--*---------**Interparcel
-%-%*%-%-%-%-%-%-%-%-%-%*%*%

-2343------*1515Other answers
-%6%6%9%6%-%-%-%-%-%-%2%7%7%

-7101811*-*--415863NET: RM Only
-%22%21%43%25%54%-%100%-%-%88%7%28%28%

cd

NET: Provider other than
-24392435*--*3*7147158RM
-%78%79%57%75%46%-%-%100%100%12%93%72%72%

bb
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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: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
61751101204610174451645259230Unweighted total
3166111110304186243695551221Weighted total

14655714445*1111202163Royal Mail
25%28%5%52%45%81%24%10%25%16%36%41%28%

bacc

2271912-*3126571131Hermes
62%16%17%11%-%10%16%86%14%7%13%22%14%

cc

-171583*19-5112423Parcelforce
-%10%14%7%11%2%10%-%12%16%4%7%10%

b

*1311101*20-3133121DPD
3%8%10%9%4%2%11%-%8%19%6%3%9%

ab

-141626-12-*95418DHL
-%8%14%2%18%-%6%-%1%13%8%7%8%

aad

-12951*13-182314TNT Express
-%7%8%5%3%2%7%-%2%12%4%6%6%

d

-492--11-452-11APC
-%3%8%2%-%-%6%-%9%7%4%-%5%

aaa

-773*-10-611210UPS
-%4%6%3%1%-%5%-%15%1%1%4%4%

bc

-662--8-2-6-8UK Mail
-%3%5%2%-%-%4%-%5%-%10%-%3%

ac

*4411*4-221*5FedEx
3%3%4%1%2%2%2%-%5%3%1%1%2%

-22---2--2--2Yodel
-%1%2%-%-%-%1%-%-%3%-%-%1%

*11-1-*-**1-1DX
7%*%1%-%3%-%*%-%*%*%1%-%*%

-**---*-*--**Tuffnels
-%*%*%-%-%-%*%-%1%-%-%*%*%

-*-*--*----**Parcels to go
-%*%-%*%-%-%*%-%-%-%-%*%*%

-*-*--*---*-*Interparcel
-%*%-%*%-%-%*%-%-%-%*%-%*%
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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: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
61751101204610174451645259230Unweighted total
3166111110304186243695551221Weighted total

-12784-11*226515Other answers
-%7%6%7%13%-%6%4%5%3%11%9%7%

14655714445*1111202163NET: RM Only
25%28%5%52%45%81%24%10%25%16%36%41%28%

bacc

NET: Provider other than
212010553171140233583530158RM

75%72%95%48%55%19%76%90%75%84%64%59%72%

acab
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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: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-331496417159917216565230Unweighted total
-271345716556616315863221Weighted total

-832141251146-6363Royal Mail
-%28%24%25%7%92%14%28%-%100%28%

bb

-422231--2931-31Hermes
-%14%17%4%19%-%-%18%20%-%14%

aaa

-21710221-1723-23Parcelforce
-%7%12%17%13%1%-%10%14%-%10%

aa

-111419211321-21DPD
-%4%8%7%11%3%10%8%13%-%9%

a

-712718-21218-18DHL
-%27%9%13%11%-%33%7%11%-%8%

baa

-*10514*21014-14TNT Express
-%1%8%9%8%*%30%6%9%-%6%

aa

--4211*-411-11APC
-%-%3%3%6%*%-%3%7%-%5%

a

-23710--710-10UPS
-%8%2%12%6%-%-%4%6%-%4%

ba

--6-8--68-8UK Mail
-%-%4%-%5%-%-%3%5%-%3%

-*5*5-*45-5FedEx
-%1%3%*%3%-%2%3%3%-%2%

--2-2--22-2Yodel
-%-%2%-%1%-%-%1%1%-%1%

-*1*1-*11-1DX
-%1%1%*%1%-%4%1%1%-%*%

--*-*--**-*Tuffnels
-%-%*%-%*%-%-%*%*%-%*%

--*-*--**-*Parcels to go
-%-%*%-%*%-%-%*%*%-%*%

--*-*--**-*Interparcel
-%-%*%-%*%-%-%*%*%-%*%

-385132*1115-15Other answers
-%10%6%9%8%3%8%7%10%-%7%

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 - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-331496417159917216565230Unweighted total
-271345716556616315863221Weighted total

-832141251146-6363NET: RM Only
-%28%24%25%7%92%14%28%-%100%28%

bb

NET: Provider other than
-201024215355117158-158RM
-%72%76%75%93%8%86%72%100%-%72%

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
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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%
10117126137138159-61143178-3112860230Unweighted total

8102115122127143-57127174-2611556221Weighted total

32831594234-123551-8371863Royal Mail
34%27%27%48%33%24%-%22%28%29%-%30%32%31%28%

ab

-221482622-22119-426831Hermes
-%21%12%7%21%15%-%3%17%11%-%16%23%15%14%

ccc

-1114121017-41520-410523Parcelforce
-%11%12%10%8%12%-%7%12%12%-%17%9%9%10%

159141011-81418-110121DPD
9%5%7%12%8%8%-%14%11%10%-%5%9%3%9%

-81461012-15715-610818DHL
-%7%12%5%8%8%-%27%6%9%-%22%8%14%8%

abb

-3123712-1812-*5514TNT Express
-%3%10%2%6%8%-%1%6%7%-%1%4%8%6%

bc

*41334-4711--3211APC
2%4%*%3%2%3%-%6%5%6%-%-%2%3%5%

437537-2110-*1310UPS
51%3%6%4%2%5%-%4%1%6%-%1%1%5%4%

b

-62226--44--2-8UK Mail
-%6%2%1%1%4%-%-%3%2%-%-%2%-%3%

-44215-243--1-5FedEx
-%4%4%2%1%3%-%4%3%2%-%-%1%-%2%

----22-2----222Yodel
-%-%-%-%2%1%-%4%-%-%-%-%2%4%1%

ab

**1*11-**1-*1*1DX
3%*%1%*%1%1%-%*%*%*%-%1%1%*%*%

-**-**--**--***Tuffnels
-%*%*%-%*%*%-%-%*%*%-%-%*%*%*%

-*--**---*--*-*Parcels to go
-%*%-%-%*%*%-%-%-%*%-%-%*%-%*%

-*****--**--*-*Interparcel
-%*%*%*%*%*%-%-%*%*%-%-%*%-%*%

-76899-41010-27515Other answers
-%7%6%6%7%7%-%8%8%6%-%8%6%8%7%

32831594234-123551-8371863NET: RM Only
34%27%27%48%33%24%-%22%28%29%-%30%32%31%28%

ab
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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: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
10117126137138159-61143178-3112860230Unweighted total

8102115122127143-57127174-2611556221Weighted total

NET: Provider other than
574846385109-4492123-187938158RM

66%73%73%52%67%76%-%78%72%71%-%70%68%69%72%

cc
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
518661121251723987088230Unweighted total
624661001161626916075221Weighted total

67*326345649223663Royal Mail
91%28%3%42%26%29%29%25%53%37%48%28%

b

-82222142-210631Hermes
-%31%33%29%22%12%12%-%2%16%8%14%

ac

-22-1112*-123623Parcelforce
-%8%31%-%11%11%3%-%13%5%8%10%

-1**9132479821DPD
-%3%5%2%9%11%15%16%8%16%10%9%

*22-6144882418DHL
8%7%28%-%6%12%27%30%8%4%6%8%

-2--311**32214TNT Express
-%7%-%-%3%10%1%1%3%4%3%6%

----51-21*411APC
-%-%-%-%5%1%-%6%1%1%5%5%

*2--13-25*110UPS
2%8%-%-%1%2%-%7%6%1%2%4%

----64---2-8UK Mail
-%-%-%-%6%3%-%-%-%3%-%3%

----42-2-4*5FedEx
-%-%-%-%4%2%-%7%-%6%*%2%

ac

-2---2-----2Yodel
-%8%-%-%-%2%-%-%-%-%-%1%

----*1--**11DX
-%-%-%-%*%1%-%-%*%*%1%*%

----**--*--*Tuffnels
-%-%-%-%*%*%-%-%*%-%-%*%

----*------*Parcels to go
-%-%-%-%*%-%-%-%-%-%-%*%

----**--****Interparcel
-%-%-%-%*%*%-%-%*%*%*%*%

---2642254615Other answers
-%-%-%26%6%4%13%8%5%7%8%7%

67*326345649223663NET: RM Only
91%28%3%42%26%29%29%25%53%37%48%28%

b

NET: Provider other than
1186474821119433838158RM
9%72%97%58%74%71%71%75%47%63%52%72%

c

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 29  (continuation)                                                                                                                                                    Page 611

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: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
164558182189215156225210224205221230Unweighted total
1406712169*84205155213197213195209221Weighted total

3825255-225744595261545863Royal Mail
27%37%19%33%-%26%28%28%28%26%28%28%28%28%

1415423-152917313131293131Hermes
10%22%31%13%-%17%14%11%15%16%15%15%15%14%

b

166-19-92117212121202123Parcelforce
12%10%-%11%-%11%10%11%10%10%10%10%10%10%

144-14*71913191919161721DPD
10%7%-%9%100%8%9%8%9%9%9%8%8%9%

142212-101613181618181818DHL
10%3%18%7%-%12%8%8%8%8%8%9%8%8%

122-12-41411141214141414TNT Express
9%3%-%7%-%5%7%7%7%6%7%7%7%6%

34-7-4111011101191111APC
2%6%-%4%-%4%5%6%5%5%5%5%5%5%

342*-781010886810UPS
2%7%15%*%-%8%4%6%5%4%4%3%4%4%

6--6--82888888UK Mail
4%-%-%3%-%-%4%1%4%4%4%4%4%3%

5--5-154535555FedEx
3%-%-%3%-%1%2%2%2%2%2%2%2%2%

-22--222222222Yodel
-%3%16%-%-%2%1%1%1%1%1%1%1%1%

b

1*-1-*11111111DX
1%*%-%1%-%*%1%1%*%1%*%1%*%*%

*--*-*********Tuffnels
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

*--*--********Parcels to go
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

*--*--*-****-*Interparcel
*%-%-%*%-%-%*%-%*%*%*%*%-%*%

133-15-41511151515141515Other answers
9%4%-%9%-%5%7%7%7%8%7%7%7%7%

3825255-225744595261545863NET: RM Only
27%37%19%33%-%26%28%28%28%26%28%28%28%28%

NET: Provider other than
1024210114*62148112154145153141151158RM

73%63%81%67%100%74%72%72%72%74%72%72%72%72%
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*cbaba*baSignificance Level: 95%
105125116209126152511755513188230Unweighted total
10012010524912913755173479188221Weighted total

3330303299411357615863Royal Mail
32%25%29%13%32%31%30%24%33%13%11%31%28%

a

1516146114181022942131Hermes
15%13%14%26%12%12%13%18%13%18%40%11%14%

91463144612101221623Parcelforce
9%11%6%11%15%15%4%22%6%26%24%9%10%

cbb

1011939*155183*2021DPD
9%9%8%13%10%1%11%10%10%7%2%11%9%

1087284122153-1418DHL
10%7%7%10%9%13%9%3%8%6%-%8%8%

21211-3212-8621214TNT Express
2%10%11%-%3%7%9%-%4%13%21%6%6%

baab

46524-7474-711APC
4%5%4%8%5%-%5%7%4%9%-%4%5%

5522523591-1010UPS
5%4%2%9%6%6%2%8%5%2%-%5%4%

448---8-8--88UK Mail
4%3%7%-%-%-%6%-%4%-%-%4%3%

a

324*-*3232-45FedEx
3%2%4%1%-%*%2%3%2%4%-%2%2%

2--2--2-2--22Yodel
2%-%-%8%-%-%1%-%1%-%-%1%1%

*11*-*1-1*-11DX
*%1%1%1%-%1%1%-%*%*%-%*%*%

**--*-*-**--*Tuffnels
*%*%-%-%*%-%*%-%*%1%-%-%*%

*-*---*-*--**Parcels to go
*%-%*%-%-%-%*%-%*%-%-%*%*%

-*--*-*-*--**Interparcel
-%*%-%-%*%-%*%-%*%-%-%*%*%

4117-8492151*1515Other answers
4%9%7%-%8%13%7%4%8%1%2%8%7%

3330303299411357615863NET: RM Only
32%25%29%13%32%31%30%24%33%13%11%31%28%

a

NET: Provider other than
6890752162209642117418131158RM
68%75%71%87%68%69%70%76%67%87%89%69%72%

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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
22172620171591129212617230Unweighted total
272014241512111422262610221Weighted total

116537344647363Royal Mail
39%31%32%12%44%27%39%32%25%17%28%28%28%

2-373--5-54231Hermes
8%-%21%30%18%-%-%40%-%21%14%16%14%

6512221-2-3*23Parcelforce
23%24%4%9%12%15%6%-%8%-%10%1%10%

1118**-*361*21DPD
5%3%4%35%1%1%-%1%13%22%4%1%9%

*2*2----424318DHL
1%10%1%9%-%-%-%-%17%9%13%33%8%

23**-42-*2**14TNT Express
7%13%3%1%-%35%18%-%1%6%2%2%6%

*-*--*222-2211APC
1%-%3%-%-%2%18%18%9%-%7%16%5%

4***4-*-*1--10UPS
16%2%1%2%24%-%1%-%*%2%-%-%4%

--2-----42--8UK Mail
-%-%13%-%-%-%-%-%17%7%-%-%3%

*-*1-*--*22-5FedEx
*%-%1%2%-%1%-%-%*%7%7%-%2%

-2----------2Yodel
-%10%-%-%-%-%-%-%-%-%-%-%1%

--*--*-1----1DX
-%-%1%-%-%2%-%5%-%-%-%-%*%

--------*-*-*Tuffnels
-%-%-%-%-%-%-%-%1%-%1%-%*%

-----*------*Parcels to go
-%-%-%-%-%1%-%-%-%-%-%-%*%

-*----------*Interparcel
-%*%-%-%-%-%-%-%-%-%-%-%*%

-12-*221223*15Other answers
-%5%14%-%1%16%18%5%8%8%13%2%7%

116537344647363NET: RM Only
39%31%32%12%44%27%39%32%25%17%28%28%28%

NET: Provider other than
1614102189791721197158RM
61%69%68%88%56%73%61%68%75%83%72%72%72%
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
65524964230Unweighted total
61514662221Weighted total

2113141463Royal Mail
35%25%30%23%28%

51051131Hermes
8%19%12%17%14%

1262323Parcelforce
19%11%5%4%10%

ab

393721DPD
4%17%6%11%9%

d

224918DHL
4%4%8%15%8%

d

552214TNT Express
8%9%5%4%6%

1*6411APC
1%*%14%6%5%

cd

54*110UPS
8%8%*%1%4%

2-428UK Mail
3%-%8%3%3%

c

*1*45FedEx
*%1%*%6%2%

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

**1-1DX
*%*%1%-%*%

--***Tuffnels
-%-%*%*%*%

-*--*Parcels to go
-%*%-%-%*%

*---*Interparcel
*%-%-%-%*%

324615Other answers
5%4%9%9%7%

2113141463NET: RM Only
35%25%30%23%28%

NET: Provider other than
40383248158RM
65%75%70%77%72%
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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: 12/07/19



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

+- 1,499- £999
,999,999

e*d*cbae*d*cbaSignificance Level: 95%
3412264751106162367143249Unweighted total
13820577415239211225Weighted total

12720536813229194207Royal Mail
89%97%99%94%91%90%96%79%92%92%92%

1--22----55DHL
5%-%-%4%3%-%-%-%-%2%2%

---*2*-*-23DPD
-%-%-%1%3%1%-%4%-%1%1%

---*-----22Pitney Bowes
-%-%-%1%-%-%-%-%-%1%1%

----2----22Hermes
-%-%-%-%3%-%-%-%-%1%1%

---------22TNT Express
-%-%-%-%-%-%-%-%-%1%1%

---------11Parcels to go
-%-%-%-%-%-%-%-%-%*%*%

1--------11Postal Sort
5%-%-%-%-%-%-%-%-%*%*%

---*-----**UK Mail
-%-%-%1%-%-%-%-%-%*%*%

Whistl (Previously known
*----*-*--*as TNT Post)
1%-%-%-%-%2%-%8%-%-%*%

-----*--*-*DX
-%-%-%-%-%1%-%-%2%-%*%

--*--**---*Neo Post
-%-%1%-%-%1%4%-%-%-%*%

-----*--*-*FedEx
-%-%-%-%-%1%-%-%1%-%*%

-**--1-**23Other answers
-%3%*%-%-%5%-%9%4%1%1%

12720536813229194207NET: RM Only
89%97%99%94%91%90%96%79%92%92%92%

NET: Provider other than
1**361*111719RM

11%3%1%6%9%10%4%21%8%8%8%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 30                                                                                                                                                                    Page 616

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: 12/07/19



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

Humber

*ml*kj*i*h*gf*e*d*c*b*aSignificance Level: 95%
2735251621716163416329922249Unweighted total

914719518202144201351127225Weighted total

81361801520194419131923207Royal Mail
86%92%82%92%86%100%91%100%98%100%88%80%86%92%

-1-4------22-5DHL
-%4%-%2%-%-%-%-%-%-%6%20%-%2%

--*2------*-23DPD
-%-%7%1%-%-%-%-%-%-%*%-%7%1%

*--2--2------2Pitney Bowes
5%-%-%1%-%-%9%-%-%-%-%-%-%1%

---22--------2Hermes
-%-%-%1%13%-%-%-%-%-%-%-%-%1%

---2------2--2TNT Express
-%-%-%1%-%-%-%-%-%-%5%-%-%1%

--1----------1Parcels to go
-%-%9%-%-%-%-%-%-%-%-%-%-%*%

1------------1Postal Sort
7%-%-%-%-%-%-%-%-%-%-%-%-%*%

-*-----------*UK Mail
-%3%-%-%-%-%-%-%-%-%-%-%-%*%

j

Whistl (Previously known
*--*---*-----*as TNT Post)
1%-%-%*%-%-%-%*%-%-%-%-%-%*%

---*----*----*DX
-%-%-%*%-%-%-%-%1%-%-%-%-%*%

--*----------*Neo Post
-%-%1%-%-%-%-%-%-%-%-%-%-%*%

*------------*FedEx
1%-%-%-%-%-%-%-%-%-%-%-%-%*%

-*-2*---*-*-23Other answers
-%1%-%1%1%-%-%-%1%-%*%-%7%1%

81361801520194419131923207NET: RM Only
86%92%82%92%86%100%91%100%98%100%88%80%86%92%

NET: Provider other than
111152-2**-42419RM

14%8%18%8%14%-%9%*%2%-%12%20%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,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*cb*aSignificance Level: 95%
28221711786811882178532249Unweighted total
19207431826411880117422225Weighted total

1719042164581187497382207Royal Mail
92%92%99%90%90%94%100%93%83%100%91%100%92%

a

-5-51--2--2-5DHL
-%2%-%3%1%-%-%3%-%-%5%-%2%

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

-2-22--*----2Pitney Bowes
-%1%-%1%3%-%-%1%-%-%-%-%1%

-2-22-------2Hermes
-%1%-%1%3%-%-%-%-%-%-%-%1%

-2-2------2-2TNT Express
-%1%-%1%-%-%-%-%-%-%4%-%1%

1--11-------1Parcels to go
3%-%-%*%1%-%-%-%-%-%-%-%*%

1--1-1------1Postal Sort
3%-%-%*%-%5%-%-%-%-%-%-%*%

-*-*---*----*UK Mail
-%*%-%*%-%-%-%1%-%-%-%-%*%

Whistl (Previously known
-***---*----*as TNT Post)
-%*%*%*%-%-%-%*%-%-%-%-%*%

*--**-------*DX
1%-%-%*%*%-%-%-%-%-%-%-%*%

-**-*-------*Neo Post
-%*%*%-%*%-%-%-%-%-%-%-%*%

-**-------*-*FedEx
-%*%*%-%-%-%-%-%-%-%*%-%*%

-3-31*--2---3Other answers
-%1%-%1%1%1%-%-%17%-%-%-%1%

1719042164581187497382207NET: RM Only
92%92%99%90%90%94%100%93%83%100%91%100%92%

a

NET: Provider other than
217*1861-62-4-19RM
8%8%1%10%10%6%-%7%17%-%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,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
92491077242249Unweighted total
8543968217225Weighted total

7840888198207Royal Mail
91%92%92%100%91%92%

2-3-55DHL
2%-%3%-%2%2%

3---33DPD
3%-%-%-%1%1%

--2-22Pitney Bowes
-%-%2%-%1%1%

2---22Hermes
3%-%-%-%1%1%

--2-22TNT Express
-%-%2%-%1%1%

-1--11Parcels to go
-%1%-%-%*%*%

-1--11Postal Sort
-%1%-%-%*%*%

--*-**UK Mail
-%-%*%-%*%*%

Whistl (Previously known
-**-**as TNT Post)
-%*%*%-%*%*%

--*-**DX
-%-%*%-%*%*%

-*--**Neo Post
-%*%-%-%*%*%

--*-**FedEx
-%-%*%-%*%*%

*2*-33Other answers
1%5%*%-%1%1%

a

7840888198207NET: RM Only
91%92%92%100%91%92%

NET: Provider other than
738-1919RM
9%8%8%-%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 - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
11111919523226--3111888138249Unweighted total

8312220112213--1**1171142225Weighted total

7711020112195--1**1165130207Royal Mail
92%90%100%100%97%91%-%-%100%100%100%97%91%91%92%

23---5------235DHL
2%2%-%-%-%2%-%-%-%-%-%-%3%2%2%

12--*2-----**23DPD
1%2%-%-%1%1%-%-%-%-%-%1%1%1%1%

-2---2-------22Pitney Bowes
-%2%-%-%-%1%-%-%-%-%-%-%-%2%1%

-2---2-------22Hermes
-%2%-%-%-%1%-%-%-%-%-%-%-%2%1%

2----2------2-2TNT Express
2%-%-%-%-%1%-%-%-%-%-%-%3%-%1%

-1---1-------11Parcels to go
-%1%-%-%-%*%-%-%-%-%-%-%-%*%*%

1----1------1-1Postal Sort
1%-%-%-%-%*%-%-%-%-%-%-%1%-%*%

-*---*-------**UK Mail
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%

Whistl (Previously known
*----*------*-*as TNT Post)
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

*---*------*--*DX
*%-%-%-%2%-%-%-%-%-%-%2%-%-%*%

*----*------*-*Neo Post
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

*----*------*-*FedEx
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

12---3------123Other answers
1%2%-%-%-%1%-%-%-%-%-%-%1%1%1%

7711020112195--1**1165130207NET: RM Only
92%90%100%100%97%91%-%-%100%100%100%97%91%91%92%

NET: Provider other than
612--*18-----*61219RM
8%10%-%-%3%9%-%-%-%-%-%3%9%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 - a,b,c

Produced by OLR
Issue date: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-318917211199110181249191223249Unweighted total
-2*731320017186169225172193225Weighted total

-2*721318315480163207155177207Royal Mail
-%100%100%91%66%100%92%90%93%96%92%91%92%92%

bf

------55-25555DHL
-%-%-%-%-%-%2%3%-%1%2%3%3%2%

------33113233DPD
-%-%-%-%-%-%1%1%1%*%1%1%1%1%

------22**2222Pitney Bowes
-%-%-%-%-%-%1%1%1%*%1%1%1%1%

------2-2-22-2Hermes
-%-%-%-%-%-%1%-%3%-%1%1%-%1%

adf

------22222222TNT Express
-%-%-%-%-%-%1%1%2%1%1%1%1%1%

----1--1-11-11Parcels to go
-%-%-%-%18%-%-%*%-%*%*%-%*%*%

---1---11-1-11Postal Sort
-%-%-%9%-%-%-%*%1%-%*%-%*%*%

------**--**-*UK Mail
-%-%-%-%-%-%*%*%-%-%*%*%-%*%

Whistl (Previously known
------***-****as TNT Post)
-%-%-%-%-%-%*%*%*%-%*%*%*%*%

----*--*-*****DX
-%-%-%-%6%-%-%*%-%*%*%*%*%*%

----*--*--*-**Neo Post
-%-%-%-%3%-%-%*%-%-%*%-%*%*%

------*--**-**FedEx
-%-%-%-%-%-%*%-%-%*%*%-%*%*%

----*-22**3233Other answers
-%-%-%-%6%-%1%1%1%*%1%1%1%1%

-2*721318315480163207155177207NET: RM Only
-%100%100%91%66%100%92%90%93%96%92%91%92%92%

bf

NET: Provider other than
---11-17166619161619RM
-%-%-%9%34%-%8%10%7%4%8%9%8%8%

dd
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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: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
1746949562-11267164249Unweighted total
*40694869*-**347154225Weighted total

*36624463*-**347148207Royal Mail
100%90%91%94%92%100%-%100%100%100%100%97%96%92%

---14-------25DHL
-%-%-%1%6%-%-%-%-%-%-%-%1%2%

cd

--2*--------13DPD
-%-%4%*%-%-%-%-%-%-%-%-%*%1%

--2-*-------*2Pitney Bowes
-%-%3%-%1%-%-%-%-%-%-%-%*%1%

---2---------2Hermes
-%-%-%5%-%-%-%-%-%-%-%-%-%1%

--2---------22TNT Express
-%-%3%-%-%-%-%-%-%-%-%-%1%1%

----1-------11Parcels to go
-%-%-%-%1%-%-%-%-%-%-%-%*%*%

-1-----------1Postal Sort
-%2%-%-%-%-%-%-%-%-%-%-%-%*%

-*-----------*UK Mail
-%1%-%-%-%-%-%-%-%-%-%-%-%*%

Whistl (Previously known
-*-----------*as TNT Post)
-%1%-%-%-%-%-%-%-%-%-%-%-%*%

-*---------*-*DX
-%1%-%-%-%-%-%-%-%-%-%3%-%*%

----*--------*Neo Post
-%-%-%-%*%-%-%-%-%-%-%-%-%*%

--*---------**FedEx
-%-%*%-%-%-%-%-%-%-%-%-%*%*%

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

c

*36624463*-**347148207NET: RM Only
100%90%91%94%92%100%-%100%100%100%100%97%96%92%

NET: Provider other than
-4635------*619RM
-%10%9%6%8%-%-%-%-%-%-%3%4%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: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
192301011483910132237523951249Unweighted total
1321297128194146*34534042225Weighted total

320482124194140*34523641207Royal Mail
20%96%85%97%99%98%96%100%99%98%90%97%92%

b

2341--2---2-5DHL
17%1%4%*%-%-%1%-%-%-%5%-%2%

a

*212--1--**-3DPD
1%1%1%2%-%-%*%-%-%1%*%-%1%

2*2*--*----*2Pitney Bowes
14%*%2%*%-%-%*%-%-%-%-%1%1%

2-2---------2Hermes
17%-%2%-%-%-%-%-%-%-%-%-%1%

-22---2---2-2TNT Express
-%1%2%-%-%-%1%-%-%-%5%-%1%

-1-1--1----11Parcels to go
-%*%-%*%-%-%*%-%-%-%-%1%*%

1-1---------1Postal Sort
5%-%1%-%-%-%-%-%-%-%-%-%*%

*-*---------*UK Mail
4%-%*%-%-%-%-%-%-%-%-%-%*%

Whistl (Previously known
*-*---------*as TNT Post)
2%-%*%-%-%-%-%-%-%-%-%-%*%

*-*-*----*--*DX
2%-%*%-%1%-%-%-%-%*%-%-%*%

*-*---------*Neo Post
1%-%*%-%-%-%-%-%-%-%-%-%*%

*-*--*---*--*FedEx
1%-%*%-%-%2%-%-%-%*%-%-%*%

2*2*--*-*---3Other answers
19%*%2%*%-%-%*%-%1%-%-%-%1%

320482124194140*34523641207NET: RM Only
20%96%85%97%99%98%96%100%99%98%90%97%92%

b

NET: Provider other than
118154**6-*14119RM
80%4%15%3%1%2%4%-%1%2%10%3%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: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-5020589134472322612754249Unweighted total
-4218079133361920712247225Weighted total

-361647312735-20711746207Royal Mail
-%86%91%92%96%99%-%100%96%98%92%

-5552-5-2-5DHL
-%12%3%6%2%-%26%-%2%-%2%

b

--3*1-3-1-3DPD
-%-%1%1%*%-%14%-%*%-%1%

-*2-*-2-*-2Pitney Bowes
-%1%1%-%*%-%12%-%*%-%1%

------2---2Hermes
-%-%-%-%-%-%12%-%-%-%1%

--2-2-2-2-2TNT Express
-%-%1%-%1%-%10%-%2%-%1%

--1-1-1--11Parcels to go
-%-%*%-%*%-%3%-%-%1%*%

--1---1---1Postal Sort
-%-%*%-%-%-%3%-%-%-%*%

------*---*UK Mail
-%-%-%-%-%-%3%-%-%-%*%

Whistl (Previously known
--**--*---*as TNT Post)
-%-%*%*%-%-%1%-%-%-%*%

--*-*-*-*-*DX
-%-%*%-%*%-%1%-%*%-%*%

--*---*---*Neo Post
-%-%*%-%-%-%1%-%-%-%*%

-****-*-*-*FedEx
-%*%*%*%*%-%*%-%*%-%*%

-*3*-*3--*3Other answers
-%1%1%1%-%1%14%-%-%1%1%

-361647312735-20711746207NET: RM Only
-%86%91%92%96%99%-%100%96%98%92%

NET: Provider other than
-61566*19-5119RM
-%14%9%8%4%1%100%-%4%2%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 - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
10157181106185218-48122132-4417386249Unweighted total

813516191169190-43107126-3315784225Weighted total

712815089155177-40104120-2714174207Royal Mail
94%95%93%98%92%93%-%94%97%95%-%84%90%89%92%

ab

--3-33-222-5555DHL
-%-%2%-%2%1%-%5%2%2%-%15%3%6%2%

b

*2**22--11--223DPD
6%2%*%1%1%1%-%-%1%*%-%-%1%2%1%

-2--22---*--2-2Pitney Bowes
-%2%-%-%1%1%-%-%-%*%-%-%1%-%1%

--2-2-------222Hermes
-%-%1%-%1%-%-%-%-%-%-%-%1%3%1%

--2-22---2--2-2TNT Express
-%-%1%-%1%1%-%-%-%1%-%-%1%-%1%

-111-1---1----1Parcels to go
-%*%*%1%-%*%-%-%-%*%-%-%-%-%*%

-11--1--------1Postal Sort
-%*%*%-%-%*%-%-%-%-%-%-%-%-%*%

-*--*-------*-*UK Mail
-%*%-%-%*%-%-%-%-%-%-%-%*%-%*%

Whistl (Previously known
-**-**-----****as TNT Post)
-%*%*%-%*%*%-%-%-%-%-%*%*%*%*%

-**--*--*---*-*DX
-%*%*%-%-%*%-%-%*%-%-%-%*%-%*%

--------------*Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-**--*-*-*----*FedEx
-%*%*%-%-%*%-%*%-%*%-%-%-%-%*%

-*2*22-***-*2*3Other answers
-%*%1%*%1%1%-%1%*%*%-%1%2%*%1%

712815089155177-40104120-2714174207NET: RM Only
94%95%93%98%92%93%-%94%97%95%-%84%90%89%92%

ab

NET: Provider other than
*71111313-236-5161019RM
6%5%7%2%8%7%-%6%3%5%-%16%10%11%8%

cc
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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: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
517671441681420755977249Unweighted total
623461231541220664963225Weighted total

620461181401220654861207Royal Mail
100%89%100%98%96%91%100%100%98%98%98%92%

-----3-----5DHL
-%-%-%-%-%2%-%-%-%-%-%2%

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

----2------2Pitney Bowes
-%-%-%-%2%-%-%-%-%-%-%1%

-2---2-----2Hermes
-%10%-%-%-%1%-%-%-%-%-%1%

-----2-----2TNT Express
-%-%-%-%-%1%-%-%-%-%-%1%

----11--1111Parcels to go
-%-%-%-%1%*%-%-%1%1%1%*%

----11-----1Postal Sort
-%-%-%-%1%*%-%-%-%-%-%*%

----*------*UK Mail
-%-%-%-%*%-%-%-%-%-%-%*%

Whistl (Previously known
---***-----*as TNT Post)
-%-%-%2%*%*%-%-%-%-%-%*%

-----*-----*DX
-%-%-%-%-%*%-%-%-%-%-%*%

-----------*Neo Post
-%-%-%-%-%-%-%-%-%-%-%*%

----**-----*FedEx
-%-%-%-%*%*%-%-%-%-%-%*%

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

620461181401220654861207NET: RM Only
100%89%100%98%96%91%100%100%98%98%98%92%

NET: Provider other than
-3-*513--11119RM
-%11%-%2%4%9%-%-%2%2%2%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: 12/07/19



Experienced problems
with service fromSatisfaction with

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

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
195518213-100234172246226244228242249Unweighted total
1675612189-88211162220198219208217225Weighted total

1515612175-79193148201182201189198207Royal Mail
90%100%100%92%-%90%91%92%91%92%91%91%91%92%

b

3--3-553525555DHL
2%-%-%1%-%6%2%2%2%1%2%2%2%2%

2--2--32333333DPD
1%-%-%1%-%-%1%2%1%1%1%1%1%1%

2--*-222222222Pitney Bowes
1%-%-%*%-%3%1%1%1%1%1%1%1%1%

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%

1--1-11-111111Parcels to go
*%-%-%*%-%1%*%-%*%*%*%*%*%*%

1--1----111111Postal Sort
*%-%-%*%-%-%-%-%*%*%*%*%*%*%

*--*--********UK Mail
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

Whistl (Previously known
*--*-*********as TNT Post)
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

*--*--********DX
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

-----*********Neo Post
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

*--*-*********FedEx
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

2*-3-*3*333333Other answers
1%*%-%1%-%1%1%*%1%1%1%1%1%1%

1515612175-79193148201182201189198207NET: RM Only
90%100%100%92%-%90%91%92%91%92%91%91%91%92%

b

NET: Provider other than
16*-14-91813191619191919RM
10%*%-%8%-%10%9%8%9%8%9%9%9%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,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

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

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbaba*baSignificance Level: 95%
106143138258238162481925615198249Unweighted total

92134129257137144441774816188225Weighted total

88119114246933133401634412173207Royal Mail
96%89%88%94%97%89%92%92%92%91%77%92%92%

ac

143-2-5-32-55DHL
1%3%2%-%3%-%3%-%1%5%-%3%2%

212-*-213--33DPD
2%*%2%-%*%-%1%1%1%-%-%1%1%

*22--2*-2-2*2Pitney Bowes
1%1%2%-%-%5%*%-%1%-%12%*%1%

b

-22----22--22Hermes
-%2%2%-%-%-%-%5%1%-%-%1%1%

b

-22---2--22-2TNT Express
-%1%1%-%-%-%1%-%-%4%12%-%1%

b

-11---1-1--11Parcels to go
-%*%*%-%-%-%*%-%*%-%-%*%*%

-1-1--1-1--11Postal Sort
-%*%-%2%-%-%*%-%*%-%-%*%*%

-*-*---**--**UK Mail
-%*%-%2%-%-%-%1%*%-%-%*%*%

Whistl (Previously known
**-***-**--**as TNT Post)
*%*%-%1%*%*%-%*%*%-%-%*%*%

*-*--*---*--*DX
*%-%*%-%-%1%-%-%-%*%-%-%*%

*-*--*--*--**Neo Post
*%-%*%-%-%*%-%-%*%-%-%*%*%

*-*---*-*--**FedEx
*%-%*%-%-%-%*%-%*%-%-%*%*%

*22**2**3--33Other answers
*%2%2%1%*%5%*%*%1%-%-%1%1%

b

88119114246933133401634412173207NET: RM Only
96%89%88%94%97%89%92%92%92%91%77%92%92%

ac

NET: Provider other than
4151512411414441519RM
4%11%12%6%3%11%8%8%8%9%23%8%8%

ba
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
172224211922141227182924249Unweighted total
202712222015151514232715225Weighted total

202212221513131513232612207Royal Mail
100%82%99%100%79%85%87%95%91%98%98%84%92%

-4------1---5DHL
-%16%-%-%-%-%-%-%4%-%-%-%2%

------2*--*-3DPD
-%-%-%-%-%-%13%1%-%-%2%-%1%

----2----*--2Pitney Bowes
-%-%-%-%9%-%-%-%-%2%-%-%1%

----2-------2Hermes
-%-%-%-%11%-%-%-%-%-%-%-%1%

-----2------2TNT Express
-%-%-%-%-%12%-%-%-%-%-%-%1%

--------1---1Parcels to go
-%-%-%-%-%-%-%-%4%-%-%-%*%

-------1----1Postal Sort
-%-%-%-%-%-%-%4%-%-%-%-%*%

-*----------*UK Mail
-%2%-%-%-%-%-%-%-%-%-%-%*%

Whistl (Previously known
--*--------**as TNT Post)
-%-%1%-%-%-%-%-%-%-%-%1%*%

-----*------*DX
-%-%-%-%-%1%-%-%-%-%-%-%*%

-----------**Neo Post
-%-%-%-%-%-%-%-%-%-%-%1%*%

--*---------*FedEx
-%-%1%-%-%-%-%-%-%-%-%-%*%

-*-*-*-----23Other answers
-%*%-%*%-%1%-%-%-%-%-%15%1%

202212221513131513232612207NET: RM Only
100%82%99%100%79%85%87%95%91%98%98%84%92%

NET: Provider other than
-5**42211**219RM
-%18%1%*%21%15%13%5%9%2%2%16%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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
63625371249Unweighted total
60574465225Weighted total

55504062207Royal Mail
92%89%91%95%92%

4-1-5DHL
7%-%1%-%2%

ac

--2*3DPD
-%-%5%1%1%

-2-*2Pitney Bowes
-%3%-%1%1%

-2--2Hermes
-%4%-%-%1%

-2--2TNT Express
-%3%-%-%1%

--1-1Parcels to go
-%-%1%-%*%

--1-1Postal Sort
-%-%1%-%*%

*---*UK Mail
1%-%-%-%*%

Whistl (Previously known
*--**as TNT Post)
*%-%-%*%*%

-*--*DX
-%*%-%-%*%

---**Neo Post
-%-%-%*%*%

*---*FedEx
*%-%-%-%*%

**-23Other answers
*%1%-%3%1%

55504062207NET: RM Only
92%89%91%95%92%

NET: Provider other than
564319RM
8%11%9%5%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: 12/07/19



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
7137481351732503459157448698Unweighted total
282840174249345822662696Weighted total

171918109175223513443465Royal Mail
60%69%44%63%70%64%69%70%61%67%67%

ccc

2-41021*-*-4242Hermes
7%-%10%6%8%*%-%1%-%6%6%

dbe

2*21781-*13334Parcelforce
8%1%6%10%3%4%-%1%6%5%5%

a

3-48101*-12929UPS
9%-%10%5%4%2%2%-%3%4%4%

d

1-6583*122629DPD
3%-%15%3%3%8%1%7%10%4%4%

abdeaa

2*2791**12526DHL
8%*%4%4%4%3%7%1%3%4%4%

*2*452**11517TNT Express
1%8%1%2%2%5%6%5%5%2%2%

aea

*2263*--*1313UK Mail
1%7%5%3%1%1%-%-%1%2%2%

a

*22331***1111APC
1%6%5%1%1%2%4%2%1%2%2%

a

-2-1-1**145FedEx
-%7%-%*%-%3%2%1%3%1%1%

abeaa

----2----22Yodel
-%-%-%-%1%-%-%-%-%*%*%

-----*--*22Pitney Bowes
-%-%-%-%-%*%-%-%1%*%*%

*----**-*11DX
1%-%-%-%-%1%4%-%1%*%*%

aa

*----*-*-11Parcels to go
*%-%-%-%-%*%-%1%-%*%*%

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

aaa

----1----11Fastway Couriers
-%-%-%-%*%-%-%-%-%*%*%

*----*--*-*Interparcel
1%-%-%-%-%1%-%-%1%-%*%

a
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 12/07/19



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

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
7137481351732503459157448698Unweighted total
282840174249345822662696Weighted total

***441***1718Other answers
1%2%*%3%2%3%3%5%2%3%3%

171918109175223513443465NET: RM Only
60%69%44%63%70%64%69%70%61%67%67%

ccc

NET: Provider other than
11922647412128219231RM
40%31%56%37%30%36%31%30%39%33%33%

abd
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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: 12/07/19



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

Humber

mlkjihgfe*dc*baSignificance Level: 95%
857370470465658864312802861698Unweighted total
2830286105369781135491064582696Weighted total

19182140733425678317693161465Royal Mail
68%59%75%67%62%61%71%69%56%72%65%69%75%67%

ele

-*14124299-36642Hermes
-%*%4%7%3%6%3%8%17%-%3%12%7%6%

lmlmlmcgijklmlm

22129*7426-52234Parcelforce
8%5%5%5%1%10%5%2%11%-%5%5%2%5%

ffi

-11284246*-72229UPS
-%3%2%5%8%3%5%5%*%-%7%5%2%4%

mmmmm

25121*9624-*-*29DPD
8%16%2%3%*%13%7%2%7%-%*%-%*%4%

acjacfijkacfijkcc

1112442*6--12-*26DHL
2%2%4%4%7%3%*%5%-%-%11%-%*%4%

aegjlm

*1*155--4-22*217TNT Express
1%3%1%2%8%-%-%4%-%26%2%*%3%2%

ghjkm

---13--2-2-24413UK Mail
-%-%-%2%-%-%2%-%4%-%2%9%5%2%

fm

-1110-23-*-2-211APC
-%2%3%2%-%3%4%-%*%-%2%-%2%2%

*-14-*-2--*-25FedEx
1%-%2%1%-%*%-%1%-%-%*%-%3%1%

---22--------2Yodel
-%-%-%*%4%-%-%-%-%-%-%-%-%*%

j

---22-----*--2Pitney Bowes
-%-%-%*%3%-%-%-%-%-%*%-%-%*%

j

1--*----*----1DX
2%-%-%*%-%-%-%-%1%-%-%-%-%*%

j

--1*---*-----1Parcels to go
-%-%2%*%-%-%-%*%-%-%-%-%-%*%

j

---1---**---*1Tuffnels
-%-%-%*%-%-%-%*%*%-%-%-%*%*%

1------------1Fastway Couriers
2%-%-%-%-%-%-%-%-%-%-%-%-%*%

j
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 12/07/19



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

Humber

mlkjihgfe*dc*baSignificance Level: 95%
857370470465658864312802861698Unweighted total
2830286105369781135491064582696Weighted total

-*-*--------**Interparcel
-%*%-%*%-%-%-%-%-%-%-%-%*%*%

23-132*242*3--18Other answers
8%9%-%2%3%*%2%4%3%1%3%-%-%3%

ahjkahjk

19182140733425678317693161465NET: RM Only
68%59%75%67%62%61%71%69%56%72%65%69%75%67%

ele

NET: Provider other than
912720320272235243371421231RM

32%41%25%33%38%39%29%31%44%28%35%31%25%33%

kak
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
816171895092223419229471312113698Unweighted total
6063614655021844122604091048696Weighted total

45420101363170385154336544465Royal Mail
75%66%70%66%78%86%39%59%82%67%52%51%67%

bebebe

24093314-221--5-42Hermes
3%6%6%6%6%-%15%8%-%-%5%-%6%

d

-3472672-142*7234Parcelforce
-%5%5%5%3%5%-%5%4%1%7%24%5%

b

22722762-17--5-29UPS
4%4%2%5%3%4%-%6%-%-%4%-%4%

2275242-2211-3-29DPD
4%4%3%4%1%-%19%8%2%-%3%-%4%

h

22322362-7218*26DHL
4%4%2%4%3%4%-%3%5%6%8%1%4%

eh

1165112--4128-17TNT Express
1%3%4%2%1%-%-%2%1%25%7%-%2%

eh

211410---62-4213UK Mail
3%2%2%2%-%-%-%2%5%-%4%24%2%

hhh

2929--25--4-11APC
3%1%1%2%-%-%15%2%-%-%4%-%2%

hh

*5*51-2*--3-5FedEx
*%1%*%1%*%-%13%*%-%-%2%-%1%

e

-2-2---2----2Yodel
-%*%-%*%-%-%-%1%-%-%-%-%*%

-22**--2----2Pitney Bowes
-%*%1%*%*%-%-%1%-%-%-%-%*%

a

*1-11-----*-1DX
*%*%-%*%*%-%-%-%-%-%*%-%*%

1--11-------1Parcels to go
1%-%-%*%*%-%-%-%-%-%-%-%*%

a

****---*--*-1Tuffnels
*%*%*%*%-%-%-%*%-%-%*%-%*%

-1-1---1----1Fastway Couriers
-%*%-%*%-%-%-%*%-%-%-%-%*%

-****--*----*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 - a,b - a,b

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
816171895092223419229471312113698Unweighted total
6063614655021844122604091048696Weighted total

1175138*-7**2-18Other answers
2%3%4%2%4%*%-%3%1%1%2%-%3%

45420101363170385154336544465NET: RM Only
75%66%70%66%78%86%39%59%82%67%52%51%67%

bebebe

NET: Provider other than
1521644187486810673504231RM
25%34%30%34%22%14%61%41%18%33%48%49%33%

dghdgh
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
25611332318680698Unweighted total
25511132322674696Weighted total

1657322511453465Royal Mail
64%66%70%51%67%67%

18916-4242Hermes
7%8%5%-%6%6%

1361452934Parcelforce
5%5%4%24%4%5%

14511*2929UPS
6%4%3%2%4%4%

163812829DPD
6%2%3%2%4%4%

a

1061042226DHL
4%5%3%18%3%4%

1214-1717TNT Express
*%2%4%-%2%2%

c

2-9-1313UK Mail
1%-%3%-%2%2%

623*1111APC
2%2%1%2%2%2%

122-55FedEx
*%1%1%-%1%1%

--2-22Yodel
-%-%1%-%*%*%

2-*-22Pitney Bowes
1%-%*%-%*%*%

*1*-11DX
*%1%*%-%*%*%

*1--11Parcels to go
*%1%-%-%*%*%

***-11Tuffnels
*%*%*%-%*%*%

1---11Fastway Couriers
*%-%-%-%*%*%

--*-**Interparcel
-%-%*%-%*%*%

729-1818Other answers
3%2%3%-%3%3%

1657322511453465NET: RM Only
64%66%70%51%67%67%

NET: Provider other than
91379811220231RM
36%34%30%49%33%33%
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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: 12/07/19



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%
24736190842656--23334205451698Unweighted total
197383116424672--*2120173499696Weighted total

10026699215449--*2-1385365465Royal Mail
51%69%86%59%63%67%-%-%50%80%-%64%49%73%67%

cbcbbi

11284*240----*293142Hermes
5%7%3%3%7%6%-%-%-%-%12%8%5%6%6%

11211*133----**102334Parcelforce
6%6%1%13%3%5%-%-%-%-%62%1%6%5%5%

1514--227-----2131429UPS
8%4%-%-%10%4%-%-%-%-%-%11%7%3%4%

abaaiai

14132*128---***141429DPD
7%3%2%13%4%4%-%-%-%11%26%2%8%3%4%

abai

10142-*26-----*101626DHL
5%4%1%-%*%4%-%-%-%-%-%*%6%3%4%

953-*16-----*9817TNT Express
4%1%3%-%1%2%-%-%-%-%-%1%5%2%2%

ba

122---13------12213UK Mail
6%*%-%-%-%2%-%-%-%-%-%-%7%*%2%

abaai

64*-*11-----*6511APC
3%1%*%-%1%2%-%-%-%-%-%1%4%1%2%

a

32--*5-----*325FedEx
2%1%-%-%1%1%-%-%-%-%-%1%2%*%1%

--2--2-------22Yodel
-%-%2%-%-%*%-%-%-%-%-%-%-%*%*%

bc

-2---2-------22Pitney Bowes
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%

*1-**1---*-*-11DX
*%*%-%6%2%*%-%-%-%9%-%1%-%*%*%

i

-1---1-------11Parcels to go
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%

1--***--*---*-1Tuffnels
*%-%-%7%1%*%-%-%50%-%-%-%*%-%*%

a

1----1------1-1Fastway Couriers
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

-*---*-------**Interparcel
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%

5112-216-----241318Other answers
3%3%2%-%7%2%-%-%-%-%-%8%2%3%3%

abi
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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: 12/07/19



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%
24736190842656--23334205451698Unweighted total
197383116424672--*2120173499696Weighted total

10026699215449--*2-1385365465NET: RM Only
51%69%86%59%63%67%-%-%50%80%-%64%49%73%67%

cbcbbi

NET: Provider other than
971171619222--**1789134231RM
49%31%14%41%37%33%-%-%50%20%100%36%51%27%33%

abaaai
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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: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-54111552461558243698548438486698Unweighted total
-626839453528211696515393442696Weighted total

-422531327340144465372295314465Royal Mail
-%73%88%32%64%79%72%64%68%67%72%75%71%67%

dfdff

---4-32135124229272242Hermes
-%-%-%68%-%9%5%7%6%6%6%7%5%6%

--*--2173083420121734Parcelforce
-%-%4%-%-%5%4%6%4%5%4%3%4%5%

------13236291371329UPS
-%-%-%-%-%-%3%4%3%4%2%2%3%4%

bb

----**1727112917121529DPD
-%-%-%-%4%*%4%5%5%4%3%3%3%4%

-----*192052619151726DHL
-%-%-%-%-%*%4%4%2%4%4%4%4%4%

-----211124171271217TNT Express
-%-%-%-%-%5%2%2%2%2%2%2%3%2%

------61141362613UK Mail
-%-%-%-%-%-%1%2%2%2%1%1%1%2%

b

--*---41161142411APC
-%-%7%-%-%-%1%2%3%2%1%1%1%2%

abc

-----*53355155FedEx
-%-%-%-%-%*%1%1%1%1%1%*%1%1%

---------2---2Yodel
-%-%-%-%-%-%-%-%-%*%-%-%-%*%

------22222222Pitney Bowes
-%-%-%-%-%-%*%*%1%*%*%*%*%*%

----*-11111111DX
-%-%-%-%3%-%*%*%*%*%*%*%*%*%

----1-*1*11*11Parcels to go
-%-%-%-%8%-%*%*%*%*%*%*%*%*%

-----****1***1Tuffnels
-%-%-%-%-%1%*%*%*%*%*%*%*%*%

-------1-1---1Fastway Couriers
-%-%-%-%-%-%-%*%-%*%-%-%-%*%

------********Interparcel
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

-2--2*10125181491218Other answers
-%27%-%-%22%*%2%2%2%3%3%2%3%3%

-422531327340144465372295314465NET: RM Only
-%73%88%32%64%79%72%64%68%67%72%75%71%67%

dfdff
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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: 12/07/19



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

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-54111552461558243698548438486698Unweighted total
-626839453528211696515393442696Weighted total

NET: Provider other than
-2*4381261896723114398127231RM
-%27%12%68%36%21%28%36%32%33%28%25%29%33%

abcbc
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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: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
31421541361132-112817669698Unweighted total
490148135137*-**3413675696Weighted total

46510410396*-*--45456465Royal Mail
100%72%71%76%70%54%-%100%-%-%93%37%68%67%

-6599----2*-4042Hermes
-%6%3%6%7%-%-%-%-%47%2%-%6%6%

-4654------33134Parcelforce
-%5%4%4%3%-%-%-%-%-%-%20%5%5%

-3622-----*22729UPS
-%3%4%1%1%-%-%-%-%-%2%18%4%4%

-3923-----*32629DPD
-%3%6%1%3%-%-%-%-%-%2%20%4%4%

b

-2548-------2626DHL
-%2%3%3%6%-%-%-%-%-%-%-%4%4%

-*417-------1717TNT Express
-%1%3%1%5%-%-%-%-%-%-%-%2%2%

bd

-2-22----2--1113UK Mail
-%2%-%1%1%-%-%-%-%53%-%-%2%2%

-*22--------1111APC
-%*%1%2%-%-%-%-%-%-%-%-%2%2%

-122--------55FedEx
-%1%1%1%-%-%-%-%-%-%-%-%1%1%

------------22Yodel
-%-%-%-%-%-%-%-%-%-%-%-%*%*%

-*2---------22Pitney Bowes
-%*%1%-%-%-%-%-%-%-%-%-%*%*%

-1---*--*--*11DX
-%1%-%-%-%46%-%-%100%-%-%2%*%*%

----1-------11Parcels to go
-%-%-%-%1%-%-%-%-%-%-%-%*%*%

-*--*------**1Tuffnels
-%*%-%-%*%-%-%-%-%-%-%2%*%*%

------------11Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%*%*%

--*---------**Interparcel
-%-%*%-%-%-%-%-%-%-%-%-%*%*%

-2345------*1818Other answers
-%2%2%3%4%-%-%-%-%-%-%1%3%3%

46510410396*-*--45456465NET: RM Only
100%72%71%76%70%54%-%100%-%-%93%37%68%67%
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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: 12/07/19



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

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
31421541361132-112817669698Unweighted total
490148135137*-**3413675696Weighted total

NET: Provider other than
-25433342*--*3*8219231RM
-%28%29%24%30%46%-%-%100%100%7%63%32%33%
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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: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
21527167531266244076101170152269698Unweighted total
1350217751922915451487178159268696Weighted total

1371346219913253242106108207465Royal Mail
6%74%2%89%87%83%56%51%49%59%68%77%67%

badbcd

22730123*38266131442Hermes
15%5%17%2%2%3%8%45%7%4%8%5%6%

ac

2172596226*81251034Parcelforce
18%3%14%2%3%12%6%2%9%7%3%4%5%

aa

2112372-27-1156829UPS
13%2%13%1%1%-%6%-%12%3%4%3%4%

acabc

*172183*26-8155129DPD
2%3%12%1%1%1%6%-%9%8%3%*%4%

acababa

1182248-18**117826DHL
9%4%12%1%3%-%4%2%*%6%4%3%4%

ad

*121161*15-182617TNT Express
2%2%6%1%1%1%3%-%1%5%1%2%2%

ac

*6112--13-227213UK Mail
2%1%6%*%-%-%3%-%2%1%5%1%2%

aca

-492--11-45-211APC
-%1%5%*%-%-%2%-%5%3%-%1%2%

acabb

*4411*4-221*5FedEx
2%1%2%*%*%1%1%-%3%1%*%*%1%

aa

--2-2------22Yodel
-%-%1%-%1%-%-%-%-%-%-%1%*%

a

2-2-*-2--2*-2Pitney Bowes
15%-%1%-%*%-%*%-%-%1%*%-%*%

a

*11-1-*-**1-1DX
2%*%1%-%*%-%*%-%*%*%*%-%*%

-1-1--1----11Parcels to go
-%*%-%*%-%-%*%-%-%-%-%*%*%
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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: 12/07/19



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

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

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
21527167531266244076101170152269698Unweighted total
1350217751922915451487178159268696Weighted total

-***--1-*--*1Tuffnels
-%*%*%*%-%-%*%-%1%-%-%*%*%

--1---1--1--1Fastway Couriers
-%-%*%-%-%-%*%-%-%*%-%-%*%

-****-*---***Interparcel
-%*%*%*%*%-%*%-%-%-%*%*%*%

2121264-14-254718Other answers
15%2%7%1%2%-%3%-%3%3%3%3%3%

a

1371346219913253242106108207465NET: RM Only
6%74%2%89%87%83%56%51%49%59%68%77%67%

badbcd

NET: Provider other than
1213117457313198245725161231RM
94%26%98%11%13%17%44%49%51%41%32%23%33%

acabaa
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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: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-88449204228470917216565698Unweighted total
-72405179231465616315863696Weighted total

-50289129-465*35551465Royal Mail
-%69%71%72%-%100%4%22%3%81%67%

bb

-422242--2929242Hermes
-%5%5%1%18%-%-%18%18%4%6%

aaaa

-2151034--1721234Parcelforce
-%3%4%5%15%-%-%11%13%3%5%

aa

-271229--1113229UPS
-%3%2%7%13%-%-%7%9%3%4%

ba

-115629-*1722-29DPD
-%1%4%3%13%-%8%10%14%-%4%

aa

-1017826-21618226DHL
-%13%4%4%11%-%33%10%11%4%4%

aba

-*10517-21014*17TNT Express
-%*%3%3%7%-%30%6%9%1%2%

aa

--6-13--68-13UK Mail
-%-%1%-%6%-%-%3%5%-%2%

a

--4-11--49211APC
-%-%1%-%5%-%-%3%5%3%2%

a

-*5*5-*45-5FedEx
-%*%1%*%2%-%3%3%3%-%1%

a

----2-----2Yodel
-%-%-%-%1%-%-%-%-%-%*%

a

--222-----2Pitney Bowes
-%-%*%1%1%-%-%-%-%-%*%

-*1*1-*11-1DX
-%*%*%*%*%-%4%1%1%-%*%

--1-1-1**11Parcels to go
-%-%*%-%*%-%10%*%*%1%*%

--*-1--***1Tuffnels
-%-%*%-%*%-%-%*%*%*%*%
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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: 12/07/19



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

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

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-88449204228470917216565698Unweighted total
-72405179231465616315863696Weighted total

----1-----1Fastway Couriers
-%-%-%-%*%-%-%-%-%-%*%

--*-*--**-*Interparcel
-%-%*%-%*%-%-%*%*%-%*%

-311518-*1213118Other answers
-%4%3%3%8%-%8%7%9%1%3%

aa

-50289129-465*35551465NET: RM Only
-%69%71%72%-%100%4%22%3%81%67%

bb

NET: Provider other than
-2211650231-612715312231RM
-%31%29%28%100%-%96%78%97%19%33%

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: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
12333415541423472-152469470-85388193698Unweighted total
10291394519389433-139455462-69347182696Weighted total

5210303453294314-91328284-50258139465Royal Mail
49%72%77%87%76%73%-%65%72%62%-%72%74%77%67%

aba

-2312102722-23025-427842Hermes
-%8%3%2%7%5%-%1%7%5%-%6%8%5%6%

acccc

-1412121215-31631-412534Parcelforce
-%5%3%2%3%4%-%2%4%7%-%6%4%3%5%

bc

4599711-61625-*5629UPS
40%2%2%2%2%3%-%5%3%5%-%*%1%4%4%

1512131215-81626-112129DPD
7%2%3%2%3%3%-%5%4%6%-%2%3%1%4%

-101661516-171217-6141026DHL
-%3%4%1%4%4%-%12%3%4%-%9%4%5%4%

ccabb

-4123712-11014-*5517TNT Express
-%1%3%1%2%3%-%1%2%3%-%1%2%2%2%

cc

-62226--49--2*13UK Mail
-%2%*%*%*%1%-%-%1%2%-%-%1%*%2%

*22324-4511--2-11APC
2%1%1%1%1%1%-%3%1%2%-%-%1%-%2%

-44215-253--1-5FedEx
-%2%1%*%*%1%-%2%1%1%-%-%*%-%1%

--------2-----2Yodel
-%-%-%-%-%-%-%-%*%-%-%-%-%-%*%

-------2*2--*22Pitney Bowes
-%-%-%-%-%-%-%1%*%*%-%-%*%1%*%

b

**1*11-**1-*1*1DX
2%*%*%*%*%*%-%*%*%*%-%*%*%*%*%

-111*1---1--*-1Parcels to go
-%*%*%*%*%*%-%-%-%*%-%-%*%-%*%

-*****--**--**1Tuffnels
-%*%*%*%*%*%-%-%*%*%-%-%*%*%*%

-------11-----1Fastway Couriers
-%-%-%-%-%-%-%*%*%-%-%-%-%-%*%

-*****--**--*-*Interparcel
-%*%*%*%*%*%-%-%*%*%-%-%*%-%*%

-777910-3913-27518Other answers
-%2%2%1%2%2%-%2%2%3%-%3%2%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 - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



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

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

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
12333415541423472-152469470-85388193698Unweighted total
10291394519389433-139455462-69347182696Weighted total

5210303453294314-91328284-50258139465NET: RM Only
49%72%77%87%76%73%-%65%72%62%-%72%74%77%67%

aba

NET: Provider other than
581916694118-48127177-198943231RM

51%28%23%13%24%27%-%35%28%38%-%28%26%23%33%

ccb
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
91912143284146676311249372698Unweighted total

10259152883895677297213355696Weighted total

1033112093014659230168305465Royal Mail
94%11%35%74%72%77%82%77%77%78%86%67%

bcd

-102224122-6151042Hermes
-%40%22%12%8%3%3%-%2%7%3%6%

aacd

--2-141011226734Parcelforce
-%-%21%-%5%3%2%1%7%3%2%5%

abd

*4--35-210*529UPS
1%15%-%-%1%1%-%2%4%*%1%4%

b

-3**715*277929DPD
-%10%3%1%2%4%*%3%2%3%3%4%

*42-8184875726DHL
5%15%19%-%3%5%8%10%3%2%2%4%

abcabc

-2-*311**32317TNT Express
-%7%-%2%1%3%1%*%1%1%1%2%

----64---2-13UK Mail
-%-%-%-%2%1%-%-%-%1%-%2%

----33-23*211APC
-%-%-%-%1%1%-%2%1%*%1%2%

----42-2-4*5FedEx
-%-%-%-%2%1%-%2%-%2%*%1%

acac

-----------2Yodel
-%-%-%-%-%-%-%-%-%-%-%*%

---------**2Pitney Bowes
-%-%-%-%-%-%-%-%-%*%*%*%

----*1--**11DX
-%-%-%-%*%*%-%-%*%*%*%*%

----11--1111Parcels to go
-%-%-%-%*%*%-%-%*%*%*%*%

----**--**-1Tuffnels
-%-%-%-%*%*%-%-%*%*%-%*%

-----------1Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%*%

----**--****Interparcel
-%-%-%-%*%*%-%-%*%*%*%*%

-1-2652272518Other answers
-%2%-%11%2%1%4%3%2%1%1%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 - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

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

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
91912143284146676311249372698Unweighted total

10259152883895677297213355696Weighted total

1033112093014659230168305465NET: RM Only
94%11%35%74%72%77%82%77%77%78%86%67%

bcd

NET: Provider other than
1226479881018674650231RM
6%89%65%26%28%23%18%23%23%22%14%33%

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 - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
504126225322230658453686642674614671698Unweighted total
47614028514*206650445677623665590661696Weighted total

3679718393*133439297457423448403444465Royal Mail
77%70%64%76%55%64%68%67%68%68%67%68%67%67%

1613424-183920403842364242Hermes
3%9%14%5%-%9%6%5%6%6%6%6%6%6%

ba

166-19-102822303028262834Parcelforce
3%4%-%4%-%5%4%5%5%5%4%4%4%5%

5624-72523272423142329UPS
1%5%7%1%-%3%4%5%4%4%4%2%4%4%

b

146-14*92717272427222729DPD
3%4%-%3%45%4%4%4%4%4%4%4%4%4%

146414-152217232026242626DHL
3%4%15%3%-%7%3%4%3%3%4%4%4%4%

b

122*12-41714171417161717TNT Express
3%1%1%2%-%2%3%3%2%2%2%3%3%2%

6--6-*134131313131313UK Mail
1%-%-%1%-%*%2%1%2%2%2%2%2%2%

c

52-7-41181191191111APC
1%1%-%1%-%2%2%2%2%1%2%2%2%2%

5--5-154535555FedEx
1%-%-%1%-%*%1%1%1%1%1%1%1%1%

------22222222Yodel
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

------22222222Pitney Bowes
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

1*-1-*11111111DX
*%*%-%*%-%*%*%*%*%*%*%*%*%*%

1--1-11*111111Parcels to go
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

1--1-********1Tuffnels
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

-----11-111111Fastway Couriers
-%-%-%-%-%*%*%-%*%*%*%*%*%*%

*--*--********Interparcel
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

131-14-41714181818141818Other answers
3%1%-%3%-%2%3%3%3%3%3%2%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 - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
504126225322230658453686642674614671698Unweighted total
47614028514*206650445677623665590661696Weighted total

3679718393*133439297457423448403444465NET: RM Only
77%70%64%76%55%64%68%67%68%68%67%68%67%67%

NET: Provider other than
1084310121*74211149220200217187217231RM

23%30%36%24%45%36%32%33%32%32%33%32%33%33%
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
292406465571671034761142226515241698Unweighted total
315381463611681024691162266112248696Weighted total

20625836526706932665496151465Royal Mail
66%68%79%43%42%67%69%56%22%10%7%21%67%

abaa

2418148204261035743042Hermes
8%5%3%13%12%3%6%8%16%11%32%12%6%

cc

1222762181511181622734Parcelforce
4%6%2%9%13%8%3%9%8%27%20%11%5%

ccbbb

1713105146131122822329UPS
5%3%2%8%9%5%3%10%10%13%19%9%4%

ccb

1613113153197209*2929DPD
5%3%2%5%9%3%4%6%9%15%1%12%4%

c

1214105115192233-2226DHL
4%4%2%8%6%5%4%2%10%5%-%9%4%

cc

2141123214-10621417TNT Express
1%4%2%4%2%2%3%-%5%10%19%6%2%

b

6713-*-11213--1313UK Mail
2%2%3%-%*%-%2%2%6%-%-%5%2%

aa

74344-7492-911APC
2%1%1%6%2%-%2%3%4%4%-%4%2%

c

324***3232-55FedEx
1%1%1%1%*%*%1%2%1%3%-%2%1%

2--2--2-2--22Yodel
1%-%-%3%-%-%*%-%1%-%-%1%*%

ac

-22---2-2--22Pitney Bowes
-%*%*%-%-%-%*%-%1%-%-%1%*%

*11*-*1-1*-11DX
*%*%*%*%-%*%*%-%*%*%-%*%*%

*11---1-1--11Parcels to go
*%*%*%-%-%-%*%-%*%-%-%*%*%

**--1-****-*1Tuffnels
*%*%-%-%*%-%*%*%*%*%-%*%*%

1---1-1-1--11Fastway Couriers
*%-%-%-%*%-%*%-%*%-%-%*%*%

-**-***-*--**Interparcel
-%*%*%-%*%*%*%-%*%-%-%*%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 31  (continuation)                                                                                                                                                    Page 654

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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
292406465571671034761142226515241698Unweighted total
315381463611681024691162266112248696Weighted total

71110-86103171*1818Other answers
2%3%2%-%5%6%2%2%8%1%1%7%3%

b

20625836526706932665496151465NET: RM Only
66%68%79%43%42%67%69%56%22%10%7%21%67%

abaa

NET: Provider other than
10812398359833144521775511197231RM

34%32%21%57%58%33%31%44%78%90%93%79%33%

ccbb

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 31  (continuation)                                                                                                                                                    Page 655

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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
586466665963353972645557698Unweighted total
687641817137325156835843696Weighted total

495331475027203534533531465Royal Mail
73%70%75%59%70%74%62%70%59%64%60%71%67%

i

2-2123--7294242Hermes
3%-%6%14%4%-%-%14%3%11%7%4%6%

gkadfghkldfgklfgkgk

65141222421334Parcelforce
9%6%3%5%2%5%8%4%7%3%1%6%5%

62*21022-21-229UPS
9%3%*%3%13%6%6%-%3%1%-%5%4%

bcjbcdeijk

13184*-2343*29DPD
2%4%1%10%6%*%-%4%5%5%5%*%4%

agj

*7*3*-21244326DHL
*%9%*%4%*%-%6%1%4%5%7%8%4%

ghjlgjghj

2312*42-*2*117TNT Express
3%4%2%3%*%11%6%-%*%2%1%1%2%

abcdehj

--2-2-2-44--13UK Mail
-%-%5%-%3%-%6%-%7%4%-%-%2%

ikagikl

*-*--*-22*4211APC
*%-%1%-%-%1%-%5%3%1%7%4%2%

hik

*-*1-*-**22-5FedEx
*%-%*%1%-%1%-%*%*%2%3%-%1%

-2----------2Yodel
-%3%-%-%-%-%-%-%-%-%-%-%*%

----------2*2Pitney Bowes
-%-%-%-%-%-%-%-%-%-%3%*%*%

--*--*-1----1DX
-%-%*%-%-%1%-%1%-%-%-%-%*%

-----*--1---1Parcels to go
-%-%-%-%-%*%-%-%1%-%-%-%*%

--------*-**1Tuffnels
-%-%-%-%-%-%-%-%*%-%*%1%*%

---1--------1Fastway Couriers
-%-%-%1%-%-%-%-%-%-%-%-%*%

-*----------*Interparcel
-%*%-%-%-%-%-%-%-%-%-%-%*%

-1212*21424*18Other answers
-%1%5%1%3%1%6%1%6%3%6%1%3%

495331475027203534533531465NET: RM Only
73%70%75%59%70%74%62%70%59%64%60%71%67%

i
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
586466665963353972645557698Unweighted total
687641817137325156835843696Weighted total

NET: Provider other than
182310332210121523292313231RM
27%30%25%41%30%26%38%30%41%36%40%29%33%

j
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
188188146176698Unweighted total
184189139184696Weighted total

13312489119465Royal Mail
72%66%64%65%67%

41491442Hermes
2%8%7%8%6%

dd

1288634Parcelforce
7%4%6%3%5%

9144329UPS
5%7%3%1%4%

a

5134729DPD
3%7%3%4%4%

7351126DHL
4%2%3%6%4%

c

572317TNT Express
3%4%2%1%2%

226413UK Mail
1%1%4%2%2%

1*4611APC
*%*%3%3%2%

cdcd

*1*45FedEx
*%*%*%2%1%

2---2Yodel
1%-%-%-%*%

---22Pitney Bowes
-%-%-%1%*%

**1-1DX
*%*%*%-%*%

-*1-1Parcels to go
-%*%*%-%*%

--**1Tuffnels
-%-%*%*%*%

-1--1Fastway Couriers
-%*%-%-%*%

*---*Interparcel
*%-%-%-%*%

336618Other answers
2%1%5%3%3%

13312489119465NET: RM Only
72%66%64%65%67%

NET: Provider other than
51655065231RM
28%34%36%35%33%
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
1175992246275468571192927931261Unweighted total

494184281359608163710821142Weighted total

443882265343568143410221079Standard delivery
90%94%98%94%96%93%100%92%92%95%94%

eebce

1492491108203611314334Tracked service
29%23%28%32%30%33%40%37%29%29%29%

Urgent delivery - on the
same day or a specific

756455710234137147time the next day
15%11%7%16%16%16%25%21%12%13%13%

ccabab

Timed delivery (i.e. to
arrive by specific time

95741398234120128/day)
17%11%9%15%11%14%20%17%11%11%11%

aa

73335378224110118International delivery
13%7%4%12%10%14%30%15%10%10%10%

cccaabce

Cross-Border Delivery
111431*111214(to ROI)
1%2%2%1%1%2%2%3%2%1%1%

-----------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----*-*--*OUT)
-%-%-%-%-%*%-%1%-%-%*%

a

NET: Urgent / Tracked /
171027106123223712357379Timed Mail
35%23%32%38%34%36%40%42%33%33%33%

d
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
1601691657677771861487627136421041261Unweighted total

54695996092871031899927173661251142Weighted total

5262579088980991819525153661201079Standard delivery
96%90%96%95%97%92%96%96%96%93%89%100%96%94%

ccclcccclc

13201129023262658264742529334Tracked service
23%29%19%30%25%30%25%31%26%16%43%38%23%29%

kkkkaefgijk

lm

Urgent delivery - on the
same day or a specific

39413187132792341613147time the next day
5%13%7%14%9%8%13%14%9%8%20%25%10%13%

mkmmkmaehikmaehijkm

Timed delivery (i.e. to
arrive by specific time

3751141512825742689128/day)
6%9%8%12%16%13%8%13%7%14%15%13%8%11%

mkmmkm

7551027116167*31187118International delivery
12%7%8%11%7%12%6%8%7%1%18%28%5%10%

aefghijkaefgijk

llm

Cross-Border Delivery
14------------14(to ROI)
25%-%-%-%-%-%-%-%-%-%-%-%-%1%

abcefghi

jkl

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---*--*------*OUT)
-%-%-%*%-%-%*%-%-%-%-%-%-%*%

NET: Urgent / Tracked /
13251432729323164266772735379Timed Mail
23%37%24%34%32%37%30%34%26%23%45%41%28%33%

kmkmkmmaegjkmkm
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcb*aSignificance Level: 95%
17510863489135731053623612832122281261Unweighted total
12110212468964941152525011529100141142Weighted total

112966238841464109242361102893131079Standard delivery
92%95%97%94%94%94%99%95%96%99%93%96%94%

a

333016227215251357297322334Tracked service
27%29%25%30%31%44%13%23%25%23%32%15%29%

efcdefhf

Urgent delivery - on the
same day or a specific

1712917129662522592181147time the next day
14%13%7%14%13%21%9%10%8%7%18%4%13%

bdehde

Timed delivery (i.e. to
arrive by specific time

12116161126018222131121128/day)
10%11%7%13%12%16%9%9%11%2%12%7%11%

bc

111071810052172216*19*118International delivery
9%11%7%11%11%15%9%8%5%1%19%3%10%

bcdcdeh

Cross-Border Delivery
311687*-41-2*14(to ROI)
2%1%2%1%1%*%-%1%1%-%2%3%1%

a

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
*-*---*-----*OUT)
*%-%*%-%-%-%*%-%-%-%-%-%*%

NET: Urgent / Tracked /
403396831116954372347392379Timed Mail
33%33%28%35%34%47%13%29%30%23%39%16%33%

bfcdefhfff
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3082037423412271261Unweighted total
2731766834710951142Weighted total

2591656454710321079Standard delivery
95%94%94%100%94%94%

976616615319334Tracked service
36%38%24%32%29%29%

aa

Urgent delivery - on the
same day or a specific

5628634142147time the next day
20%16%9%9%13%13%

aa

Timed delivery (i.e. to
arrive by specific time

4127595123128/day)
15%15%9%11%11%11%

aa

3834442116118International delivery
14%19%6%5%11%10%

aa

Cross-Border Delivery
44611314(to ROI)
1%2%1%1%1%1%

------Other (PLEASE SPECIFY)
-%-%-%-%-%-%

None of these (DO NOT
------READ OUT)
-%-%-%-%-%-%

Don't Know (DO NOT READ
--*-**OUT)
-%-%*%-%*%*%

NET: Urgent / Tracked /
1137418815364379Timed Mail

41%42%28%32%33%33%

aa

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 32  (continuation)                                                                                                                                                    Page 662

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: 12/07/19



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%
2876463288411220--431332469741261Unweighted total
1955763715191123--32*141759471142Weighted total

1815433545191059--32*141628981079Standard delivery
93%94%95%100%99%94%-%-%100%100%100%99%92%95%94%

631927827327--*2-556271334Tracked service
32%33%21%42%36%29%-%-%4%89%-%34%32%29%29%

aa

Urgent delivery - on the
same day or a specific

35823023144--*2-132112147time the next day
18%14%8%42%14%13%-%-%4%89%-%4%18%12%13%

aaaci

Timed delivery (i.e. to
arrive by specific time

23683723126---2-*20105128/day)
12%12%10%40%13%11%-%-%-%89%-%3%12%11%11%

29741525114---2-32489118International delivery
15%13%4%40%24%10%-%-%-%89%-%18%14%9%10%

aaaia

Cross-Border Delivery
2101-*14-----*21114(to ROI)
1%2%*%-%1%1%-%-%-%-%-%1%1%1%1%

---------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--*--*-------**OUT)
-%-%*%-%-%*%-%-%-%-%-%-%-%*%*%

NET: Urgent / Tracked /
712139527372--*2-564308379Timed Mail
37%37%26%42%37%33%-%-%4%89%-%35%37%33%33%

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,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
1752438851101904433486126174012611261Unweighted total
2851423531037788362442114263111421142Weighted total

285142352974748340405107959110791079Standard delivery
100%100%100%100%100%99%94%95%94%92%94%94%94%94%

addd

-*-5322304235110153334228334334Tracked service
-%1%-%34%13%41%29%30%30%35%29%36%29%29%

accacacef

Urgent delivery - on the
same day or a specific

-*-2391331046167147117147147time the next day
-%1%-%13%11%17%13%13%17%15%13%18%13%13%

acacf

Timed delivery (i.e. to
arrive by specific time

----3611998556912899128128/day)
-%-%-%-%11%12%12%12%15%16%11%16%11%11%

acacac

---61910285536911897118118International delivery
-%-%-%45%4%18%10%11%15%16%10%15%10%10%

acacfacfacf

Cross-Border Delivery
---**21111671491414(to ROI)
-%-%-%1%2%3%1%1%2%1%1%1%1%1%

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------*---*-**OUT)
-%-%-%-%-%-%*%-%-%-%*%-%*%*%

NET: Urgent / Tracked /
-*-5322350262125179379259379379Timed Mail
-%1%-%34%13%41%34%33%35%41%33%41%33%33%

ccacfacef
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
52553113173732-1126124641261Unweighted total
4153272311402*-**32104261142Weighted total

4147252302373*-**3273921079Standard delivery
100%96%93%97%93%100%-%100%100%100%96%77%92%94%

ac

-53939296*--*-*4148334Tracked service
-%35%34%30%24%46%-%-%100%-%9%45%35%29%

aa

Urgent delivery - on the
same day or a specific

-29414433*--*---66147time the next day
-%19%15%14%8%46%-%-%100%-%-%-%16%13%

aaa

Timed delivery (i.e. to
arrive by specific time

-17364332*--*--*68128/day)
-%11%13%14%8%46%-%-%100%-%-%2%16%11%

aa

-32302631*--*-**69118International delivery
-%21%11%8%8%46%-%-%100%-%4%2%16%10%

abc

Cross-Border Delivery
-3226-----*-614(to ROI)
-%2%1%1%2%-%-%-%-%-%4%-%2%1%

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
----*--------*OUT)
-%-%-%-%*%-%-%-%-%-%-%-%-%*%

NET: Urgent / Tracked /
-55109106109*--*-*4174379Timed Mail
-%36%40%34%27%46%-%-%100%-%9%45%41%33%

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,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
4312181191142226182422621141091991261Unweighted total
37110511510271788255*471151041761142Weighted total

3410451069731608237*381081021571079Standard delivery
90%95%92%95%90%95%93%100%81%94%98%89%94%

dad

113223829669776-21483251334Tracked service
31%29%33%29%39%85%30%-%45%42%31%29%29%

aaa

Urgent delivery - on the
same day or a specific

61401712923439-5232315147time the next day
17%13%15%13%13%49%15%-%11%20%23%8%13%

aa

Timed delivery (i.e. to
arrive by specific time

111171711132234-7202121128/day)
30%11%15%11%18%25%13%-%15%17%20%12%11%

a

7112209823244-12231717118International delivery
18%10%18%10%13%30%17%-%25%20%16%10%10%

aaa

Cross-Border Delivery
1131124*2-121314(to ROI)
2%1%1%1%2%3%1%-%2%1%1%2%1%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-*-*--------*OUT)
-%*%-%*%-%-%-%-%-%-%-%-%*%

NET: Urgent / Tracked /
153644533476796-23564159379Timed Mail
41%33%39%33%43%87%38%-%49%49%39%34%33%

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,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541913335320203116461261Unweighted total
-127107937912731416177109341142Weighted total

-121107931711628915164102321079Standard delivery
-%95%100%84%91%92%97%93%93%94%94%

aac

-85280334391146593510334Tracked service
-%67%26%88%30%36%38%33%32%30%29%

bbc

Urgent delivery - on the
same day or a specific

-561391472244535208147time the next day
-%44%13%39%18%14%33%19%18%25%13%

bb

Timed delivery (i.e. to
arrive by specific time

-471171281554426910128/day)
-%37%11%34%12%17%25%15%8%30%11%

bbb

-118113922248636198118International delivery
-%94%10%24%17%15%36%20%18%22%10%

abb

Cross-Border Delivery
-1413515121114(to ROI)
-%11%1%1%1%2%4%1%1%2%1%

ab

-----------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
----------*OUT)
-%-%-%-%-%-%-%-%-%-%*%

NET: Urgent / Tracked /
-93317379501296734214379Timed Mail
-%74%29%100%39%41%38%41%39%42%33%

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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
168099593997161228-99341312-1126692831261Unweighted total
166708673526111111-86302279-765782561142Weighted total

146488143235721051-83293251-745722231079Standard delivery
88%97%94%92%94%95%-%96%97%90%-%98%99%87%94%

acaaaa

5182293132221323-46104137-54192202334Tracked service
32%27%34%37%36%29%-%54%35%49%-%71%33%79%29%

baabbbb

Urgent delivery - on the
same day or a specific

58812958111141-305659-39109100147time the next day
31%13%15%16%18%13%-%35%19%21%-%51%19%39%13%

aababb

Timed delivery (i.e. to
arrive by specific time

1621026292117-265353-339085128/day)
6%9%12%18%15%11%-%31%18%19%-%43%16%33%11%

aaabbb

4781075792112-506260-649472118International delivery
28%12%12%16%15%10%-%58%20%22%-%84%16%28%10%

aaababb

Cross-Border Delivery
*12126913-454-99314(to ROI)
1%2%1%2%1%1%-%5%2%1%-%12%2%1%1%

aab

---------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-**--*--------*OUT)
-%*%*%-%-%*%-%-%-%-%-%-%-%-%*%

NET: Urgent / Tracked /
7201327153250365-55126153-56219221379Timed Mail

44%30%38%43%41%33%-%64%42%55%-%74%38%86%33%

baabbbbc
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
718202976788349532161882971261Unweighted total
521152263981040481871432621142Weighted total

519152263379839451621432541079Standard delivery
98%91%99%100%99%99%99%95%87%100%97%94%

cacdc

2953158245262910754103334Tracked service
40%40%31%15%25%30%67%60%57%38%39%29%

bababab

Urgent delivery - on the
same day or a specific

-223781171921483050147time the next day
-%9%15%14%12%14%48%43%26%21%19%13%

abcabc

Timed delivery (i.e. to
arrive by specific time

*23356991618562952128/day)
5%9%23%12%9%12%41%38%30%21%20%11%

bababab

*22366943136524053118International delivery
5%9%15%13%10%12%80%75%28%28%20%10%

abcabca

Cross-Border Delivery
--*111102234514(to ROI)
-%-%1%5%2%1%6%4%2%3%2%1%

------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------*OUT)
-%-%-%-%-%-%-%-%-%-%-%*%

NET: Urgent / Tracked /
2964177274293311864120379Timed Mail

40%40%37%18%28%34%73%69%63%44%46%33%

bababab
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
106117033107913041192722124210321230106712281261Unweighted total

94017240953223110796431120906110493211021142Weighted total

89515838905221610196071057853104287710401079Standard delivery
95%92%95%95%100%94%94%94%94%94%94%94%94%94%

265587267-117320248330273326291326334Tracked service
28%33%18%28%-%51%30%39%29%30%30%31%30%29%

abb

Urgent delivery - on the
same day or a specific

117244118-60139111147117143133141147time the next day
12%14%11%12%-%26%13%17%13%13%13%14%13%13%

abb

Timed delivery (i.e. to
arrive by specific time

9127398-5112599127107125113125128/day)
10%16%7%10%-%22%12%15%11%12%11%12%11%11%

babb

8824298-861129011697114105114118International delivery
9%14%5%10%-%37%10%14%10%11%10%11%10%10%

abb

Cross-Border Delivery
121*12-11147141214121414(to ROI)

1%1%1%1%-%5%1%1%1%1%1%1%1%1%

ab

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
*--*----******OUT)
*%-%-%*%-%-%-%-%*%*%*%*%*%*%

NET: Urgent / Tracked /
293728304-129364285374311370330368379Timed Mail

31%42%20%32%-%56%34%44%33%34%34%35%33%33%

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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
47678510565912923889712319653142031261Unweighted total
428714977521072238219417544151861142Weighted total

40167893046992177708716340151691079Standard delivery
94%95%95%88%92%97%94%93%93%89%100%91%94%

bab

116218276154163228435915271334Tracked service
27%30%28%28%38%28%28%46%34%34%16%38%29%

cbc

Urgent delivery - on the
same day or a specific

41105119225319619367*39147time the next day
10%15%12%3%23%14%12%20%21%15%3%21%13%

bbbcb

Timed delivery (i.e. to
arrive by specific time

359310251928937326*38128/day)
8%13%10%9%18%13%11%7%18%15%2%20%11%

bc

348483825267517406*42118International delivery
8%12%9%15%23%12%9%19%23%13%3%22%10%

bcb

Cross-Border Delivery
68111221023*-214(to ROI)
1%1%1%1%2%1%1%2%2%1%-%1%1%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
*-*---*-----*OUT)
*%-%*%-%-%-%*%-%-%-%-%-%*%

NET: Urgent / Tracked /
126254311174770262487319385379Timed Mail

29%36%32%33%44%31%32%51%42%42%17%46%33%

bcbc
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
11011412895931238775123105871211261Unweighted total
111133861011037871868712381831142Weighted total

1071318195997563778211680731079Standard delivery
97%98%94%94%96%96%89%90%94%95%99%88%94%

afaefaaaef

425524272513232521302722334Tracked service
38%41%28%27%24%17%32%30%24%24%33%26%29%

cdghacdghijgggg

Urgent delivery - on the
same day or a specific

16231219647108141612147time the next day
15%18%14%19%6%5%10%12%9%12%20%14%13%

ghdghgdghdghgh

Timed delivery (i.e. to
arrive by specific time

103113115138814158128/day)
9%23%15%11%5%2%4%9%9%11%19%10%11%

gacdefghilfghggggdfghg

524106106384111912118International delivery
4%18%12%6%9%8%5%10%5%9%24%14%10%

cdfgillcdefghijldfil

Cross-Border Delivery
1322-1-*111214(to ROI)
1%2%2%2%-%1%-%*%2%1%1%2%1%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------*-----*OUT)
-%-%-%-%-%-%*%-%-%-%-%-%*%

NET: Urgent / Tracked /
465726323015272721373230379Timed Mail
42%43%31%31%29%19%38%32%24%30%39%36%33%

dgdgggdgggdgdg
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
3523112853131261Unweighted total
3302822432871142Weighted total

3192682222701079Standard delivery
97%95%91%94%94%

b

121666978334Tracked service
37%23%28%27%29%

abc

Urgent delivery - on the
same day or a specific

51292542147time the next day
16%10%10%15%13%

bc

Timed delivery (i.e. to
arrive by specific time

54181838128/day)
16%6%8%13%11%

bcbc

39221642118International delivery
12%8%6%15%10%

bbc

Cross-Border Delivery
522414(to ROI)
2%1%1%1%1%

-----Other (PLEASE SPECIFY)
-%-%-%-%-%

None of these (DO NOT
-----READ OUT)
-%-%-%-%-%

Don't Know (DO NOT READ
--*-*OUT)
-%-%*%-%*%

NET: Urgent / Tracked /
129767599379Timed Mail

39%27%31%34%33%

bc
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
8645561591833465085211519865Unweighted total
4229471872504571127724769Weighted total

3326421722263961023650689Standard delivery
79%91%90%92%90%87%91%87%86%90%90%

ee

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1210197310617359283300system)
29%33%40%39%42%37%41%43%34%39%39%

e

Urgent delivery - on the
same day or a specific

761039427223120126time the next day
17%20%22%21%17%15%26%20%10%17%16%

bebb

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

46112837722398105day delivery)
10%21%23%15%15%15%26%20%11%14%14%

eabb

6333333622395102International delivery
15%10%6%17%13%14%30%16%10%13%13%

cabe

111422*111112Cross-Border Delivery
2%2%2%2%1%3%4%5%3%1%2%

a

-----------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
----1----11READ OUT)
-%-%-%-%*%-%-%-%-%*%*%

Don't Know (DO NOT READ
-----*-**-*OUT)
-%-%-%-%-%1%-%1%1%-%*%

aa

NET: Urgent / Tracked /
16122178111183510307325Timed Mail
39%40%45%42%44%40%41%48%36%42%42%

b
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of 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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
10511211253658595310149141003468865Unweighted total

31454265161656412958121225089769Weighted total

30403958155566011949101024883689Standard delivery
96%88%92%89%90%87%94%92%84%82%83%95%93%90%

cehjl

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

9141126623281850254602335300system)
31%30%25%41%38%43%28%39%43%35%49%46%39%39%

klkkkgklmk

Urgent delivery - on the
same day or a specific

33211989122432301417126time the next day
10%6%4%18%14%15%18%19%4%18%24%28%19%16%

eklmkkeklekleklmeklmekl

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

3439612168934221011105day delivery)
8%9%7%15%20%24%12%7%4%32%18%21%13%14%

efkefklmefklmefklmefk

635881146106*211613102International delivery
20%6%12%13%2%22%9%8%11%1%17%31%15%13%

filiilfiliilefgijkli

12------------12Cross-Border Delivery
39%-%-%-%-%-%-%-%-%-%-%-%-%2%

abcefghi

jkl

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
--1----------1READ OUT)
-%-%1%-%-%-%-%-%-%-%-%-%-%*%

j

Don't Know (DO NOT READ
-*-*----*----*OUT)
-%*%-%*%-%-%-%-%*%-%-%-%-%*%

NET: Urgent / Tracked /
10151129027322052256652339325Timed Mail
31%33%27%45%44%49%31%41%43%51%54%46%43%42%

klmkgklmkkgklmkk
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
108757233632381891516785189711865Unweighted total

697001656043291046176689706769Weighted total

63626148541292976156638596689Standard delivery
92%89%90%89%89%93%100%89%93%92%85%100%90%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

182825824211852272213291300system)
27%40%35%40%36%50%39%41%31%32%42%17%39%

bdh

Urgent delivery - on the
same day or a specific

12115201064920*298-18*126time the next day
17%16%12%18%15%19%3%17%12%-%26%8%16%

dh

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

69916893522*2751141105day delivery)
8%14%10%15%11%21%5%16%8%6%20%17%14%

dhdh

89416862713*4321142102International delivery
12%13%10%14%8%12%4%24%3%8%19%42%13%

ddghdh

1113951-5*-1-12Cross-Border Delivery
2%2%2%1%2%1%-%3%*%-%2%-%2%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-11-1-------1READ OUT)
-%*%*%-%*%-%-%-%-%-%-%-%*%

Don't Know (DO NOT READ
*-**-*------*OUT)
*%-%*%*%-%*%-%-%-%-%-%-%*%

NET: Urgent / Tracked /
203056226313056279213311325Timed Mail
30%44%38%44%40%54%39%45%31%32%44%17%42%

bdhd
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
28015642316849865Unweighted total
25514736023746769Weighted total

23113132021668689Standard delivery
91%89%89%92%90%90%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1096012913288300system)
43%41%36%55%39%39%

Urgent delivery - on the
same day or a specific

4729502124126time the next day
19%20%14%10%17%16%

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

4024422103105day delivery)
16%16%12%10%14%14%

413129*102102International delivery
16%21%8%1%14%13%

aa

435*1212Cross-Border Delivery
2%2%1%*%2%2%

------Other (PLEASE SPECIFY)
-%-%-%-%-%-%

None of these (DO NOT
--1-11READ OUT)
-%-%*%-%*%*%

Don't Know (DO NOT READ
**--**OUT)
*%*%-%-%*%*%

NET: Urgent / Tracked /
1156714113313325Timed Mail

45%45%39%55%42%42%
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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: 12/07/19



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%
255474136640825--42-34215610865Unweighted total
176438154523746--32-18153593769Weighted total

160401128521668--32-16139529689Standard delivery
91%91%83%100%91%90%-%-%100%100%-%88%91%89%90%

aa

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

6717657210290--*2-857233300system)
38%40%37%45%45%39%-%-%4%100%-%45%37%39%39%

Urgent delivery - on the
same day or a specific

34682524122--*2-22993126time the next day
19%15%16%45%19%16%-%-%4%100%-%12%19%16%16%

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

23572523103---2-*2182105day delivery)
13%13%16%43%11%14%-%-%-%100%-%3%14%14%14%

4347132696---2-43659102International delivery
24%11%8%43%26%13%-%-%-%100%-%22%24%10%13%

abaiaai

210*-*12-----*21012Cross-Border Delivery
1%2%*%-%1%2%-%-%-%-%-%1%1%2%2%

---------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-1---1-------11READ OUT)
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%

Don't Know (DO NOT READ
**---*------***OUT)
*%*%-%-%-%*%-%-%-%-%-%-%*%*%*%

NET: Urgent / Tracked /
7418269210315--*2-863252325Timed Mail
42%42%45%45%45%42%-%-%4%100%-%45%41%42%42%
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
174192774733650323438865865740865Unweighted total
28281750681562272393769769631769Weighted total

26281748605513251347689689578689Standard delivery
100%77%100%99%100%95%89%91%92%88%90%90%92%90%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

-2-232526821188169300300241300system)
-%24%-%24%18%50%39%38%32%43%39%39%38%39%

eee

Urgent delivery - on the
same day or a specific

-*--111115994667126126105126time the next day
-%1%-%-%4%22%17%18%17%17%16%16%17%16%

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

----1510075336910510588105day delivery)
-%-%-%-%4%9%15%13%12%17%14%14%14%14%

e

---4198876376510210270102International delivery
-%-%-%45%4%19%13%13%14%17%13%13%11%13%

a

---**210105712121112Cross-Border Delivery
-%-%-%2%3%3%1%2%2%2%2%2%2%2%

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
------111-1111READ OUT)
-%-%-%-%-%-%*%*%*%-%*%*%*%*%

Don't Know (DO NOT READ
-----****-****OUT)
-%-%-%-%-%*%*%*%*%-%*%*%*%*%

NET: Urgent / Tracked /
-2-232529322894182325325256325Timed Mail
-%24%-%24%19%50%43%41%35%46%42%42%41%42%

eee
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
52252342091922-111510420865Unweighted total
6144204207208*-**247379769Weighted total

6137181188177*-**227336689Standard delivery
98%95%89%91%85%100%-%100%100%100%52%99%89%90%

ac

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

*58828475*--*-2*167300system)
2%41%40%41%36%46%-%-%100%-%51%3%44%39%

Urgent delivery - on the
same day or a specific

-28234728*--*--*67126time the next day
-%19%11%23%13%46%-%-%100%-%-%2%18%16%

cac

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

-17283128*--*--*68105day delivery)
-%12%14%15%14%46%-%-%100%-%-%2%18%14%

233261922*--*-*263102International delivery
31%23%13%9%10%46%-%-%100%-%3%28%17%13%

abc

-2424-----*-712Cross-Border Delivery
-%2%2%1%2%-%-%-%-%-%3%-%2%2%

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
--1----------1READ OUT)
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

Don't Know (DO NOT READ
-**----------*OUT)
-%*%*%-%-%-%-%-%-%-%-%-%-%*%

NET: Urgent / Tracked /
*61939081*--*-2*179325Timed Mail
2%42%46%44%39%46%-%-%100%-%51%3%47%42%
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
408251007651901823026210596173865Unweighted total
347359167714012241*519989153769Weighted total

306598060912112214*459081131689Standard delivery
87%90%87%90%87%97%89%100%88%91%91%85%90%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

102903726360999*21573754300system)
29%39%41%39%43%76%41%31%42%57%41%35%39%

ab

Urgent delivery - on the
same day or a specific

61211710926635*7222414126time the next day
17%16%19%16%19%48%15%31%14%23%27%9%16%

aad

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

798198629435-8212217105day delivery)
22%13%21%13%21%32%15%-%15%21%25%11%14%

aaa

1290237914150*14241611102International delivery
34%12%25%12%10%6%21%31%27%24%18%7%13%

aacaaa

1111114*2-121312Cross-Border Delivery
2%2%1%2%3%1%1%-%1%2%1%2%2%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-1-1--------1READ OUT)
-%*%-%*%-%-%-%-%-%-%-%-%*%

Don't Know (DO NOT READ
-*-*--------*OUT)
-%*%-%*%-%-%-%-%-%-%-%-%*%

NET: Urgent / Tracked /
1231339286649109*22594359325Timed Mail
35%43%43%42%45%76%45%31%42%59%48%38%42%

ad
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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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-130691292108330161759349865Unweighted total
-10259125998295161558542769Weighted total

-9957221989258161417937689Standard delivery
-%97%97%84%91%88%100%91%92%87%90%

aa

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

-712092073913110723618300system)
-%69%35%80%39%44%59%46%43%42%39%

bbc

Urgent delivery - on the
same day or a specific

-451001021948728178126time the next day
-%44%17%39%20%16%42%18%20%18%16%

bb

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

-3584801851523148105day delivery)
-%34%14%31%18%17%33%15%17%20%14%

bb

-6469551847527188102International delivery
-%63%12%21%19%16%33%17%21%18%13%

abb

-910316*21112Cross-Border Delivery
-%9%2%1%1%2%1%1%1%2%2%

ab

-----------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
--11------1READ OUT)
-%-%*%*%-%-%-%-%-%-%*%

Don't Know (DO NOT READ
--*----*--*OUT)
-%-%*%-%-%-%-%*%-%-%*%

NET: Urgent / Tracked /
-732232214313910743818325Timed Mail
-%72%38%85%43%47%59%48%45%42%42%

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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
14530681367833718-99306284-139773338865Unweighted total
13425612323744611-84269251-108689325769Weighted total

10402555284668561-79260215-97689250689Standard delivery
72%94%91%88%90%92%-%94%97%86%-%90%100%77%90%

acaaaac

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

4159259145293234-50114143-73234300300system)
33%37%42%45%39%38%-%59%42%57%-%67%34%92%39%

abbbbc

Urgent delivery - on the
same day or a specific

4681105912199-305460-47113126126time the next day
30%16%18%18%16%16%-%36%20%24%-%43%16%39%16%

abbb

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

*5578589881-264957-3991105105day delivery)
4%13%13%18%13%13%-%31%18%23%-%36%13%32%14%

abbbb

25780549063-555856-1029174102International delivery
18%13%13%17%12%10%-%65%22%22%-%94%13%23%13%

abababb

*91171110-564-1212412Cross-Border Delivery
1%2%2%2%2%2%-%6%2%1%-%11%2%1%2%

abab

---------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
--1-11--------1READ OUT)
-%-%*%-%*%*%-%-%-%-%-%-%-%-%*%

Don't Know (DO NOT READ
-**-**--------*OUT)
-%*%*%-%*%*%-%-%-%-%-%-%-%-%*%

NET: Urgent / Tracked /
6171276155316247-52120152-75250325325Timed Mail

47%40%45%48%42%40%-%61%45%60%-%69%36%100%42%

abbbbc
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
91422225036285555206176266865Unweighted total

111917174075684553179134236769Weighted total

91716173995494451150133227689Standard delivery
78%90%95%100%98%97%98%95%84%99%96%90%

cccc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

7867144220323611259105300system)
60%43%34%41%35%39%71%68%62%44%45%39%

ababab

Urgent delivery - on the
same day or a specific

-24258972223572955126time the next day
-%10%23%13%14%17%49%43%32%22%23%16%

abcabab

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

-45247801517562947105day delivery)
-%21%31%13%11%14%34%32%31%22%20%14%

aab

4-2255733436434044102International delivery
37%-%13%13%14%13%76%68%24%30%19%13%

abcabca

-**1993234612Cross-Border Delivery
-%2%1%3%2%2%7%4%2%3%2%2%

c

------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-----1-----1READ OUT)
-%-%-%-%-%*%-%-%-%-%-%*%

Don't Know (DO NOT READ
----**-----*OUT)
-%-%-%-%*%*%-%-%-%-%-%*%

NET: Urgent / Tracked /
7867156233323611864113325Timed Mail

60%43%37%41%38%41%71%68%66%47%48%42%

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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
69014826725-241822537853745844796840865Unweighted total
59515032627-198732476755652750699746769Weighted total

54012929566-182656429675583670624667689Standard delivery
91%86%88%90%-%92%90%90%89%89%89%89%89%90%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

2276613247-109293221296257296282296300system)
38%44%40%39%-%55%40%47%39%39%39%40%40%39%

abb

Urgent delivery - on the
same day or a specific

98244104-59125100126108124122124126time the next day
16%16%13%17%-%30%17%21%17%17%17%17%17%16%

ab

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

6930781-471049110395103102103105day delivery)
12%20%20%13%-%24%14%19%14%15%14%15%14%14%

bbb

6723482-73977710091999799102International delivery
11%16%12%13%-%37%13%16%13%14%13%14%13%13%

ab

101*10-10127121112121212Cross-Border Delivery
2%1%1%2%-%5%2%2%2%2%2%2%2%2%

ab

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
1--1---------1READ OUT)
*%-%-%*%-%-%-%-%-%-%-%-%-%*%

Don't Know (DO NOT READ
*--*-*********OUT)
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

NET: Urgent / Tracked /
2447213266-113317242321279320306320325Timed Mail

41%48%40%42%-%57%43%51%43%43%43%44%43%42%

bb
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
338527680481231595831201684714173865Unweighted total
29947061641108143530921553814164769Weighted total

2694205583791133466861403513145689Standard delivery
90%89%91%91%84%93%88%94%90%91%98%89%90%

a

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

122178235154748208457116381300system)
41%38%38%38%44%33%39%48%46%41%24%49%39%

c

Urgent delivery - on the
same day or a specific

4284100323268021299*34126time the next day
14%18%16%8%21%18%15%23%19%24%2%21%16%

bb

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

386876820177414267229105day delivery)
13%14%12%19%19%12%14%15%17%19%16%18%14%

5349669251368212911433102International delivery
18%10%11%23%23%9%13%22%19%30%31%20%13%

accbc

579123723--212Cross-Border Delivery
2%1%1%1%2%2%1%2%2%-%-%1%2%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-11---1-----1READ OUT)
-%*%*%-%-%-%*%-%-%-%-%-%*%

Don't Know (DO NOT READ
-*----***--**OUT)
-%*%-%-%-%-%*%*%*%-%-%*%*%

NET: Urgent / Tracked /
127199257165050227497318383325Timed Mail

42%42%42%39%46%35%43%53%47%46%24%51%42%

bc
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
827682706687635079636879865Unweighted total
898852756851485348796156769Weighted total

848844666247384737705948689Standard delivery
94%100%84%87%91%92%79%88%78%88%96%86%90%

dfjacdefghijlddfadfj

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

344620293414181613302521300system)
38%53%37%38%49%27%38%31%27%38%41%38%39%

degdeg

Urgent delivery - on the
same day or a specific

1629912667637177126time the next day
18%33%18%16%9%12%14%11%5%9%28%13%16%

ddacdefghijldacdegh

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

11291151123367125105day delivery)
13%33%21%7%17%4%6%5%12%8%20%8%14%

gacdefghilacefgigaefgi

72068471578228102International delivery
8%23%11%10%6%15%1%8%14%10%36%14%13%

cefhjlffffffacdefghijl

112111-*111112Cross-Border Delivery
1%2%3%1%1%3%-%*%3%2%1%2%2%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-----1------1READ OUT)
-%-%-%-%-%1%-%-%-%-%-%-%*%

Don't Know (DO NOT READ
--*--*------*OUT)
-%-%*%-%-%*%-%-%-%-%-%-%*%

NET: Urgent / Tracked /
364822313716201615322725325Timed Mail
41%55%42%41%55%31%42%31%32%40%44%44%42%

degdeg
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
240223192210865Unweighted total
230194149197769Weighted total

216174122177689Standard delivery
94%90%82%90%90%

bbb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

100764876300system)
43%39%32%39%39%

b

Urgent delivery - on the
same day or a specific

55251532126time the next day
24%13%10%16%16%

abc

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

51191123105day delivery)
22%10%8%12%14%

abc

33201238102International delivery
14%10%8%19%13%

bc

432412Cross-Border Delivery
2%2%1%2%2%

-----Other (PLEASE SPECIFY)
-%-%-%-%-%

None of these (DO NOT
-1--1READ OUT)
-%*%-%-%*%

Don't Know (DO NOT READ
**--*OUT)
*%*%-%-%*%

NET: Urgent / Tracked /
107835283325Timed Mail

46%43%35%42%42%

b
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of 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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
7137481361732503459157449699Unweighted total
282840176249345822664698Weighted total

191525117173244515434457Standard delivery
66%53%64%67%70%69%73%69%68%65%66%

131423113135213513380401Tracked service
47%51%58%64%54%61%60%63%61%57%57%

e

Timed delivery (i.e. to
arrive by specific time

47640499225130139/day)
15%24%16%23%20%27%41%32%21%20%20%

aaba

53836487214130137International delivery
19%12%21%21%19%21%38%18%19%20%20%

abce

Urgent delivery - on the
same day or a specific

631340369225128136time the next day
21%10%32%23%14%25%35%30%22%19%20%

ada

Cross-Border Delivery
*-1331**199(to ROI)
*%-%2%2%1%3%4%2%3%1%1%

-----------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
--2-1----22READ OUT)
-%-%5%-%*%-%-%-%-%*%*%

ab

Don't Know (DO NOT READ
-*---*--*-*OUT)
-%1%-%-%-%*%-%-%1%-%*%

NET: Urgent / Tracked /
171728127156254615439464Timed Mail
58%60%71%72%63%72%74%74%71%66%66%

e
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
857370471465758864312802861699Unweighted total
2830286125371781135491064582698Weighted total

20231839644454276249632965457Standard delivery
73%75%65%65%83%63%54%67%43%98%60%64%79%66%

egcegeeceghjkecegj

15151635528425163431562546401Tracked service
53%50%56%58%52%60%66%55%79%10%53%55%56%57%

acfhijklm

Timed delivery (i.e. to
arrive by specific time

58612182219218222811139/day)
17%26%20%20%16%30%24%18%14%25%21%18%13%20%

a

7351224199205-341615137International delivery
25%11%17%20%8%27%12%18%10%-%32%35%18%20%

egiliegilefgijkl

Urgent delivery - on the
same day or a specific

68511881619272*24615136time the next day
20%25%19%19%16%23%24%24%3%1%23%14%18%20%

eeeeeeeeee

Cross-Border Delivery
9------------9(to ROI)

34%-%-%-%-%-%-%-%-%-%-%-%-%1%

acefghij

kl

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
--12-------2-2READ OUT)
-%-%2%*%-%-%-%-%-%-%-%4%-%*%

Don't Know (DO NOT READ
---*--------**OUT)
-%-%-%*%-%-%-%-%-%-%-%-%*%*%

NET: Urgent / Tracked /
17211740828536171463672950464Timed Mail
62%70%62%67%52%75%78%63%84%34%64%64%61%66%

iimacfijkm
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
826171895102223419230471312113699Unweighted total
6263614655221844122624091048698Weighted total

5140697360140348167255735457Standard delivery
82%64%67%65%64%78%63%64%61%59%70%67%66%

a

3137096305125205157236634401Tracked service
50%58%66%55%57%45%41%60%56%62%60%45%57%

a

Timed delivery (i.e. to
arrive by specific time

151243010939645332311139/day)
24%20%21%20%18%14%35%20%8%20%29%7%20%

ddh

1312523115396*6011282137International delivery
21%20%16%21%18%14%2%23%3%7%27%26%20%

ddd

Urgent delivery - on the
same day or a specific

1911731106365*674223-136time the next day
30%18%21%19%17%11%2%26%9%19%22%-%20%

adh

Cross-Border Delivery
182721-51-1-9(to ROI)
2%1%2%1%1%1%-%2%1%-%1%-%1%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-212---2---12READ OUT)
-%*%*%*%-%-%-%1%-%-%-%7%*%

Don't Know (DO NOT READ
-**-------*-*OUT)
-%*%*%-%-%-%-%-%-%-%*%-%*%

NET: Urgent / Tracked /
36428102361138227183246794464Timed Mail
58%67%70%65%63%50%59%70%60%62%76%51%66%

gdgh
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
25611432318681699Unweighted total
25511332322676698Weighted total

1738519713445457Standard delivery
68%75%61%57%66%66%

a

1427418016385401Tracked service
56%66%56%70%57%57%

Timed delivery (i.e. to
arrive by specific time

4625671138139/day)
18%22%21%5%20%20%

643834*137137International delivery
25%33%11%*%20%20%

aa

Urgent delivery - on the
same day or a specific

5730481136136time the next day
22%26%15%2%20%20%

aa

Cross-Border Delivery
324*99(to ROI)
1%2%1%*%1%1%

------Other (PLEASE SPECIFY)
-%-%-%-%-%-%

None of these (DO NOT
2---22READ OUT)
1%-%-%-%*%*%

Don't Know (DO NOT READ
--*-**OUT)
-%-%*%-%*%*%

NET: Urgent / Tracked /
1698220617447464Timed Mail

66%72%64%75%66%66%
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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: 12/07/19



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%
24836190843656--23335205451699Unweighted total
200383116426672--*2123173499698Weighted total

13523786319438--*2116116323457Standard delivery
68%62%74%93%72%65%-%-%100%89%100%69%67%65%66%

b

12323048318383--*2115104278401Tracked service
61%60%42%91%69%57%-%-%50%100%88%66%60%56%57%

aa

Timed delivery (i.e. to
arrive by specific time

41841425134---2*33698139/day)
21%22%12%60%21%20%-%-%-%89%12%14%21%20%20%

a

61716310127---2175077137International delivery
30%19%5%77%39%19%-%-%-%89%88%33%29%15%20%

abaaiaiai

Urgent delivery - on the
same day or a specific

4784616130---*154190136time the next day
23%22%5%25%23%19%-%-%-%9%88%23%23%18%20%

aa

Cross-Border Delivery
261-*9-----*279(to ROI)
1%2%1%-%1%1%-%-%-%-%-%1%1%1%1%

---------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-2---2-------22READ OUT)
-%1%-%-%-%*%-%-%-%-%-%-%-%*%*%

Don't Know (DO NOT READ
*----*------*-*OUT)
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

NET: Urgent / Tracked /
14226656319445--*2115124321464Timed Mail

71%69%48%93%71%66%-%-%50%100%100%68%71%64%66%

aa
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-54111552461559243699548438486699Unweighted total
-626839453530211698515393442698Weighted total

-625533300349138457351269302457Standard delivery
-%100%92%96%62%82%66%66%65%66%68%68%68%66%

a

--23423250296121401283215240401Tracked service
-%-%100%52%50%59%55%56%57%57%55%55%54%57%

Timed delivery (i.e. to
arrive by specific time

---1298110854139927383139/day)
-%-%-%11%19%23%18%20%25%20%18%19%19%20%

abc

-2*21989107551371028383137International delivery
-%30%4%35%8%22%20%20%26%20%20%21%19%20%

acd

Urgent delivery - on the
same day or a specific

--**388511150136977982136time the next day
-%-%4%8%38%21%19%21%24%20%19%20%19%20%

Cross-Border Delivery
---*-*69297569(to ROI)
-%-%-%1%-%1%1%2%1%1%1%1%1%1%

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
------22222222READ OUT)
-%-%-%-%-%-%1%*%1%*%*%1%1%*%

Don't Know (DO NOT READ
------********OUT)
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

NET: Urgent / Tracked /
--23625291348139464327251279464Timed Mail
-%-%100%52%71%65%64%66%66%66%64%64%63%66%
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
31421541361132-112817670699Unweighted total
490148135137*-**3413677698Weighted total

4711009680*-**2210443457Standard delivery
100%79%67%71%58%100%-%100%100%53%51%77%65%66%

aca

-46857577*-**226390401Tracked service
-%51%58%55%56%100%-%100%100%47%51%49%58%57%

Timed delivery (i.e. to
arrive by specific time

-14252825*--*-*2137139/day)
-%15%17%20%18%46%-%-%100%-%5%18%20%20%

224312618*--*-*5132137International delivery
54%26%21%19%13%46%-%-%100%-%2%40%19%20%

a

Urgent delivery - on the
same day or a specific

-18332719*--*-*3133136time the next day
-%20%22%20%14%46%-%-%100%-%2%22%20%20%

Cross-Border Delivery
-2212-----*-99(to ROI)
-%2%2%1%1%-%-%-%-%-%2%-%1%1%

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
--2-1-------22READ OUT)
-%-%1%-%*%-%-%-%-%-%-%-%*%*%

Don't Know (DO NOT READ
---*--------**OUT)
-%-%-%*%-%-%-%-%-%-%-%-%*%*%

NET: Urgent / Tracked /
-531018489*-**226453464Timed Mail
-%58%69%62%65%100%-%100%100%47%54%51%67%66%
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
21527168531266244086102170152269699Unweighted total
1350217951922915453489178159268698Weighted total

43478936815412292264104103184457Standard delivery
33%69%50%71%67%79%64%53%72%58%65%69%66%

bcc

72761222791231426426211585136401Tracked service
56%55%68%54%53%92%58%52%70%65%54%51%57%

aabab

Timed delivery (i.e. to
arrive by specific time

488528740891*17533237139/day)
34%18%29%17%17%52%20%4%19%30%20%14%20%

aabd

3993899321105*33502529137International delivery
24%20%21%19%14%6%23%4%37%28%16%11%20%

cabab

Urgent delivery - on the
same day or a specific

3943710043885*19523629136time the next day
26%19%20%19%19%54%19%2%21%29%23%11%20%

aaa

Cross-Border Delivery
*7284*5-14139(to ROI)
2%1%1%1%2%2%1%-%1%2%1%1%1%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-2-21-2---212READ OUT)
-%*%-%*%*%-%*%-%-%-%1%*%*%

Don't Know (DO NOT READ
-*-**------**OUT)
-%*%-%*%*%-%-%-%-%-%-%*%*%

NET: Urgent / Tracked /
931814432013914310267140101153464Timed Mail

73%63%80%62%61%94%68%54%75%79%64%57%66%

acaab

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 34  (continuation)                                                                                                                                                    Page 696

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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-88449204228470917216565699Unweighted total
-72405179231465616315863698Weighted total

-6429312612732831049235457Standard delivery
-%89%72%70%55%71%50%64%58%56%66%

abb

-57213136149250410210343401Tracked service
-%78%53%76%64%54%65%63%65%68%57%

bba

Timed delivery (i.e. to
arrive by specific time

-31825760773374015139/day)
-%43%20%32%26%17%54%23%25%24%20%

bba

-50815446892394412137International delivery
-%70%20%30%20%19%39%24%28%19%20%

abb

Urgent delivery - on the
same day or a specific

-35806248862403617136time the next day
-%48%20%35%21%19%25%24%23%28%20%

abb

Cross-Border Delivery
-56327*1119(to ROI)
-%7%1%2%1%2%2%1%1%1%1%

ab

-----------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
--2--2----2READ OUT)
-%-%1%-%-%1%-%-%-%-%*%

Don't Know (DO NOT READ
--*-*--**-*OUT)
-%-%*%-%*%-%-%*%*%-%*%

NET: Urgent / Tracked /
-61251153177284612012351464Timed Mail
-%84%62%85%77%61%96%74%78%81%66%

bba
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
12333415541423472-153470471-85388193699Unweighted total
10291394519389433-141457464-69347182698Weighted total

6227272366267300-114457231-62260120457Standard delivery
58%78%69%70%69%69%-%80%100%50%-%89%75%66%66%

aaacaba

8152229293212233-108203401-53185136401Tracked service
79%52%58%56%55%54%-%76%44%86%-%76%53%75%57%

bbcbb

Timed delivery (i.e. to
arrive by specific time

15075937179-5591139-286853139/day)
11%17%19%18%18%18%-%39%20%30%-%40%20%29%20%

abbbb

362861048081-137111114-577852137International delivery
29%21%22%20%21%19%-%97%24%24%-%82%22%28%20%

abab

Urgent delivery - on the
same day or a specific

354821057679-61108136-357161136time the next day
30%19%21%20%20%18%-%43%24%29%-%51%20%33%20%

abbabb

Cross-Border Delivery
*56956-986-5539(to ROI)
1%2%2%2%1%1%-%7%2%1%-%7%2%1%1%

abab

---------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-12-22------2-2READ OUT)
-%*%1%-%1%1%-%-%-%-%-%-%1%-%*%

Don't Know (DO NOT READ
-**-**------*-*OUT)
-%*%*%-%*%*%-%-%-%-%-%-%*%-%*%

NET: Urgent / Tracked /
8173258334248270-115231464-57215152464Timed Mail

79%59%66%64%64%62%-%81%50%100%-%83%62%84%66%

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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
91912143284146676311249372699Unweighted total

10259152883895677297213355698Weighted total

8134112352865064161187297457Standard delivery
77%51%51%74%82%74%90%83%54%87%84%66%

acccc

618591422144062239109198401Tracked service
58%73%54%63%49%55%72%81%81%51%56%57%

ababab

Timed delivery (i.e. to
arrive by specific time

*43252812130843873139/day)
3%16%29%14%18%21%38%38%28%18%21%20%

ababab

584362885272736180137International delivery
46%31%44%21%21%23%93%93%25%29%23%20%

abcabc

Urgent delivery - on the
same day or a specific

252254822537914993136time the next day
24%18%22%14%19%21%44%47%31%23%26%20%

abcabcb

Cross-Border Delivery
-1**56335579(to ROI)
-%4%2%3%2%1%6%4%2%2%2%1%

c

------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
----12----22READ OUT)
-%-%-%-%*%1%-%-%-%-%1%*%

Don't Know (DO NOT READ
----**-----*OUT)
-%-%-%-%*%*%-%-%-%-%-%*%

NET: Urgent / Tracked /
618591662484365267120223464Timed Mail

58%73%54%63%57%64%78%85%90%56%63%66%

abababe
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
504126225322231659454687643675615672699Unweighted total
47614028514*209652448679625668592664698Weighted total

3239416366*160427288446410436398432457Standard delivery
68%67%57%71%45%77%66%64%66%66%65%67%65%66%

ab

2697415288*144374282384360380330380401Tracked service
57%53%53%56%100%69%57%63%57%58%57%56%57%57%

b

Timed delivery (i.e. to
arrive by specific time

89273103*57136117139130135120133139/day)
19%19%12%20%45%27%21%26%20%21%20%20%20%20%

bb

87378106*81132103136130135127131137International delivery
18%26%27%21%45%39%20%23%20%21%20%21%20%20%

bab

Urgent delivery - on the
same day or a specific

92253102-62133116136132136124134136time the next day
19%18%10%20%-%30%20%26%20%21%20%21%20%20%

bb

Cross-Border Delivery
81-7-895999899(to ROI)
2%*%-%1%-%4%1%1%1%2%1%1%1%1%

ab

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
2--2--22222122READ OUT)
1%-%-%*%-%-%*%*%*%*%*%*%*%*%

Don't Know (DO NOT READ
*--*---*******OUT)
*%-%-%*%-%-%-%*%*%*%*%*%*%*%

NET: Urgent / Tracked /
3029617327*158432329447418442385440464Timed Mail

63%69%60%64%100%76%66%73%66%67%66%65%66%66%

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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
292407466571671034761152236515242699Unweighted total
315383465611681024691182286112250698Weighted total

22223631737996630778130339141457Standard delivery
71%61%68%61%59%65%65%66%57%54%79%56%66%

aa

186215263331036026375151387167401Tracked service
59%56%56%55%61%59%56%63%66%62%57%67%57%

Timed delivery (i.e. to
arrive by specific time

55848510442289295717270139/day)
18%22%18%16%26%21%19%24%25%28%19%28%20%

c

8057722441208830559*60137International delivery
25%15%16%39%25%20%19%25%24%15%2%24%20%

aacc

Urgent delivery - on the
same day or a specific

5680865451988305712360136time the next day
18%21%18%8%27%18%19%25%25%19%23%24%20%

bc

Cross-Border Delivery
456122522*-39(to ROI)
1%1%1%2%1%2%1%2%1%1%-%1%1%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-22---2-----2READ OUT)
-%1%1%-%-%-%1%-%-%-%-%-%*%

Don't Know (DO NOT READ
-*--*-*-*--**OUT)
-%*%-%-%*%-%*%-%*%-%-%*%*%

NET: Urgent / Tracked /
204260294411266630886177499198464Timed Mail

65%68%63%68%75%65%66%73%78%80%76%79%66%

c
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of 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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
596466665963353972645557699Unweighted total
707641817137325156835843698Weighted total

445626534030173132464636457Standard delivery
64%74%64%65%57%81%54%61%56%56%80%83%66%

cdfcdefhjlcdfhcdefhijl

475229434014182328563318401Tracked service
67%69%72%54%57%38%55%45%50%68%57%41%57%

aegadegadegigadegg

Timed delivery (i.e. to
arrive by specific time

1318716187491213202139/day)
19%24%18%19%26%19%14%17%21%16%34%4%20%

aaaaaaaaaacfj

1024513109345182413137International delivery
15%32%13%16%14%25%8%8%10%21%41%29%20%

defhijldefcdefhijldefhj

Urgent delivery - on the
same day or a specific

1417109791269141910136time the next day
20%23%24%11%9%25%39%11%16%17%33%24%20%

hhicdehicdehih

Cross-Border Delivery
11*212-**1**9(to ROI)
2%1%*%3%2%4%-%*%*%2%*%*%1%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
----1-----2-2READ OUT)
-%-%-%-%1%-%-%-%-%-%3%-%*%

Don't Know (DO NOT READ
---*--------*OUT)
-%-%-%*%-%-%-%-%-%-%-%-%*%

NET: Urgent / Tracked /
525530525216242736613622464Timed Mail
74%73%74%65%73%44%73%54%64%74%62%51%66%

aegaegaeggagaggaeg
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
189188146176699Unweighted total
186189139184698Weighted total

12612380128457Standard delivery
68%65%57%70%66%

b

1289869106401Tracked service
69%52%49%58%57%

abc

Timed delivery (i.e. to
arrive by specific time

39412534139/day)
21%22%18%19%20%

40321254137International delivery
21%17%9%29%20%

bbbc

Urgent delivery - on the
same day or a specific

41252743136time the next day
22%13%20%24%20%

cc

Cross-Border Delivery
35*29(to ROI)
1%3%*%1%1%

-----Other (PLEASE SPECIFY)
-%-%-%-%-%

None of these (DO NOT
-1-22READ OUT)
-%*%-%1%*%

Don't Know (DO NOT READ
-*--*OUT)
-%*%-%-%*%

NET: Urgent / Tracked /
13712187119464Timed Mail

74%64%62%65%66%

bc
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
12867100281343511601253269361447Unweighted total

584585328462668164112901356Weighted total

494082275350597153610521111Letters
85%91%97%84%76%89%92%91%88%82%82%

aaabeaaaaa

4229451822454371126701744Large Letters
72%64%53%55%53%65%80%64%62%54%55%

abcaabceaa

172025126193274616493519Parcels and packets
29%44%29%38%42%41%52%39%40%38%38%

cecea

None of these (DO NOT
*-*2*1-**66READ OUT)
*%-%*%*%*%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,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
1761941888898487981748628156501261447Unweighted total

627970114510210912022511327204791651356Weighted total

5467599319085941839827167641231111Letters
86%84%85%81%88%78%78%81%87%99%82%80%74%82%

aaaaa

30454162859656112356121184887744Large Letters
48%56%59%55%58%59%50%55%49%44%58%60%53%55%

m

23272344636515885367763364519Parcels and packets
37%34%33%39%35%47%48%38%32%27%37%42%39%38%

klekl

None of these (DO NOT
*-*6-*2**-3--6READ OUT)
*%-%1%*%-%*%2%*%*%-%2%-%-%*%

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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcb*aSignificance Level: 95%
192125539310546271084032413734146291447Unweighted total
136122128610705641212735912131116141356Weighted total

117993238872484113252401132995121111Letters
86%81%83%82%86%93%90%67%93%93%82%86%82%

ebehebehee

646791595853181016171668655744Large Letters
47%56%56%55%56%84%21%48%55%27%56%38%55%

bcefbcdefhcfcfcf

51469110409184365183336683519Parcels and packets
37%38%39%38%33%30%20%51%28%19%59%25%38%

cdfghcdfgh

None of these (DO NOT
-61622-3--**6READ OUT)
-%1%*%1%*%1%-%1%-%-%*%1%*%

Don't Know (DO NOT READ
-22--------22OUT)
-%*%1%-%-%-%-%-%-%-%-%13%*%

a
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3692298404114061447Unweighted total
3462137865613001356Weighted total

2611736684510651111Letters
76%81%85%81%82%82%

c

24814534423721744Large Letters
72%68%44%41%55%55%

aa

1909123612508519Parcels and packets
55%43%30%21%39%38%

abab

None of these (DO NOT
1*5-66READ OUT)
*%*%1%-%*%*%

Don't Know (DO NOT READ
2--2-2OUT)
1%-%-%3%-%*%

aa
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
3277433777461401--4213928111201447Unweighted total
2296934345251331--32*2020411271356Weighted total

1845613655171093--32*121679271111Letters
80%81%84%100%68%82%-%-%100%100%100%60%82%82%82%

cjcjcj

169428146522722--32-17147574744Large Letters
74%62%34%98%88%54%-%-%100%100%-%85%72%51%55%

abaabiaiai

128289102218501--*2*16110391519Parcels and packets
56%42%23%49%71%38%-%-%9%100%100%76%54%35%38%

abaabiabiai

None of these (DO NOT
24--*6-----*246READ OUT)
1%1%-%-%1%*%-%-%-%-%-%1%1%*%*%

a

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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18424378811871024460630134983812311447Unweighted total
2841422591137921389616124674511131356Weighted total

2841421511010762350433111161111111111Letters
100%99%100%99%97%87%89%83%90%70%89%82%100%82%

dbdfbdfdbcdef

28281550658542266389744744611744Large Letters
100%99%51%60%68%85%58%59%68%63%60%100%55%55%

acacfaaacdef

-624632365389164519415323352519Parcels and packets
-%75%51%27%28%54%32%42%42%84%33%43%32%38%

acacacabcefac

None of these (DO NOT
------*626**-6READ OUT)
-%-%-%-%-%-%*%1%1%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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62613303444082-1128146041447Unweighted total
6166292338443*-**34125961356Weighted total

4150264305387*-**3294171111Letters
70%90%90%90%87%100%-%100%100%100%55%79%70%82%

6141198200199*-**247375744Large Letters
97%85%68%59%45%100%-%100%100%47%94%60%63%55%

abcaba

473118119102*-**247506519Parcels and packets
69%44%40%35%23%100%-%100%100%53%98%62%85%38%

abaa

None of these (DO NOT
-*---------*66READ 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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
1613331191328252243534871531352511447Unweighted total
1112351101246215153852691601392451356Weighted total

811038510251788247*441111041741111Letters
72%89%78%82%82%55%64%14%64%69%75%71%82%

a

97346767713912237*509788152744Large Letters
87%59%61%54%65%80%62%10%73%61%63%62%55%

14143648319813308257131118211519Parcels and packets
7%34%33%39%92%85%80%97%83%82%85%86%38%

a

None of these (DO NOT
*-6*2-4**2*36READ OUT)
1%-%6%*%1%-%1%3%1%1%*%1%*%

a

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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-161115940716047020226154651447Unweighted total
-120105336515146516207144631356Weighted total

-120105136511831413177109341111Letters
-%100%100%100%79%68%81%86%76%54%82%

aa

-9757225094294131558542744Large Letters
-%81%54%69%63%63%82%75%59%67%55%

abb

-60323153664531896359519Parcels and packets
-%50%31%42%44%97%8%43%44%94%38%

bbbb

None of these (DO NOT
----6-*-6-6READ OUT)
-%-%-%-%4%-%1%-%4%-%*%

a

Don't Know (DO NOT READ
--2-------2OUT)
-%-%*%-%-%-%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 35  (continuation)                                                                                                                                                    Page 712

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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-134433417-1297513281447Unweighted total
177319655197441111-127417397-976693161356Weighted total

166708673516111111-83300270-695612471111Letters
89%92%90%68%82%100%-%66%72%68%-%71%84%78%82%

cbcac

13425612322744611-81267248-97668316744Large Letters
76%58%63%62%100%55%-%64%64%62%-%100%100%100%55%

baac

8235333519322351-108366334-58284155519Parcels and packets
44%32%35%100%43%32%-%85%88%84%-%60%42%49%38%

abaabb

None of these (DO NOT
-------2*4-***6READ OUT)
-%-%-%-%-%-%-%2%*%1%-%*%*%*%*%

bb

Don't Know (DO NOT READ
--------------2OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1123243384097663732962413601447Unweighted total
1327202671591355752772053451356Weighted total

521152263780940481831422611111Letters
39%77%73%83%89%89%72%63%66%70%76%82%

cd

111917174075674453179134235744Large Letters
84%69%83%64%57%62%81%71%65%65%68%55%

babc

10167132333345171269196335519Parcels and packets
80%56%33%48%33%37%93%95%97%95%97%38%

None of these (DO NOT
-2--**22---6READ OUT)
-%7%-%-%*%*%3%2%-%-%-%*%

abcabc

Don't Know (DO NOT READ
----2------2OUT)
-%-%-%-%*%-%-%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 35  (continuation)                                                                                                                                                    Page 714

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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
123121641125723651364842142311981401121513961447Unweighted total
1132224491158*3021279781132711021303110912981356Weighted total

93917240951-22610476241089884107291110701111Letters
83%77%82%82%-%75%82%80%82%80%82%82%82%82%

acc

59514932626-193707459730632725678722744Large Letters
53%67%67%54%-%64%55%59%55%57%56%61%56%55%

bbace

40511520436*158488331508471499455495519Parcels and packets
36%51%42%38%55%52%38%42%38%43%38%41%38%38%

babbace

None of these (DO NOT
61-4*266666366READ OUT)
1%*%-%*%45%1%*%1%*%1%*%*%*%*%

Don't Know (DO NOT READ
2--2--2-222222OUT)
*%-%-%*%-%-%*%-%*%*%*%*%*%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
583864118472176260102116121866162311447Unweighted total
56279411246416125195414420456162191356Weighted total

421689953481042148039015040131581111Letters
75%87%85%75%65%85%84%62%73%72%82%72%82%

babaa

29345059638106141511891353412141744Large Letters
52%57%53%60%66%56%54%62%66%60%74%64%55%

c

230290383311018035678102204106519Parcels and packets
41%37%34%49%63%32%37%54%50%36%22%48%38%

cbcbca

None of these (DO NOT
342*4-426**66READ OUT)
*%*%*%1%2%-%*%1%3%*%1%3%*%

cc

Don't Know (DO NOT READ
2-2---2-----2OUT)
*%-%*%-%-%-%*%-%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
12512614012012013698901431171011311447Unweighted total
13114991138135938210510614094941356Weighted total

106130861011017867838311878791111Letters
81%87%95%74%75%84%81%79%78%85%83%84%82%

hiabcdefghikii
l

858552746849465146765853744Large Letters
65%57%58%54%51%52%56%49%43%55%62%57%55%

deghdddd

575637545528203640584335519Parcels and packets
44%38%41%39%41%30%25%34%38%41%46%37%38%

fgffgfffffgf

None of these (DO NOT
--*-*--222*-6READ OUT)
-%-%*%-%*%-%-%2%2%1%1%-%*%

Don't Know (DO NOT READ
------2-----2OUT)
-%-%-%-%-%-%2%-%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
3913763313491447Unweighted total
3713652933271356Weighted total

3222802332751111Letters
87%77%80%84%82%

bcc

222191143188744Large Letters
60%52%49%57%55%

bcb

15113696136519Parcels and packets
41%37%33%41%38%

bb

None of these (DO NOT
**426READ OUT)
*%*%1%1%*%

c

Don't Know (DO NOT READ
--2-2OUT)
-%-%1%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
1206297260313481581163078641345Unweighted total

554385299415628153911821243Weighted total

Standard Stamped Mail
3126441992792826197617891st Class
57%59%52%67%67%45%29%42%49%64%63%

ccddbcde

Standard Stamped Mail
1923401302112637165575832nd Class
36%53%47%44%51%42%33%49%42%47%47%

eedd

1st Class large letter
261824124171171411462479stamps
48%41%28%41%41%27%16%28%29%39%38%

cccdbcde

2nd Class large letter
128126211613148266279stamps
22%18%14%21%28%21%17%28%19%22%22%

c

Franked / metered mail
1151224251945101021212nd Class
20%13%14%8%6%31%49%34%26%9%10%

abaaabeaa

Franked / metered mail
116102816204511951151st Class
20%13%11%9%4%32%46%35%27%8%9%

abaaaaabeaa

2-*592*111719PPI - PPI 2nd Class
4%-%*%2%2%3%2%6%2%1%2%

ab

2-*9-1*1*1617Bulk Mail
4%-%*%3%-%2%5%3%1%1%1%

aaabb

**-572*111416PPI - PPI 1st Class
1%*%-%2%2%3%4%5%3%1%1%

aa

None of these (DO NOT
--255**--1818READ OUT)
-%-%3%2%1%*%2%-%-%1%1%

bebe

Don't Know (DO NOT READ
-*-12*--*55OUT)
-%1%-%*%*%*%-%-%1%*%*%

Refused (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 36                                                                                                                                                                    Page 719

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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
1621841788218178891608027143481151345Unweighted total

5774651047989710720410727185751471243Weighted total

Standard Stamped Mail
364740666614878127691713048897891st Class
63%63%62%64%62%49%73%63%65%63%70%64%60%63%

hhhhhhh

Standard Stamped Mail
3530334855141499251147131855832nd Class
61%41%50%46%52%42%45%45%48%53%38%41%58%47%

bcfghjklcbcfhjl

1st Class large letter
21322440232344589368753547479stamps
37%43%37%38%33%35%42%44%34%31%40%47%32%38%

2nd Class large letter
17151822815142649215362239279stamps
30%20%28%22%16%14%24%24%20%20%19%29%27%22%

chijlhih

Franked / metered mail
71099496916113155191212nd Class

13%14%14%9%10%6%8%8%11%10%8%6%13%10%

jj

Franked / metered mail
6889387912113207171151st Class

10%10%12%9%8%7%8%6%10%9%11%9%11%9%

f

1*2161*-2222-719PPI - PPI 2nd Class
1%*%3%2%1%*%-%1%2%7%1%-%5%2%

lgjl

*11162*24*26--17Bulk Mail
*%1%1%2%2%*%2%2%*%8%3%-%-%1%

m

1*11312-4--22216PPI - PPI 1st Class
1%1%2%1%1%2%-%2%-%-%1%3%1%1%

None of these (DO NOT
-*215-2-42-7--18READ OUT)
-%1%3%1%-%2%-%2%2%-%4%-%-%1%

majlm

Don't Know (DO NOT READ
-1-4*2------25OUT)
-%1%-%*%*%2%-%-%-%-%-%-%1%*%

jk

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcb*aSignificance Level: 95%
17811673699766061063727113433129271345Unweighted total
12211212679775391182529811729103121243Weighted total

Standard Stamped Mail
77712174615338781617784216497891st Class
63%63%65%63%63%66%64%59%71%73%62%75%63%

e

Standard Stamped Mail
56527125458283441713837134275832nd Class
46%47%47%47%53%37%70%46%32%46%41%60%47%

bdgbcdeghd

1st Class large letter
45433105373207665110417366479stamps
37%39%39%38%38%56%19%37%35%22%35%47%38%

fbcdefhf

2nd Class large letter
302485622314431364143154279stamps
25%22%21%23%27%26%13%22%12%9%15%30%22%

bcdbcdd

Franked / metered mail
1110925964926*21811321212nd Class

9%10%9%10%9%22%2%7%7%3%12%17%10%

bcdefh

Franked / metered mail
12103189747272161111011151st Class
10%9%7%10%9%23%10%5%9%4%10%11%9%

bcdeh

11951494-6*-1-19PPI - PPI 2nd Class
*%2%2%1%2%3%-%2%*%-%1%-%2%

*1711710-*5--2-17Bulk Mail
*%2%*%2%2%-%1%2%-%-%2%-%1%

b

11551134-8*-*-16PPI - PPI 1st Class
1%1%2%1%1%4%-%3%*%-%*%-%1%

dhh

None of these (DO NOT
-184143--83-4-18READ OUT)
-%2%1%1%1%-%-%3%2%-%4%-%1%

hgh

Don't Know (DO NOT READ
-5*51--**-4-5OUT)
-%*%*%1%*%-%-%*%*%-%4%-%*%

degh

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3362157853713081345Unweighted total
3072007255111921243Weighted total

Standard Stamped Mail
180124479387517891st Class

58%62%66%73%63%63%

c

Standard Stamped Mail
13991347265575832nd Class

45%45%48%51%47%47%

1st Class large letter
1279525123456479stamps

41%47%35%44%38%38%

aa

2nd Class large letter
874814015263279stamps
28%24%19%30%22%22%

a

Franked / metered mail
37305541171212nd Class
12%15%8%8%10%10%

aa

Franked / metered mail
42264741111151st Class
14%13%6%8%9%9%

aa

1036*1919PPI - PPI 2nd Class
3%1%1%*%2%2%

a

1322-1717Bulk Mail
4%1%*%-%1%1%

ab

645*1616PPI - PPI 1st Class
2%2%1%*%1%1%

None of these (DO NOT
1223-1818READ OUT)

4%1%*%-%1%1%

a

Don't Know (DO NOT READ
221-55OUT)
1%1%*%-%*%*%

a

Refused (DO NOT READ
------OUT)
-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



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%
2986953527421303--4213525610471345Unweighted total
2126314005231221--32*1818910311243Weighted total

Standard Stamped Mail
10041427547782--22-2936897891st Class

47%66%69%82%29%64%-%-%79%90%-%14%49%67%63%

ccbcjcjbcj

Standard Stamped Mail
8129520725578--*2*3765025832nd Class
38%47%52%45%22%47%-%-%9%90%100%15%40%49%47%

ccbcjcjbcj

1st Class large letter
8028111847472--22-373399479stamps
38%45%29%82%30%39%-%-%79%90%-%15%38%39%38%

aacccc

2nd Class large letter
531665925274--*2*348225279stamps
25%26%15%45%22%22%-%-%9%90%100%15%26%22%22%

aa

Franked / metered mail
5956619112--**-949621212nd Class
28%9%2%11%41%9%-%-%12%10%-%49%26%6%10%

abaabiaabiai

Franked / metered mail
55509*8107--*--847601151st Class
26%8%2%7%34%9%-%-%12%-%-%42%25%6%9%

abaaiaabiai

1162*415--*--46819PPI - PPI 2nd Class
5%1%*%2%20%1%-%-%4%-%-%24%3%1%2%

ababiabiai

144-2314--2*-110417Bulk Mail
6%1%-%49%14%1%-%-%79%10%-%4%5%*%1%

ababiaaai

952*313--*--36716PPI - PPI 1st Class
4%1%1%2%12%1%-%-%4%-%-%15%3%1%1%

ababiabiai

None of these (DO NOT
7111-215-----241118READ OUT)
3%2%*%-%11%1%-%-%-%-%-%14%2%1%1%

aaabiabi

Don't Know (DO NOT READ
221--5------235OUT)
1%*%*%-%-%*%-%-%-%-%-%-%1%*%*%

a

Refused (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
1842437881183944439530134583512281345Unweighted total
2841422591134838373505124374411111243Weighted total

Standard Stamped Mail
24-59347355282293117894637297891st Class

100%47%-%34%41%58%65%63%61%62%63%62%66%63%

c

Standard Stamped Mail
-221014265293951812245833105525832nd Class
-%22%49%72%65%44%47%47%49%44%47%42%50%47%

abbbbbd

1st Class large letter
24-3924437343163236479417417479stamps

100%47%-%22%40%41%39%41%44%47%38%56%38%38%

aacfacdef

2nd Class large letter
---662224520396138279243240279stamps
-%-%-%42%28%37%22%24%26%27%22%33%22%22%

aacacdef

Franked / metered mail
-423314941004853121881151212nd Class
-%46%51%24%16%24%8%12%13%10%10%12%10%10%

a

Franked / metered mail
-*2331790904057115931081151st Class
-%1%51%21%12%28%8%11%11%11%9%12%10%9%

ac

-2---4121571019191419PPI - PPI 2nd Class
-%30%-%-%-%7%1%2%2%2%2%3%1%2%

aa

22*-**1314151017131617Bulk Mail
100%25%4%-%1%*%1%2%4%2%1%2%1%1%

abcf

-2-*-311128101615916PPI - PPI 1st Class
-%24%-%1%-%5%1%1%2%2%1%2%1%1%

aaaa

None of these (DO NOT
----*-18931518171018READ OUT)
-%-%-%-%1%-%2%1%1%3%1%2%1%1%

acefaef

Don't Know (DO NOT READ
------51*255*5OUT)
-%-%-%-%-%-%*%*%*%*%*%1%*%*%

aaaf

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62583303444072-1127125071345Unweighted total
6165292338441*-**34114851243Weighted total

Standard Stamped Mail
471182225307-----*43067891st Class

69%43%62%66%69%-%-%-%-%-%4%35%63%63%

ddcd

Standard Stamped Mail
470135170204*-*-2242165832nd Class

63%42%46%50%46%54%-%100%-%53%45%36%45%47%

1st Class large letter
659124136155------4231479stamps

87%35%42%40%35%-%-%-%-%-%-%38%48%38%

a

2nd Class large letter
-51667884*-*-224131279stamps
-%31%23%23%19%54%-%100%-%53%45%32%27%22%

abc

Franked / metered mail
-49332712*--*--*521212nd Class
-%30%11%8%3%46%-%-%100%-%-%3%11%10%

abcaa

Franked / metered mail
*53331514-----**571151st Class
5%32%11%4%3%-%-%-%-%-%4%3%12%9%

abcab

-1134*----2*2619PPI - PPI 2nd Class
-%7%1%1%*%-%-%-%-%47%2%18%1%2%

abcaa

28332*--*-*1917Bulk Mail
32%5%1%1%*%46%-%-%100%-%2%5%2%1%

abc

-637*-----*2716PPI - PPI 1st Class
-%4%1%2%*%-%-%-%-%-%2%21%2%1%

acaa

None of these (DO NOT
-4923-----2-1318READ OUT)
-%3%3%1%1%-%-%-%-%-%44%-%3%1%

abab

Don't Know (DO NOT READ
-*--5-------25OUT)
-%*%-%-%1%-%-%-%-%-%-%-%1%*%

b

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
141331971248226222822701251162171345Unweighted total
10123394114918313309*601271182001243Weighted total

Standard Stamped Mail
3786507391128191-2982711307891st Class

29%64%53%64%61%62%62%-%48%64%60%65%63%

bdd

Standard Stamped Mail
358047536796139*295664755832nd Class

29%47%50%47%44%44%45%100%48%44%55%38%47%

a

1st Class large letter
347635443877141-196053103479stamps

29%39%37%39%48%54%46%-%32%48%45%52%38%

dd

2nd Class large letter
12782325644490*16343949279stamps

10%23%24%22%24%31%29%100%26%27%33%25%22%

Franked / metered mail
31181011127223-9129221212nd Class

31%10%11%10%15%18%8%-%15%10%8%11%10%

a

Franked / metered mail
31121010529326-61411261151st Class

29%9%11%9%16%20%8%-%11%11%9%13%9%

a

-192173*7-612119PPI - PPI 2nd Class
-%2%2%1%1%2%2%-%10%1%2%*%2%

abc

-17513**9-71*217Bulk Mail
-%1%5%1%*%1%3%-%11%1%*%1%1%

acabc

-16*153*7-5*4116PPI - PPI 1st Class
-%1%*%1%2%2%2%-%8%*%3%*%1%

aca

None of these (DO NOT
-182162*12-282318READ OUT)
-%1%2%1%1%4%4%-%4%6%2%1%1%

a

Don't Know (DO NOT READ
-5-5*-2---*25OUT)
-%*%-%*%*%-%1%-%-%-%*%1%*%

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Table 36  (continuation)                                                                                                                                                    Page 726

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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-160115640613239818225125531345Unweighted total
-120105136513337216206122461243Weighted total

Standard Stamped Mail
-9368328275236912268267891st Class
-%77%65%77%56%63%54%59%56%56%63%

bb

Standard Stamped Mail
-635341616416049957235832nd Class
-%52%51%44%48%43%24%48%47%50%47%

a

1st Class large letter
-76388192571799925023479stamps
-%63%37%53%43%48%54%44%41%50%38%

abb

2nd Class large letter
-462239544942713819279stamps
-%38%21%26%33%25%10%34%31%41%22%

ab

Franked / metered mail
-171133711414191151212nd Class
-%14%11%10%9%11%27%9%9%11%10%

Franked / metered mail
-2010642849519851151st Class
-%17%10%12%6%13%34%9%7%11%9%

bb

-511528-32119PPI - PPI 2nd Class
-%4%1%1%1%2%-%2%2%3%2%

b

-414755*75317Bulk Mail
-%4%1%2%4%1%3%3%4%6%1%

b

-372*10-1**16PPI - PPI 1st Class
-%2%1%1%*%3%-%*%*%1%1%

None of these (DO NOT
-183410-74218READ OUT)
-%1%1%1%3%3%-%3%4%4%1%

Don't Know (DO NOT READ
--**-2-2-25OUT)
-%-%*%*%-%1%-%1%-%5%*%

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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710444498331228-108374339-1277483261345Unweighted total
177319654157441111-101349318-976693161243Weighted total

Standard Stamped Mail
10365789262462729-69213207-684172257891st Class
60%50%82%63%62%66%-%69%61%65%-%70%62%71%63%

bb

Standard Stamped Mail
3583381182310552-47177133-452931265832nd Class

16%80%39%44%42%50%-%47%51%42%-%47%44%40%47%

abca

1st Class large letter
13240479197417417-53158157-62380202479stamps
73%33%50%47%56%38%-%52%45%49%-%64%57%64%38%

baacb

2nd Class large letter
3279203112243240-3210878-39226105279stamps

15%38%21%27%33%22%-%31%31%25%-%40%34%33%22%

aaac

Franked / metered mail
3121844388115-144239-1485341212nd Class

18%17%9%10%12%10%-%14%12%12%-%14%13%11%10%

a

Franked / metered mail
3751155193108-184740-1691371151st Class

17%10%12%12%12%10%-%17%13%13%-%16%14%12%9%

*191091914-183-415819PPI - PPI 2nd Class
1%3%1%2%3%1%-%1%2%1%-%5%2%2%2%

aa

1771781316-368-210617Bulk Mail
100%1%2%2%2%1%-%3%2%2%-%2%1%2%1%

*111610159-375-611516PPI - PPI 1st Class
1%1%2%2%2%1%-%3%2%2%-%6%2%2%1%

aaab

None of these (DO NOT
---121710-4511-4111018READ OUT)
-%-%-%3%2%1%-%4%1%3%-%4%2%3%1%

aa

Don't Know (DO NOT READ
---25*---2-2*45OUT)
-%-%-%1%1%*%-%-%-%1%-%2%*%1%*%

aabb

Refused (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1119233182895257612432123211345Unweighted total
1323182470489247622211722971243Weighted total

Standard Stamped Mail
71114833972131431531012057891st Class

53%48%74%34%48%81%65%70%69%59%69%63%

bbb

Standard Stamped Mail
7971753435523301021121235832nd Class

51%39%39%68%76%40%49%48%46%65%41%47%

aacde

1st Class large letter
77144221437293812573157479stamps

53%31%74%15%31%49%61%61%56%42%53%38%

bbbbb

2nd Class large letter
77572391901722637569279stamps

52%29%26%29%34%21%36%35%29%44%23%22%

aaaac

Franked / metered mail
-*27117771382031371212nd Class
-%1%10%29%17%9%27%13%9%18%13%10%

aacc

Franked / metered mail
-*257110515112425461151st Class
-%1%11%21%10%12%32%17%11%14%16%9%

abc

-2*-16101336419PPI - PPI 2nd Class
-%7%1%-%2%1%3%4%1%3%1%2%

a

-2*1612*463517Bulk Mail
-%8%1%2%1%1%*%7%3%2%2%1%

ab

--*-913*472716PPI - PPI 1st Class
-%-%1%-%1%1%1%7%3%1%2%1%

b

None of these (DO NOT
22-267*262618READ OUT)

14%9%-%8%1%1%*%3%3%1%2%1%

Don't Know (DO NOT READ
----*---2--5OUT)
-%-%-%-%*%-%-%-%1%-%-%*%

Refused (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1153192371174-3311268776132411041306113513021345Unweighted total
1048195441064-2681172710121810001199102011951243Weighted total

Standard Stamped Mail
68210724686-1887404497736297576447577891st Class

65%55%55%64%-%70%63%63%63%63%63%63%63%63%

aab

Standard Stamped Mail
4998420514-1285523255754695624795605832nd Class

48%43%46%48%-%48%47%46%47%47%47%47%47%47%

1st Class large letter
3938520407-130454300473393467421466479stamps

38%44%45%38%-%48%39%42%39%39%39%41%39%38%

b

2nd Class large letter
232476243-78264162273237264250262279stamps

22%24%14%23%-%29%23%23%22%24%22%24%22%22%

ab

Franked / metered mail
103181103-2711773119981191131191212nd Class

10%9%2%10%-%10%10%10%10%10%10%11%10%10%

Franked / metered mail
9915198-2811072111881111011111151st Class

9%8%2%9%-%10%9%10%9%9%9%10%9%9%

910216-51712191819181919PPI - PPI 2nd Class
1%5%4%2%-%2%1%2%2%2%2%2%2%2%

b

135412-61314171417141717Bulk Mail
1%2%8%1%-%2%1%2%1%1%1%1%1%1%

a

123*15-5154161315151516PPI - PPI 1st Class
1%2%1%1%-%2%1%1%1%1%1%1%1%1%

a

None of these (DO NOT
117213-91410161415131518READ OUT)

1%4%5%1%-%3%1%1%1%1%1%1%1%1%

bab

Don't Know (DO NOT READ
33*5--35555555OUT)
*%1%1%*%-%-%*%1%*%1%*%1%*%*%

b

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Table 36  (continuation)                                                                                                                                                    Page 730

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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
53081511266214524795613918755151921345Unweighted total
50274110535513123788311817746161851243Weighted total

Standard Stamped Mail
31347668023821365767110427101107891st Class

62%64%65%42%63%58%65%60%59%58%63%59%63%

bbc

Standard Stamped Mail
25632749623631154194779236835832nd Class

51%44%47%42%48%49%47%39%45%51%40%45%47%

a

1st Class large letter
193285403195588331588119485479stamps

38%38%38%35%42%37%38%49%46%42%23%46%38%

bc

2nd Class large letter
1251542335415719230667*65279stamps

25%21%22%9%31%24%22%26%37%15%1%35%22%

bbca

Franked / metered mail
34871017134267122212201212nd Class

7%12%10%12%10%18%8%10%13%3%13%11%10%

baba

Franked / metered mail
3084954153568122321231151st Class

6%11%9%7%11%15%8%10%13%4%4%12%9%

bb

1091432*163121319PPI - PPI 2nd Class
2%1%1%5%2%*%2%3%1%5%3%2%2%

cccb

51211*6-8971-717Bulk Mail
1%2%1%1%5%-%1%8%4%2%-%4%1%

cbc

88132*11411**116PPI - PPI 1st Class
2%1%1%4%*%*%2%1%*%*%1%*%1%

a

None of these (DO NOT
12654957661*618READ OUT)

2%1%*%7%7%2%1%5%3%2%3%3%1%

accb

Don't Know (DO NOT READ
333-223*2--25OUT)
1%*%*%-%2%1%*%*%1%-%-%1%*%

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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1141181311081081299383130108951281345Unweighted total
117138871201198677969213088931243Weighted total

Standard Stamped Mail
7793507479655164417851667891st Class
66%67%58%62%67%75%66%67%44%60%58%71%63%

dddddbcdijddddbdj

Standard Stamped Mail
6167425354413845505140415832nd Class
52%48%48%44%45%48%49%47%54%39%46%45%47%

c

1st Class large letter
676841503431193022483435479stamps
57%49%47%42%29%35%24%31%24%37%38%37%38%

abcdefghidefghdefhdfhdddfdf

2nd Class large letter
373025241724111921193122279stamps
32%22%28%20%14%27%14%20%22%15%35%24%22%

cfhicfhcfhcdefhik

Franked / metered mail
141210151043612151391212nd Class
12%9%11%12%8%5%3%6%13%11%15%10%10%

fgffgfgffg

Franked / metered mail
9101291195581511131151st Class
8%7%13%7%10%10%6%5%8%11%12%14%9%

ee

41221**3*24*19PPI - PPI 2nd Class
4%1%2%2%*%*%*%3%*%1%5%*%2%

dgadfgh

4-2423-**-2*17Bulk Mail
4%-%3%3%2%3%-%*%*%-%3%*%1%

acdk

2*22*1*1*24*16PPI - PPI 1st Class
2%*%3%2%*%1%*%1%*%1%5%*%1%

adfghk

None of these (DO NOT
22142---4*2-18READ OUT)
2%1%2%3%2%-%-%-%4%*%2%-%1%

agafg

Don't Know (DO NOT READ
----2--12*--5OUT)
-%-%-%-%2%-%-%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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
3633453063311345Unweighted total
3423252653111243Weighted total

Standard Stamped Mail
2202181551957891st Class

64%67%59%63%63%

b

Standard Stamped Mail
1701481321335832nd Class

50%46%50%43%47%

1st Class large letter
17611571117479stamps

52%35%27%38%38%

abcbb

2nd Class large letter
92655072279stamps
27%20%19%23%22%

bc

Franked / metered mail
352820371212nd Class
10%9%8%12%10%

Franked / metered mail
312817381151st Class

9%9%6%12%9%

b

723619PPI - PPI 2nd Class
2%1%1%2%2%

78*217Bulk Mail
2%3%*%1%1%

bb

531616PPI - PPI 1st Class
2%1%*%2%1%

None of these (DO NOT
664218READ OUT)
2%2%1%1%1%

Don't Know (DO NOT READ
-23*5OUT)
-%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

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbae*dcbaSignificance Level: 95%
5637501732052151745153555770Unweighted total
312644199279282619761789Weighted total

835445761241461520-24%
24%14%11%22%20%21%26%25%19%19%19%

54223264*12778125-49%
17%16%5%11%9%14%21%17%12%10%10%

75123664611516817550-74%
22%19%27%18%23%22%25%11%26%22%22%

c

11101986988*2627828675-100%
34%38%43%43%35%27%4%24%31%37%36%

e

136113541129196Don't know
2%13%13%6%12%16%24%23%13%12%12%

eebea

312239188244232517670693Answered
49.7959.8065.4057.8657.4452.3137.2347.3455.3457.8457.65Mean

e

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
9011092478453261924815912668770Unweighted total
36474066661487812769171304889789Weighted total

78101275131729142148251520-24%
20%16%25%19%9%26%22%23%20%13%11%16%28%19%

cicicici

96660827162412288125-49%
26%14%14%9%13%5%8%12%3%23%9%4%9%10%

eacefghjke
l

7971511211262711225132317550-74%
21%19%18%23%19%24%33%21%16%14%19%27%26%22%

cekl

1017142452615164231861222428675-100%
28%35%36%37%43%32%21%33%45%45%47%45%27%36%

gggggmagm

27383961213121184896Don't know
5%16%7%13%15%13%15%10%17%5%14%8%9%12%

mmm

34403858351416611458161124480693Answered
49.2557.6854.7058.3364.5953.8048.9656.1564.4661.6966.3361.4349.5157.65Mean

magmagmagkm
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
95675209561348582214983216918770Unweighted total
7771217461533878161778421649789Weighted total

61453112170182365*1631520-24%
8%20%18%20%21%23%15%21%6%2%25%37%19%

bdddd

972235943721381618125-49%
12%10%13%10%13%9%12%8%9%6%9%6%10%

1216249125671434126616217550-74%
16%23%28%20%20%18%16%23%32%30%25%17%22%

ah

352505922611725764391316328675-100%
46%35%34%37%34%32%42%36%47%62%25%32%36%

abh

1481128441152215-10196Don't know
18%11%7%14%12%19%14%12%6%-%16%9%12%

bd

6363016353129763141567821548693Answered
70.6356.3557.0457.8455.3555.0761.5257.2168.2575.9751.4647.0057.65Mean

abegh
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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
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
16911548224746770Unweighted total
18012447938751789Weighted total

44297671451520-24%
25%23%16%18%19%19%

a

2216442798125-49%
12%13%9%6%11%10%

24321181016417550-74%
14%26%25%27%22%22%

cc

50341981527128675-100%
28%27%41%39%36%36%

bc

39134349296Don't know
22%10%9%9%12%12%

ab

14011143534659693Answered
49.1951.1762.0060.3457.5157.65Mean

bc
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b,c

Produced by OLR
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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*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
10042724326764--11-494670770Unweighted total
10041427547782--22-293689789Weighted total

34853246145--22-2281181520-24%
34%21%12%100%98%19%-%-%100%100%-%96%30%17%19%

abaai

95418--81------9728125-49%
9%13%7%-%-%10%-%-%-%-%-%-%10%10%10%

a

179464-*174-----*1715817550-74%
17%23%23%-%2%22%-%-%-%-%-%4%18%23%22%

25136124--286------2526128675-100%
25%33%45%-%-%37%-%-%-%-%-%-%27%38%36%

bcb

144437--96------148196Don't know
14%11%13%-%-%12%-%-%-%-%-%-%16%12%12%

8637023847687--22-279608693Answered
43.8754.7467.1211.9110.6758.10--5.0020.00-8.6146.6359.5957.65Mean

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
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
12-51431717525222286770445724770Unweighted total
24-5934735528229311789463729789Weighted total

22-221213110851731521031361520-24%
100%53%-%42%23%36%18%20%22%23%19%22%19%19%

a

---**3775829368154778125-49%
-%-%-%10%2%10%10%11%13%11%10%12%11%10%

----23170126576917511516417550-74%
-%-%-%-%27%8%23%24%25%22%22%25%22%22%

b

---248272177498528612226628675-100%
-%-%-%39%44%23%37%34%21%27%36%26%36%36%

bebdebde

-2-**88559444896698796Don't know
-%47%-%10%5%23%12%11%19%16%12%15%12%12%

acf

22-4826650469185262693394642693Answered
5.002.00-38.9459.1342.0058.7455.1448.1551.0657.6549.9457.8157.65Mean

bebdebde
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
377191219280-----23281770Unweighted total
471182225307-----*4306789Weighted total

419354746-----*2711520-24%
100%27%19%21%15%-%-%-%-%-%56%52%23%19%

a

-12281427-------368125-49%
-%17%15%6%9%-%-%-%-%-%-%-%12%10%

abab

-10376265-------6917550-74%
-%14%20%28%21%-%-%-%-%-%-%-%23%22%

d

-147176125-----*28328675-100%
-%19%39%34%41%-%-%-%-%-%44%48%27%36%

ddd

-17112543-------4896Don't know
-%23%6%11%14%-%-%-%-%-%-%-%16%12%

bcc

455171200264-----*4258693Answered
9.6441.9356.9755.4063.87-----47.4744.1751.1757.65Mean

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
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*e*dcbaSignificance Level: 95%
67644772312412150-246466132770Unweighted total
3786507391128191-298271130789Weighted total

31491214020*52-142510231520-24%
85%19%24%19%18%6%27%-%48%31%15%18%19%

ab

-8197210223-2711158125-49%
-%10%18%10%9%29%12%-%7%9%15%12%10%

*174616830139-*14183717550-74%
3%22%13%23%27%11%20%-%2%17%26%28%22%

-2861726933249-723213328675-100%
-%36%35%36%29%29%26%-%24%29%30%26%36%

*9559018228-612102196Don't know
12%12%10%12%16%25%15%-%20%14%14%16%12%

369145649946163-237061109693Answered
7.0057.8451.9358.0555.4851.7048.50-34.0848.1254.7954.4957.65Mean
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
-9067227663223111095922770Unweighted total
-936832827523691226826789Weighted total

-201254520534281951520-24%
-%21%18%16%27%22%44%23%28%19%19%

-157633926*16748125-49%
-%17%11%12%13%11%1%14%11%17%10%

-211526111592168717550-74%
-%23%22%22%14%25%22%13%12%25%22%

-25255104265825127728675-100%
-%27%37%37%35%25%24%41%39%29%36%

c

-1274398401116396Don't know
-%13%11%14%11%17%10%9%10%10%12%

-806082436719681116223693Answered
-49.8058.1657.3852.1550.6940.8655.6052.3654.3557.65Mean

c
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b - a,b,c,d
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
9407770248443724-59204187-68398206770Unweighted total

10365789262462729-69213207-68417225789Weighted total

610215259103136-235348-2293471520-24%
59%28%19%22%22%19%-%34%25%23%-%33%22%21%19%

aa

-6981305477-73218-851288125-49%
-%19%10%11%12%11%-%10%15%9%-%12%12%13%10%

a

-8617561115164-174049-181064917550-74%
-%24%22%23%25%22%-%25%19%24%-%27%25%22%22%

46428668122266-146258-101125828675-100%
34%18%36%26%26%36%-%20%29%28%-%15%27%26%36%

bbcc

14396446987-82634-8554496Don't know
7%12%12%17%15%12%-%12%12%16%-%12%13%19%12%

b

10322693218393642-61187174-60363181693Answered
36.2341.1757.6550.9149.9457.81-43.3050.0752.31-38.7950.1450.1157.65Mean

bbccc
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Standard Stamped Mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c
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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*edcbaSignificance Level: 95%
7916123766912936145103197770Unweighted total
7111483397213143153101205789Weighted total

24229412912113038391520-24%
29%35%16%29%28%18%39%26%20%38%19%19%

aac

*--16280642119328125-49%
7%-%-%8%18%11%20%10%13%19%16%10%

a

22748016071434184917550-74%
36%22%53%50%24%22%23%31%23%18%24%22%

252*662703841145828675-100%
27%41%18%6%20%37%10%20%27%14%28%36%

bbb

-*2136822627112796Don't know
-%2%13%7%11%11%8%13%18%11%13%12%

711128303639293812690178693Answered
53.8053.1755.5138.9941.9258.6833.8946.0350.8535.8952.6757.65Mean

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
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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%
6779318683-199722439756630746645744770Unweighted total
68210724686-188740449773629757644757789Weighted total

130224135-35145801501281471291471520-24%
19%20%17%20%-%19%20%18%19%20%19%20%19%19%

6912*76-21794479567969798125-49%
10%11%2%11%-%11%11%10%10%9%10%11%10%10%

150247152-4316210817313916614216617550-74%
22%23%29%22%-%23%22%24%22%22%22%22%22%22%

256309249-6427116228023427822727728675-100%
38%28%36%36%-%34%37%36%36%37%37%35%37%36%

7719474-258454917188788896Don't know
11%17%17%11%-%13%11%12%12%11%12%12%12%12%

6058920612-163656395682558669566669693Answered
58.4652.1257.0557.19-55.5957.4458.0857.5157.4957.5956.3057.5657.65Mean
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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
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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%
3074636632281125568749524799770Unweighted total
3134766802382136576711042710110789Weighted total

64881206262510224284-291520-24%
20%18%18%27%31%19%18%34%27%13%-%26%19%

cbc

315075*6245441252128125-49%
10%11%11%2%7%17%9%5%11%17%21%11%10%

ab

7896151717321291211831117550-74%
25%20%22%29%20%24%22%16%10%29%35%10%22%

104182250531362242244944628675-100%
33%38%37%21%38%26%39%31%42%33%44%42%36%

c

36608453206610102-1296Don't know
11%13%12%21%4%14%11%14%9%7%-%10%12%

a

27841659618791175106194251098693Answered
56.2758.5858.4750.0253.3152.3659.6249.0754.7554.3464.0155.0057.65Mean

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
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
707465686174524863625479770Unweighted total
779350747965516441785166789Weighted total

23167111611969197181520-24%
30%18%14%15%20%17%18%9%21%24%14%27%19%

beijee

875595610610738125-49%
10%8%10%7%12%8%12%15%15%13%13%5%10%

aa

27251223617111010169717550-74%
35%27%25%32%8%27%22%16%23%20%17%11%22%

abehahahahahhh

1338252640232026822182728675-100%
17%41%50%35%50%35%39%41%19%29%35%40%36%

dlcdldlcdldldldlldl

661888412912101196Don't know
8%7%1%11%10%13%9%19%21%15%21%17%12%

jjjjkjkljjklj

718650667157475232674155693Answered
44.5258.1463.5860.0461.6959.7761.8766.0447.0251.3859.4259.3357.65Mean

lcdldldlldlcdlll
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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
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
209203163195770Unweighted total
220218155195789Weighted total

473824441520-24%
21%17%15%22%19%

202022208125-49%
9%9%14%10%10%

6547313217550-74%
29%21%20%16%22%

ab

7689546728675-100%
35%41%35%34%36%

1324253396Don't know
6%11%16%17%12%

ddd

207194130162693Answered
54.7660.5759.8756.0857.65Mean
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
4229461151592031854131414617Unweighted total
192340130211263716555581Weighted total

44841525*131371410-24%
19%19%21%32%25%18%16%16%20%25%24%

73415324*12778125-49%
35%12%11%12%15%13%18%12%14%14%14%

abc

27536385*2311211750-74%
11%29%12%27%18%20%7%24%20%20%20%

ce

58183167912617918875-100%
24%35%44%24%32%33%39%26%36%32%32%

be

21472141225054Don't know
12%5%11%5%10%15%21%22%11%9%9%

aab

172236123190222614505527Answered
47.2455.5859.3846.9251.8255.5653.1055.3356.0052.2652.40Mean

b
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and 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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
927488363403044683416541760617Unweighted total
353033484514149925114713183581Weighted total

767122766241822812191410-24%
21%19%20%25%13%16%13%26%34%12%40%40%22%24%

gighijklm

555664581410412-98125-49%
14%18%14%14%8%12%16%15%20%28%17%-%11%14%

956978713168115102011750-74%
26%15%18%20%17%16%26%18%15%4%21%33%24%20%

121013154241917311271072918875-100%
35%31%39%32%47%45%35%33%23%46%14%21%35%32%

cccccecccc

2534484584162754Don't know
5%17%9%9%15%11%9%8%8%9%8%6%8%9%

jm

332530439433744854713652976527Answered
55.8252.5856.3951.8764.4963.1460.6452.3744.6259.0336.2443.8353.4252.40Mean

cccccejcecc
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
89528178439315332311849125214617Unweighted total
5452712445828342171383713427581Weighted total

14127191227023-211458*1410-24%
26%24%16%27%25%56%-%15%39%35%19%6%24%

bebehbeh

5761962475-1452348125-49%
10%14%15%14%17%11%-%10%14%14%8%55%14%

111062889444742929-11750-74%
20%20%23%19%16%9%40%30%24%15%21%-%20%

gh

18170481409937506517218875-100%
34%32%39%31%35%7%38%36%16%35%41%28%32%

dgdgdg

54910442474112-5154Don't know
9%9%8%10%8%18%22%8%7%-%11%11%9%

4947811441325935141273513386527Answered
52.8352.3658.2950.7852.7823.5272.4159.7737.3748.7659.6953.4852.40Mean

addd
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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
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1339438618599617Unweighted total
1379134726555581Weighted total

35297771341410-24%
25%32%22%27%24%24%

a

2012474778125-49%
15%13%13%15%14%14%

201777611111750-74%
15%19%22%23%20%20%

3628122718118875-100%
27%30%35%29%33%32%

2552425254Don't know
18%6%7%7%9%9%

ab

1128632324503527Answered
47.6848.5954.8446.0252.7152.40Mean
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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
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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*k*ji*h*g*f*e*d*cbaSignificance Level: 95%
9433418939608--111685523617Unweighted total
8129420725576--*2*376500581Weighted total

29674524137---2-2251121410-24%
36%23%22%85%84%24%-%-%-%100%-%83%33%22%24%

aba

86013-*81-----*8738125-49%
10%21%6%-%3%14%-%-%-%-%-%6%10%15%14%

ac

166239**116--*--*1510111750-74%
20%21%19%11%7%20%-%-%100%-%-%4%20%20%20%

138491**188----**1217518875-100%
16%29%44%4%6%33%-%-%-%-%100%7%16%35%32%

cbcbb

152019--54------153954Don't know
19%7%9%-%-%9%-%-%-%-%-%-%20%8%9%

abai

6527418825522--*2*361462527Answered
38.7549.4561.4526.1517.9452.73--50.0020.0090.0011.2540.4554.3452.40Mean

cbcbb
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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 - a,b,c
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-11131934549431187216617332591617Unweighted total
-22101426527393181222581308550581Weighted total

---2371298535681411011271410-24%
-%-%-%24%25%26%24%22%19%30%24%33%23%24%

aefacef

---2*3766028368161788125-49%
-%-%-%20%1%11%14%15%15%16%14%20%14%14%

ac

---3151088744451175311311750-74%
-%-%-%26%5%21%20%22%24%20%20%17%21%20%

b

--239816612650541885518518875-100%
-%-%100%26%66%32%31%32%28%24%32%18%34%32%

bdbbdbd

-2-**24935252054384754Don't know
-%100%-%5%3%10%9%9%14%9%9%12%9%9%

a

--2101423479358157202527270503527Answered
--95.0048.9464.6951.1851.9952.7251.7044.4752.4039.1053.6252.40Mean

bdbdbdbd
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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
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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%
3791531782041-1-124208617Unweighted total
470133170204*-*-224214581Weighted total

221383249------*681410-24%
47%29%28%19%24%-%-%-%-%-%-%5%31%24%

b

-11232027------4328125-49%
-%16%17%12%13%-%-%-%-%-%-%95%15%14%

-11323737*-*-22-4111750-74%
-%16%24%22%18%100%-%100%-%100%95%-%19%20%

213356178-----*-5418875-100%
53%18%26%36%38%-%-%-%-%-%5%-%25%32%

dcd

-1562013-------2054Don't know
-%21%4%12%6%-%-%-%-%-%-%-%10%9%

acc

455127150191*-*-224194527Answered
55.3441.7548.7356.4054.7550.00-50.00-50.0051.9436.6544.5052.40Mean

cdd
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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
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*e*dcbaSignificance Level: 95%
661141576926118220495986617Unweighted total
357847534786139*29566473581Weighted total

11411312924242-101915241410-24%
26%24%27%24%31%31%30%-%34%34%23%32%24%

27957612222-2911138125-49%
62%14%11%14%16%29%15%-%8%17%16%18%14%

-117141037235*611151211750-74%
-%20%30%19%9%38%25%72%20%20%23%17%20%

c

-188718128-27*412182018875-100%
-%33%15%34%36%-%19%28%14%21%28%27%32%

ba

*548466*14-746454Don't know
12%9%16%9%8%2%10%-%24%8%9%5%9%

352439488716125*22515970527Answered
29.4852.5244.7153.0247.0529.9543.6461.2041.2141.1049.2643.8852.40Mean
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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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
-66573171521648894921617Unweighted total
-63532161641594995723581Weighted total

-28117521949*371791410-24%
-%44%22%32%29%31%11%38%29%37%24%

bb

-107534728-117*8125-49%
-%16%14%21%12%18%-%11%13%*%14%

b

-10111252223332171311750-74%
-%16%21%16%34%14%67%32%30%56%20%

a

-818527747-107118875-100%
-%13%35%17%11%30%-%10%12%3%32%

acb

-74423911199154Don't know
-%11%8%14%14%7%22%10%16%3%9%

b

-56488138551473894822527Answered
-32.0654.6438.3141.6845.5150.3737.5342.1935.8452.40Mean

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
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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%
5617419185331591-41171131-45313122617Unweighted total
3581379180308550-47175133-45291126581Weighted total

214112757101127-205842-2191451410-24%
70%24%34%32%33%23%-%42%33%32%-%47%31%36%24%

baab

-8168296178-82621-1059278125-49%
-%14%18%16%20%14%-%18%15%16%-%22%20%22%14%

a

-117843153113-63127-4521711750-74%
-%20%22%17%17%21%-%12%18%20%-%8%18%13%20%

*188584955185-74428-3531118875-100%
4%32%15%27%18%34%-%15%25%21%-%7%18%9%32%

abba

15441143847-61515-7352554Don't know
27%9%11%8%12%9%-%13%9%11%-%15%12%20%9%

b

2527338166270503-41159118-38255101527Answered
6.2352.4038.4444.7339.1353.62-34.1144.1441.23-26.3539.8231.1452.40Mean

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
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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%
597185673852122104121124617Unweighted total
797175343532330102110123581Weighted total

431*11511711132929461410-24%
65%30%7%3%22%33%47%45%28%26%38%24%

b

222-7170661920268125-49%
27%20%34%-%13%20%25%19%19%18%21%14%

b

-229113791220222311750-74%
-%25%26%53%21%22%4%8%20%20%19%20%

*217188513222311718875-100%
7%22%7%41%35%15%14%8%22%29%14%32%

aa

-*214736261171054Don't know
-%2%25%4%9%10%10%19%11%6%8%9%

79516487317212490103112527Answered
21.2946.6142.2270.5955.1638.0330.7625.4642.7847.4535.5452.40Mean

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
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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%
5387916549-148583336610506597511595617Unweighted total
4978420512-128550323574467560477558581Weighted total

122192136-51136781391191381261381410-24%
25%23%12%27%-%40%25%24%24%26%25%26%25%24%

ab

6714274-21765280667770778125-49%
13%17%11%14%-%16%14%16%14%14%14%15%14%14%

99184106-1610763114881099210711750-74%
20%21%22%21%-%12%19%19%20%19%19%19%19%20%

c

170187160-241859718715518714518718875-100%
34%22%33%31%-%19%34%30%33%33%33%30%34%32%

acc

4014536-164633523950445054Don't know
8%17%22%7%-%12%8%10%9%8%9%9%9%9%

b

4586916476-112504289521428511433509527Answered
52.9248.9762.6850.54-37.8952.7750.6152.5652.1352.7550.0752.7652.40Mean

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
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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%
2503675302460121438577818480617Unweighted total
2563254942363115417477923683581Weighted total

65761155222797163342321410-24%
25%23%23%21%34%23%23%34%42%19%32%39%24%

334863*181559774-108125-49%
13%15%13%1%28%13%14%15%8%17%-%13%14%

c

5561984151891826822511750-74%
22%19%20%16%24%16%22%18%33%35%33%30%20%

831051747743136982-818875-100%
32%32%35%29%12%37%33%18%9%10%-%10%32%

aaa

2034457113347642854Don't know
8%11%9%32%2%11%8%15%7%19%35%10%9%

2362914491662103383397419475527Answered
52.0952.6654.2059.6337.3655.1852.9841.9935.5547.4144.7936.0252.40Mean

aaa
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
545558504950494157445258617Unweighted total
616742535441384550514040581Weighted total

20201012135889713171410-24%
34%30%23%22%23%12%22%17%17%14%33%44%24%

cggcgcdefghij

4117311731269628125-49%
7%17%16%5%21%16%9%28%12%18%14%5%14%

aailadfilai

1771014101210313134511750-74%
28%10%23%27%18%29%26%7%25%25%10%12%20%

abekeabekabekbekbekbek

152416181610161520199918875-100%
25%36%37%34%30%25%41%34%41%38%23%23%32%

abab

45*64717229654Don't know
6%7%*%12%8%18%2%15%5%5%21%16%9%

jjcdfjfjcdfjkldfj

576242474934373847483233527Answered
47.8750.9855.0954.9750.5352.6558.6954.0259.9958.1343.1039.1252.40Mean

aaababab
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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
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
167149147154617Unweighted total
170148132131581Weighted total

502924381410-24%
29%20%18%29%24%

bcb

222022178125-49%
13%14%16%13%14%

3436262211750-74%
20%24%19%16%20%

5544513718875-100%
32%30%39%29%32%

918101754Don't know
5%12%7%13%9%

dd

161130123113527Answered
50.9552.6857.7548.3652.40Mean

a
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
362132104127131103190334465Unweighted total
261824124171171411462479Weighted total

891047668*251811890-24%
32%50%41%38%39%45%38%48%45%39%39%

62423343*12828525-49%
21%11%16%19%20%18%23%12%20%18%18%

82528252**2889050-74%
30%13%23%22%15%12%16%4%14%19%19%

ac

42115191-*1484975-100%
15%12%3%12%11%6%-%2%8%10%10%

13411263*116265Don't know
2%15%16%9%15%19%22%33%13%13%14%

eeab

261520113145141310400413Answered
38.9026.6628.1635.2933.3226.2721.5619.5228.7433.4633.23Mean

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 - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*hgf*e*dc*baSignificance Level: 95%
56725128624243662257541935465Unweighted total
21322440232344589368753547479Weighted total

12101315413721321042912261890-24%
58%30%54%38%41%20%47%36%27%49%39%35%55%39%

cfjljll

3647284423748978525-49%
14%19%17%18%24%12%9%26%18%42%10%25%15%18%

cg

463764912212-141049050-74%
20%19%14%19%11%26%26%24%6%-%18%29%9%19%

*514328*58-13244975-100%
2%16%5%11%6%25%*%6%22%-%17%5%9%10%

gmmgm

152576687101122665Don't know
6%15%10%14%18%17%18%8%27%9%16%5%13%14%

20272234527283782268633441413Answered
23.9839.6625.9333.7125.7950.6226.5633.4840.5517.7438.3833.8425.3233.23Mean

kmmmkm
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1st Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
60405121344212489924693810465Unweighted total
45433105373207665110417366479Weighted total

241653715188234441341031890-24%
53%38%35%41%42%34%89%40%31%54%28%58%39%

a

48224623513*2010*518525-49%
8%19%23%16%17%19%4%18%24%2%15%20%18%

b

6832466374*2212212*9050-74%
14%19%23%18%18%5%2%20%30%37%34%8%19%

ggggh

44510402515-81*--4975-100%
9%10%9%11%12%22%-%7%2%7%-%-%10%

bdbde

75811552313*155-8165Don't know
16%13%10%15%11%19%5%14%13%-%23%14%14%

h

383759531818454595367285413Answered
25.5634.0134.5232.8433.9438.488.0031.2532.4331.6533.8115.3633.23Mean

b
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1169025613452465Unweighted total
1279525123456479Weighted total

484293121761890-24%
38%44%37%54%39%39%

2121444818525-49%
16%22%17%18%18%18%

1716563879050-74%
14%17%22%12%19%19%

1010292474975-100%
8%11%12%9%10%10%

3162926465Don't know
24%6%11%8%14%14%

ab

968922321392413Answered
30.5733.0735.1125.3933.6433.23Mean
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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: 12/07/19



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%
7928510125460--11-374386465Unweighted total
8028111847472--22-373399479Weighted total

39995046182--22-2331501890-24%
49%35%43%100%93%39%-%-%100%100%-%82%45%37%39%

b

96016--85------9768525-49%
12%21%14%-%-%18%-%-%-%-%-%-%13%19%18%

145323--90------14769050-74%
17%19%19%-%-%19%-%-%-%-%-%-%19%19%19%

43411--49------4454975-100%
5%12%9%-%-%10%-%-%-%-%-%-%6%11%10%

133418-*65-----*135265Don't know
17%12%15%-%7%14%-%-%-%-%-%18%18%13%14%

6624710046407--22-260347413Answered
26.6435.4532.0911.918.1833.62--5.0020.00-1.3928.6034.4833.23Mean

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,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
12-51325419343154215465397410465Unweighted total
24-3924437343163236479417417479Weighted total

22-251416213961911891571731890-24%
100%53%-%81%63%58%37%41%38%39%39%38%41%39%

-----3836922458573808525-49%
-%-%-%-%-%12%19%20%14%19%18%18%19%18%

----34826335479084789050-74%
-%-%-%-%34%18%19%18%21%20%19%20%19%19%

---*--492812164943274975-100%
-%-%-%3%-%-%11%8%7%7%10%10%6%10%

aa

-2-**36044333765605965Don't know
-%47%-%16%3%11%14%13%20%16%14%14%14%14%

f

22-3821377299130198413357358413Answered
5.003.00-8.8227.2320.8034.5631.1733.7832.0833.2334.2329.7633.23Mean

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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
361134133134------3212465Unweighted total
659124136155------4231479Weighted total

424565353------2891890-24%
66%40%45%39%34%-%-%-%-%-%-%48%38%39%

-11272325-------458525-49%
-%18%21%17%16%-%-%-%-%-%-%-%19%18%

28203129-------479050-74%
34%13%16%23%19%-%-%-%-%-%-%-%20%19%

-218821------2134975-100%
-%4%15%6%13%-%-%-%-%-%-%52%6%10%

bdbd

-1441927-------3765Don't know
-%25%4%14%18%-%-%-%-%-%-%-%16%14%

ccc

644120116127------4194413Answered
26.3325.9334.3031.8436.31------54.1431.5933.23Mean

d
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*e*dcbaSignificance Level: 95%
6459344319510110-15544898465Unweighted total
347635443877141-196053103479Weighted total

31861217737251-102520351890-24%
88%39%33%40%43%34%36%-%55%42%38%34%39%

-8548114228--1012238525-49%
-%18%13%18%16%33%20%-%-%16%23%22%18%

-90107915*32-11513189050-74%
-%19%29%18%17%5%22%-%3%25%24%18%19%

-492478-8-22-114975-100%
-%10%6%11%9%-%6%-%12%3%-%11%10%

b

*6575913222-6881665Don't know
12%14%19%13%15%28%16%-%31%14%14%15%14%

341128385745119-13524588413Answered
5.4433.4033.1933.2331.9520.4932.64-27.2131.6229.4434.4433.23Mean
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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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
-743821894816711804319465Unweighted total
-76388192571799925023479Weighted total

-371687619726381891890-24%
-%49%43%39%33%40%67%41%36%41%39%

-1680411134-18678525-49%
-%21%21%21%19%19%-%19%12%31%18%

-11693511362171149050-74%
-%14%18%18%19%20%23%19%22%17%19%

-*211279-77-4975-100%
-%*%5%6%12%5%-%7%13%-%10%

cc

-12502810271128365Don't know
-%15%13%15%18%15%10%13%17%12%14%

-64338164471518804220413Answered
-23.0628.4831.4734.5831.3018.2929.6235.6525.7733.23Mean

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 - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
10263465185396410-45152143-64354184465Unweighted total
13240479197417417-53158157-62380202479Weighted total

613118977157173-247265-31151711890-24%
49%55%39%39%38%41%-%46%46%41%-%50%40%35%39%

aa

-4985397380-134128-1173398525-49%
-%21%18%20%18%19%-%24%26%18%-%17%19%19%18%

-1590368478-82028-1275369050-74%
-%6%19%19%20%19%-%14%13%18%-%19%20%18%19%

b

41149114327--610-236184975-100%
31%5%10%6%10%6%-%-%4%7%-%3%9%9%10%

ba

33365336059-81926-7453965Don't know
20%14%14%17%14%14%-%15%12%17%-%11%12%19%14%

b

10207413163357358-45139131-56335163413Answered
40.1921.7933.2331.5234.2429.76-26.7926.6731.32-28.4332.5834.3433.23Mean

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,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*edcbaSignificance Level: 95%
57156240422263211978151465Unweighted total
77144221437293812573157479Weighted total

535211818011174739651890-24%
66%38%39%66%53%41%40%44%38%54%41%39%

ac

-23-518410102614408525-49%
-%33%21%-%23%19%35%27%21%20%25%18%

2-2-1981542410309050-74%
34%-%13%-%9%19%17%10%19%14%19%19%

b

--21836--6244975-100%
-%-%14%17%4%8%-%-%5%3%2%10%

b

-2212456282272065Don't know
-%28%13%17%11%13%8%20%18%10%12%14%

75123196381263010365138413Answered
30.8217.9534.9828.1922.0131.2931.0325.5731.8724.6029.3333.23Mean

bb
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1st Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
3966914409-137439299460395454416452465Unweighted total
3938520407-130454300473393467421466479Weighted total

166234176-591781131881531821691821890-24%
42%27%18%43%-%45%39%37%40%39%39%40%39%39%

a

6520-80-18815983768374838525-49%
17%24%-%20%-%14%18%20%18%19%18%18%18%18%

7614769-27895290758978899050-74%
19%16%35%17%-%21%20%17%19%19%19%18%19%19%

3712335-6473649384941494975-100%
10%14%17%9%-%5%10%12%10%10%11%10%10%10%

c

4916647-205941635164596465Don't know
13%19%30%12%-%15%13%14%13%13%14%14%14%14%

3446914359-110395260409342403362403413Answered
31.6141.2352.2730.64-29.7133.4134.2433.3332.5733.5032.7033.4133.23Mean

b

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 39  (continuation)                                                                                                                                                    Page 775

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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
187278388175880325597119373465Unweighted total
193285403195588331588119485479Weighted total

791091524332913426377*411890-24%
41%38%38%19%60%33%41%44%46%35%3%48%39%

c

3847792419615152-138525-49%
20%16%20%9%8%22%18%9%19%12%-%16%18%

aa

33567659176291183119050-74%
17%20%19%25%17%19%19%16%13%43%97%13%19%

2129414483296*-64975-100%
11%10%10%21%8%10%10%16%8%1%-%8%10%

2244555415429112-1365Don't know
11%15%14%26%8%17%13%15%14%9%-%15%14%

172241348145173289497017472413Answered
32.9233.4433.5749.0226.4333.8532.4736.1727.6032.7148.7226.2933.23Mean
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkji*hg*f*edcbaSignificance Level: 95%
555445452742202336403543465Unweighted total
676841503431193022483435479Weighted total

2736251813193661210141890-24%
41%53%61%37%37%61%17%19%27%24%30%41%39%

bcdbcdibcdi

13137653594137*8525-49%
19%19%18%12%14%9%27%31%18%26%21%1%18%

aaaaaaga

1414713432548869050-74%
21%20%17%26%12%11%13%19%20%17%23%17%19%

9316514237-94975-100%
13%4%2%12%13%2%23%8%11%15%-%26%10%

bbbbgjbgjk

42168547599665Don't know
6%4%2%12%24%17%20%23%23%18%26%16%14%

jjkjkljkjkljk

646640442625152317392529413Answered
34.6125.3025.5837.6334.9620.8951.3536.9936.7138.8129.8042.0633.23Mean

ggjkgjkgjk
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
15411479118465Unweighted total
17611571117479Weighted total

884915361890-24%
50%43%21%31%39%

abb

341318208525-49%
19%12%26%17%18%

c

352112229050-74%
20%18%17%19%19%

13129164975-100%
7%10%13%14%10%

720162365Don't know
4%17%22%20%14%

ddd

169955593413Answered
28.8632.4540.8637.4233.23Mean

dd
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Table 39  (continuation)                                                                                                                                                    Page 778

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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*dcbaSignificance Level: 95%
2312185685100113059204304Unweighted total
128126211613147264277Weighted total

356355261141271320-24%
27%65%53%56%45%44%42%32%52%48%48%

6*47202*11505225-49%
51%1%36%10%17%18%37%18%14%19%19%

*2*10121-*1282950-74%
2%29%2%16%11%9%-%10%10%11%11%

*-*6101-*1222275-100%
2%-%4%9%9%5%-%2%8%8%8%

2**5213*213740Don't know
18%5%4%8%19%24%21%38%16%14%15%

aab

10811579410136227236Answered
26.2623.7226.5926.8427.7924.5218.4225.1925.2827.1527.04Mean
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*h*gf*e*d*c*b*aSignificance Level: 95%
46394417517152432136291227304Unweighted total
17151822615142649215362237277Weighted total

10791067*142011*229231320-24%
59%49%50%47%45%3%52%40%53%4%62%39%60%48%

2254324212642475225-49%
14%15%28%19%15%30%8%24%27%75%6%17%18%19%

11126-528--66-2950-74%
7%8%3%12%-%36%7%17%-%-%15%26%-%11%

k

11*20-4262-*242275-100%
6%7%3%9%-%30%8%11%10%-%*%9%10%8%

233326*642162440Don't know
13%21%16%14%40%1%24%8%10%21%16%9%11%15%

1512151949142045194302033236Answered
21.6822.7121.7828.1416.1853.3325.3432.5926.7826.8317.4732.6024.5127.04Mean
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*c*b*aSignificance Level: 95%
432617622815922662214236304Unweighted total
292485422314429364143154277Weighted total

16117221107417128536*1320-24%
55%47%41%49%51%57%19%43%34%96%39%13%48%

3491538293294*325225-49%
11%20%27%17%20%9%55%14%33%4%19%66%19%

623623151192-2-2950-74%
23%9%11%10%11%2%19%15%13%-%12%-%11%

a

*2241892-93---2275-100%
1%9%8%8%6%6%-%14%19%-%-%-%8%

337734177*10*-5140Don't know
10%15%12%15%12%25%7%15%1%-%31%22%15%

262114718912722354133113236Answered
23.7527.4428.6026.6624.6219.5735.3033.3641.085.4321.2939.2327.04Mean
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
825816210294304Unweighted total
854814015261277Weighted total

34286891231320-24%
41%59%48%58%47%48%

c

1910233505225-49%
23%20%17%18%19%19%

75172282950-74%
8%11%12%11%11%11%

72112202275-100%
8%5%8%13%8%8%

17320-4040Don't know
20%5%15%-%15%15%

b

674611915221236Answered
27.5023.9127.1527.0827.0427.04Mean
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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: 12/07/19



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%
591846137297--111452245304Unweighted total
531645925272--*2*348223277Weighted total

198726*2130----*2161141320-24%
35%53%45%4%47%48%-%-%-%-%100%82%34%51%48%

cb

1624132251---2--14375225-49%
30%14%22%85%38%19%-%-%-%100%-%-%29%16%19%

ba

7221**29--*---7232950-74%
13%13%1%11%5%11%-%-%100%-%-%-%14%10%11%

aa

2128--22------2202275-100%
4%7%14%-%-%8%-%-%-%-%-%-%5%9%8%

102011-*40-----*93140Don't know
18%12%18%-%10%15%-%-%-%-%-%18%19%14%15%

441444924232--*2*239193236Answered
27.6225.8230.1731.3116.5127.25--50.0030.0010.001.8128.8826.9127.04Mean
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
---9924262224104135304259269304Unweighted total
---662224320196136277241238277Weighted total

---13141159544591321091271320-24%
-%-%-%11%50%61%47%47%46%43%48%45%54%48%

---225434120315251475225-49%
-%-%-%33%38%24%18%21%21%23%19%21%20%19%

---2-*27199192925252950-74%
-%-%-%37%-%1%11%10%9%14%11%10%11%11%

---1*-211439222182275-100%
-%-%-%11%8%-%9%7%3%7%8%9%3%8%

aaa

---**33631211840363140Don't know
-%-%-%8%5%13%15%15%21%13%15%15%13%15%

a

---561920617075119236205207236Answered
---40.6521.7316.6227.8126.2523.3727.5627.0427.9722.1527.04Mean

aaa
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2nd Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-527990831-1-122129304Unweighted total
-51647884*-*-224129277Weighted total

-21373044-----*-591320-24%
-%42%58%38%52%-%-%-%-%-%5%-%46%48%

b

-12121118------4285225-49%
-%23%18%14%21%-%-%-%-%-%-%100%21%19%

-37136*-*-22-152950-74%
-%6%11%17%8%100%-%100%-%100%95%-%12%11%

-2579-------92275-100%
-%4%7%9%10%-%-%-%-%-%-%-%7%8%

-133177-------1840Don't know
-%25%5%22%8%-%-%-%-%-%-%-%14%15%

acac

-38616176*-*-224111236Answered
-23.1725.7431.4426.4750.00-50.00-50.0048.0637.5426.4627.04Mean
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*dcbaSignificance Level: 95%
52992328155575211323654304Unweighted total
12762325442490*16343947277Weighted total

*132712528130*41121231320-24%
19%48%32%49%67%16%34%28%24%33%54%49%48%

a

-524487223-4133125225-49%
-%19%18%19%16%41%25%-%25%38%7%25%19%

bb

-296233215*22872950-74%
-%11%26%9%6%41%16%72%12%7%20%14%11%

*22*22*-9-21252275-100%
47%8%2%9%1%-%10%-%12%2%4%10%8%

c

*405354*13-476140Don't know
34%14%22%14%10%3%15%-%27%21%15%1%15%

aa

12361821938477*11273447236Answered
70.9426.9229.0526.8816.7133.6332.6138.8035.2023.8824.7229.7627.04Mean

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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
-4725699341015593017304Unweighted total
-462219444922713819277Weighted total

-181195013471241231320-24%
-%38%54%53%29%51%46%34%32%18%48%

b

-1345181220-18975225-49%
-%28%20%19%26%21%-%26%25%35%19%

-42361010-16682950-74%
-%9%10%7%21%10%-%22%15%41%11%

-28-45-7412275-100%
-%5%3%-%9%6%-%10%10%5%8%

a

-92720611166*40Don't know
-%19%12%21%15%12%54%9%17%1%15%

b

-371957538811653119236Answered
-23.5622.2317.3434.8124.1813.1833.5334.0236.7327.04Mean
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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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*d*cba*dcbaSignificance Level: 95%
5304227117259269-2910880-4224691304Unweighted total
3277201110241238-3210678-39224105277Weighted total

*13210451109127-104538-16102431320-24%
4%48%52%47%45%54%-%30%43%49%-%41%46%41%48%

-5243235147-102521-1348255225-49%
-%19%22%21%21%20%-%31%23%26%-%34%22%24%19%

-298142525-4156-22362950-74%
-%11%4%12%10%11%-%13%14%8%-%6%10%6%11%

a

-22107218-292-22162275-100%
-%8%5%6%9%3%-%6%8%3%-%6%9%6%8%

a

34035153631-61211-5302440Don't know
96%15%18%14%15%13%-%20%11%14%-%13%13%23%15%

b

*23616694205207-259467-3319480236Answered
5.0027.0420.9425.6927.9722.15-28.4329.2420.44-24.3328.2224.5627.04Mean

aaa
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2nd Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
56572682141819668374304Unweighted total
77572391881722637368277Weighted total

123511199983128321320-24%
11%30%56%66%47%52%51%36%48%39%46%48%

4--24841661216185225-49%
59%-%-%26%20%22%33%28%19%23%26%19%

-22-27102281382950-74%
-%33%44%-%11%5%13%10%13%18%12%11%

a

2*--2211--2722275-100%
30%7%-%-%9%6%-%-%3%9%3%8%

-2-1302816118940Don't know
-%31%-%9%13%15%3%26%17%11%13%15%

75562091601716536560236Answered
45.5437.4824.1816.6528.5021.8319.6120.3522.4431.4022.7427.04Mean

aac
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
260448268-86290178299262292272290304Unweighted total
230476241-78262160271235262248260277Weighted total

119131120-38126771321111281201281320-24%
52%29%25%50%-%49%48%48%49%47%49%49%49%48%

a

4310248-15522749464945495225-49%
19%21%30%20%-%19%20%17%18%19%19%18%19%19%

218*27-5271828282928272950-74%
9%18%2%11%-%7%10%11%10%12%11%11%10%11%

185*20-6211322201818182275-100%
8%10%4%8%-%8%8%8%8%8%7%7%7%8%

3010227-133726403139373840Don't know
13%22%39%11%-%17%14%16%15%13%15%15%15%15%

200364214-65225135231204224211222236Answered
25.9832.9025.9126.67-25.0326.8827.0526.9427.7925.7626.1525.5427.04Mean
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
12517925610376220735567156304Unweighted total
1251522315415719030667*65277Weighted total

5082113*203490925**211320-24%
40%54%49%4%48%60%47%29%38%2%100%32%48%

baa

341942*109359126-165225-49%
27%12%18%5%24%15%18%29%18%91%-%24%19%

a

11182126224316--162950-74%
9%12%9%39%15%4%13%9%24%-%-%24%11%

c

1391823214761-62275-100%
11%6%8%41%7%3%7%22%9%8%-%10%8%

bc

16243713102737--740Don't know
13%16%16%11%6%18%14%11%11%-%-%11%15%

1081281944384716327597*58236Answered
29.3425.1026.2370.0726.1618.4826.7843.4833.0135.915.0034.7227.04Mean

cbc
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

l*k*j*i*hg*f*e*d*cbaSignificance Level: 95%
322929211630171728183631304Unweighted total
373025241724111921193120277Weighted total

212117971068788101320-24%
55%68%71%39%42%44%57%44%33%40%26%48%48%

b

835254*664915225-49%
22%9%18%7%30%19%1%33%29%20%30%4%19%

aa

2423-1416*422950-74%
5%14%10%11%-%2%42%7%27%1%14%8%11%

22-4*3--14242275-100%
7%7%-%17%1%11%-%-%4%22%7%20%8%

41*656*3237440Don't know
10%2%1%25%28%24%1%17%7%17%23%20%15%

333024181218111619162416236Answered
23.7123.4217.5937.1116.6430.0631.9523.2929.9035.8331.3530.2027.04Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 40  (continuation)                                                                                                                                                    Page 792

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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
90676285304Unweighted total
92655070277Weighted total

592721261320-24%
64%42%42%36%48%

abc

151112145225-49%
17%17%24%20%19%

931162950-74%
10%5%23%9%11%

acd

571102275-100%
5%11%1%15%8%

bbd

51651440Don't know
5%25%10%21%15%

bdd

87484556236Answered
21.9029.2628.1132.3127.04Mean

d
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2nd Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*d*c*b*ae*dcbaSignificance Level: 95%
381114281214826428074222Unweighted total
11610281620451195115Weighted total

61277511327320-24%
54%9%20%24%44%25%26%15%30%29%28%

**3242*11151725-49%
3%8%27%6%24%12%12%10%14%15%15%

12*323111131750-74%
6%39%3%10%11%17%23%24%11%14%15%

4151636124374375-100%
35%11%50%55%22%33%29%30%35%39%38%

*2-1-3*1135Don't know
3%33%-%4%-%13%10%22%9%3%5%

aa

11410271617341092109Answered
44.7756.4758.6565.5637.1053.8451.9962.2750.7854.4354.34Mean
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Table 41                                                                                                                                                                    Page 794

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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*mlkj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2234321341617111913427819222Unweighted total

688938791211320717115Weighted total

3332311424*426320-24%
55%33%39%25%9%10%44%19%36%8%19%30%35%28%

1*1152224*2--21725-49%
19%1%10%16%26%31%26%30%4%87%-%-%15%15%

l

1221221**2-4*21750-74%
13%28%26%13%26%8%3%1%22%-%19%2%14%15%

j

1213933264*12364375-100%
13%31%18%41%33%49%26%48%34%5%60%38%35%38%

k

-*14*****-*2*5Don't know
-%6%7%5%6%3%2%2%4%-%2%30%2%5%

677898781211320516109Answered
30.9951.0742.5857.1156.3061.8541.1462.9250.1628.7268.7263.6252.8054.34Mean
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fe*d*c*b*aSignificance Level: 95%
35187591639136530205296222Unweighted total
1210318974727216111101115Weighted total

627626115271*5*320-24%
49%26%35%27%24%17%82%48%9%43%55%6%28%

agh

*17116113-2*-*-1725-49%
2%16%5%17%23%12%-%14%2%-%5%-%15%

bb

41321566****311750-74%
31%13%10%15%13%23%7%2%3%9%30%54%15%

ae

1428351711*5911*4375-100%
5%41%47%36%36%39%3%33%82%48%9%15%38%

b

141512*1*-**5Don't know
13%4%3%5%3%9%7%4%4%-%1%24%5%

a

109917924524215101101109Answered
29.6156.9359.1153.4554.3659.0913.2342.8389.3056.8632.7056.5054.34Mean
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
8050914218222Unweighted total
4226474111115Weighted total

9914230320-24%
22%36%30%48%27%28%

7462151725-49%
17%15%13%50%14%15%

845-171750-74%
20%14%10%-%15%15%

15919*434375-100%
35%34%41%2%39%38%

2*3-55Don't know
6%1%6%-%5%5%

3926444105109Answered
54.4151.3855.7926.9455.3954.34Mean
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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: 12/07/19



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%
1189410217205--2--15101104222Unweighted total

55509*8107--*--84760115Weighted total

19113*330--*--21614320-24%
34%22%28%100%35%28%-%-%100%-%-%32%34%23%28%

b

116--215-----2961725-49%
20%12%-%-%27%14%-%-%-%-%-%28%19%10%15%

98--*17-----*981750-74%
16%15%-%-%3%15%-%-%-%-%-%3%19%13%15%

12256-241-----210314375-100%
22%49%66%-%27%38%-%-%-%-%-%28%21%52%38%

cbbi

411-15-----1315Don't know
7%2%6%-%9%4%-%-%-%-%-%9%7%2%5%

51509*7102--*--74458109Answered
43.1662.8771.0714.3047.2454.84--14.30--48.8742.5064.1154.34Mean

cbbi
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-137932170180100108222184215222Unweighted total
-*233179090405711593108115Weighted total

-**1*72431915322428320-24%
-%100%9%24%10%42%27%34%23%26%28%26%26%28%

----221315781715171725-49%
-%-%-%-%70%13%14%16%17%13%15%16%16%15%

--2**11396111715171750-74%
-%-%91%3%7%7%15%10%14%18%15%16%15%15%

---2*5353116204334414375-100%
-%-%-%73%11%33%39%34%39%35%38%37%38%38%

----*155345455Don't know
-%-%-%-%3%5%5%5%7%7%5%5%5%5%

-*233168685375410988103109Answered
-1.0045.7875.4544.9549.0155.1849.0256.9953.5954.3455.0255.6554.34Mean
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcb*a*h*g*f*e*d*c*baSignificance Level: 95%
2117613012-----12105222Unweighted total
*53331514-----**57115Weighted total

-161222-----**15320-24%
-%29%37%16%18%-%-%-%-%-%100%74%26%28%

b

-1142*-------81725-49%
-%20%13%13%1%-%-%-%-%-%-%-%13%15%

-754*------*101750-74%
-%12%17%30%2%-%-%-%-%-%-%26%18%15%

d

*179511-------204375-100%
100%32%29%34%79%-%-%-%-%-%-%-%36%38%

-311*-------45Don't know
-%6%4%7%1%-%-%-%-%-%-%-%7%5%

*50311414-----**53109Answered
77.1050.3747.5660.0677.44-----10.0027.6853.8854.34Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 41  (continuation)                                                                                                                                                    Page 800

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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*d*c*baSignificance Level: 95%
62162220053649-19292436222Unweighted total
31121010529326-6141126115Weighted total

1324283210-5253320-24%
24%28%41%27%10%81%40%-%72%13%48%13%28%

c

-171165-3-14*31725-49%
-%15%6%16%17%-%10%-%8%28%2%11%15%

*17*166*5-1*191750-74%
3%15%3%16%19%8%19%-%13%3%5%33%15%

24143913*7-*45114375-100%
69%37%44%37%45%11%27%-%7%31%45%41%38%

*5153-1--3**5Don't know
5%5%6%5%9%-%5%-%-%24%1%1%5%

3106910026325-6111125109Answered
78.4853.6952.0654.5565.8031.2942.74-21.3853.4951.5062.5854.34Mean

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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcba*ba*ba*b*aSignificance Level: 95%
-572068825837492514222Unweighted total
-201064284951985115Weighted total

-528104113844320-24%
-%26%26%23%48%23%51%43%50%76%28%

-4171117-11*1725-49%
-%17%16%25%11%14%-%5%8%5%15%

-7166*10*2**1750-74%
-%34%15%15%6%20%2%13%6%1%15%

ab

-4411221827214375-100%
-%19%38%28%28%37%35%38%29%14%38%

c

-154131*1*5Don't know
-%4%5%9%7%7%12%1%7%3%5%

-201023984651975109Answered
-47.7455.4850.1739.0255.9846.1249.3038.8422.6354.34Mean
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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 - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
715522294184215-357779-4317173222Unweighted total
3751155193108-184740-169137115Weighted total

*2832122428-51212-52411320-24%
3%36%28%23%26%26%-%29%25%30%-%33%26%30%28%

2171781517-558-31591725-49%
66%23%15%15%16%16%-%27%12%19%-%20%17%24%15%

b

*141781517-3106-41541750-74%
6%19%15%16%16%15%-%15%22%14%-%25%16%11%15%

-1243203441-51811-333104375-100%
-%15%38%39%37%38%-%26%38%28%-%18%37%27%38%

bc

155445-*14-1435Don't know
25%7%5%7%5%5%-%3%3%10%-%5%4%8%5%

2701094788103-174537-158734109Answered
30.2237.6454.3456.7555.0255.65-44.2156.1347.18-40.2654.6246.9954.34Mean

bc
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
-2391462032520555081222Unweighted total
-*25711051511242546115Weighted total

-**3272852889320-24%
-%50%8%51%38%27%30%18%34%32%20%28%

a

---21713445571725-49%
-%-%-%47%24%12%29%41%22%22%16%15%

a

--*-1316313581750-74%
-%-%8%-%18%15%20%13%14%22%18%15%

-*2-10433363184375-100%
-%50%83%-%13%41%18%26%24%11%40%38%

bb

---*55**2335Don't know
-%-%-%3%7%5%3%3%7%14%8%5%

-*25671001510222143109Answered
-50.5074.0915.8336.3756.9441.4545.7344.4935.7058.8854.34Mean

bbc
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
189334193-69213145219184219203219222Unweighted total

9915198-281107211188111101111115Weighted total

294*31-929213223302630320-24%
29%24%11%32%-%31%27%29%29%26%27%25%27%28%

161*14-5171217141717171725-49%
16%6%26%14%-%19%16%17%15%16%15%17%15%15%

143-12-6171117141717171750-74%
14%17%-%12%-%23%15%15%15%15%15%16%15%15%

376138-7412339324137414375-100%
37%38%63%39%-%23%38%32%36%37%37%37%37%38%

c

32-3-155555555Don't know
3%15%-%3%-%4%5%7%5%6%5%5%5%5%

b

9613194-27105671068310697106109Answered
53.8158.2261.2754.00-43.4754.9551.4353.1554.7354.6655.2054.6654.34Mean

c
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Franked/metered mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*acb*ab*a*baSignificance Level: 95%
79143176112850147254412345222Unweighted total
308495415356812232123115Weighted total

92322199195101-11320-24%
29%28%23%20%62%25%27%43%45%38%-%47%28%

21514*310521***1725-49%
6%18%15%8%17%28%8%16%3%13%41%2%15%

bb

41316**61012*-21750-74%
12%15%17%4%1%17%15%6%11%9%-%10%15%

15283723931381*84375-100%
51%33%40%63%19%27%45%25%37%39%59%37%38%

ac

155**1311--15Don't know
2%6%5%4%1%3%5%10%4%-%-%4%5%

308090415346511222122109Answered
60.0252.2157.5673.3828.9649.0559.1841.6548.3552.2869.1747.8454.34Mean
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
17142914142419828141526222Unweighted total

910129119558151113115Weighted total

134341211364320-24%
12%32%38%31%38%7%30%30%10%20%52%30%28%

2212-**-34*21725-49%
26%24%7%21%-%3%3%-%36%25%4%18%15%

12132211**211750-74%
9%20%13%29%20%26%12%14%3%3%21%9%15%

5251553317254375-100%
52%23%41%16%40%63%52%55%17%48%16%39%38%

********311*5Don't know
1%1%1%2%1%3%2%2%34%4%7%3%5%

910118118545141013109Answered
65.6242.3157.6042.5756.1681.1064.1258.4841.9358.2437.1350.5554.34Mean
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
60525555222Unweighted total
31281738115Weighted total

98413320-24%
28%26%21%33%28%

62361725-49%
18%7%17%17%15%

47141750-74%
14%25%8%10%15%

b

12116144375-100%
38%40%37%36%38%

*1325Don't know
1%2%16%5%5%

cd

30281437109Answered
55.0759.4454.6349.7254.34Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*d*c*b*ae*dcbaSignificance Level: 95%
381118271914829407983231Unweighted total
115122425194510102121Weighted total

*11662**217190-24%
1%10%8%27%25%11%3%7%16%17%16%

*-*3-2*117925-49%
1%-%3%12%-%9%5%13%9%7%7%

12*734112202450-74%
7%44%2%28%14%20%22%23%17%20%20%

101107139225536275-100%
88%11%87%28%54%48%58%37%49%52%51%

*2*122*1157Don't know
3%36%1%5%7%12%11%21%9%5%6%

a

1141223231734997114Answered
87.4352.5182.6650.4662.3465.9674.6665.0963.1464.8565.01Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 42                                                                                                                                                                    Page 809

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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3233381281514132014420721231Unweighted total

7109949691611315519121Weighted total

*3*162***--7*6190-24%
2%28%3%17%24%3%1%1%-%-%48%5%31%16%

kmkm

*117*3***-2-2925-49%
3%6%7%8%2%42%1%1%2%-%14%-%11%7%

3221741*65-2-*2450-74%
35%15%22%19%45%9%3%35%40%-%12%-%2%20%

j

4564723810634296275-100%
59%47%62%50%24%44%93%63%54%100%24%50%46%51%

**16*****-*227Don't know
1%5%6%6%5%3%2%2%4%-%2%45%11%6%

7109889691611315317114Answered
77.0558.7373.6563.8354.7352.1178.9282.6375.2175.7441.1476.2456.3065.01Mean

jl

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 42  (continuation)                                                                                                                                                    Page 810

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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fe*d*cb*aSignificance Level: 95%
341976716410133333174337231Unweighted total
1110925964926*2181132121Weighted total

*1941649*6*-*-190-24%
2%17%15%16%8%36%41%26%2%-%1%-%16%

bbhbh

183651-**-3-925-49%
7%7%12%6%10%3%-%1%1%-%21%-%7%

eg

320321116-31*312450-74%
29%19%11%22%22%22%-%12%10%11%23%34%20%

6561547268*1271716275-100%
52%51%60%49%53%31%17%58%82%89%54%51%51%

gg

161732*1*--*7Don't know
11%5%2%7%7%9%41%3%5%-%-%15%6%

1010424894624*2181132114Answered
73.2564.2068.0764.1871.3845.7333.4362.2288.5382.9466.1278.4765.01Mean

gg

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 42  (continuation)                                                                                                                                                    Page 811

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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
78531003228231Unweighted total
3730554117121Weighted total

865217190-24%
22%20%10%49%15%16%

a

42327925-49%
12%6%5%49%6%7%

9410-242450-74%
26%14%18%-%20%20%

131832*626275-100%
35%59%58%2%53%51%

cc

2*5-77Don't know
6%1%9%-%6%6%

b

3430504110114Answered
55.0462.9173.1525.9566.4865.01Mean

c

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 42  (continuation)                                                                                                                                                    Page 812

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: 12/07/19



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%
11710311316215--21-13101114231Unweighted total

5956619112--**-94962121Weighted total

1081*217--*--2810190-24%
16%15%20%19%21%16%-%-%30%-%-%21%16%16%16%

53--27-----233925-49%
9%6%-%-%22%6%-%-%-%-%-%23%7%5%7%

1310*-*23-----*13102450-74%
23%18%2%-%2%21%-%-%-%-%-%2%27%16%20%

26332*557--**-422366275-100%
45%59%40%81%48%51%-%-%70%100%-%46%44%58%51%

cb

412-16-----1337Don't know
7%2%37%-%7%6%-%-%-%-%-%8%7%5%6%

5555419105--**-84659114Answered
59.4870.3367.3063.2260.6565.37--56.3075.00-60.4859.2570.1365.01Mean

cb

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 42  (continuation)                                                                                                                                                    Page 813

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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-5361236169192112107231174221231Unweighted total
-42331494100485312188115121Weighted total

-2-2*31215610191517190-24%
-%52%-%55%7%22%13%15%13%18%16%17%15%16%

--*--26546989925-49%
-%-%8%-%-%16%7%5%8%11%7%10%8%7%

--2*2218201192419232450-74%
-%-%84%2%56%11%19%20%23%17%20%21%20%20%

-2*116515523246240596275-100%
-%48%9%42%34%45%54%54%47%47%51%45%51%51%

----*166547677Don't know
-%-%-%-%2%5%7%6%10%7%6%7%6%6%

-4233138894444911482108114Answered
-50.7952.3342.3268.1757.1467.8666.9463.8660.4165.0160.4765.6965.01Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 42  (continuation)                                                                                                                                                    Page 814

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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcb*a*h*g*f*e*d*c*baSignificance Level: 95%
-1106341171--1--3103231Unweighted total
-49332712*--*--*52121Weighted total

-9236-------10190-24%
-%18%5%12%45%-%-%-%-%-%-%-%18%16%

c

-35**-------6925-49%
-%6%16%1%2%-%-%-%-%-%-%-%11%7%

bd

-986*------*92450-74%
-%19%25%23%1%-%-%-%-%-%-%21%18%20%

-2516146*--*--*246275-100%
-%51%50%53%51%100%-%-%100%-%-%79%46%51%

-313*-------47Don't know
-%6%4%11%1%-%-%-%-%-%-%-%7%6%

-46312412*--*--*48114Answered
-63.9063.8473.9754.8575.00--75.00--77.3760.2165.01Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 42  (continuation)                                                                                                                                                    Page 815

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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*d*c*baSignificance Level: 95%
62252220954449-23252138231Unweighted total
31181011127223-912922121Weighted total

-19*197*3-2*34190-24%
-%16%1%17%25%5%12%-%27%3%34%16%16%

*9263*3-2**3925-49%
3%7%25%6%9%4%13%-%26%3%4%11%7%

-24*234*5-11172450-74%
-%20%3%21%15%4%22%-%9%6%12%29%20%

35965511211-47496275-100%
93%50%65%50%41%87%48%-%39%60%49%42%51%

*7173-1--3**7Don't know
4%6%6%6%10%-%5%-%-%27%1%1%6%

3111910424222-99922114Answered
81.9664.5369.8664.5757.8573.5361.81-46.3874.9255.8862.3165.01Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 42  (continuation)                                                                                                                                                    Page 816

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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*ba*b*aSignificance Level: 95%
-472157530778462815231Unweighted total
-17113371141419115121Weighted total

-217419-512190-24%
-%12%15%11%7%21%-%26%8%42%16%

-49523*42-925-49%
-%21%8%14%22%8%2%23%22%-%7%

ba

-422618-11*2450-74%
-%25%20%16%9%20%-%7%10%5%20%

-6581671849636275-100%
-%38%52%44%58%43%83%44%56%49%51%

-175*31***7Don't know
-%4%6%14%4%8%15%1%4%3%6%

b

-16107321138419115114Answered
-54.3665.5760.7369.5257.7684.3954.1769.2349.6565.01Mean

c

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 42  (continuation)                                                                                                                                                    Page 817

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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
823116190174221-328275-3916860231Unweighted total
3121844388115-144239-148534121Weighted total

*191891517-197-3138190-24%
9%16%21%22%17%15%-%7%22%17%-%19%15%24%16%

*97389-256-184925-49%
5%7%8%8%10%8%-%17%13%14%-%5%10%13%7%

2242161923-397-41952450-74%
57%20%25%15%21%20%-%25%21%17%-%33%22%15%20%

a

*6231214059-71717-540126275-100%
6%51%38%48%45%51%-%50%40%43%-%40%47%34%51%

a

177467-*14-1657Don't know
23%6%8%8%7%6%-%2%3%9%-%4%7%14%6%

2114774082108-144136-137929114Answered
52.9165.0154.7159.8160.4765.69-59.3356.0657.46-54.9961.8449.8165.01Mean

aa

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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 - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
-23122211472116516764231Unweighted total
-*2711777138203137121Weighted total

--2217161*358190-24%
-%-%96%27%14%21%4%2%17%17%22%16%

----9911333925-49%
-%-%-%-%8%12%5%7%14%9%9%7%

-*-*2318314662450-74%
-%52%-%3%19%24%24%12%19%21%16%20%

-**5612786913176275-100%
-%48%4%69%53%35%64%75%43%42%44%51%

a

---*77**2337Don't know
-%-%-%2%6%9%3%3%7%11%9%6%

-*2711070138192834114Answered
-71.6314.3163.2966.3053.7167.4971.3356.4060.1257.4765.01Mean

a

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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 - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
198333198-64222146229194229210229231Unweighted total
103181103-271177311998119113119121Weighted total

145118-41791715171717190-24%
14%28%59%18%-%15%15%13%15%15%15%15%15%16%

b

9*-7-29898999925-49%
8%1%-%7%-%6%8%11%7%8%7%8%7%7%

212-20-724824172424242450-74%
21%12%-%20%-%25%20%11%20%18%20%21%20%20%

aa

548*53-14604262516258626275-100%
52%47%41%51%-%51%51%58%52%52%52%51%52%51%

52-5-175777677Don't know
5%12%-%5%-%4%6%6%6%7%6%6%6%6%

9816198-261106811291112107112114Answered
65.8959.4543.3464.56-60.7365.6466.2765.9265.1865.9865.2365.9865.01Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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 - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*acb*ab*a*baSignificance Level: 95%
80151188162461149214410244231Unweighted total
3487101713426712221220121Weighted total

91016*311545*-5190-24%
28%11%16%4%20%2%22%35%22%7%-%24%16%

ac

3662*26*4*-4925-49%
10%6%6%32%1%6%9%2%19%12%-%21%7%

8162021111021*-12450-74%
23%18%20%34%5%26%15%21%6%7%-%5%20%

1349512926334111296275-100%
38%57%50%28%73%60%49%33%49%74%100%46%51%

b

177**3311--17Don't know
2%8%7%2%1%6%5%10%4%-%-%4%6%

338194713406410211220114Answered
55.0169.1265.3650.7769.9475.0761.7047.0358.3867.2379.3856.6465.01Mean

bb

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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 - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
232027191720131027161722231Unweighted total
14121015104361215139121Weighted total

41*34*-3*3*1190-24%
30%5%4%22%44%2%-%42%2%22%1%6%16%

2*13-2--*-**925-49%
16%2%10%17%-%46%-%-%1%-%4%5%7%

34151*11*2232450-74%
24%34%13%31%7%10%55%10%3%15%16%30%20%

4773411399956275-100%
29%59%72%17%47%36%41%46%73%59%72%55%51%

*-*2****311*7Don't know
1%-%2%12%2%5%4%1%22%4%7%4%6%

131210139436914129114Answered
49.7271.7075.7643.7045.8562.2072.4456.8588.3566.2681.3675.3665.01Mean
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
70565055231Unweighted total
35282037121Weighted total

5834190-24%
14%27%13%11%16%

a

34*1925-49%
10%15%*%3%7%

bab

96272450-74%
24%20%12%19%20%

18812236275-100%
51%30%61%63%51%

ccc

*2327Don't know
1%8%13%5%6%

dd

35261835114Answered
64.4047.1475.5573.7065.01Mean

ccc

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 42  (continuation)                                                                                                                                                    Page 823

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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
31-4515258924Unweighted total
**-372*111214Weighted total

*---4*-**550-24%
48%-%-%-%62%19%-%12%31%40%37%

---1-*--**125-49%
-%-%-%19%-%10%-%-%20%4%5%

---2***-*2250-74%
-%-%-%63%3%15%45%-%17%16%16%

**-12**-*4575-100%
52%100%-%18%29%23%55%-%32%36%34%

----*1-1-*1Don't know
-%-%-%-%7%33%-%88%-%4%8%

**-361**11113Answered
55.43100.00-65.7442.4651.1368.1810.0050.0456.0655.52Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 43                                                                                                                                                                    Page 824

PPI - PPI 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3141633-4--31224Unweighted total
1*11112-4--*2214Weighted total

*-14---4--*--50-24%
25%-%48%38%-%-%-%97%-%-%40%-%-%37%

-**----------125-49%
-%100%16%-%-%-%-%-%-%-%-%-%-%5%

---2*--*----2250-74%
-%-%-%19%26%-%-%3%-%-%-%-%92%16%

1--4*2----*2-575-100%
75%-%-%37%33%92%-%-%-%-%29%100%-%34%

--*1**----*-*1Don't know
-%-%36%6%40%8%-%-%-%-%31%-%8%8%

1*111*2-4--*2213Answered
68.4625.0016.6958.9882.3197.97-16.34--42.44100.0070.0055.52Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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PPI - PPI 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
71751972-112-2-24Unweighted total
1135932-8*-*-14Weighted total

*5-52--3--*-50-24%
10%39%-%54%61%-%-%39%-%-%32%-%37%

*1-11--*----125-49%
10%4%-%7%17%-%-%1%-%-%-%-%5%

*22--2-**---250-74%
18%16%48%-%-%78%-%2%45%-%-%-%16%

*523*1-4--*-575-100%
27%35%41%31%5%22%-%51%-%-%68%-%34%

*1*11--**---1Don't know
35%6%10%8%16%-%-%6%55%-%-%-%8%

1124932-7*-*-13Answered
56.7755.4583.0942.5124.3474.35-60.4660.00-71.64-55.52Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 43  (continuation)                                                                                                                                                    Page 826

PPI - PPI 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
116712324Unweighted total

635*1414Weighted total

32*-550-24%
47%82%2%-%37%37%

****1125-49%
2%4%9%100%4%5%

**2-2250-74%
2%7%36%-%16%16%

2*3-5575-100%
35%4%50%-%35%34%

1**-11Don't know
15%4%3%-%9%8%

535*1313Answered
48.5225.0278.1225.0055.7655.52Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 43  (continuation)                                                                                                                                                    Page 827

PPI - PPI 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
17521717--1--610724Unweighted total

752*311--*--34714Weighted total

32--23-----21250-24%
45%40%-%-%79%26%-%-%-%-%-%82%21%28%37%

**-**1--*---**125-49%
3%9%-%100%4%5%-%-%100%-%-%-%3%7%5%

*2---2------*2250-74%
5%37%-%-%-%20%-%-%-%-%-%-%8%26%16%

212-*4-----*22575-100%
35%10%92%-%17%39%-%-%-%-%-%18%47%34%34%

1**--1------1*1Don't know
12%3%8%-%-%11%-%-%-%-%-%-%21%5%8%

652*310--*--33713Answered
48.3047.17100.0049.0025.1464.03--49.00--24.2368.7761.8355.52Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 43  (continuation)                                                                                                                                                    Page 828

PPI - PPI 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-1-1-41823141624231724Unweighted total
-*-*-311126101413714Weighted total

-----2352455250-24%
-%-%-%-%-%76%28%42%39%45%37%38%33%37%

-*----11*-1*1125-49%
-%100%-%-%-%-%5%6%3%-%5%2%9%5%

------2222222250-74%
-%-%-%-%-%-%20%18%34%22%16%16%29%16%

---*-*4313551575-100%
-%-%-%100%-%14%39%24%15%29%34%36%14%34%

-----*111*1111Don't know
-%-%-%-%-%10%8%10%9%4%8%9%14%8%

-*-*-210116101312613Answered
-49.00-100.00-22.5962.9947.7949.3751.5855.5256.6848.3355.52Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 43  (continuation)                                                                                                                                                    Page 829

PPI - PPI 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-13551-----131224Unweighted total
-635*-----*2714Weighted total

-212*-----*2250-24%
-%39%22%43%100%-%-%-%-%-%100%84%32%37%

-*-*---------125-49%
-%3%-%10%-%-%-%-%-%-%-%-%-%5%

-2----------2250-74%
-%37%-%-%-%-%-%-%-%-%-%-%30%16%

-*22-------*3575-100%
-%8%74%40%-%-%-%-%-%-%-%16%34%34%

-1**--------*1Don't know
-%12%3%7%-%-%-%-%-%-%-%-%5%8%

-534*-----*2713Answered
-43.3377.6454.951.00-----5.0022.5962.1855.52Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 43  (continuation)                                                                                                                                                    Page 830

PPI - PPI 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-243214210-833224Unweighted total
-14*133*7-5*4114Weighted total

-5*5-*4-2*2-50-24%
-%37%24%37%-%37%64%-%46%70%50%-%37%

-1*1--------125-49%
-%5%24%4%-%-%-%-%-%-%-%-%5%

-2-22*--*-2-250-74%
-%16%-%16%72%63%-%-%7%-%47%-%16%

-5*51-2-2*-1575-100%
-%34%52%34%19%-%35%-%47%30%-%67%34%

-1-1*-*---**1Don't know
-%8%-%9%9%-%2%-%-%-%3%33%8%

-13*123*7-5*4113Answered
-55.5258.8455.4073.5739.5543.75-54.8432.8744.0890.0055.52Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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PPI - PPI 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-61211214-62224Unweighted total
-362*10-1**14Weighted total

-*2**4-***50-24%
-%4%43%9%32%45%-%29%32%45%37%

-**1---*--125-49%
-%4%4%30%-%-%-%24%-%-%5%

-22*-2-*-*250-74%
-%72%34%8%-%23%-%21%-%55%16%

-**1*3-**-575-100%
-%6%9%30%68%28%-%26%68%-%34%

-*11-*----1Don't know
-%14%10%24%-%4%-%-%-%-%8%

-252*9-1**13Answered
-65.3945.7152.2669.6550.96-48.2669.6533.6855.52Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 43  (continuation)                                                                                                                                                    Page 832

PPI - PPI 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
11724162317-71112-10201224Unweighted total
*91410137-375-611314Weighted total

*55452-*22-15*50-24%
100%59%37%45%38%33%-%10%31%45%-%12%45%6%37%

-*1-*1-----***125-49%
-%2%5%-%2%9%-%-%-%-%-%2%2%6%5%

-22222--2*--2*250-74%
-%25%16%22%16%29%-%-%28%6%-%-%18%9%16%

-*5351-332-432575-100%
-%2%34%29%36%14%-%86%40%42%-%73%26%59%34%

-11*11-***-1111Don't know
-%12%8%4%9%14%-%4%1%7%-%14%9%20%8%

*81310126-375-510313Answered
5.0031.2755.5251.5856.6848.33-86.1861.3856.50-84.3948.6382.6155.52Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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PPI - PPI 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
--2-1319251241124Unweighted total
--*-711*472714Weighted total

--*-45**22250-24%
-%-%37%-%58%46%21%6%33%83%31%37%

----**-----125-49%
-%-%-%-%3%2%-%-%-%-%-%5%

--*-22-22*2250-74%
-%-%63%-%27%18%-%46%30%6%28%16%

----*3-22*3575-100%
-%-%-%-%2%25%-%46%31%7%40%34%

----11*****1Don't know
-%-%-%-%10%9%79%3%5%4%1%8%

--*-710*472713Answered
--39.55-33.1248.191.0080.0660.8017.6161.4655.52Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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PPI - PPI 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
186220-102214242023222324Unweighted total
122*13-5134141113131314Weighted total

41-5-*4*5244450-24%
35%46%-%40%-%6%34%7%37%21%34%34%34%37%

1*-1--1111111125-49%
5%7%-%5%-%-%5%16%5%6%5%5%5%5%

2**2-22222222250-74%
16%11%100%15%-%39%17%52%16%20%17%17%17%16%

5--4-25*55555575-100%
39%-%-%33%-%45%35%2%34%43%36%36%36%34%

11-1-111111111Don't know
5%37%-%7%-%10%9%22%8%9%9%8%9%8%

121*12-5123131012121213Answered
58.3522.1460.0053.88-79.2457.0755.2455.5266.0157.8457.8457.8455.52Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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PPI - PPI 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
121220222157511524Unweighted total

86122*11211**114Weighted total

325-*-5**--*50-24%
35%39%43%-%37%-%41%15%33%-%-%39%37%

1-1*--****-*125-49%
8%-%5%5%-%-%4%17%14%100%-%33%5%

-2*2**2**--*250-74%
-%37%1%95%63%21%16%14%24%-%-%28%16%

415--14-*-*-575-100%
50%13%41%-%-%79%35%-%30%-%100%-%34%

111---11----1Don't know
7%10%10%-%-%-%4%54%-%-%-%-%8%

75102*11211**113Answered
59.5749.7553.3968.9239.5583.7254.9433.6048.1549.00100.0030.0455.52Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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PPI - PPI 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
21412212116124Unweighted total
2*2**1*1*24*14Weighted total

2-2----1--*-50-24%
81%-%89%-%-%-%-%100%-%-%5%-%37%

*----*-----*125-49%
19%-%-%-%-%16%-%-%-%-%-%100%5%

--*-------2-250-74%
-%-%7%-%-%-%-%-%-%-%46%-%16%

--*-*1---22-575-100%
-%-%4%-%100%84%-%-%-%100%43%-%34%

-*-*--*-*-*-1Don't know
-%100%-%100%-%-%100%-%100%-%6%-%8%

2-2-*1-1-24*13Answered
12.81-25.79-89.1579.41-9.07-100.0079.3949.0055.52Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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PPI - PPI 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
754824Unweighted total
511614Weighted total

4-1*50-24%
77%-%71%4%37%

**-*125-49%
9%9%-%2%5%

*--2250-74%
3%-%-%32%16%

*1-4575-100%
2%77%-%59%34%

****1Don't know
9%14%29%4%8%

511613Answered
19.1783.119.0785.2155.52Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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PPI - PPI 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
2-157121561325Unweighted total
2-*592*111719Weighted total

-----*-*-220-24%
-%-%-%-%-%16%-%29%-%9%10%

2--2*1***4425-49%
95%-%-%41%2%30%100%10%42%22%22%

---12----2250-74%
-%-%-%11%22%-%-%-%-%14%13%

*-*24*--*7875-100%
5%-%100%48%49%22%-%-%58%42%40%

----21-1-23Don't know
-%-%-%-%27%32%-%60%-%13%15%

2-*561**11516Answered
41.78-100.0064.8978.8548.3540.0015.2168.2264.2163.09Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 44                                                                                                                                                                    Page 839

PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
4161431-2112-425Unweighted total
1*2161*-2222-719Weighted total

---2*-------220-24%
-%-%-%12%38%-%-%-%-%-%-%-%23%10%

*-*4*--*-2--2425-49%
13%-%4%26%25%-%-%6%-%100%-%-%26%22%

--12----2----250-74%
-%-%23%12%-%-%-%-%100%-%-%-%-%13%

1*16---2--2-2875-100%
87%100%52%36%-%-%-%94%-%-%95%-%25%40%

--*2**----*-23Don't know
-%-%20%15%38%100%-%-%-%-%5%-%26%15%

1*214*--2222-516Answered
81.22100.0077.0559.9721.88--86.8050.0040.0095.00-50.7163.09Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 44  (continuation)                                                                                                                                                    Page 840

PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
421718102-101-2-25Unweighted total
11951494-6*-1-19Weighted total

-2-2*--2----20-24%
-%10%-%13%3%-%-%28%-%-%-%-%10%

*42222-**---425-49%
31%22%48%14%21%51%-%6%100%-%-%-%22%

-2-22-------250-74%
-%13%-%17%27%-%-%-%-%-%-%-%13%

*7*822-3--1-875-100%
37%40%2%52%21%49%-%57%-%-%100%-%40%

*3212--*----3Don't know
31%15%50%4%27%-%-%8%-%-%-%-%15%

*1621474-5*-1-16Answered
65.7563.0334.2968.0661.0162.17-64.6940.00-83.58-63.09Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 44  (continuation)                                                                                                                                                    Page 841

PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
135712425Unweighted total
1036*1919Weighted total

2-*-220-24%
16%-%4%-%10%10%

**4-4425-49%
2%6%61%-%23%22%

1-2-2250-74%
5%-%30%-%13%13%

52**8875-100%
50%90%2%100%40%40%

3**-33Don't know
26%4%3%-%15%15%

836*1616Answered
73.1689.6539.5875.0063.0163.09Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 44  (continuation)                                                                                                                                                    Page 842

PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
19511619--1--513625Unweighted total
1162*415--*--46819Weighted total

2---2*-----2*-20-24%
17%-%-%-%37%2%-%-%-%-%-%38%4%-%10%

122**4--*---*4425-49%
5%30%100%100%2%29%-%-%100%-%-%-%6%46%22%

12--12-----1-2250-74%
5%30%-%-%12%13%-%-%-%-%-%12%-%23%13%

7*--25-----25*875-100%
65%7%-%-%49%37%-%-%-%-%-%50%77%6%40%

12---3------123Don't know
8%33%-%-%-%20%-%-%-%-%-%-%13%25%15%

1042*412--*--46616Answered
74.8445.5340.0049.0060.2564.17--49.00--60.5186.4443.8263.09Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 44  (continuation)                                                                                                                                                    Page 843

PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-3---51722121625251725Unweighted total
-2---4121571019191419Weighted total

-----2-2-222220-24%
-%-%-%-%-%44%-%11%-%19%10%10%14%10%

-*---*4422444425-49%
-%4%-%-%-%2%33%28%31%23%22%22%30%22%

-1----2211222250-74%
-%21%-%-%-%-%15%16%7%5%13%13%18%13%

-2---24425883875-100%
-%75%-%-%-%47%30%26%28%50%40%40%18%40%

-----*332*3333Don't know
-%-%-%-%-%6%21%19%33%4%15%15%20%15%

-2---4101251016161116Answered
-86.74---54.8760.4854.0061.3362.4163.0963.0949.5263.09Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 44  (continuation)                                                                                                                                                    Page 844

PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-14542----1111325Unweighted total
-1134*----2*2619Weighted total

-2*------2--*20-24%
-%15%8%-%-%-%-%-%-%100%-%-%4%10%

-2-2--------2425-49%
-%21%-%43%-%-%-%-%-%-%-%-%36%22%

--21--------1250-74%
-%-%57%12%-%-%-%-%-%-%-%-%8%13%

-512*-----*23875-100%
-%40%32%42%100%-%-%-%-%-%100%100%46%40%

-3**--------*3Don't know
-%23%3%4%-%-%-%-%-%-%-%-%6%15%

-934*----2*2616Answered
-62.1458.7066.8599.59----20.0075.0090.0064.4563.09Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 44  (continuation)                                                                                                                                                    Page 845

PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-254214210-742325Unweighted total
-192173*7-612119Weighted total

-22**-2-2*--20-24%
-%10%84%2%10%-%22%-%27%20%-%-%10%

-4-42**-*-2*425-49%
-%22%-%25%79%63%1%-%5%-%95%11%22%

-2-2--1----1250-74%
-%13%-%14%-%-%7%-%-%-%-%60%13%

-8*7-*5-41--875-100%
-%40%16%43%-%37%68%-%67%80%-%-%40%

-3-3*-*---**3Don't know
-%15%-%17%10%-%1%-%-%-%5%30%15%

-162142*7-612116Answered
-63.0929.9667.6028.3153.0173.59-71.0571.0030.0059.7563.09Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 44  (continuation)                                                                                                                                                    Page 846

PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-71410313-93425Unweighted total
-511528-32119Weighted total

--2*2*-22-20-24%
-%-%17%5%89%3%-%50%89%-%10%

-222-2-*-*425-49%
-%39%18%41%-%28%-%11%-%21%22%

--2--1-1-1250-74%
-%-%21%-%-%6%-%16%-%42%13%

-131*5-1**875-100%
-%14%22%13%11%58%-%23%11%37%40%

-222-*----3Don't know
-%47%22%42%-%4%-%-%-%-%15%

-39328-32116Answered
-44.5651.7247.5727.4770.54-43.7127.4764.5763.09Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 44  (continuation)                                                                                                                                                    Page 847

PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
12515152517-51210-9221325Unweighted total
*191091914-183-415819Weighted total

-2-*22--*2--2*20-24%
-%10%-%3%10%14%-%-%3%57%-%-%13%3%10%

-42244--2*--22425-49%
-%22%23%27%22%30%-%-%26%9%-%-%15%31%22%

-2-122--1---2-250-74%
-%13%-%6%13%18%-%-%7%-%-%-%16%-%13%

*85583-151-263875-100%
100%40%48%59%40%18%-%91%62%22%-%39%38%33%40%

-33*33-***-3323Don't know
-%15%29%4%15%20%-%9%1%11%-%61%19%32%15%

*16781611-183-212516Answered
75.0063.0972.1770.9663.0949.52-84.9871.3938.85-85.6062.1964.5663.09Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 44  (continuation)                                                                                                                                                    Page 848

PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-12-211444710425Unweighted total
-2*-16101336419Weighted total

-2--2----*-20-24%
-%100%-%-%12%-%-%-%-%4%-%10%

--*-22-22*2425-49%
-%-%63%-%14%22%-%74%70%4%49%22%

----2----1-250-74%
-%-%-%-%15%-%-%-%-%9%-%13%

--*-7511152875-100%
-%-%37%-%43%49%79%22%18%81%49%40%

----33*****3Don't know
-%-%-%-%16%30%21%4%12%2%3%15%

-2*-1471236416Answered
-20.0053.01-65.3972.9785.9943.3042.9384.5560.3863.09Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1213320-82316252224232425Unweighted total

910216-51712191819181919Weighted total

*22*--**2222220-24%
3%17%84%2%-%-%2%2%10%11%10%10%10%10%

22*4-24444444425-49%
23%22%16%24%-%42%25%35%22%24%23%23%23%22%

2--2--2222222250-74%
26%-%-%12%-%-%14%16%13%11%13%13%13%13%

25-8-17387777875-100%
24%55%-%46%-%13%41%25%40%39%38%38%38%40%

21-3-233333333Don't know
25%6%-%16%-%46%17%22%15%15%16%15%16%15%

79214-3149161516161616Answered
56.2368.3023.1968.67-44.5666.9556.3663.0961.9262.0262.0262.0263.09Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
151018431159631825Unweighted total
1091432*163121319Weighted total

*22---*2-2-220-24%
3%19%14%-%-%-%2%50%-%72%-%59%10%

2222**4***-*425-49%
20%25%15%67%8%100%25%8%26%5%-%13%22%

-221--2--11-250-74%
-%28%14%18%-%-%15%-%-%23%100%-%13%

625*2-711--1875-100%
54%23%37%16%92%-%44%23%74%-%-%28%40%

2*3---21----3Don't know
23%5%21%-%-%-%14%19%-%-%-%-%15%

881132*133121316Answered
76.0350.4361.8446.2393.8340.0067.6841.0769.8931.7165.0039.7063.09Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
42211113116225Unweighted total
41221**3*24*19Weighted total

---------2-*20-24%
-%-%-%-%-%-%-%-%-%100%-%72%10%

*-2-------2*425-49%
2%-%100%-%-%-%-%-%-%-%46%28%22%

2---1-------250-74%
42%-%-%-%100%-%-%-%-%-%-%-%13%

2*-2-*-3--*-875-100%
56%50%-%100%-%100%-%100%-%-%5%-%40%

-*----*-*-2-3Don't know
-%50%-%-%-%-%100%-%100%-%49%-%15%

4*221*-3-22*16Answered
70.7990.0040.0095.0065.0075.00-97.50-20.0035.8920.9063.09Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
835925Unweighted total
723619Weighted total

---220-24%
-%-%-%30%10%

2--2425-49%
29%-%-%33%22%

21--250-74%
25%21%-%-%13%

323*875-100%
40%79%90%3%40%

*-*23Don't know
6%-%10%34%15%

723416Answered
62.9987.8297.5028.4463.09Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
3-15-8242917Unweighted total
2-*9-1*1*1516Weighted total

2--2-*--*880-24%
91%-%-%24%-%19%-%-%100%52%50%

*----***--*25-49%
9%-%-%-%-%34%54%33%-%-%2%

-----*-*--*50-74%
-%-%-%-%-%9%-%19%-%-%1%

--*4-*-*-5575-100%
-%-%100%49%-%16%-%33%-%32%31%

---2-***-23Don't know
-%-%-%27%-%22%46%14%-%16%16%

2-*6-1***1213Answered
4.14-90.0063.45-40.0225.0060.3110.5038.2938.40Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 45                                                                                                                                                                    Page 854

Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1221212-3114--17Unweighted total
*11152*-4*26--16Weighted total

**-82--2--4--80-24%
100%16%-%52%100%-%-%46%-%-%66%-%-%50%

---*-*--*----*25-49%
-%-%-%3%-%50%-%-%100%-%-%-%-%2%

---*---*-----*50-74%
-%-%-%1%-%-%-%3%-%-%-%-%-%1%

-1-4-*-2-2---575-100%
-%84%-%30%-%50%-%51%-%100%-%-%-%31%

--12------2--3Don't know
-%-%100%14%-%-%-%-%-%-%34%-%-%16%

*1-132*-4*24--13Answered
20.0083.87-36.272.0057.50-54.8925.0090.002.05--38.40Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
1162156-25--4-17Unweighted total
*161158-*5--2-16Weighted total

-8-84--2--2-80-24%
-%50%-%52%47%-%-%41%-%-%84%-%50%

-*-*------*-*25-49%
-%2%-%2%-%-%-%-%-%-%16%-%2%

-*-**-------*50-74%
-%1%-%1%1%-%-%-%-%-%-%-%1%

-5144-*1----575-100%
-%32%100%28%51%-%50%11%-%-%-%-%31%

*2-3*-*2----3Don't know
100%15%-%17%1%-%50%49%-%-%-%-%16%

-131138-*2--2-13Answered
-38.4097.5235.1251.51-90.0022.77--5.56-38.40Mean
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
1232-1717Unweighted total
1222-1616Weighted total

422-880-24%
34%88%92%-%50%50%

**--**25-49%
2%8%-%-%2%2%

*---**50-74%
1%-%-%-%1%1%

5-*-5575-100%
41%-%8%-%31%31%

3*--33Don't know
22%3%-%-%16%16%

922-1313Answered
53.303.059.81-38.4038.40Mean
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
143-2512--11-39317Unweighted total
142-2313--2*-110216Weighted total

62--*8-----*6280-24%
42%93%-%-%3%61%-%-%-%-%-%14%54%93%50%

*--***---*--*-*25-49%
3%-%-%8%6%1%-%-%-%100%-%-%2%-%2%

*---*------*--*50-74%
1%-%-%-%3%-%-%-%-%-%-%14%-%-%1%

5--232--2--12-575-100%
37%-%-%92%87%17%-%-%100%-%-%72%21%-%31%

2*---3------2*3Don't know
18%7%-%-%-%20%-%-%-%-%-%-%23%7%16%

112-2310--2*-18213Answered
45.222.90-84.6084.6124.06--90.0025.00-84.6329.712.9038.40Mean
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
111-211115141217141517Unweighted total
22*-**1112131016131416Weighted total

------848486680-24%
-%-%-%-%-%-%71%33%59%42%50%44%42%50%

--*---********25-49%
-%-%100%-%-%-%2%3%3%4%2%3%3%2%

----*--*--*-**50-74%
-%-%-%-%58%-%-%1%-%-%1%-%1%1%

22---*1543555575-100%
100%100%-%-%-%100%5%41%33%28%31%37%36%31%

----*-33133233Don't know
-%-%-%-%42%-%23%22%5%26%16%16%19%16%

22*-**9913713111113Answered
90.0095.0025.00-70.0090.0010.5053.4635.5939.0038.4044.5944.8638.40Mean
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
184311--1-11917Unweighted total
28132*--*-*1916Weighted total

-6*-2-----*-480-24%
-%72%11%-%100%-%-%-%-%-%100%-%45%50%

-*-*-*--*---**25-49%
-%3%-%6%-%100%-%-%100%-%-%-%2%2%

-*-----------*50-74%
-%1%-%-%-%-%-%-%-%-%-%-%-%1%

2-*3-------12575-100%
100%-%19%94%-%-%-%-%-%-%-%100%25%31%

-21---------33Don't know
-%24%71%-%-%-%-%-%-%-%-%-%28%16%

26*32*--*-*1613Answered
95.006.3656.9187.953.0025.00--25.00-20.00100.034.7538.40Mean
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-17710219-731117Unweighted total
-16511**9-71*216Weighted total

-826-*4-2-*280-24%
-%50%45%51%-%100%43%-%30%-%100%100%50%

-**---*-*---*25-49%
-%2%8%-%-%-%4%-%5%-%-%-%2%

-*-*--------*50-74%
-%1%-%1%-%-%-%-%-%-%-%-%1%

-5-5*-3-3*--575-100%
-%31%-%45%50%-%27%-%38%21%-%-%31%

-32**-2-21--3Don't know
-%16%47%2%50%-%25%-%27%79%-%-%16%

-13311**7-5**213Answered
-38.406.7346.1790.0020.0038.02-52.8490.001.003.0038.40Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-714875197317Unweighted total
-412755*75316Weighted total

-26422-42280-24%
-%46%49%59%45%40%-%59%45%73%50%

-****--**-*25-49%
-%5%3%3%8%-%-%5%8%-%2%

-***------*50-74%
-%2%1%1%-%-%-%-%-%-%1%

--5--3-1-1575-100%
-%-%41%-%-%57%-%7%-%20%31%

-2132**22*3Don't know
-%48%6%37%47%4%100%29%47%7%16%

-211435-53213Answered
-7.7544.869.026.7357.19-14.666.7323.1938.40Mean
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
171114111415-5911-512817Unweighted total
1671581314-368-210616Weighted total

848266-*24-24480-24%
50%56%52%27%44%42%-%4%37%54%-%81%42%63%50%

******-***-****25-49%
2%5%1%5%3%3%-%7%7%5%-%8%4%3%2%

*-*--*--------*50-74%
1%-%1%-%-%1%-%-%-%-%-%-%-%-%1%

5*4355-131--5-575-100%
31%2%28%35%37%36%-%18%45%9%-%-%52%-%31%

333323-213-**23Don't know
16%36%17%32%16%19%-%71%12%32%-%10%3%34%16%

1341251111-155-29413Answered
38.4010.9535.2853.0544.5944.86-71.9751.7817.16-4.1453.286.7038.40Mean
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-111111214105717Unweighted total
-2*1610*463516Weighted total

--*-24-222280-24%
-%-%100%-%35%40%-%50%37%70%37%50%

----**--****25-49%
-%-%-%-%6%4%-%-%7%7%7%2%

-----*-----*50-74%
-%-%-%-%-%1%-%-%-%-%-%1%

---135--1-2575-100%
-%-%-%100%46%48%-%-%12%-%43%31%

-2--11*23113Don't know
-%100%-%-%12%7%100%50%44%23%13%16%

--*159-232413Answered
--20.00100.0056.4550.97-2.9226.224.0449.4938.40Mean
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
125214-81514171617161717Unweighted total
115410-61214161416141616Weighted total

8*24-4668686880-24%
68%2%50%39%-%63%49%43%50%42%50%42%50%50%

**-*-*********25-49%
2%4%-%4%-%3%3%3%2%3%2%3%2%2%

*--*--********50-74%
1%-%-%1%-%-%1%1%1%1%1%1%1%1%

32-5--3555555575-100%
24%49%-%49%-%-%25%35%31%36%31%36%31%31%

1221-233333333Don't know
5%45%50%7%-%33%22%19%16%19%16%19%16%16%

11329-4911131113111313Answered
28.2081.981.0053.46-3.0833.7142.4938.4044.8138.4044.8138.4038.40Mean
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
89926-9882-817Unweighted total
5119*6-7971-716Weighted total

266-2-264--480-24%
35%57%62%-%34%-%30%63%60%-%-%60%50%

**-**-*-**-**25-49%
3%2%-%54%3%-%6%-%3%25%-%3%2%

*-*---*-----*50-74%
2%-%1%-%-%-%2%-%-%-%-%-%1%

323*2-23-1--575-100%
55%19%29%46%33%-%31%31%-%75%-%-%31%

*21-2-2*3--33Don't know
5%22%8%-%30%-%32%5%37%-%-%37%16%

589*4-4941-413Answered
55.7127.8133.2755.0947.16-47.4233.833.9381.44-3.9338.40Mean
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Nov' 2018Oct' 2018Aug' 2018Jul' 2018Total base

*i*h*g*f*e*d*c*b*aSignificance Level: 95%
34212112117Unweighted total
42423**1*16Weighted total

224----**80-24%
48%80%100%-%-%-%-%17%100%50%

**-------*25-49%
4%8%-%-%-%-%-%-%-%2%

-*-------*50-74%
-%4%-%-%-%-%-%-%-%1%

2*--3----575-100%
48%7%-%-%100%-%-%-%-%31%

---2-***-3Don't know
-%-%-%100%-%100%100%83%-%16%

424-3--**13Answered
48.0213.205.50-91.92--20.001.0038.40Mean
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
752317Unweighted total
78*116Weighted total

44-*80-24%
60%45%-%30%50%

*---*25-49%
6%-%-%-%2%

*---*50-74%
2%-%-%-%1%

23--575-100%
33%33%-%-%31%

-2**3Don't know
-%22%100%70%16%

76-*13Answered
35.5142.25-10.5038.40Mean
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
1206196255307479571163068471326Unweighted total

554383294408618153911591220Weighted total

2-1161*-12021This is a negative to me
4%-%1%*%1%1%1%-%2%2%2%

b

This is not important to
me - don't mind if not

1141417466123126132offered
20%8%17%6%11%9%8%15%7%11%11%

abdbbb

This is mandatory to me
61524599616259271287- a must have

11%35%29%20%24%26%29%30%24%23%24%

beeee

This is a ‘nice to have’
, but I can live without

27162611099182511348366it being offered
50%37%32%37%24%29%25%32%28%30%30%

abcaa

This is a 'great to
have' - makes a
difference and can sway

9817107161213415393414my decision
16%20%21%37%40%35%36%23%39%34%34%

cdecdeccc

152441166257375824664701NET Important
27%55%50%56%63%61%66%53%63%57%57%

eeece
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
1621811748098076891587827139481141326Unweighted total

5773631027989310720010527178751451220Weighted total

12118*286*--2-21This is a negative to me
2%2%1%2%*%2%7%3%*%-%-%2%-%2%

aceijklmc

This is not important to
me - don't mind if not

86511367112310621722132offered
14%8%8%11%6%8%11%12%9%23%12%9%15%11%

kk

This is mandatory to me
1619924331231646263401345287- a must have
28%26%15%24%32%25%15%23%24%10%22%17%31%24%

gkgkkgkgk

This is a ‘nice to have’
, but I can live without

10172231731204253298613142366it being offered
18%23%35%31%32%22%39%26%28%28%34%41%29%30%

hlmlmmfhlmlmhlmm

This is a 'great to
have' - makes a
difference and can sway

222927337294031724010562336414my decision
38%40%42%33%30%43%28%36%38%38%31%30%25%34%

aaagja

3748365796163471186513963681701NET Important
66%67%57%56%62%68%44%59%62%49%54%48%56%57%

bcgjbcgjgggbcggg

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 46  (continuation)                                                                                                                                                    Page 870

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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcb*aSignificance Level: 95%
17811483649626011063726513133124271326Unweighted total
1221098262958536118252901142995121220Weighted total

219101191-542*-21This is a negative to me
2%2%4%1%2%*%-%2%4%6%*%-%2%

abbg

This is not important to
me - don't mind if not

2111134985715427143122132offered
17%10%13%10%11%13%15%9%12%9%12%13%11%

a

This is mandatory to me
342525623114522376144183287- a must have
28%23%21%24%27%19%11%26%12%12%19%24%24%

dfdf

This is a ‘nice to have’
, but I can live without

2534180286145481176465332366it being offered
20%31%30%30%27%41%43%26%40%17%35%20%30%

bcehcehcehc

This is a 'great to
have' - makes a
difference and can sway

40374833321793381053616325414my decision
33%34%31%35%33%28%31%36%32%56%33%43%34%

bdefgh

7562613956232554101815020508701NET Important
61%57%53%59%61%46%42%63%44%68%53%67%57%

dfgdfgdfg

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 46  (continuation)                                                                                                                                                    Page 871
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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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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3272117803712891326Unweighted total
2931957215111691220Weighted total

5*1541721This is a negative to me
2%*%2%7%1%2%

a

This is not important to
me - don't mind if not

2561014128132offered
9%3%14%7%11%11%

bbc

This is mandatory to me
756014615272287- a must have
25%31%20%30%23%24%

a

This is a ‘nice to have’
, but I can live without

716423114352366it being offered
24%33%32%27%30%30%

cc

This is a 'great to
have' - makes a
difference and can sway

1166522815399414my decision
40%33%32%29%34%34%

a

19112537430671701NET Important
65%64%52%58%57%57%

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*dcbaSignificance Level: 95%
2906863507391287--4213225110361326Unweighted total
2036183995201200--32*1518310171220Weighted total

4126--21------41721This is a negative to me
2%2%1%-%-%2%-%-%-%-%-%-%2%2%2%

This is not important to
me - don't mind if not

136059-*132-----*13119132offered
6%10%15%-%*%11%-%-%-%-%-%1%7%12%11%

bcjbj

This is mandatory to me
7313480312275--2*-961214287- a must have
36%22%20%53%59%23%-%-%88%10%-%61%33%21%24%

ababiabiai

This is a ‘nice to have’
, but I can live without

5519012027359--*2-449311366it being offered
27%31%30%45%32%30%-%-%12%90%-%28%27%31%30%

This is a 'great to
have' - makes a
difference and can sway

58223134*2412----*256356414my decision
29%36%33%2%8%34%-%-%-%-%100%10%31%35%34%

ccjcjcj

131356214314687--2**11117570701NET Important
64%58%54%55%67%57%-%-%88%10%100%71%64%56%57%

aai
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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%
1842436881165935435517132681812181326Unweighted total
2841421591111829370488122072211001220Weighted total

---21*1916452191721This is a negative to me
-%-%-%13%2%*%2%2%1%1%2%1%2%2%

This is not important to
me - don't mind if not

---**213084263213262118132offered
-%-%-%3%1%3%12%10%7%6%11%9%11%11%

bddede

This is mandatory to me
24*371725320390140287186251287- a must have

100%44%4%25%33%29%23%25%24%29%24%26%23%24%

ac

This is a ‘nice to have’
, but I can live without

-425621327249129140366229345366it being offered
-%48%49%37%29%36%29%30%35%29%30%32%31%30%

d

This is a 'great to
have' - makes a
difference and can sway

-123719382277119171414237370414my decision
-%8%47%21%34%32%34%33%32%35%34%33%34%34%

24261436635481210311701423621701NET Important
100%52%51%47%67%61%57%58%57%64%57%59%56%57%

acef
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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%
62533233434012-1126124951326Unweighted total
6161284336434*-**32114701220Weighted total

-21611-------521This is a negative to me
-%1%*%2%3%-%-%-%-%-%-%-%1%2%

c

This is not important to
me - don't mind if not

-12244353-------32132offered
-%7%8%13%12%-%-%-%-%-%-%-%7%11%

dd

This is mandatory to me
244648593*-**229128287- a must have

26%27%23%25%21%100%-%100%100%47%81%78%27%24%

This is a ‘nice to have’
, but I can live without

2539686130------2138366it being offered
35%33%34%26%30%-%-%-%-%-%-%18%29%30%

b

This is a 'great to
have' - makes a
difference and can sway

25199115146----2**168414my decision
39%32%35%34%34%-%-%-%-%53%19%4%36%34%

495163200239*-**329296701NET Important
65%59%57%60%55%100%-%100%100%100%100%82%63%57%
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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%
141312961230223212732681201142131326Unweighted total
10121092112818012295*581191151951220Weighted total

-21*213-2-*-2321This is a negative to me
-%2%*%2%1%-%1%-%*%-%2%1%2%

This is not important to
me - don't mind if not

*132*13225*7-16816132offered
4%11%1%12%14%1%2%-%2%5%7%8%11%

ba

This is mandatory to me
52814224552386*16342961287- a must have

51%23%45%22%29%25%29%72%28%28%25%31%24%

a

This is a ‘nice to have’
, but I can live without

43622434248389-20373350366it being offered
39%30%26%30%27%23%30%-%35%31%28%26%30%

This is a 'great to
have' - makes a
difference and can sway

141426388536111*20424365414my decision
6%34%28%34%30%51%38%28%35%35%37%34%34%

6695676341059197*367672126701NET Important
56%57%73%56%58%76%67%100%63%64%63%65%57%

a
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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%
-158114740112938818219122511326Unweighted total
-119104236112935916198118421220Weighted total

--146*4-**-21This is a negative to me
-%-%1%2%*%1%-%*%*%-%2%

This is not important to
me - don't mind if not

-1911037230*42-132offered
-%16%11%10%1%8%3%2%2%-%11%

abb

This is mandatory to me
-232398254863764916287- a must have
-%19%23%23%42%24%21%38%42%38%24%

a

This is a ‘nice to have’
, but I can live without

-33327119291114502810366it being offered
-%28%31%33%23%31%27%25%23%24%30%

This is a 'great to
have' - makes a
difference and can sway

-44353118431288683916414my decision
-%37%34%33%34%36%49%34%33%38%34%

-6759219997214111438832701NET Important
-%56%57%55%76%60%70%73%75%76%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:)
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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%
1886710444388161218-106369328-1247383161326Unweighted total
177319654007221100-97345305-916573021220Weighted total

-11194917-114-19*21This is a negative to me
-%2%2%1%1%2%-%1%*%1%-%1%1%*%2%

This is not important to
me - don't mind if not

2811073162118-62317-75528132offered
11%11%11%8%9%11%-%6%7%5%-%8%8%9%11%

This is mandatory to me
9193216107185251-199391-1616985287- a must have

53%26%22%27%26%23%-%19%27%30%-%17%26%28%24%

accc

This is a ‘nice to have’
, but I can live without

3193305117229345-3010389-3420297366it being offered
14%26%32%29%32%31%-%31%30%29%-%37%31%32%30%

b

This is a 'great to
have' - makes a
difference and can sway

4253317140237370-42125104-3422292414my decision
22%35%33%35%33%34%-%44%36%34%-%37%34%30%34%

13446534247422621-61218194-50390177701NET Important
75%61%55%62%58%56%-%63%63%64%-%55%59%58%57%

a
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1018232982194656592362103161326Unweighted total
1121182369888547602121702911220Weighted total

----1313--22421This is a negative to me
-%-%-%-%2%1%-%-%1%1%2%2%

This is not important to
me - don't mind if not

--4-72931518921132offered
-%-%24%-%10%10%1%8%9%6%7%11%

This is mandatory to me
61546187200813645165287- a must have

56%69%20%25%27%23%18%22%30%30%22%24%

aaa

This is a ‘nice to have’
, but I can live without

*2481882812021615097366it being offered
2%10%23%34%27%32%42%35%29%30%33%30%

b

This is a 'great to
have' - makes a
difference and can sway

546923729818216657103414my decision
41%20%33%42%34%34%39%35%31%34%36%34%

111910154254982734130108168701NET Important
98%90%52%66%61%56%57%57%61%64%58%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
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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%
1143183351161-3231253762130610871289111912851326Unweighted total
1035185421046-259115569511979811178100111751220Weighted total

211-19-1215211421152121This is a negative to me
2%*%-%2%-%*%2%1%2%1%2%1%2%2%

ac

This is not important to
me - don't mind if not

12756114-29121761329312597125132offered
12%3%14%11%-%11%10%11%11%10%11%10%11%11%

a

This is mandatory to me
2246318245-60273176280233278252278287- a must have

22%34%44%23%-%23%24%25%23%24%24%25%24%24%

ba

This is a ‘nice to have’
, but I can live without

309578306-74344196361299353306352366it being offered
30%31%20%29%-%29%30%28%30%31%30%31%30%30%

This is a 'great to
have' - makes a
difference and can sway

355599363-95396241404342401332398414my decision
34%32%22%35%-%37%34%35%34%35%34%33%34%34%

57812328607-155669417683574679584677701NET Important
56%66%66%58%-%60%58%60%57%59%58%58%58%57%

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%
51980711186013624294713418353141881326Unweighted total
48873210455112023087211216945151771220Weighted total

111021-*714-*---21This is a negative to me
2%1%2%-%*%3%2%-%*%-%-%-%2%

a

This is not important to
me - don't mind if not

64681213825100732*4132offered
13%9%12%6%6%11%11%6%2%4%1%2%11%

a

This is mandatory to me
107180234183565179436118564287- a must have

22%25%22%35%29%28%21%39%36%41%32%36%24%

cbbc

This is a ‘nice to have’
, but I can live without

137229313143763268333816841366it being offered
28%31%30%28%31%28%31%29%22%36%51%23%30%

This is a 'great to
have' - makes a
difference and can sway

16924535616417031130679368414my decision
35%34%34%32%34%30%36%26%39%20%16%38%34%

aa

276425590347513449073128277133701NET Important
56%58%56%67%63%58%56%65%76%60%48%75%57%

a
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1131171281061041299382126106941281326Unweighted total
115136861161148677958612987931220Weighted total

*2223262**-121This is a negative to me
*%2%2%2%3%3%7%2%*%*%-%1%2%

abcdkl

This is not important to
me - don't mind if not

1318141779510109713132offered
11%13%16%14%6%11%7%10%12%7%8%14%11%

cfh

This is mandatory to me
434224212815221112252618287- a must have
38%31%27%18%24%17%29%12%14%19%30%20%24%

acdeghiacdegidegdedegdeg

This is a ‘nice to have’
, but I can live without

303623283336193028492431366it being offered
26%26%26%24%29%42%25%31%33%38%27%33%30%

bfhijklfil

This is a 'great to
have' - makes a
difference and can sway

293724494223254336453030414my decision
25%28%28%42%37%27%33%45%42%35%35%32%34%

gjklgjklgjkl

728047707038485448705648701NET Important
63%59%55%60%61%44%61%57%55%54%64%52%57%

gggggg
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
3583393013281326Unweighted total
3373172593081220Weighted total

578121This is a negative to me
1%2%3%*%2%

aa

This is not important to
me - don't mind if not

44332529132offered
13%11%10%9%11%

This is mandatory to me
109634569287- a must have

32%20%17%22%24%

abc

This is a ‘nice to have’
, but I can live without

889877104366it being offered
26%31%30%34%30%

d

This is a 'great to
have' - makes a
difference and can sway

90115104105414my decision
27%36%40%34%34%

ddd

200178149174701NET Important
59%56%58%57%57%
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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%
1206196255307479571163068471326Unweighted total

554383294408618153911591220Weighted total

22*941**12324This is a negative to me
4%4%*%3%1%2%2%2%2%2%2%

a

This is not important to
me - don't mind if not

1311439629126183192offered
25%3%17%13%15%15%16%14%16%16%16%

abdddd

This is mandatory to me
18193082108172411351368- a must have
32%43%37%28%27%28%27%29%27%30%30%

ab

This is a ‘nice to have’
, but I can live without

1613287710216269294311it being offered
29%31%34%26%25%26%26%36%22%25%25%

abe

This is a 'great to
have' - makes a
difference and can sway

681187132182313308326my decision
11%19%13%30%32%29%29%19%33%27%27%

cecdecac

232741169241354723659693NET Important
43%63%49%57%59%57%56%48%60%57%57%

eeec
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
1621811748098076891587827139481141326Unweighted total

5773631027989310720010527178751451220Weighted total

22*20-22622-2424This is a negative to me
3%3%*%2%-%2%2%3%2%7%-%2%3%2%

cckcc

This is not important to
me - don't mind if not

1010141581691736211191524192offered
17%13%23%15%16%10%16%18%20%4%11%19%17%16%

chjl

This is mandatory to me
14211332029353859216582151368- a must have
25%29%20%31%30%38%36%29%20%23%32%28%36%30%

ekekmekkkek

This is a ‘nice to have’
, but I can live without

161816261311128503412451535311it being offered
28%25%25%25%32%12%26%25%32%43%25%20%24%25%

hhhhhhhhhh

This is a 'great to
have' - makes a
difference and can sway

15212026921352348276562330326my decision
26%30%32%26%22%37%21%24%26%23%32%31%20%27%

aafgija

29423358950706110748121144481693NET Important
51%58%52%57%52%75%57%54%46%46%64%59%56%57%

aefgijklekm

m
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcb*aSignificance Level: 95%
17811483649626011063726513133124271326Unweighted total
1221098262958536118252901142995121220Weighted total

12311135-*1142**24This is a negative to me
1%2%4%1%1%-%*%4%4%8%*%4%2%

abghbghbgh

This is not important to
me - don't mind if not

23169461467611843274212192offered
19%15%18%15%14%9%34%15%24%13%22%19%16%

cegheghgh

This is mandatory to me
363328128715049399207325368- a must have
29%30%31%30%28%42%11%34%18%25%33%41%30%

dfdfhdfdf

This is a ‘nice to have’
, but I can live without

302816124914440960277203311it being offered
24%26%23%26%27%34%38%21%24%23%21%21%25%

bebe

This is a 'great to
have' - makes a
difference and can sway

332936326316018476359222326my decision
27%27%24%27%30%15%17%26%31%31%23%15%27%

gggg

686251445503106771765516537693NET Important
56%57%55%57%58%57%28%61%48%56%56%55%57%

dffdffff
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3272117803712891326Unweighted total
2931957215111691220Weighted total

611722224This is a negative to me
2%1%2%5%2%2%

This is not important to
me - don't mind if not

29191426186192offered
10%10%20%12%16%16%

bc

This is mandatory to me
1246217511357368- a must have

42%32%24%21%31%30%

aba

This is a ‘nice to have’
, but I can live without

574321017294311it being offered
19%22%29%32%25%25%

bc

This is a 'great to
have' - makes a
difference and can sway

786917615311326my decision
27%35%24%29%27%27%

ac

20113235126667693NET Important
69%67%49%51%57%57%

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
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Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
2906863507391287--4213225110361326Unweighted total
2036183995201200--32*1518310171220Weighted total

4911**24--*--*42024This is a negative to me
2%1%3%5%2%2%-%-%9%-%-%1%2%2%2%

This is not important to
me - don't mind if not

149187-1191-----113178192offered
7%15%22%-%4%16%-%-%-%-%-%5%7%18%16%

cbcbjbj

This is mandatory to me
901997928359--*2-682278368- a must have
44%32%20%47%41%30%-%-%9%100%-%40%45%27%30%

abaai

This is a ‘nice to have’
, but I can live without

50153108*7303--*--743261311it being offered
25%25%27%2%35%25%-%-%4%-%-%45%23%26%25%

abi

This is a 'great to
have' - makes a
difference and can sway

4516511524322--2-*142281326my decision
22%27%29%46%18%27%-%-%79%-%100%9%23%28%27%

cc

135365194512681--22*7123558693NET Important
67%59%49%93%59%57%-%-%88%100%100%49%67%55%57%

abaaci
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
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Number 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%
1842436881165935435517132681812181326Unweighted total
2841421591111829370488122072211001220Weighted total

----2*2210712492224This is a negative to me
-%-%-%-%8%1%2%1%2%*%2%1%2%2%

abddddd

This is not important to
me - don't mind if not

-1*131186114504119292175192offered
-%6%4%4%16%2%17%14%14%8%16%13%16%16%

bbddddbd

This is mandatory to me
-223526329257118194368252331368- a must have
-%21%49%21%25%44%30%31%32%40%30%35%30%30%

aacefac

This is a ‘nice to have’
, but I can live without

-42981927021791119311170283311it being offered
-%47%46%63%36%31%24%26%25%24%25%24%26%25%

This is a 'great to
have' - makes a
difference and can sway

22-2313304232103132326199289326my decision
100%25%-%12%15%22%27%28%28%27%27%28%26%27%

2425939633489221327693451620693NET Important
100%46%49%33%40%66%57%59%60%67%57%63%56%57%

ccacefac
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62533233434012-1126124951326Unweighted total
6161284336434*-**32114701220Weighted total

223513------*124This is a negative to me
26%1%1%1%3%-%-%-%-%-%-%2%*%2%

This is not important to
me - don't mind if not

-17356477-------41192offered
-%11%12%19%18%-%-%-%-%-%-%-%9%16%

cdcd

This is mandatory to me
*61106100100*-**227184368- a must have
3%38%37%30%23%100%-%100%100%47%77%59%39%30%

ababa

This is a ‘nice to have’
, but I can live without

-467376115-----*4115311it being offered
-%29%26%23%27%-%-%-%-%-%12%34%24%25%

This is a 'great to
have' - makes a
difference and can sway

5346891128----2*1129326my decision
71%21%24%27%30%-%-%-%-%53%12%5%28%27%

d

595174191229*-**327313693NET Important
74%59%61%57%53%100%-%100%100%100%88%64%67%57%

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%
141312961230223212732681201142131326Unweighted total
10121092112818012295*581191151951220Weighted total

-24*241-*-*-1-24This is a negative to me
-%2%*%2%*%-%*%-%1%-%1%-%2%

This is not important to
me - don't mind if not

2190718513227-461021192offered
18%16%7%16%7%13%9%-%7%5%8%11%16%

b

This is mandatory to me
536333334815109*21504875368- a must have

43%30%36%30%45%41%37%72%37%42%42%38%30%

This is a ‘nice to have’
, but I can live without

23092328743570-13263049311it being offered
17%26%25%25%24%44%24%-%23%22%26%25%25%

This is a 'great to
have' - makes a
difference and can sway

23232929743*89*19362750326my decision
22%27%31%26%24%2%30%28%32%30%24%25%27%

7687626311245198*408775124693NET Important
65%57%67%56%69%43%67%100%69%73%65%64%57%

a
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-158114740112938818219122511326Unweighted total
-119104236112935916198118421220Weighted total

-*213*1-**-24This is a negative to me
-%*%2%1%*%*%-%*%*%-%2%

This is not important to
me - don't mind if not

-131723153621444192offered
-%11%16%9%4%10%12%7%4%8%16%

ab

This is mandatory to me
-40300144471488784323368- a must have
-%34%29%40%36%41%52%39%36%54%30%

bb

This is a ‘nice to have’
, but I can live without

-25278733980149383311it being offered
-%21%27%20%31%22%7%25%32%8%25%

aa

This is a 'great to
have' - makes a
difference and can sway

-4127111137955573312326my decision
-%34%26%31%29%26%30%29%28%29%27%

b

-8157125484243131357535693NET Important
-%68%55%70%65%68%81%68%64%83%57%

bbb
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710444388161218-106369328-1247383161326Unweighted total
177319654007221100-97345305-916573021220Weighted total

-15151922--1---9-24This is a negative to me
-%2%2%*%1%2%-%-%*%-%-%-%1%-%2%

ca

This is not important to
me - don't mind if not

-1411343792175-72828-68623192offered
-%19%14%9%13%16%-%7%8%9%-%7%13%8%16%

abca

This is mandatory to me
11196313163252331-43116135-36217139368- a must have
62%27%32%41%35%30%-%45%34%44%-%39%33%46%30%

bababbb

This is a ‘nice to have’
, but I can live without

*18724893170283-149363-1816263311it being offered
2%26%26%23%24%26%-%14%27%21%-%20%25%21%25%

c

This is a 'great to
have' - makes a
difference and can sway

6192254106199289-3310779-3118477326my decision
36%26%26%27%28%26%-%34%31%26%-%34%28%26%27%

17388567270451620-76222214-67401217693NET Important
98%53%59%67%63%56%-%79%64%70%-%73%61%72%57%

baabbb
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1018232982194656592362103161326Unweighted total
1121182369888547602121702911220Weighted total

---*1514---1-24This is a negative to me
-%-%-%*%2%2%-%-%-%*%-%2%

This is not important to
me - don't mind if not

*3-*13311824201628192offered
2%12%-%1%19%13%5%7%9%10%10%16%

a

This is mandatory to me
51377180280203110059114368- a must have

40%62%40%30%26%32%43%52%47%35%39%30%

bbb

This is a ‘nice to have’
, but I can live without

2184186239910394864311it being offered
21%5%45%17%27%27%19%17%18%28%22%25%

c

This is a 'great to
have' - makes a
difference and can sway

453121842351614534585326my decision
37%22%15%51%26%27%33%24%25%27%29%27%

91810183645143646153104198693NET Important
77%83%55%81%52%58%77%76%72%61%68%57%

bbbb
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1143183351161-3231253762130610871289111912851326Unweighted total
1035185421046-259115569511979811178100111751220Weighted total

222*22-22312221924172424This is a negative to me
2%1%*%2%-%1%2%2%2%2%2%2%2%2%

This is not important to
me - don't mind if not

177157167-2118276189131181134181192offered
17%8%16%16%-%8%16%11%16%13%15%13%15%16%

aac

This is mandatory to me
2967118298-96348248359303354315352368- a must have

29%39%43%28%-%37%30%36%30%31%30%31%30%30%

bbb

This is a ‘nice to have’
, but I can live without

2684310268-60291178305257299263299311it being offered
26%23%23%26%-%23%25%26%26%26%25%26%25%25%

This is a 'great to
have' - makes a
difference and can sway

272537291-80310180321271321273319326my decision
26%29%17%28%-%31%27%26%27%28%27%27%27%27%

56912525589-176658428680574675587671693NET Important
55%67%61%56%-%68%57%62%57%59%57%59%57%57%

babb
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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 - 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%
51980711186013624294713418353141881326Unweighted total
48873210455112023087211216945151771220Weighted total

159222*5172-*--24This is a negative to me
3%1%2%3%*%2%2%2%-%1%-%-%2%

a

This is not important to
me - don't mind if not

8410817859361506115112192offered
17%15%17%10%7%16%17%6%7%10%3%7%16%

aaa

This is mandatory to me
144223309124667246516619672368- a must have

30%30%30%24%38%29%28%45%39%44%42%41%30%

bcbc

This is a ‘nice to have’
, but I can live without

127183260192957227263712240311it being offered
26%25%25%37%25%25%26%23%22%28%15%23%25%

c

This is a 'great to
have' - makes a
difference and can sway

11720927613356523227548653326my decision
24%28%26%25%29%28%27%24%32%18%40%30%27%

a

2624325852582132478771202713125693NET Important
54%59%56%49%68%57%55%69%71%62%82%70%57%

bcbc
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1131171281061041299382126106941281326Unweighted total
115136861161148677958612987931220Weighted total

*4143233**1324This is a negative to me
*%3%1%3%2%2%3%3%*%*%1%4%2%

dd

This is not important to
me - don't mind if not

237132114872417251517192offered
20%5%15%18%12%10%9%25%20%20%18%18%16%

fgkkkfghkfgkfgkkgk

This is mandatory to me
364933313122281519453228368- a must have
31%36%38%26%27%25%36%15%22%35%37%30%30%

ededegdededee

This is a ‘nice to have’
, but I can live without

363317272935192120282520311it being offered
31%24%20%23%26%41%25%22%23%22%29%22%25%

jacdefhijk

This is a 'great to
have' - makes a
difference and can sway

204222343719213330301424326my decision
17%31%26%29%32%22%27%35%34%23%17%26%27%

blblblbglbgl

569155656841494849754652693NET Important
49%67%64%56%60%47%63%50%57%58%53%56%57%

beglglgl
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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
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
3583393013281326Unweighted total
3373172593081220Weighted total

595524This is a negative to me
2%3%2%1%2%

This is not important to
me - don't mind if not

43434858192offered
13%14%18%19%16%

dd

This is mandatory to me
1188362105368- a must have

35%26%24%34%30%

bcbc

This is a ‘nice to have’
, but I can live without

86916073311it being offered
26%29%23%24%25%

This is a 'great to
have' - makes a
difference and can sway

84908368326my decision
25%28%32%22%27%

ad

202173145173693NET Important
60%55%56%56%57%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 47  (continuation)                                                                                                                                                    Page 898

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
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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%
1206196255307479571163068471326Unweighted total

554383294408618153911591220Weighted total

*-2211-*11314This is a negative to me
*%-%2%1%*%1%-%1%2%1%1%

a

This is not important to
me - don't mind if not

10617566610227226236offered
19%15%21%19%16%16%20%13%17%20%19%

This is mandatory to me
1423257779173411293310- a must have
26%53%31%26%19%28%35%26%28%25%25%

abcea

This is a ‘nice to have’
, but I can live without

2610297512916169333349it being offered
48%22%34%26%32%26%16%37%24%29%29%

abcdbded

This is a 'great to
have' - makes a
difference and can sway

441083133172411293310my decision
7%10%12%28%33%28%29%24%29%25%25%

cdecde

182735160212345822586620NET Important
33%63%42%54%52%56%64%50%57%51%51%

ceceeaa
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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)

Columns Tested: a,b,c,d,e - a,b,c,d,e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
1621811748098076891587827139481141326Unweighted total

5773631027989310720010527178751451220Weighted total

11111-*-222-2414This is a negative to me
2%1%1%1%-%*%-%1%2%7%-%2%3%1%

This is not important to
me - don't mind if not

10131420016122042255271636236offered
17%17%22%19%17%13%19%21%24%18%15%21%25%19%

ch

This is mandatory to me
15181326416293062174541834310- a must have
26%25%21%26%17%31%28%31%16%16%30%24%23%25%

eieikei

This is a ‘nice to have’
, but I can live without

17191729631303745429412338349it being offered
30%25%27%29%32%33%34%23%40%35%23%30%26%29%

acfjkl

This is a 'great to
have' - makes a
difference and can sway

14231825634212049197561733310my decision
24%31%28%25%35%23%19%24%18%25%31%23%23%25%

egegeg

29413152050505011136111103567620NET Important
50%56%49%51%51%54%47%55%35%41%62%47%46%51%

eeeeeeeaegjk
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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)

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

babahgfedcb*aSignificance Level: 95%
17811483649626011063726513133124271326Unweighted total
1221098262958536118252901142995121220Weighted total

11351071-42---14This is a negative to me
1%1%2%1%1%1%-%1%2%-%-%-%1%

This is not important to
me - don't mind if not

282093719910811465229152236offered
23%19%14%21%20%9%18%23%19%31%16%15%19%

bgggbg

This is mandatory to me
342766924012646473206275310- a must have
28%25%26%25%24%39%17%25%18%19%28%45%25%

cdefhd

This is a ‘nice to have’
, but I can live without

3431584265152291275475282349it being offered
28%29%32%28%28%24%47%26%41%17%30%13%29%

ceghcegh

This is a 'great to
have' - makes a
difference and can sway

2528567244141325722410253310my decision
21%26%25%25%26%27%18%25%21%33%26%27%25%

595611364842687791454415529620NET Important
49%51%52%51%50%66%35%50%38%52%54%72%51%

ddefhddf
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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)

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%
3272117803712891326Unweighted total
2931957215111691220Weighted total

4-1121214This is a negative to me
1%-%1%4%1%1%

This is not important to
me - don't mind if not

31191839227236offered
10%10%25%18%19%19%

bc

This is mandatory to me
1136113513297310- a must have

39%31%19%25%25%25%

aa

This is a ‘nice to have’
, but I can live without

546523121328349it being offered
18%33%32%41%28%29%

cc

This is a 'great to
have' - makes a
difference and can sway

91501626304310my decision
31%26%22%13%26%25%

a

20511129719601620NET Important
70%57%41%37%51%51%

aba
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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)

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%
2906863507391287--4213225110361326Unweighted total
2036183995201200--32*1518310171220Weighted total

275-*14-----*21214This 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

23102111-1236-----123213236offered
11%16%28%-%3%20%-%-%-%-%-%4%12%21%19%

cbcbcjbcj

This is mandatory to me
821636529301--*2-773228310- a must have
40%26%16%47%44%25%-%-%9%100%-%44%40%22%25%

abaaiaiai

This is a ‘nice to have’
, but I can live without

51171127*5344--*--546298349it being offered
25%28%32%5%27%29%-%-%9%-%-%34%25%29%29%

This is a 'great to
have' - makes a
difference and can sway

451759125305--2-*340266310my decision
22%28%23%48%25%25%-%-%83%-%100%18%22%26%25%

c

127338156514606--32*9112494620NET Important
62%55%39%95%70%51%-%-%91%100%100%61%62%49%51%

abaaiai
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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)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
1842436881165935435517132681812181326Unweighted total
2841421591111829370488122072211001220Weighted total

----**149421471014This is a negative to me
-%-%-%-%*%*%1%1%1%1%1%1%1%1%

This is not important to
me - don't mind if not

-1-299215146574423690214236offered
-%6%-%17%43%15%19%18%15%9%19%13%19%19%

abbddbddbd

This is mandatory to me
-2*152427821996174310220278310- a must have
-%21%4%10%23%41%25%26%26%36%25%31%25%25%

aabcefac

This is a ‘nice to have’
, but I can live without

-246416317235100134349211319349it being offered
-%22%96%40%18%28%29%28%27%28%29%29%29%29%

This is a 'great to
have' - makes a
difference and can sway

24-4310287220112133310192279310my decision
100%50%-%32%16%16%26%27%30%27%25%27%25%25%

ac

26*6834564439208307620413558620NET Important
100%71%4%42%39%57%51%53%56%63%51%57%51%51%

aabcefac
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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)

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%
62533233434012-1126124951326Unweighted total
6161284336434*-**32114701220Weighted total

-*437-------214This is a negative to me
-%*%1%1%2%-%-%-%-%-%-%-%1%1%

This is not important to
me - don't mind if not

224497091-------44236offered
30%15%17%21%21%-%-%-%-%-%-%-%9%19%

This is mandatory to me
259838580*--*225166310- a must have

29%37%29%25%19%46%-%-%100%47%77%42%35%25%

abaa

This is a ‘nice to have’
, but I can live without

-447492139*-*-2*4128349it being offered
-%27%26%27%32%54%-%100%-%53%11%38%27%29%

This is a 'great to
have' - makes a
difference and can sway

3337387115-----*2130310my decision
41%21%26%26%27%-%-%-%-%-%13%20%28%25%

492156171196*--*227296620NET Important
70%58%55%51%45%46%-%-%100%47%89%62%63%51%

aa
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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)

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%
141312961230223212732681201142131326Unweighted total
10121092112818012295*581191151951220Weighted total

-142131-2-*21-14This is a negative to me
-%1%2%1%*%-%1%-%*%1%1%-%1%

This is not important to
me - don't mind if not

42321122511*32-591416236offered
42%19%12%20%6%1%11%-%8%7%12%8%19%

This is mandatory to me
*3103327676593-23563561310- a must have
2%26%36%25%42%38%32%-%39%47%30%31%25%

aaab

This is a ‘nice to have’
, but I can live without

33461933047780*15233165349it being offered
28%29%21%29%26%53%27%72%27%19%27%34%29%

c

This is a 'great to
have' - makes a
difference and can sway

33082728445187*15293653310my decision
28%25%29%25%25%7%30%28%26%25%31%27%25%

3617605601216180*388670113620NET Important
30%51%65%50%67%46%61%28%65%72%61%58%51%

aa
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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)

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%
-158114740112938818219122511326Unweighted total
-119104236112935916198118421220Weighted total

-110*21-22-14This is a negative to me
-%1%1%*%1%*%-%1%1%-%1%

This is not important to
me - don't mind if not

-11210261133221112236offered
-%10%20%7%9%9%15%11%9%5%19%

ac

This is mandatory to me
-44249142451291694114310- a must have
-%37%24%39%35%36%5%35%35%34%25%

bb

This is a ‘nice to have’
, but I can live without

-293088238964493410349it being offered
-%25%30%23%30%27%26%25%29%23%29%

a

This is a 'great to
have' - makes a
difference and can sway

-34265110331009573116310my decision
-%28%25%31%26%28%54%29%26%38%25%

b

-785142537822991267230620NET Important
-%65%49%70%61%64%58%64%61%72%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)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710444388161218-106369328-1247383161326Unweighted total
177319654007221100-97345305-916573021220Weighted total

-982710--12-17-14This is a negative to me
-%1%1%1%1%1%-%-%*%1%-%1%1%-%1%

This is not important to
me - don't mind if not

21781463890214-83520-58618236offered
12%24%15%9%13%19%-%8%10%7%-%6%13%6%19%

abcac

This is mandatory to me
5177280143220278-49111125-41187133310- a must have

29%24%29%36%31%25%-%50%32%41%-%45%28%44%25%

baabbbb

This is a ‘nice to have’
, but I can live without

4204272108211319-1310173-1919864349it being offered
23%28%28%27%29%29%-%13%29%24%-%21%30%21%29%

ccac

This is a 'great to
have' - makes a
difference and can sway

6163259108192279-289785-2517987310my decision
37%22%27%27%27%25%-%29%28%28%-%28%27%29%25%

b

11340539252412558-77208210-66366220620NET Important
65%47%56%63%57%51%-%79%60%69%-%73%56%73%51%

baabbbb
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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)

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%
1018232982194656592362103161326Unweighted total
1121182369888547602121702911220Weighted total

----99---1-14This is a negative to me
-%-%-%-%1%1%-%-%-%*%-%1%

This is not important to
me - don't mind if not

44-717413252121820236offered
39%21%-%30%25%15%10%4%6%11%7%19%

ac

This is mandatory to me
393615924320359349108310- a must have

29%43%15%25%23%27%42%58%44%29%37%25%

babcbb

This is a ‘nice to have’
, but I can live without

-374197254108535679349it being offered
-%15%36%18%28%29%20%14%25%33%27%29%

cdd

This is a 'great to
have' - makes a
difference and can sway

45961602481315544584310my decision
32%22%49%28%23%28%28%24%26%27%29%25%

b

7141212319490334914794192620NET Important
61%65%64%53%46%55%69%83%70%55%66%51%

babcbb
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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)

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%
1143183351161-3231253762130610871289111912851326Unweighted total
1035185421046-259115569511979811178100111751220Weighted total

14--10--133131013121314This 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

214229204-2822296231177219168219236offered
21%12%21%20%-%11%19%14%19%18%19%17%19%19%

aac

This is mandatory to me
2506016258-92291188309251301274300310- a must have

24%33%38%25%-%35%25%27%26%26%26%27%26%25%

bab

This is a ‘nice to have’
, but I can live without

2975212303-69332210339280338280338349it being offered
29%28%28%29%-%27%29%30%28%28%29%28%29%29%

This is a 'great to
have' - makes a
difference and can sway

260505271-70298198306264308267305310my decision
25%27%13%26%-%27%26%29%26%27%26%27%26%25%

51011121528-162589386615515609541606620NET Important
49%60%51%50%-%62%51%56%51%53%52%54%52%51%

babb
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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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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying 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%
51980711186013624294713418353141881326Unweighted total
48873210455112023087211216945151771220Weighted total

7712*268-2--214This is a negative to me
1%1%1%*%1%3%1%-%1%-%-%1%1%

b

This is not important to
me - don't mind if not

1131232139144417617203120236offered
23%17%20%18%12%19%20%15%12%7%3%12%19%

aa

This is mandatory to me
123186250164261208394821656310- a must have

25%25%24%31%35%26%24%34%29%48%41%31%25%

cbb

This is a ‘nice to have’
, but I can live without

132217307162665255274310245349it being offered
27%30%29%32%22%28%29%24%26%22%14%25%29%

This is a 'great to
have' - makes a
difference and can sway

112199263103655225305511654310my decision
23%27%25%19%30%24%26%27%33%24%42%31%25%

2353855132578116434691033213110620NET Important
48%53%49%50%65%50%50%61%61%72%83%62%51%

bcbc

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 48  (continuation)                                                                                                                                                    Page 911
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1131171281061041299382126106941281326Unweighted total
115136861161148677958612987931220Weighted total

-21-122512-*14This is a negative to me
-%2%1%-%*%2%2%5%1%1%-%*%1%

abil

This is not important to
me - don't mind if not

252318201814142318351414236offered
22%17%21%17%16%16%19%24%21%27%16%16%19%

agh

This is mandatory to me
26402019292624517333238310- a must have
23%30%24%16%26%30%31%5%20%25%37%41%25%

eeieeeeieieedeijlcdehijl

This is a ‘nice to have’
, but I can live without

353321493320232731302423349it being offered
31%25%24%42%29%23%30%29%35%23%28%25%29%

abcghjkcg

This is a 'great to
have' - makes a
difference and can sway

283726293425143520291717310my decision
24%27%31%25%30%28%18%37%23%23%19%18%25%

afafabcdf

557747486351384037624955620NET Important
47%57%54%41%55%59%49%42%43%48%56%60%51%

deiiideididei
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
3583393013281326Unweighted total
3373172593081220Weighted total

327214This is a negative to me
1%1%3%1%1%

ac

This is not important to
me - don't mind if not

66515663236offered
20%16%22%21%19%

This is mandatory to me
877446103310- a must have
26%23%18%33%25%

bbcd

This is a ‘nice to have’
, but I can live without

901018177349it being offered
27%32%31%25%29%

a

This is a 'great to
have' - makes a
difference and can sway

91886963310my decision
27%28%26%20%25%

aa

178161115166620NET Important
53%51%44%54%51%

bb
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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%
1206196255307479571163068471326Unweighted total

554383294408618153911591220Weighted total

2*217142**14950This is a negative to me
4%1%3%6%4%3%3%1%3%4%4%

This is not important to
me - don't mind if not

431029507125147154offered
8%8%12%10%12%12%12%10%13%13%13%

This is mandatory to me
242541102139213613430451- a must have
43%58%49%35%34%34%33%39%33%37%37%

abab

This is a ‘nice to have’
, but I can live without

1881575105161411273289it being offered
34%18%18%25%26%26%18%25%28%24%24%

cd

This is a 'great to
have' - makes a
difference and can sway

66157210116349261277my decision
11%14%18%24%25%25%35%25%23%23%23%

eea

2931561742393751022691727NET Important
54%73%67%59%59%60%68%64%57%60%60%

abee
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
1621811748098076891587827139481141326Unweighted total

5773631027989310720010527178751451220Weighted total

*414524784213-450This is a negative to me
1%5%2%4%2%5%7%4%4%7%7%-%3%4%

mmmkmkm

This is not important to
me - don't mind if not

787133812726171251027154offered
12%10%11%13%8%13%7%13%16%3%14%13%19%13%

gil

This is mandatory to me
21262038332323977408742261451- a must have
37%36%32%37%33%34%36%39%38%31%41%29%42%37%

This is a ‘nice to have’
, but I can live without

141318244311331462411282932289it being offered
24%17%29%24%32%14%29%23%23%43%16%38%22%24%

chlcchlchlacfhjl

This is a 'great to
have' - makes a
difference and can sway

15231722225322443214391421277my decision
26%31%26%22%25%34%22%21%20%17%22%19%14%23%

aafjaacefj

36493760656646212061131123681727NET Important
63%67%58%59%58%68%58%60%58%47%63%48%56%60%

bjb
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Delivery within 3 days (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcb*aSignificance Level: 95%
17811483649626011063726513133124271326Unweighted total
1221098262958536118252901142995121220Weighted total

4461337312-7712*50This is a negative to me
3%4%5%4%6%1%-%2%6%2%2%4%4%

ee

This is not important to
me - don't mind if not

2413127127665246202102154offered
19%12%10%13%12%4%9%16%17%8%11%16%13%

aggg

This is mandatory to me
384121063451816310109279446451- a must have
31%38%40%36%34%53%41%38%23%30%47%50%37%

dcdehdddh

This is a ‘nice to have’
, but I can live without

25263612281312610641911252289it being offered
21%24%23%24%24%22%40%22%17%36%27%20%24%

deghd

This is a 'great to
have' - makes a
difference and can sway

312465622112722264417131277my decision
25%22%21%23%24%18%10%22%36%24%14%10%23%

bbefgh

6965816156630884131726716577727NET Important
57%60%62%59%57%72%51%60%59%54%60%60%60%

defh
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3272117803712891326Unweighted total
2931957215111691220Weighted total

1243424850This is a negative to me
4%2%5%4%4%4%

This is not important to
me - don't mind if not

27201066148154offered
9%10%15%12%13%13%

c

This is mandatory to me
1238323820431451- a must have

42%43%33%39%37%37%

aa

This is a ‘nice to have’
, but I can live without

574119110278289it being offered
20%21%26%20%24%24%

c

This is a 'great to
have' - makes a
difference and can sway

744815213263277my decision
25%25%21%25%23%23%

19713139033694727NET Important
67%67%54%64%59%60%

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*dcbaSignificance Level: 95%
2906863507391287--4213225110361326Unweighted total
2036183995201200--32*1518310171220Weighted total

82220--50------84250This is a negative to me
4%4%5%-%-%4%-%-%-%-%-%-%5%4%4%

This is not important to
me - don't mind if not

19736322152---2-116135154offered
9%12%16%38%12%13%-%-%-%90%-%3%9%13%13%

c

This is mandatory to me
107236108311440--3*-896344451- a must have

53%38%27%60%54%37%-%-%100%10%-%52%52%34%37%

abaaiaai

This is a ‘nice to have’
, but I can live without

36136116-5284-----531252289it being offered
18%22%29%-%25%24%-%-%-%-%-%33%17%25%24%

bcbbb

This is a 'great to
have' - makes a
difference and can sway

3315192*2275----*231244277my decision
16%24%23%2%9%23%-%-%-%-%100%12%17%24%23%

ccbjbj

139387200313714--3**10126588727NET Important
69%63%50%62%63%60%-%-%100%10%100%64%69%58%60%

aaai
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
1842436881165935435517132681812181326Unweighted total
2841421591111829370488122072211001220Weighted total

-2-**2462192150244250This is a negative to me
-%22%-%1%1%4%4%3%2%4%4%3%4%4%

This is not important to
me - don't mind if not

-1**1714698463315471149154offered
-%6%4%1%3%11%13%12%12%7%13%10%14%13%

ddbdbd

This is mandatory to me
2422826406322143214451309398451- a must have

100%45%53%18%38%44%37%39%39%44%37%43%36%37%

acac

This is a ‘nice to have’
, but I can live without

---871425920093107289148268289it being offered
-%-%-%61%32%24%23%24%25%22%24%21%24%24%

b

This is a 'great to
have' - makes a
difference and can sway

-22361025418879113277170243277my decision
-%26%42%20%26%17%23%23%21%23%23%24%22%23%

26451436660510222327727479640727NET Important
100%71%96%37%63%62%59%62%60%67%60%66%58%60%

acefacef
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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%
62533233434012-1126124951326Unweighted total
6161284336434*-**32114701220Weighted total

-4161020----2--1950This is a negative to me
-%3%6%3%5%-%-%-%-%53%-%-%4%4%

This is not important to
me - don't mind if not

-26205058------*33154offered
-%16%7%15%13%-%-%-%-%-%-%1%7%13%

ccc

This is mandatory to me
273131122123*-**2-6205451- a must have

26%46%46%36%28%100%-%100%100%47%-%57%44%37%

ababa

This is a ‘nice to have’
, but I can live without

*365574123-----*3104289it being offered
5%22%19%22%28%-%-%-%-%-%4%23%22%24%

bc

This is a 'great to
have' - makes a
difference and can sway

4216180110-----22108277my decision
69%13%21%24%25%-%-%-%-%-%96%20%23%23%

ddd

695192201233*-**229314727NET Important
95%59%68%60%54%100%-%100%100%47%96%77%67%60%

abd
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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%
141312961230223212732681201142131326Unweighted total
10121092112818012295*581191151951220Weighted total

-501498-13-*65950This is a negative to me
-%4%1%4%4%-%4%-%*%5%4%5%4%

This is not important to
me - don't mind if not

*154101449124-117214154offered
4%13%11%13%5%5%8%-%18%5%2%7%13%

abcb

This is mandatory to me
5446394118410119*25574884451- a must have

45%37%42%36%47%84%40%72%43%48%42%43%37%

This is a ‘nice to have’
, but I can live without

52842126842164-10262842289it being offered
47%23%23%24%23%9%22%-%17%22%25%22%24%

This is a 'great to
have' - makes a
difference and can sway

*2762125537*75*12233245277my decision
3%23%23%23%21%3%25%28%21%20%28%23%23%

57226066712211194*378080129727NET Important
48%60%65%59%67%87%66%100%64%67%69%66%60%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 49  (continuation)                                                                                                                                                    Page 921

Delivery within 3 days (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-158114740112938818219122511326Unweighted total
-119104236112935916198118421220Weighted total

-54017318-33-50This is a negative to me
-%4%4%5%2%5%-%1%2%-%4%

This is not important to
me - don't mind if not

-18145341320214113154offered
-%15%14%10%10%6%15%7%10%6%13%

a

This is mandatory to me
-44368162521627874721451- a must have
-%37%35%45%40%45%46%44%40%49%37%

b

This is a ‘nice to have’
, but I can live without

-30255662879547285289it being offered
-%25%25%18%22%22%33%24%24%13%24%

a

This is a 'great to
have' - makes a
difference and can sway

-222348133801472814277my decision
-%18%22%22%25%22%6%24%24%32%23%

-666022438424281347534727NET Important
-%55%58%67%66%67%52%68%64%81%60%

bcb
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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%
1886710444388161218-106369328-1247383161326Unweighted total
177319654007221100-97345305-916573021220Weighted total

21945202442-2148-2221250This is a negative to me
9%3%5%5%3%4%-%3%4%3%-%2%3%4%4%

b

This is not important to
me - don't mind if not

41031122671149-122427-86823154offered
21%14%12%6%10%14%-%12%7%9%-%8%10%8%13%

cbc

This is mandatory to me
7266374173309398-45142148-43271160451- a must have

41%36%39%43%43%36%-%46%41%49%-%47%41%53%37%

aabb

This is a ‘nice to have’
, but I can live without

117821990148268-218261-1913848289it being offered
4%24%23%22%21%24%-%22%24%20%-%21%21%16%24%

b

This is a 'great to
have' - makes a
difference and can sway

416521492170243-168260-2015759277my decision
25%23%22%23%24%22%-%17%24%20%-%22%24%19%23%

11431588265478640-62224207-63429219727NET Important
65%59%61%66%66%58%-%63%65%68%-%69%65%72%60%

aab
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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%
1018232982194656592362103161326Unweighted total
1121182369888547602121702911220Weighted total

--4-2244221171550This is a negative to me
-%-%21%-%3%5%4%3%5%4%5%4%

This is not important to
me - don't mind if not

*42*95101610131222154offered
2%18%11%*%14%11%13%17%6%7%7%13%

abc

This is mandatory to me
51128245336192510572122451- a must have

40%49%13%36%35%38%40%43%50%42%42%37%

This is a ‘nice to have’
, but I can live without

12681722081219424265289it being offered
5%10%34%37%25%24%25%31%20%25%23%24%

This is a 'great to
have' - makes a
difference and can sway

654616419693403766277my decision
52%23%21%26%24%22%18%6%19%22%23%23%

dddd

10156144095322729145109188727NET Important
93%72%34%62%59%60%58%48%69%64%65%60%

ddd
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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%
1143183351161-3231253762130610871289111912851326Unweighted total
1035185421046-259115569511979811178100111751220Weighted total

437237-74628503450425050This is a negative to me
4%4%4%4%-%3%4%4%4%3%4%4%4%4%

This is not important to
me - don't mind if not

134208131-2614969151113147104147154offered
13%11%20%12%-%10%13%10%13%11%12%10%12%13%

a

This is mandatory to me
3618920382-113429293441383437393437451- a must have

35%48%48%37%-%44%37%42%37%39%37%39%37%37%

bbb

This is a ‘nice to have’
, but I can live without

260293259-60272154286243277233277289it being offered
25%16%7%25%-%23%24%22%24%25%23%23%24%24%

ab

This is a 'great to
have' - makes a
difference and can sway

236409237-53259150269208267229265277my decision
23%22%21%23%-%20%22%22%23%21%23%23%23%23%

59813029619-166688443710591705622701727NET Important
58%70%69%59%-%64%60%64%59%60%60%62%60%60%

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%
51980711186013624294713418353141881326Unweighted total
48873210455112023087211216945151771220Weighted total

20304622182942*-250This is a negative to me
4%4%4%5%1%8%3%3%1%1%-%1%4%

b

This is not important to
me - don't mind if not

65901357122411911106212154offered
13%12%13%14%10%10%14%10%6%15%15%7%13%

b

This is mandatory to me
163287371255376319567025778451- a must have

33%39%35%49%44%33%37%50%41%55%46%44%37%

bccbc

This is a ‘nice to have’
, but I can live without

1281602569245921115448638289it being offered
26%22%24%18%20%26%24%13%26%18%37%21%24%

aa

This is a 'great to
have' - makes a
difference and can sway

1121652377305419427435*47277my decision
23%23%23%15%25%23%22%24%25%12%2%26%23%

a

275452607328312951383113307125727NET Important
56%62%58%63%69%56%59%74%67%67%47%70%60%

cbc
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1131171281061041299382126106941281326Unweighted total
115136861161148677958612987931220Weighted total

33436866224450This is a negative to me
2%2%5%3%5%10%7%7%2%1%4%4%4%

cdiklc

This is not important to
me - don't mind if not

17195121596111819816154offered
15%14%5%10%13%11%7%12%20%15%9%18%13%

jjjbfgijjfj

This is mandatory to me
426825493933322625483034451- a must have
37%50%29%42%34%38%42%27%29%37%35%36%37%

abdehjldeje

This is a ‘nice to have’
, but I can live without

272728242726171815302525289it being offered
23%20%32%20%23%30%22%19%17%23%29%27%24%

deikdd

This is a 'great to
have' - makes a
difference and can sway

261924292710173427302014277my decision
23%14%28%25%24%12%22%36%31%23%23%15%23%

gagkgkgafgklagkgg

698749786643496052785048727NET Important
60%64%57%67%58%50%63%63%60%60%57%51%60%

agagg
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
3583393013281326Unweighted total
3373172593081220Weighted total

101714950This is a negative to me
3%5%5%3%4%

This is not important to
me - don't mind if not

40363444154offered
12%11%13%14%13%

This is mandatory to me
13512183111451- a must have

40%38%32%36%37%

b

This is a ‘nice to have’
, but I can live without

82765080289it being offered
24%24%19%26%24%

b

This is a 'great to
have' - makes a
difference and can sway

69667764277my decision
21%21%30%21%23%

acd

205187161175727NET Important
61%59%62%57%60%
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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%
1206196255307479571163068471326Unweighted total

554383294408618153911591220Weighted total

31*241**12123This is a negative to me
6%1%*%1%1%2%5%1%2%2%2%

abc

This is not important to
me - don't mind if not

12613263913337137150offered
22%14%16%9%10%20%33%19%19%12%12%

abbaabceaa

This is mandatory to me
12233289114172510348365- a must have
21%52%39%30%28%27%24%30%26%30%30%

abeae

This is a ‘nice to have’
, but I can live without

19827748614239267280it being offered
36%18%33%25%21%22%22%21%23%23%23%

abdad

This is a 'great to
have' - makes a
difference and can sway

9610103166171411386403my decision
16%15%12%35%41%28%15%29%30%33%33%

cdecdeddde

202942192280343922734767NET Important
37%67%51%65%69%55%40%59%56%63%63%

eececedddbde
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
1621811748098076891587827139481141326Unweighted total

5773631027989310720010527178751451220Weighted total

321174*-4**52223This is a negative to me
5%2%2%2%4%*%-%2%*%1%3%2%1%2%

gj

This is not important to
me - don't mind if not

9106125156824143161030150offered
15%13%10%12%16%6%7%12%13%11%9%13%21%12%

hhcfghjk

This is mandatory to me
13191931327313959348602036365- a must have
23%26%30%30%28%33%36%30%32%28%34%27%25%30%

mm

This is a ‘nice to have’
, but I can live without

13181423623213246307271931280it being offered
23%25%22%23%23%22%30%23%29%27%15%26%21%23%

cccc

This is a 'great to
have' - makes a
difference and can sway

20242333629352968279692446403my decision
34%33%36%33%29%38%27%34%26%33%39%32%32%33%

33434264956666812760161294482767NET Important
58%60%66%63%57%71%63%64%58%61%73%59%56%63%

amaeijlm
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcb*aSignificance Level: 95%
17811483649626011063726513133124271326Unweighted total
1221098262958536118252901142995121220Weighted total

121716121-63-*123This is a negative to me
1%2%3%2%2%1%-%2%3%-%*%8%2%

This is not important to
me - don't mind if not

1813235115605538225141150offered
15%12%13%12%11%5%19%13%19%17%15%5%12%

gggghgg

This is mandatory to me
4232369296154436832310376365- a must have
34%29%26%31%29%36%26%29%20%34%39%49%30%

dddeh

This is a ‘nice to have’
, but I can live without

242567021012129473275182280it being offered
20%23%27%22%23%25%18%25%23%19%19%19%23%

This is a 'great to
have' - makes a
difference and can sway

383658232018939990409252403my decision
31%33%31%33%35%33%37%31%35%31%26%20%33%

7968815161634382161726219628767NET Important
65%63%58%64%64%70%63%59%55%64%66%68%63%

bdd
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3272117803712891326Unweighted total
2931957215111691220Weighted total

1021022123This is a negative to me
3%1%1%4%2%2%

a

This is not important to
me - don't mind if not

26141085145150offered
9%7%15%10%12%12%

bc

This is mandatory to me
975720819346365- a must have
33%29%29%37%30%30%

This is a ‘nice to have’
, but I can live without

514818110270280it being offered
17%25%25%20%23%23%

cc

This is a 'great to
have' - makes a
difference and can sway

1097421315388403my decision
37%38%30%29%33%33%

aa

20613142234734767NET Important
70%67%58%66%63%63%

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*dcbaSignificance Level: 95%
2906863507391287--4213225110361326Unweighted total
2036183995201200--32*1518310171220Weighted total

589-122-----151723This is a negative to me
3%1%2%-%3%2%-%-%-%-%-%5%2%2%2%

This is not important to
me - don't mind if not

236760*3147--**-320127150offered
11%11%15%9%15%12%-%-%9%10%-%17%11%13%12%

b

This is mandatory to me
82177105*5360--*--578282365- a must have
41%29%26%5%24%30%-%-%9%-%-%31%42%28%30%

abaij

This is a ‘nice to have’
, but I can live without

401568525276--*2-335241280it being offered
20%25%21%40%22%23%-%-%4%90%-%16%19%24%23%

This is a 'great to
have' - makes a
difference and can sway

5321014027396--2-*546350403my decision
26%34%35%46%35%33%-%-%79%-%100%31%25%34%33%

ccbb

135387245312755--2-*10123632767NET Important
67%63%61%51%59%63%-%-%88%-%100%62%68%62%63%
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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%
1842436881165935435517132681812181326Unweighted total
2841421591111829370488122072211001220Weighted total

---**121126523111923This is a negative to me
-%-%-%1%*%2%2%1%2%1%2%1%2%2%

This is not important to
me - don't mind if not

---138138106334415073132150offered
-%-%-%6%16%14%12%13%9%9%12%10%12%12%

ded

This is mandatory to me
-2-8818328249103169365251328365- a must have
-%24%-%56%38%31%30%30%28%35%30%35%30%30%

aceacef

This is a ‘nice to have’
, but I can live without

-*3141625619184103280161261280it being offered
-%2%58%10%20%27%23%23%23%21%23%22%24%23%

This is a 'great to
have' - makes a
difference and can sway

2624515368271144168403226361403my decision
100%74%42%28%25%26%33%33%39%34%33%31%33%33%

abcf

282121434696520247337767477688767NET Important
100%98%42%84%64%57%63%63%67%69%63%66%63%63%

acf
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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%
62533233434012-1126124951326Unweighted total
6161284336434*-**32114701220Weighted total

-14413------1423This is a negative to me
-%1%1%1%3%-%-%-%-%-%-%5%1%2%

d

This is not important to
me - don't mind if not

-18364056*--*22139150offered
-%11%13%12%13%46%-%-%100%47%77%5%8%12%

This is mandatory to me
25110396112*-*--*6163365- a must have

29%32%36%29%26%54%-%100%-%-%4%49%35%30%

ab

This is a ‘nice to have’
, but I can live without

-376473107-----*498280it being offered
-%23%22%22%25%-%-%-%-%-%4%37%21%23%

This is a 'great to
have' - makes a
difference and can sway

55477122145----2**165403my decision
71%34%27%36%33%-%-%-%-%53%15%4%35%33%

c

6105181218257*-*-2*6328767NET Important
100%65%64%65%59%54%-%100%-%53%19%53%70%63%
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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%
141312961230223212732681201142131326Unweighted total
10121092112818012295*581191151951220Weighted total

2202203-2-1*2223This is a negative to me
21%2%2%2%1%-%1%-%1%*%2%1%2%

This is not important to
me - don't mind if not

11491014016226-712618150offered
7%12%11%12%9%19%9%-%12%10%5%9%12%

This is mandatory to me
336234331645100*15414073365- a must have

25%30%37%29%36%38%34%72%25%34%35%37%30%

This is a ‘nice to have’
, but I can live without

42762325741*61-18202836280it being offered
42%23%25%23%23%4%21%-%32%17%24%19%23%

ac

This is a 'great to
have' - makes a
difference and can sway

140223380575106*17464065403my decision
5%33%25%34%32%39%36%28%30%39%34%33%33%

3764577101219206*328780138767NET Important
30%63%62%63%67%77%70%100%55%73%69%71%63%

dd
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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%
-158114740112938818219122511326Unweighted total
-119104236112935916198118421220Weighted total

-2156-522-223This is a negative to me
-%2%1%2%-%1%14%1%-%5%2%

b

This is not important to
me - don't mind if not

-10128311429123137150offered
-%9%12%9%11%8%8%12%11%15%12%

a

This is mandatory to me
-35309104501184744719365- a must have
-%29%30%29%39%33%28%38%40%44%30%

This is a ‘nice to have’
, but I can live without

-24246913172546303280it being offered
-%20%24%25%24%20%31%23%26%8%23%

a

This is a 'great to
have' - makes a
difference and can sway

-48344128331353522811403my decision
-%40%33%36%26%37%19%26%24%27%33%

b

-836532328425371267530767NET Important
-%69%63%64%65%70%47%64%64%71%63%
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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%
1886710444388161218-106369328-1247383161326Unweighted total
177319654007221100-97345305-916573021220Weighted total

1122051119-135-*9423This is a negative to me
3%2%2%1%1%2%-%1%1%2%-%*%1%1%2%

This is not important to
me - don't mind if not

*921073173132-92624-67019150offered
1%13%11%8%10%12%-%9%8%8%-%7%11%6%12%

ca

This is mandatory to me
8223296139251328-33122102-34225106365- a must have

46%31%31%35%35%30%-%34%35%34%-%37%34%35%30%

a

This is a ‘nice to have’
, but I can live without

*14722986161261-186378-1714074280it being offered
3%20%24%21%22%24%-%19%18%26%-%19%21%25%23%

b

This is a 'great to
have' - makes a
difference and can sway

8257313140226361-3713096-3321399403my decision
47%35%32%35%31%33%-%38%38%31%-%37%32%33%33%

16481608278477688-70252198-68438205767NET Important
93%66%63%70%66%63%-%72%73%65%-%74%67%68%63%

aa
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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%
1018232982194656592362103161326Unweighted total
1121182369888547602121702911220Weighted total

22-11015-*52323This is a negative to me
15%10%-%4%1%2%-%*%2%1%1%2%

This is not important to
me - don't mind if not

2233891002518923150offered
20%8%17%13%13%11%3%9%8%5%8%12%

This is mandatory to me
414642152731822766592365- a must have

37%65%31%18%31%31%38%37%36%38%32%30%

This is a ‘nice to have’
, but I can live without

11251402081213493761280it being offered
8%3%14%24%20%24%25%22%23%22%21%23%

This is a 'great to
have' - makes a
difference and can sway

237924328816196556111403my decision
21%14%38%40%35%33%34%32%31%33%38%33%

61713134585623441141121204767NET Important
58%79%69%58%66%63%72%69%67%71%70%63%
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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%
1143183351161-3231253762130610871289111912851326Unweighted total
1035185421046-259115569511979811178100111751220Weighted total

212-19-3198221619131923This is a negative to me
2%1%-%2%-%1%2%1%2%2%2%1%2%2%

This is not important to
me - don't mind if not

133178128-1414172144114146107146150offered
13%9%20%12%-%5%12%10%12%12%12%11%12%12%

cc

This is mandatory to me
2927320317-96351232359305355321352365- a must have

28%39%47%30%-%37%30%33%30%31%30%32%30%30%

bab

This is a ‘nice to have’
, but I can live without

242386238-46268156274219267229267280it being offered
23%21%14%23%-%18%23%23%23%22%23%23%23%23%

c

This is a 'great to
have' - makes a
difference and can sway

347568344-101378227397327392332391403my decision
34%30%19%33%-%39%33%33%33%33%33%33%33%33%

ab

63812927661-197728459756632747653744767NET Important
62%70%66%63%-%76%63%66%63%64%63%65%63%63%

bab
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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%
51980711186013624294713418353141881326Unweighted total
48873210455112023087211216945151771220Weighted total

91422-*412741-423This is a negative to me
2%2%2%-%*%2%1%6%2%1%-%2%2%

bc

This is not important to
me - don't mind if not

7080134510281157169*22150offered
14%11%13%10%8%12%13%6%9%20%2%12%12%

ab

This is mandatory to me
1542112961650672514560191061365- a must have

31%29%28%32%41%29%29%40%36%42%67%34%30%

cbc

This is a ‘nice to have’
, but I can live without

10517524713206019523428440280it being offered
22%24%24%26%17%26%22%21%25%19%27%22%23%

This is a 'great to
have' - makes a
difference and can sway

15125234516407129930478152403my decision
31%34%33%32%33%31%34%27%28%18%3%29%33%

3054626423389138551751072711112767NET Important
62%63%61%64%74%60%63%67%63%60%71%63%63%

c
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1131171281061041299382126106941281326Unweighted total
115136861161148677958612987931220Weighted total

*112362*-34223This is a negative to me
*%*%1%2%2%6%3%*%-%2%5%2%2%

dejkldkl

This is not important to
me - don't mind if not

14101412131310161311917150offered
12%8%16%10%12%15%13%16%15%8%10%18%12%

kck

This is mandatory to me
475032322927151618293633365- a must have
41%37%37%28%25%31%19%16%21%23%42%36%30%

cdefhicdefcdefefcdefhicdef

This is a ‘nice to have’
, but I can live without

313418252913232519321813280it being offered
27%25%21%21%26%15%30%26%22%25%21%14%23%

agagagagaa

This is a 'great to
have' - makes a
difference and can sway

234021464028273936552028403my decision
20%30%24%40%35%32%35%41%42%43%23%30%33%

bjllllbjlabjlabjl

709153786955425554845661767NET Important
61%67%62%67%60%63%55%57%63%65%64%66%63%
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
3583393013281326Unweighted total
3373172593081220Weighted total

1102923This is a negative to me
*%3%1%3%2%

bdd

This is not important to
me - don't mind if not

38383836150offered
11%12%15%12%12%

This is mandatory to me
129884999365- a must have

38%28%19%32%30%

bcbb

This is a ‘nice to have’
, but I can live without

84676763280it being offered
25%21%26%20%23%

This is a 'great to
have' - makes a
difference and can sway

85114102102403my decision
25%36%40%33%33%

ddd

214202151201767NET Important
63%64%58%65%63%
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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%
1206196255307479571163068471326Unweighted total

554383294408618153911591220Weighted total

2-*711--11818This is a negative to me
3%-%*%3%*%1%-%-%2%2%2%

aa

This is not important to
me - don't mind if not

1131632589126166175offered
21%7%20%11%14%14%14%14%15%14%14%

bdbd

This is mandatory to me
1220256210615249301316- a must have
23%47%30%21%26%24%28%24%23%26%26%

abce

This is a ‘nice to have’
, but I can live without

234286796182610286304it being offered
43%10%34%23%24%29%26%37%26%25%25%

abdabdddab

This is a 'great to
have' - makes a
difference and can sway

61513125146192413388407my decision
11%36%16%43%36%31%32%25%34%33%33%

cecece

183638187253345722689723NET Important
33%83%46%64%62%56%60%49%58%59%59%

abcececec
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
1621811748098076891587827139481141326Unweighted total

5773631027989310720010527178751451220Weighted total

111152*-22222418This is a negative to me
2%2%2%1%2%*%-%1%2%7%1%2%3%2%

This is not important to
me - don't mind if not

6810151127738222341117175offered
11%10%15%15%13%8%7%19%21%8%19%15%11%14%

gghlghlmghlm

This is mandatory to me
1419172663424344230*282054316- a must have
25%27%26%26%34%26%31%21%29%1%16%26%37%26%

cccccfcccfjkm

This is a ‘nice to have’
, but I can live without

151515258282234522111371735304it being offered
27%21%24%25%28%24%32%26%20%43%21%23%24%25%

This is a 'great to
have' - makes a
difference and can sway

202921337223932672911772535407my decision
35%40%33%33%23%42%30%33%28%41%43%34%24%33%

aiaiaeij

34493760356636610959111054589723NET Important
60%67%59%59%57%68%62%54%56%42%59%60%61%59%

fjf
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcb*aSignificance Level: 95%
17811483649626011063726513133124271326Unweighted total
1221098262958536118252901142995121220Weighted total

21741571*44---18This is a negative to me
2%2%1%2%1%*%*%2%4%-%-%-%2%

b

This is not important to
me - don't mind if not

31143331428121235155151175offered
26%13%12%15%15%18%7%12%13%16%15%7%14%

a

This is mandatory to me
292877224313427694166275316- a must have
23%26%28%25%25%23%26%32%14%21%29%41%26%

ddhd

This is a ‘nice to have’
, but I can live without

272777023412129770395303304it being offered
22%25%27%24%23%24%30%24%34%18%31%27%25%

ehh

This is a 'great to
have' - makes a
difference and can sway

3337484323192409874013233407my decision
27%34%32%34%36%34%37%30%35%45%25%24%33%

bb

6266115756732667161805619508723NET Important
51%60%60%59%61%57%63%62%49%66%53%65%59%

bdd
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3272117803712891326Unweighted total
2931957215111691220Weighted total

621021718This is a negative to me
2%1%1%4%1%2%

This is not important to
me - don't mind if not

29141303172175offered
10%7%18%6%15%14%

bc

This is mandatory to me
1054216217299316- a must have

36%22%23%33%26%26%

ab

This is a ‘nice to have’
, but I can live without

386120412292304it being offered
13%31%28%24%25%25%

cc

This is a 'great to
have' - makes a
difference and can sway

1157521417390407my decision
39%39%30%33%33%33%

aa

22011837634689723NET Important
75%60%52%67%59%59%

aba
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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 - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
2906863507391287--4213225110361326Unweighted total
2036183995201200--32*1518310171220Weighted total

289--18------21618This is a negative to me
1%1%2%-%-%2%-%-%-%-%-%-%1%2%2%

This is not important to
me - don't mind if not

178969-*174-----*16158175offered
8%14%17%-%1%15%-%-%-%-%-%2%9%16%14%

ccbcjbcj

This is mandatory to me
7216480213303--12-1059244316- a must have
35%27%20%50%64%25%-%-%21%90%-%68%32%24%26%

abaabiabiai

This is a ‘nice to have’
, but I can live without

42144118*1303---*-141262304it being offered
21%23%30%4%6%25%-%-%-%10%-%6%22%26%25%

bccjcjcj

This is a 'great to
have' - makes a
difference and can sway

7021412326401--2-*464337407my decision
35%35%31%46%29%33%-%-%79%-%100%24%35%33%33%

142378203519704--32*14124581723NET Important
70%61%51%96%93%59%-%-%100%90%100%92%68%57%59%

abaabiabiai
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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%
1842436881165935435517132681812181326Unweighted total
2841421591111829370488122072211001220Weighted total

---*-*189121881518This is a negative to me
-%-%-%4%-%*%2%1%*%*%2%1%1%2%

d

This is not important to
me - don't mind if not

---*22171109433817595167175offered
-%-%-%1%11%3%15%13%12%8%14%13%15%14%

bddddd

This is mandatory to me
-22492127623997162316213277316- a must have
-%29%49%30%44%36%25%29%26%33%26%29%25%26%

aaacea

This is a ‘nice to have’
, but I can live without

-2*331727819389114304155280304it being offered
-%24%8%20%16%29%25%23%24%23%25%21%25%25%

b

This is a 'great to
have' - makes a
difference and can sway

2426619368278140172407251362407my decision
100%48%42%46%29%32%33%34%38%35%33%35%33%33%

264101640644518236334723464639723NET Important
100%76%92%76%73%68%58%62%64%68%59%64%58%59%

aaacfac
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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%
62533233434012-1126124951326Unweighted total
6161284336434*-**32114701220Weighted total

-4339-------218This is a negative to me
-%2%1%1%2%-%-%-%-%-%-%-%*%2%

This is not important to
me - don't mind if not

-18435856------*38175offered
-%11%15%17%13%-%-%-%-%-%-%1%8%14%

d

This is mandatory to me
249819292*-*-224154316- a must have

29%31%28%27%21%54%-%100%-%47%77%39%33%26%

aa

This is a ‘nice to have’
, but I can live without

2366873125*--*2-4108304it being offered
30%23%24%22%29%46%-%-%100%53%-%36%23%25%

b

This is a 'great to
have' - makes a
difference and can sway

35388111152-----13169407my decision
41%33%31%33%35%-%-%-%-%-%23%24%36%33%

4103169202245*-*-227323723NET Important
70%64%60%60%56%54%-%100%-%47%100%63%69%59%
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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%
141312961230223212732681201142131326Unweighted total
10121092112818012295*581191151951220Weighted total

*18*181-*---1118This is a negative to me
5%1%1%2%1%-%*%-%-%-%1%1%2%

This is not important to
me - don't mind if not

*175317122214-371414175offered
2%14%4%15%12%17%5%-%6%6%12%7%14%

ba

This is mandatory to me
431131285583101*22532660316- a must have

41%26%34%25%32%23%34%72%38%45%22%31%26%

bab

This is a ‘nice to have’
, but I can live without

33012627838472-10263147304it being offered
29%25%28%25%21%35%24%-%17%22%27%24%25%

This is a 'great to
have' - makes a
difference and can sway

240532376613108*22334473407my decision
23%33%34%33%34%26%37%28%39%27%38%37%33%

7716636601206209*448670133723NET Important
64%59%68%59%66%48%71%100%77%72%61%68%59%

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%
-158114740112938818219122511326Unweighted total
-119104236112935916198118421220Weighted total

--141-2-*-*18This is a negative to me
-%-%1%*%-%*%-%*%-%1%2%

This is not important to
me - don't mind if not

-915449533*1354175offered
-%8%15%14%4%9%3%7%4%9%14%

c

This is mandatory to me
-39264102411215683518316- a must have
-%33%25%28%32%34%35%35%30%42%26%

b

This is a ‘nice to have’
, but I can live without

-25268743579545356304it being offered
-%21%26%21%27%22%30%23%30%13%25%

aa

This is a 'great to
have' - makes a
difference and can sway

-46342135471255704315407my decision
-%39%33%37%37%35%32%35%36%34%33%

-8560623788246111387832723NET Important
-%72%58%66%69%68%67%70%66%76%59%

bb
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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%
1886710444388161218-106369328-1247383161326Unweighted total
177319654007221100-97345305-916573021220Weighted total

-8152815-12--18218This is a negative to me
-%1%2%*%1%1%-%1%*%-%-%1%1%1%2%

This is not important to
me - don't mind if not

*1151343495167-32424-48638175offered
3%16%14%8%13%15%-%3%7%8%-%5%13%12%14%

cccc

This is mandatory to me
5193252141212277-37112107-2519796316- a must have

31%26%26%35%29%25%-%38%32%35%-%28%30%32%26%

aba

This is a ‘nice to have’
, but I can live without

217923989155280-228375-2113768304it being offered
14%25%25%22%22%25%-%22%24%25%-%23%21%22%25%

b

This is a 'great to
have' - makes a
difference and can sway

9236325135251362-3512499-4022999407my decision
52%32%34%34%35%33%-%36%36%32%-%44%35%33%33%

a

14429576276463639-72236205-65427195723NET Important
83%59%60%69%64%58%-%74%68%67%-%71%65%64%59%

aa
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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%
1018232982194656592362103161326Unweighted total
1121182369888547602121702911220Weighted total

-*--1015---1118This is a negative to me
-%2%-%-%1%2%-%-%-%1%*%2%

This is not important to
me - don't mind if not

--4110711621221026175offered
-%-%24%2%15%13%4%1%10%6%9%14%

dd

This is mandatory to me
5183818723713278163102316- a must have

42%83%14%37%27%27%27%45%38%37%35%26%

e

This is a ‘nice to have’
, but I can live without

41671712181411513866304it being offered
36%3%35%33%25%25%30%19%24%22%23%25%

This is a 'great to
have' - makes a
difference and can sway

22562232991821585896407my decision
22%11%28%28%32%34%39%35%27%34%33%33%

7208154105363148139121198723NET Important
64%95%42%65%59%61%66%80%65%71%68%59%

c
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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%
1143183351161-3231253762130610871289111912851326Unweighted total
1035185421046-259115569511979811178100111751220Weighted total

18**15-6187181818141818This is a negative to me
2%*%*%1%-%2%2%1%2%2%2%1%2%2%

This is not important to
me - don't mind if not

158175154-2916597172133165140165175offered
15%9%11%15%-%11%14%14%14%14%14%14%14%14%

a

This is mandatory to me
2536318274-74301183309262307268307316- a must have

24%34%43%26%-%29%26%26%26%27%26%27%26%26%

ba

This is a ‘nice to have’
, but I can live without

2614314252-54287170299246293240292304it being offered
25%23%34%24%-%21%25%24%25%25%25%24%25%25%

This is a 'great to
have' - makes a
difference and can sway

344635351-96385238398323395340393407my decision
33%34%12%34%-%37%33%34%33%33%34%34%33%33%

b

59712623625-170686421707585702608700723NET Important
58%68%55%60%-%66%59%61%59%60%60%61%60%59%

bb

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 51  (continuation)                                                                                                                                                    Page 955
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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%
51980711186013624294713418353141881326Unweighted total
48873210455112023087211216945151771220Weighted total

12618-*3142*--*18This is a negative to me
3%1%2%-%*%1%2%2%*%-%-%*%2%

a

This is not important to
me - don't mind if not

8392157*17261418104*12175offered
17%13%15%1%14%11%16%7%6%9%1%7%14%

abbac

This is mandatory to me
121195261173662224305717760316- a must have

25%27%25%34%30%27%26%27%34%39%42%34%26%

This is a ‘nice to have’
, but I can live without

128176266132568204293713540304it being offered
26%24%25%25%21%29%23%26%22%29%30%22%25%

b

This is a 'great to
have' - makes a
difference and can sway

144263343214272290436510465407my decision
30%36%33%41%35%31%33%39%38%23%26%37%33%

ba

2654586043878134513741212811125723NET Important
54%63%58%75%65%58%59%66%72%62%69%71%59%

bc
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1131171281061041299382126106941281326Unweighted total
115136861161148677958612987931220Weighted total

-2-2152323-*18This is a negative to me
-%1%-%2%1%5%2%3%2%2%-%*%2%

abhjl

This is not important to
me - don't mind if not

22191014265111418111214175offered
19%14%11%12%23%5%14%14%21%9%14%16%14%

cggcgijggcgjgg

This is mandatory to me
354125204021221212312930316- a must have
30%30%29%17%35%24%28%13%14%24%33%32%26%

deideideideidededdeidei

This is a ‘nice to have’
, but I can live without

301927272431212918342521304it being offered
26%14%31%23%21%36%28%30%21%26%29%22%25%

kkadhikkkkk

This is a 'great to
have' - makes a
difference and can sway

295425542425223837512128407my decision
25%40%29%46%21%29%28%40%43%39%24%30%33%

bhlabfghjlbhlabfghjlbhl

649549746446445049824958723NET Important
55%70%58%63%56%53%56%53%57%63%57%62%59%

bdefghjl
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
3583393013281326Unweighted total
3373172593081220Weighted total

276318This is a negative to me
1%2%2%1%2%

d

This is not important to
me - don't mind if not

51454237175offered
15%14%16%12%14%

This is mandatory to me
100804690316- a must have

30%25%18%29%26%

bbb

This is a ‘nice to have’
, but I can live without

75816879304it being offered
22%26%26%26%25%

This is a 'great to
have' - makes a
difference and can sway

1081039799407my decision
32%32%37%32%33%

209183143189723NET Important
62%58%55%61%59%
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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%
1206196255307479571163068471326Unweighted total

554383294408618153911591220Weighted total

2-*371--11920This is a negative to me
4%-%*%1%2%1%-%-%2%2%2%

This is not important to
me - don't mind if not

511031286124116123offered
10%2%12%10%7%10%8%13%10%10%10%

dd

This is mandatory to me
272839123152263815478504- a must have
49%65%47%42%37%42%39%51%39%41%41%

aabceb

This is a ‘nice to have’
, but I can live without

156215410110137239250it being offered
27%14%26%18%25%17%15%17%17%21%20%

d

This is a 'great to
have' - makes a
difference and can sway

691382121183312306324my decision
11%20%15%28%30%30%38%19%32%26%27%

cececcc

3336522062724461127784827NET Important
60%84%62%70%67%71%76%70%71%68%68%

abcee
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
1621811748098076891587827139481141326Unweighted total

5773631027989310720010527178751451220Weighted total

21116-*-6*2-2620This is a negative to me
3%2%2%2%-%*%-%3%*%7%-%2%4%2%

ccc

This is not important to
me - don't mind if not

469103107618132121718123offered
8%9%14%10%10%8%6%9%13%8%6%23%12%10%

cgcfghijlm

This is mandatory to me
253220427413651894712772351504- a must have
43%44%31%42%43%39%47%45%44%43%43%31%35%41%

kkkkkkk

This is a ‘nice to have’
, but I can live without

12111321418172730285421432250it being offered
21%15%21%21%18%19%25%15%27%18%24%19%22%20%

lfll

This is a 'great to
have' - makes a
difference and can sway

14222026728322357167471938324my decision
25%31%31%26%29%35%22%29%16%25%26%25%26%27%

eeeeee

39544069470697414663181244289827NET Important
68%75%63%68%72%74%69%73%60%68%70%55%61%68%

abekbabek
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcb*aSignificance Level: 95%
17811483649626011063726513133124271326Unweighted total
1221098262958536118252901142995121220Weighted total

11971371*642*-20This is a negative to me
1%2%3%1%1%*%1%2%3%8%*%-%2%

bgh

This is not important to
me - don't mind if not

1610627965412*25172102123offered
13%10%10%10%10%11%2%9%15%7%10%15%10%

ef

This is mandatory to me
43460114390231585127354328504- a must have
35%42%44%41%43%49%22%44%31%15%34%68%41%

cdfbcdfcdfc

This is a ‘nice to have’
, but I can live without

272234620411427847214281250it being offered
22%20%17%21%21%23%33%16%18%14%30%5%20%

edeh

This is a 'great to
have' - makes a
difference and can sway

35289682561292011853716251324my decision
28%26%26%27%24%17%43%29%32%56%26%12%27%

ghggbdegh

78749182645360781621272215710827NET Important
64%68%69%67%67%66%64%73%63%71%60%79%68%

bd
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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%
3272117803712891326Unweighted total
2931957215111691220Weighted total

211741620This is a negative to me
1%1%2%7%1%2%

a

This is not important to
me - don't mind if not

1310973120123offered
5%5%13%5%10%10%

bc

This is mandatory to me
1528626216488504- a must have

52%44%36%31%42%41%

aa

This is a ‘nice to have’
, but I can live without

45521539241250it being offered
15%27%21%18%21%20%

cc

This is a 'great to
have' - makes a
difference and can sway

814619220304324my decision
28%23%27%38%26%27%

23313145436792827NET Important
80%67%63%70%68%68%

ab
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Guaranteed delivery to recipient's door (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is
to you in choosing a postal provider or service:)
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*dcbaSignificance Level: 95%
2906863507391287--4213225110361326Unweighted total
2036183995201200--32*1518310171220Weighted total

2612--20------21820This is a negative to me
1%1%3%-%-%2%-%-%-%-%-%-%1%2%2%

b

This is not important to
me - don't mind if not

194460*2121--*--217104123offered
9%7%15%5%9%10%-%-%9%-%-%11%9%10%10%

bc

This is mandatory to me
105269129510493--32-695399504- a must have

52%44%32%93%51%41%-%-%91%100%-%38%52%39%41%

abaai

This is a ‘nice to have’
, but I can live without

3612193-5245-----531214250it being offered
18%20%23%-%25%20%-%-%-%-%-%32%17%21%20%

b

This is a 'great to
have' - makes a
difference and can sway

41178105*3321----*338283324my decision
20%29%26%2%15%27%-%-%-%-%100%19%21%28%27%

cbb

146447234513814--32*9133681827NET Important
72%72%59%95%66%68%-%-%91%100%100%57%73%67%68%

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,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%
1842436881165935435517132681812181326Unweighted total
2841421591111829370488122072211001220Weighted total

----**2011*12061820This is a negative to me
-%-%-%-%1%*%2%1%*%*%2%1%2%2%

dedede

This is not important to
me - don't mind if not

-*--3311776262512354112123offered
-%1%-%-%14%5%11%9%7%5%10%8%10%10%

dbdbde

This is mandatory to me
2244926456361164248504344455504- a must have

100%25%96%29%44%44%41%44%44%51%41%48%41%41%

acefac

This is a ‘nice to have’
, but I can live without

-2*76152201678188250140229250it being offered
-%29%4%49%26%25%20%20%22%18%20%19%21%20%

This is a 'great to
have' - makes a
difference and can sway

-4-331529921498126324177286324my decision
-%45%-%22%16%25%27%26%27%26%27%25%26%27%

26471341755575263373827521741827NET Important
100%70%96%51%59%70%68%69%71%77%68%72%67%68%

acfac
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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%
62533233434012-1126124951326Unweighted total
6161284336434*-**32114701220Weighted total

-12315-------120This is a negative to me
-%*%1%1%3%-%-%-%-%-%-%-%*%2%

bcd

This is not important to
me - don't mind if not

-16262853----2-*23123offered
-%10%9%8%12%-%-%-%-%47%-%2%5%10%

This is mandatory to me
280123146153*-**-27239504- a must have

29%50%43%43%35%100%-%100%100%-%77%60%51%41%

aaa

This is a ‘nice to have’
, but I can live without

-28736683----2*284250it being offered
-%17%26%20%19%-%-%-%-%53%7%18%18%20%

ad

This is a 'great to
have' - makes a
difference and can sway

5366193129-----*2123324my decision
71%22%21%28%30%-%-%-%-%-%16%20%26%27%

cd

6116183239283*-**-29362827NET Important
100%72%65%71%65%100%-%100%100%-%93%80%77%68%
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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%
141312961230223212732681201142131326Unweighted total
10121092112818012295*581191151951220Weighted total

-20-201-----1-20This is a negative to me
-%2%-%2%*%-%-%-%-%-%1%-%2%

This is not important to
me - don't mind if not

*122411813211-64511123offered
4%10%5%10%7%14%4%-%10%3%4%5%10%

This is mandatory to me
7497484561034141*286254103504- a must have

64%41%52%40%57%30%48%72%49%52%47%53%41%

aa

This is a ‘nice to have’
, but I can live without

12491323730554-5212636250it being offered
9%21%14%21%17%39%18%-%9%18%23%19%20%

d

This is a 'great to
have' - makes a
difference and can sway

23212729734290*19323045324my decision
22%27%29%26%19%17%30%28%32%27%26%23%27%

c

9818757521376231*479484148827NET Important
87%68%81%67%76%47%78%100%81%79%72%76%68%

a
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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%
-158114740112938818219122511326Unweighted total
-119104236112935916198118421220Weighted total

-118--1----20This is a negative to me
-%1%2%-%-%*%-%-%-%-%2%

a

This is not important to
me - don't mind if not

-1111014421*44*123offered
-%9%11%4%3%6%3%2%3%*%10%

aa

This is mandatory to me
-60415197621859985725504- a must have
-%50%40%54%48%52%58%50%49%58%41%

bb

This is a ‘nice to have’
, but I can live without

-22224572662139247250it being offered
-%19%22%16%20%17%6%20%21%16%20%

a

This is a 'great to
have' - makes a
difference and can sway

-262759436895563211324my decision
-%22%26%26%28%25%33%28%27%26%27%

-8569029099275151548936827NET Important
-%72%66%80%77%77%91%78%76%84%68%

bc
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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%
1886710444388161218-106369328-1247383161326Unweighted total
177319654007221100-97345305-916573021220Weighted total

-12141618--1--16-20This is a negative to me
-%2%1%*%1%2%-%-%*%-%-%1%1%-%2%

c

This is not important to
me - don't mind if not

-78862154112-4246-6535123offered
-%11%9%5%8%10%-%4%7%2%-%6%8%2%10%

bcaaa

This is mandatory to me
11297414207344455-48155176-45300177504- a must have
64%41%43%52%48%41%-%49%45%58%-%49%46%59%41%

aabb

This is a ‘nice to have’
, but I can live without

*14820174140229-196854-1713148250it being offered
1%20%21%18%19%21%-%19%20%18%-%19%20%16%20%

This is a 'great to
have' - makes a
difference and can sway

619525098177286-279768-2316772324my decision
35%27%26%25%25%26%-%27%28%22%-%25%25%24%27%

17492664305521741-74252244-67466249827NET Important
99%67%69%76%72%67%-%76%73%80%-%74%71%82%68%

aabbc
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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*b*abaedcbaSignificance Level: 95%
1018232982194656592362103161326Unweighted total
1121182369888547602121702911220Weighted total

----1212---1-20This is a negative to me
-%-%-%-%2%1%-%-%-%*%-%2%

This is not important to
me - don't mind if not

*2-67883-43617123offered
2%8%-%25%11%9%-%6%1%4%6%10%

cc

This is mandatory to me
51778268372223412983145504- a must have

40%78%39%34%38%42%46%57%61%49%50%41%

abe

This is a ‘nice to have’
, but I can live without

2*531481881312343554250it being offered
19%1%25%11%21%21%28%20%16%21%19%20%

c

This is a 'great to
have' - makes a
difference and can sway

43771922301210464574324my decision
39%13%36%30%27%26%26%17%22%26%25%27%

91914144606013444175128219827NET Important
79%91%75%64%66%68%72%73%83%75%75%68%

a

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 52  (continuation)                                                                                                                                                    Page 969

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%
1143183351161-3231253762130610871289111912851326Unweighted total
1035185421046-259115569511979811178100111751220Weighted total

20**18--184201318111820This is a negative to me
2%*%*%2%-%-%2%1%2%1%1%1%2%2%

ac

This is not important to
me - don't mind if not

112104103-13113461228611686116123offered
11%6%9%10%-%5%10%7%10%9%10%9%10%10%

aac

This is mandatory to me
4079625418-135486333493425488431487504- a must have

39%52%60%40%-%52%42%48%41%43%41%43%41%41%

babb

This is a ‘nice to have’
, but I can live without

220304221-46237144248206246213246250it being offered
21%16%10%21%-%18%21%21%21%21%21%21%21%20%

This is a 'great to
have' - makes a
difference and can sway

275498286-65302169314252311260308324my decision
27%26%20%27%-%25%26%24%26%26%26%26%26%27%

68214534705-200788502807677799691796827NET Important
66%78%81%67%-%77%68%72%67%69%68%69%68%68%

bb
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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
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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%
51980711186013624294713418353141881326Unweighted total
48873210455112023087211216945151771220Weighted total

11920--416-----20This is a negative to me
2%1%2%-%-%2%2%-%-%-%-%-%2%

This is not important to
me - don't mind if not

58641191330791432-4123offered
12%9%11%2%2%13%9%12%2%5%-%2%10%

ab

This is mandatory to me
190314416246193352578424988504- a must have

39%43%40%47%51%40%40%51%50%53%60%50%41%

cb

This is a ‘nice to have’
, but I can live without

11813122015144019017338231250it being offered
24%18%21%30%12%17%22%15%19%17%14%17%20%

aaa

This is a 'great to
have' - makes a
difference and can sway

111213270104263235245011454324my decision
23%29%26%20%35%27%27%21%29%25%26%31%27%

bbc

30052768634103155587811343513142827NET Important
62%72%66%68%86%68%67%72%79%78%86%80%68%

bbc
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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
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1131171281061041299382126106941281326Unweighted total
115136861161148677958612987931220Weighted total

-2*2524311--20This is a negative to me
-%2%1%2%4%2%5%3%1%1%-%-%2%

ablabdjl

This is not important to
me - don't mind if not

12151116833101218312123offered
11%11%13%13%7%3%4%10%14%14%3%13%10%

bgbgbfgbfggbfgbfgbfg

This is mandatory to me
506938464740382622523441504- a must have
43%51%45%39%41%47%50%28%25%40%39%44%41%

dedededddededdde

This is a ‘nice to have’
, but I can live without

282013282015132221272318250it being offered
25%15%15%24%18%18%17%24%25%21%26%20%20%

jk

This is a 'great to
have' - makes a
difference and can sway

243022243426193431302722324my decision
21%22%26%21%30%30%25%35%36%23%31%24%27%

iklacikl

749961708166586052826163827NET Important
65%73%71%60%71%77%74%63%61%64%70%68%68%

dicdeildi
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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
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
3583393013281326Unweighted total
3373172593081220Weighted total

397120This is a negative to me
1%3%3%*%2%

adad

This is not important to
me - don't mind if not

38262533123offered
11%8%10%11%10%

This is mandatory to me
15713386127504- a must have

47%42%33%41%41%

bbb

This is a ‘nice to have’
, but I can live without

61645768250it being offered
18%20%22%22%20%

This is a 'great to
have' - makes a
difference and can sway

77858479324my decision
23%27%32%26%27%

d

234218170206827NET Important
70%69%66%67%68%
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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%
1206196255307479571163068471326Unweighted total

554383294408618153911591220Weighted total

5*112252**25658This is a negative to me
9%*%1%4%6%4%1%2%5%5%5%

cdc

This is not important to
me - don't mind if not

16102986117182412343360offered
29%24%35%29%29%29%24%25%31%30%30%

This is mandatory to me
16212893105194610332351- a must have
30%48%34%32%26%32%49%40%25%29%29%

abebabeab

This is a ‘nice to have’
, but I can live without

12816408011*38207218it being offered
22%18%19%14%20%18%6%20%19%18%18%

bdddd

This is a 'great to
have' - makes a
difference and can sway

649638011128222233my decision
11%10%11%22%20%18%19%13%20%19%19%

cdee

222538156185315817553584NET Important
41%58%45%53%45%50%69%53%45%48%48%

eeabe
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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

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
1621811748098076891587827139481141326Unweighted total

5773631027989310720010527178751451220Weighted total

3544649882252658This is a negative to me
5%7%7%4%5%9%7%4%2%8%3%2%4%5%

e

This is not important to
me - don't mind if not

18201330927182765427422754360offered
31%28%21%30%28%20%25%33%40%25%23%36%37%30%

kkhkcghklhkchk

This is mandatory to me
11191730327243969274571838351- a must have
20%27%28%29%28%26%37%34%26%15%32%23%26%29%

mmmm

This is a ‘nice to have’
, but I can live without

1691417824222122167281524218it being offered
29%12%22%17%25%24%19%11%15%27%16%20%17%18%

acefjlflfflfl

This is a 'great to
have' - makes a
difference and can sway

8191419114201336187461423233my decision
15%26%23%19%15%22%12%18%17%25%26%19%16%19%

agijmggm

20383249442445210545111033261584NET Important
35%53%50%48%43%47%49%52%43%40%58%42%42%48%

mmmmmaeijm
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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

babahgfedcb*aSignificance Level: 95%
17811483649626011063726513133124271326Unweighted total
1221098262958536118252901142995121220Weighted total

3551345254*20521258This is a negative to me
2%5%5%5%5%3%1%7%4%6%1%18%5%

bbb

This is not important to
me - don't mind if not

3632484276142341195407301360offered
30%29%32%29%26%29%45%33%35%26%31%10%30%

hh

This is mandatory to me
333187128115943472336285351- a must have
27%29%27%29%30%37%18%25%29%21%29%44%29%

ef

This is a ‘nice to have’
, but I can live without

261925216610815647175181218it being offered
22%17%20%17%20%12%25%16%15%16%19%9%18%

This is a 'great to
have' - makes a
difference and can sway

242094319010122357209192233my decision
19%19%16%20%19%18%12%20%18%32%20%19%19%

f

575271134702616571285315478584NET Important
46%48%43%49%49%55%30%44%46%52%49%62%48%

fff
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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%
3272117803712891326Unweighted total
2931957215111691220Weighted total

1553885058This is a negative to me
5%2%5%16%4%5%

a

This is not important to
me - don't mind if not

754523710350360offered
26%23%33%20%30%30%

bc

This is mandatory to me
996918119333351- a must have
34%36%25%36%28%29%

aa

This is a ‘nice to have’
, but I can live without

47351375213218it being offered
16%18%19%9%18%18%

This is a 'great to
have' - makes a
difference and can sway

58421289223233my decision
20%22%18%18%19%19%

15711130928556584NET Important
53%57%43%54%48%48%

aa
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b - 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%
2906863507391287--4213225110361326Unweighted total
2036183995201200--32*1518310171220Weighted total

111731-157-----1104758This is a negative to me
5%3%8%-%3%5%-%-%-%-%-%4%6%5%5%

bb

This is not important to
me - don't mind if not

4718113223358--*2-145313360offered
23%29%33%43%13%30%-%-%9%90%-%3%24%31%30%

ccjcbcj

This is mandatory to me
8319177111340--**-1171269351- a must have
41%31%19%11%56%28%-%-%12%10%-%71%39%26%29%

abaabiabiai

This is a ‘nice to have’
, but I can live without

39998025213--2--234179218it being offered
19%16%20%44%23%18%-%-%79%-%-%16%19%18%18%

This is a 'great to
have' - makes a
difference and can sway

2313080*1232----*122209233my decision
12%21%20%2%5%19%-%-%-%-%100%6%12%21%19%

ccbjbcj

106321157113571--***1294478584NET Important
52%52%39%13%61%48%-%-%12%10%100%77%51%47%48%

aaabi
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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%
1842436881165935435517132681812181326Unweighted total
2841421591111829370488122072211001220Weighted total

-*-3*3523791658325158This is a negative to me
-%1%-%21%*%5%5%4%2%3%5%4%5%5%

ee

This is not important to
me - don't mind if not

-143610336239109123360212317360offered
-%8%96%18%30%18%30%29%30%25%30%29%29%30%

b

This is mandatory to me
-7*4721311255119166351241317351- a must have
-%91%4%32%34%36%28%31%32%34%29%33%29%29%

acac

This is a ‘nice to have’
, but I can live without

2--33111991426587218116202218it being offered
100%-%-%19%12%19%18%17%18%18%18%16%18%18%

This is a 'great to
have' - makes a
difference and can sway

---15132131566796233121213233my decision
-%-%-%10%24%22%19%19%18%20%19%17%19%19%

-7*61234524412186262584361530584NET Important
-%91%4%43%58%58%47%50%50%54%48%50%48%48%

ac
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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%
62533233434012-1126124951326Unweighted total
6161284336434*-**32114701220Weighted total

-8101426-------1658This is a negative to me
-%5%3%4%6%-%-%-%-%-%-%-%3%5%

This is not important to
me - don't mind if not

-4182117120------*122360offered
-%26%29%35%28%-%-%-%-%-%-%3%26%30%

ad

This is mandatory to me
4738391101*-**225157351- a must have

61%45%29%27%23%100%-%100%100%47%81%41%33%29%

abc

This is a ‘nice to have’
, but I can live without

-154951103-----*681218it being offered
-%9%17%15%24%-%-%-%-%-%11%52%17%18%

ddbcd

This is a 'great to
have' - makes a
difference and can sway

224616283----2**94233my decision
39%15%22%18%19%-%-%-%-%53%8%4%20%19%

d

697144153184*-**325251584NET Important
100%60%51%46%42%100%-%100%100%100%89%45%53%48%

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,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%
141312961230223212732681201142131326Unweighted total
10121092112818012295*581191151951220Weighted total

*57*579-7-251858This is a negative to me
5%5%1%5%5%-%2%-%4%4%1%4%5%

b

This is not important to
me - don't mind if not

33573133032685-13183557360offered
28%30%33%29%18%45%29%-%22%15%30%29%30%

ccc

This is mandatory to me
63453231971590*23423863351- a must have

55%29%35%28%39%38%31%72%40%35%33%32%29%

a

This is a ‘nice to have’
, but I can live without

12171420431156-8232136218it being offered
6%18%15%18%17%7%19%-%14%19%18%18%18%

This is a 'great to
have' - makes a
difference and can sway

12321521838157*12322131233my decision
6%19%16%19%21%10%19%28%21%27%18%16%19%

a

6578475371096147*35745994584NET Important
61%48%51%48%60%48%50%100%60%62%51%48%48%

aa
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-158114740112938818219122511326Unweighted total
-119104236112935916198118421220Weighted total

-64818-1623-158This is a negative to me
-%5%5%5%-%4%12%1%-%2%5%

b

This is not important to
me - don't mind if not

-313059937853603610360offered
-%26%29%27%29%24%21%30%31%23%30%

This is mandatory to me
-38299104461197633918351- a must have
-%32%29%29%36%33%43%32%33%41%29%

This is a ‘nice to have’
, but I can live without

-17186672365337236218it being offered
-%14%18%19%18%18%20%19%20%14%18%

This is a 'great to
have' - makes a
difference and can sway

-27204732274136208233my decision
-%23%20%20%17%21%3%18%17%20%19%

-65502178681937985926584NET Important
-%55%48%49%53%54%46%50%50%61%48%
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
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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%
1886710444388161218-106369328-1247383161326Unweighted total
177319654007221100-97345305-916573021220Weighted total

-3940163251-2166-3301558This is a negative to me
-%5%4%4%4%5%-%2%5%2%-%3%5%5%5%

This is not important to
me - don't mind if not

222127298212317-228079-2319491360offered
13%30%28%25%29%29%-%22%23%26%-%26%29%30%30%

This is mandatory to me
11228288132241317-33112105-29214100351- a must have
65%31%30%33%33%29%-%34%33%34%-%31%33%33%29%

a

This is a ‘nice to have’
, but I can live without

411118369116202-156354-1310650218it being offered
23%15%19%17%16%18%-%15%18%18%-%14%16%16%18%

b

This is a 'great to
have' - makes a
difference and can sway

-13218385120213-257461-2311346233my decision
-%18%19%21%17%19%-%26%21%20%-%25%17%15%19%

ab

11360471217361530-59186165-52327147584NET Important
65%49%49%54%50%48%-%60%54%54%-%57%50%48%48%

a
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c
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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%
1018232982194656592362103161326Unweighted total
1121182369888547602121702911220Weighted total

**-13737227111358This is a negative to me
2%2%-%3%5%4%5%4%3%6%4%5%

This is not important to
me - don't mind if not

1515219240713544862360offered
9%23%5%23%31%27%16%22%25%28%21%30%

This is mandatory to me
2117112122601921685194351- a must have

21%52%40%48%30%29%40%35%32%30%32%29%

This is a ‘nice to have’
, but I can live without

6264102173713413153218it being offered
51%11%33%16%15%20%16%21%19%18%18%18%

b

This is a 'great to
have' - makes a
difference and can sway

22421281751111432969233my decision
18%11%22%11%18%20%24%18%20%17%24%19%

4141113340436303211080163584NET Important
38%64%62%58%49%49%64%53%52%47%56%48%

bb
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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%
1143183351161-3231253762130610871289111912851326Unweighted total
1035185421046-259115569511979811178100111751220Weighted total

4810*51-75528574755445558This is a negative to me
5%5%*%5%-%3%5%4%5%5%5%4%5%5%

This is not important to
me - don't mind if not

318427314-66341205353270338277336360offered
31%23%17%30%-%26%30%30%29%28%29%28%29%30%

a

This is mandatory to me
2698225295-77328210342293343318342351- a must have

26%44%59%28%-%30%28%30%29%30%29%32%29%29%

ba

This is a ‘nice to have’
, but I can live without

193252190-49204131216179210168210218it being offered
19%13%5%18%-%19%18%19%18%18%18%17%18%18%

b

This is a 'great to
have' - makes a
difference and can sway

206268195-59227121229192231194231233my decision
20%14%19%19%-%23%20%17%19%20%20%19%20%19%

a

47510932491-137555331571485574512573584NET Important
46%59%78%47%-%53%48%48%48%49%49%51%49%48%

ba
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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
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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%
51980711186013624294713418353141881326Unweighted total
48873210455112023087211216945151771220Weighted total

332555*25485322358This is a negative to me
7%3%5%*%2%2%5%5%2%4%12%1%5%

ac

This is not important to
me - don't mind if not

152209308153769267254914350360offered
31%29%29%29%31%30%31%22%29%31%19%28%30%

a

This is mandatory to me
127224288214281234345712459351- a must have

26%31%28%41%35%35%27%30%34%27%26%33%29%

cb

This is a ‘nice to have’
, but I can live without

9212619261835152272713433218it being offered
19%17%18%13%15%15%17%24%16%29%26%19%18%

cb

This is a 'great to
have' - makes a
difference and can sway

841482028214017221324332233my decision
17%20%19%17%17%17%20%19%19%8%17%18%19%

2113734902963121406559016792584NET Important
43%51%47%57%52%53%46%49%53%36%43%52%48%

ba
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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
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1131171281061041299382126106941281326Unweighted total
115136861161148677958612987931220Weighted total

15597569522158This is a negative to me
1%4%6%7%6%6%8%9%6%2%2%2%5%

lallalalacll

This is not important to
me - don't mind if not

493226303620242124412730360offered
43%23%31%26%32%23%31%22%27%32%31%32%30%

degik

This is mandatory to me
394930382722212419381528351- a must have
34%36%35%32%24%25%27%26%22%30%17%30%29%

bdbdhbdbbb

This is a ‘nice to have’
, but I can live without

1427817222416199222416218it being offered
12%20%9%15%19%28%20%20%11%17%27%18%18%

jjdijljjdijl

This is a 'great to
have' - makes a
difference and can sway

122316222215112229251917233my decision
10%17%19%19%20%18%14%23%34%19%22%19%19%

llacfghijkll

517246604937324648633446584NET Important
44%53%54%52%43%43%41%49%56%49%39%49%48%

bbbfg
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
3583393013281326Unweighted total
3373172593081220Weighted total

112120658This is a negative to me
3%7%8%2%5%

adad

This is not important to
me - don't mind if not

107866998360offered
32%27%27%32%30%

This is mandatory to me
118866582351- a must have

35%27%25%26%29%

abc

This is a ‘nice to have’
, but I can live without

49634462218it being offered
15%20%17%20%18%

This is a 'great to
have' - makes a
difference and can sway

50606161233my decision
15%19%24%20%19%

d

169146126143584NET Important
50%46%49%46%48%
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
5933421201522223253137400622Unweighted total
232535150217305719580610Weighted total

97117010515339251265Standard 1st Class
40%26%30%47%49%49%62%46%47%43%43%

dcda

81418627313328226239Signed for 1st Class
35%57%52%41%34%42%59%33%42%39%39%

aeaac

267367912336165177Standard 2nd Class
10%25%20%24%36%39%64%43%31%29%29%

ebceaabea

Royal Mail tracked 24
629375610235141150hours

25%8%25%25%26%32%44%40%25%24%25%

dddaabab

36319467223105112Signed for 2nd Class
15%25%9%13%21%24%44%28%17%18%18%

abe

Royal Mail tracked 48
32422547224103110hours

15%7%12%14%25%22%35%22%19%18%18%

bda

Special Delivery
2272536721494101Guaranteed by 1pm
7%9%19%17%17%22%41%17%20%16%16%

abce

435323641*29599Parcelforce Worldwide
16%10%14%21%17%14%24%7%13%16%16%

c

International Tracked
*242117221*6062and Signed
2%6%11%14%8%8%34%8%2%10%10%

ebabcebb

Special Delivery
316151941125358Guaranteed by 9am

13%2%16%10%9%14%18%18%11%9%9%

da

International standard
mail (previously

11392432115053Airmail)
3%3%8%6%11%11%34%12%5%9%9%

babce

**4171331115053International Signed
2%*%12%11%6%8%32%8%3%9%9%

eebabceb

International Tracked
*13201231114851(previously Airsure)
2%3%7%13%6%10%29%8%6%8%8%

aeabce
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
5933421201522223253137400622Unweighted total
232535150217305719580610Weighted total

International Economy
(previously surface

*-151121**2325mail)
2%-%2%4%5%6%18%6%3%4%4%

abe

None of these (DO NOT
32616112**25457READ OUT)

11%7%18%11%5%8%2%6%10%9%9%

a

Don't Know (DO NOT READ
*--22*-**77OUT)
1%-%-%1%1%2%-%1%2%1%1%

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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
797063410414750753211742654622Unweighted total
272925530455565100427964377610Weighted total

16131022628232746124311936265Standard 1st Class
60%46%42%43%62%42%42%46%27%58%33%44%46%43%

ceghjkcejk

1015920512203840122401922239Signed for 1st Class
37%52%36%39%28%37%59%40%28%33%42%43%28%39%

aeijaefhijkm

118111471417154071121230177Standard 2nd Class
39%27%46%28%32%31%23%40%16%15%12%27%38%29%

cejccegjlccccejce

Royal Mail tracked 24
7831321113242114*281010150hours

26%27%12%25%25%24%38%21%34%6%29%24%12%25%

kkakafkakak

666947131528616415112Signed for 2nd Class
23%21%23%18%16%23%23%28%15%10%6%9%19%18%

cccccccjc

Royal Mail tracked 48
444971211151412*2149110hours

16%13%17%18%27%20%24%13%29%4%22%9%11%18%

aa

Special Delivery
4658631415155*1968101Guaranteed by 1pm

15%19%19%16%6%26%24%15%13%1%20%15%11%16%

ii

86580871384*19101199Parcelforce Worldwide
31%19%21%15%18%12%20%8%10%4%20%24%14%16%

aefhjffff

International Tracked
4215526543-198962and Signed

14%6%5%10%5%12%8%4%6%-%19%18%11%10%

ffijkl

Special Delivery
1225368108**116358Guaranteed by 9am
3%7%7%10%14%15%15%8%1%2%12%14%3%9%

memaemaemm

International standard
mail (previously

3224628663-134453Airmail)
12%5%9%9%5%15%9%6%7%-%14%9%5%9%

2124826723-1161153International Signed
8%2%7%9%5%12%11%2%6%-%12%14%14%9%

fflfflfl

International Tracked
31245265*1-1441351(previously Airsure)

12%2%8%9%5%12%8%*%2%-%14%10%16%8%

flffflfflefl
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
797063410414750753211742654622Unweighted total
272925530455565100427964377610Weighted total

International Economy
(previously surface

21220*24**-82425mail)
6%4%6%4%1%3%6%*%*%-%8%4%6%4%

fffff

None of these (DO NOT
2*25354962-126857READ OUT)
6%2%7%10%12%8%14%6%5%-%13%14%10%9%

lllll

Don't Know (DO NOT READ
*116*-*--24--7OUT)
1%2%2%1%*%-%*%-%-%31%4%-%-%1%

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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
74548171451210311820042111019622Unweighted total
565541304802064011225396803610Weighted total

26240632029622182244323265Standard 1st Class
46%43%48%42%47%56%12%36%63%58%41%98%43%

eebe

25213541858817181143322239Signed for 1st Class
45%39%41%38%43%44%8%36%37%56%40%49%39%

221553813960114676*291177Standard 2nd Class
38%28%29%29%29%27%38%30%15%1%36%15%29%

d

Royal Mail tracked 24
1213837113544*5412322-150hours
21%25%29%23%26%10%4%24%31%46%28%-%25%

g

910324883693453116-112Signed for 2nd Class
15%19%18%18%17%22%27%20%7%9%20%-%18%

d

Royal Mail tracked 48
710322873821417219*110hours

12%19%17%18%18%5%6%18%17%38%23%3%18%

g

Special Delivery
596188344*1353-181101Guaranteed by 1pm
9%17%14%17%21%1%7%15%7%-%22%16%16%

dggdg

59424754122342215199Parcelforce Worldwide
9%17%19%16%20%5%19%15%6%36%19%18%16%

dg

International Tracked
162854224*32*-4*62and Signed
1%11%6%11%10%10%2%14%*%-%5%3%10%

bbddbd

Special Delivery
354751232*183210-58Guaranteed by 9am
6%10%5%11%11%5%2%8%6%28%12%-%9%

b

International standard
mail (previously

*53548222*17*-12*53Airmail)
1%10%4%10%11%6%2%8%*%-%15%3%9%

bbdd

250944195*23--7-53International Signed
4%9%7%9%9%12%2%10%-%-%8%-%9%

ddd

International Tracked
150843195*19--8-51(previously Airsure)
1%9%6%9%9%12%2%8%-%-%10%-%8%

bddd
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
74548171451210311820042111019622Unweighted total
565541304802064011225396803610Weighted total

International Economy
(previously surface

124421113*7--4-25mail)
1%4%3%4%5%7%2%3%-%-%5%-%4%

None of these (DO NOT
254114514-2284*9-57READ OUT)
4%10%9%9%7%-%17%12%11%2%11%-%9%

g

Don't Know (DO NOT READ
-7176--1-***7OUT)
-%1%1%1%3%-%-%1%-%3%*%2%1%

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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
22310529017605622Unweighted total
22410327820590610Weighted total

91541198257265Standard 1st Class
41%53%43%41%44%43%

c

844910311228239Signed for 1st Class
37%48%37%56%39%39%

7836635172177Standard 2nd Class
35%35%23%23%29%29%

aa

Royal Mail tracked 24
6223647144150hours
27%22%23%32%24%25%

4822436106112Signed for 2nd Class
21%21%15%30%18%18%

Royal Mail tracked 48
3531429101110hours
16%30%15%42%17%18%

ac

Special Delivery
332540497101Guaranteed by 1pm
15%24%14%19%16%16%

ac

35214169399Parcelforce Worldwide
16%20%15%30%16%16%

International Tracked
281915-6262and Signed
13%18%5%-%11%10%

aa

Special Delivery
20152335558Guaranteed by 9am

9%14%8%14%9%9%

International standard
mail (previously

172412-5353Airmail)
8%23%4%-%9%9%

ac

221514-5353International Signed
10%15%5%-%9%9%

aa

International Tracked
221214-5151(previously Airsure)
10%12%5%-%9%8%

aa

International Economy
(previously surface

799-2525mail)
3%8%3%-%4%4%

ac
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
22310529017605622Unweighted total
22410327820590610Weighted total

None of these (DO NOT
20530*5657READ OUT)

9%4%11%*%10%9%

Don't Know (DO NOT READ
5*3-77OUT)
2%*%1%-%1%1%

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: 12/07/19



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%
20333485736586--23229167419622Unweighted total
158345107321589--*2117137453610Weighted total

6115549310255---21751204265Standard 1st Class
39%45%46%78%47%43%-%-%-%89%100%41%37%45%43%

671363729230---2*758172239Signed for 1st Class
42%39%34%64%43%39%-%-%-%89%16%39%42%38%39%

549528310167---21843123177Standard 2nd Class
34%27%27%78%50%28%-%-%-%89%100%44%32%27%29%

abi

Royal Mail tracked 24
36882738142---2*528114150hours
23%25%25%76%38%24%-%-%-%89%84%31%20%25%25%

b

385519*5107----*53375112Signed for 2nd Class
24%16%18%3%23%18%-%-%-%-%16%27%24%16%18%

ba

Royal Mail tracked 48
33552238102--*2*52577110hours
21%16%20%77%37%17%-%-%50%80%84%29%18%17%18%

abi

Special Delivery
266592596---2*32175101Guaranteed by 1pm
16%19%9%64%24%16%-%-%-%89%16%16%15%17%16%

a

3350151593---**5286599Parcelforce Worldwide
21%15%14%20%26%16%-%-%-%9%84%27%20%14%16%

b

International Tracked
312842755---2*4243162and Signed
20%8%3%70%32%9%-%-%-%80%84%24%18%7%10%

abaiai

Special Delivery
16329*157----**164158Guaranteed by 9am
10%9%8%3%3%10%-%-%-%-%16%3%12%9%9%

International standard
mail (previously

173332449---2*2133653Airmail)
11%10%3%70%21%8%-%-%-%80%84%12%9%8%9%

aaabi

242722647---2-4172953International Signed
15%8%2%55%29%8%-%-%-%80%-%24%13%6%9%

ababia

International Tracked
2427*2645---2-4182751(previously Airsure)
15%8%*%55%30%8%-%-%-%80%-%25%13%6%8%

abaabiai

International Economy
(previously surface

8161*222----*261725mail)
5%5%1%14%12%4%-%-%-%-%84%11%4%4%4%

ai
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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: 12/07/19



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%
20333485736586--23229167419622Unweighted total
158345107321589--*2117137453610Weighted total

None of these (DO NOT
233121354--**-2213357READ OUT)
15%9%2%15%12%9%-%-%50%11%-%12%15%7%9%

abaai

Don't Know (DO NOT READ
2*5--7------257OUT)
1%*%5%-%-%1%-%-%-%-%-%-%1%1%1%

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,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*cbafedcbaSignificance Level: 95%
-53111348420498226622500401443622Unweighted total
-626836407466195610464354397610Weighted total

-22332119620588265226187196265Standard 1st Class
-%35%91%45%42%59%48%44%45%43%49%53%49%43%

df

-4*121718018289239204165182239Signed for 1st Class
-%58%9%13%22%49%44%39%46%39%44%46%46%39%

dfdf

-12521512213159177146115118177Standard 2nd Class
-%10%84%85%23%42%30%28%30%29%31%33%30%29%

Royal Mail tracked 24
--*-1101101195115012193107150hours
-%-%16%-%10%28%27%25%26%25%26%26%27%25%

-*2119828842112957177112Signed for 2nd Class
-%2%84%12%16%24%20%19%22%18%20%20%19%18%

Royal Mail tracked 48
---**7708238110786564110hours
-%-%-%4%1%21%17%18%19%18%17%18%16%18%

Special Delivery
---*28767146101867870101Guaranteed by 1pm
-%-%-%8%19%23%19%15%24%16%19%22%18%16%

dfdf

-2---67079439978646699Parcelforce Worldwide
-%30%-%-%-%18%17%17%22%16%17%18%17%16%

International Tracked
-2--144750306254504062and Signed
-%30%-%-%9%12%12%11%15%10%12%14%10%10%

d

Special Delivery
---*154445235850474358Guaranteed by 9am
-%-%-%8%8%14%11%10%12%9%11%13%11%9%

International standard
mail (previously

-2-2*73543245345423853Airmail)
-%30%-%35%2%19%9%9%12%9%10%12%10%9%

a

-2-*143843275345403853International Signed
-%30%-%1%9%12%9%9%14%9%10%11%10%9%

d

International Tracked
-2-*143641275143363851(previously Airsure)
-%30%-%1%9%12%9%9%14%8%9%10%10%8%

d

International Economy
(previously surface

---2-21723112520181725mail)
-%-%-%34%-%5%4%5%6%4%4%5%4%4%

None of these (DO NOT
----252845155736253257READ OUT)
-%-%-%-%28%15%7%10%8%9%8%7%8%9%

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 - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-53111348420498226622500401443622Unweighted total
-626836407466195610464354397610Weighted total

Don't Know (DO NOT READ
---*2-53277577OUT)
-%-%-%1%23%-%1%1%1%1%1%1%2%1%

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
31291411271002-112813597622Unweighted total
482133123122*-**3410592610Weighted total

443655856*--*-*3262265Standard 1st Class
89%53%49%47%46%46%-%-%100%-%4%29%44%43%

-43615445*--*-22235239Signed for 1st Class
-%52%46%44%37%46%-%-%100%-%44%20%40%39%

a

235324928*--*2*3172177Standard 2nd Class
54%43%24%39%23%46%-%-%100%53%5%27%29%29%

acac

Royal Mail tracked 24
-21333927*--*-23145150hours
-%26%25%32%22%46%-%-%100%-%45%33%24%25%

*19223717-----*2110112Signed for 2nd Class
11%23%16%30%14%-%-%-%-%-%2%20%19%18%

ac

Royal Mail tracked 48
-13143417*-*--21106110hours
-%16%10%27%14%54%-%100%-%-%47%12%18%18%

acd

Special Delivery
-15193419*--*-**100101Guaranteed by 1pm
-%18%14%27%16%46%-%-%100%-%2%2%17%16%

ac

*12202916*--*-219699Parcelforce Worldwide
11%15%15%23%13%46%-%-%100%-%45%9%16%16%

International Tracked
-2015910------*6262and Signed
-%25%12%7%8%-%-%-%-%-%-%5%10%10%

abc

Special Delivery
-11131512-----**5758Guaranteed by 9am
-%13%10%12%10%-%-%-%-%-%2%2%10%9%

International standard
mail (previously

21213910------*5353Airmail)
54%14%9%7%8%-%-%-%-%-%-%5%9%9%

-1510137-------5353International Signed
-%18%8%10%6%-%-%-%-%-%-%-%9%9%

ac

International Tracked
-181078-----*-5151(previously Airsure)
-%21%8%5%6%-%-%-%-%-%2%-%9%8%

abc

International Economy
(previously surface

-4925------*2425mail)
-%5%7%2%4%-%-%-%-%-%-%5%4%4%

b

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
31291411271002-112813597622Unweighted total
482133123122*-**3410592610Weighted total

None of these (DO NOT
-109611----2*15457READ OUT)
-%12%7%5%9%-%-%-%-%47%4%5%9%9%

b

Don't Know (DO NOT READ
--222-------77OUT)
-%-%2%2%2%-%-%-%-%-%-%-%1%1%

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
1348711251024522354584148140245622Unweighted total

945511249921614379468158144236610Weighted total

1225182471088149*256861111265Standard 1st Class
12%50%16%50%50%58%39%2%37%43%42%47%43%

ba

120324215879143*20726087239Signed for 1st Class
8%45%22%43%40%60%38%2%29%46%41%37%39%

bd

114518159553119220374968177Standard 2nd Class
8%32%16%32%26%20%31%49%30%24%34%29%29%

b

Royal Mail tracked 24
21192112957588-21503148150hours

23%26%19%26%26%36%23%-%31%32%22%20%25%

a

194169638273*13352638112Signed for 2nd Class
8%21%14%19%17%13%19%2%19%22%18%16%18%

Royal Mail tracked 48
276199023879*16302835110hours

17%17%17%18%11%52%21%5%24%19%19%15%18%

c

Special Delivery
*86118933760*10314019101Guaranteed by 1pm
2%19%10%18%15%52%16%5%15%20%28%8%16%

baad

*77207824371*1629242999Parcelforce Worldwide
2%17%18%16%11%24%19%2%23%19%17%12%16%

ca

International Tracked
-5495319*42-1520111562and Signed
-%12%8%11%9%1%11%-%22%13%8%7%10%

aba

Special Delivery
*5065127427*517221358Guaranteed by 9am
1%11%6%10%12%28%7%5%7%11%16%6%9%

aa

International standard
mail (previously

*4554818333*720131353Airmail)
2%10%5%10%8%19%9%2%10%13%9%6%9%

a

*4584414*39*132111853International Signed
1%10%8%9%6%1%10%2%19%14%7%3%9%

aba

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
1348711251024522354584148140245622Unweighted total

945511249921614379468158144236610Weighted total

International Tracked
-4374416135-132171051(previously Airsure)
-%9%6%9%7%5%9%-%20%13%5%4%8%

abab

International Economy
(previously surface

-2032210*15-3102925mail)
-%4%2%4%5%1%4%-%5%6%2%4%4%

b

None of these (DO NOT
43238188-482920171057READ OUT)

44%7%34%4%4%-%13%43%13%12%11%4%9%

acaaa

Don't Know (DO NOT READ
-7-75-2-2*237OUT)
-%1%-%1%2%-%1%-%3%*%2%1%1%

ac

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-80409190155467513712064622Unweighted total
-66361167150460212411260610Weighted total

-4718988352311402524265Standard 1st Class
-%72%52%53%23%50%70%32%23%40%43%

abbb

-44175108401991563235239Signed for 1st Class
-%67%49%65%27%43%56%45%28%58%39%

bbbb

-3911851361411423021177Standard 2nd Class
-%60%33%30%24%31%56%34%27%35%29%

ab

Royal Mail tracked 24
-318977341161302319150hours
-%47%25%46%23%25%70%24%20%31%25%

bb

-21774326861292313112Signed for 2nd Class
-%32%21%26%18%19%56%24%21%21%18%

b

Royal Mail tracked 48
-2558453278*321819110hours
-%38%16%27%21%17%25%26%16%32%18%

bbb

Special Delivery
-32675517841241217101Guaranteed by 1pm
-%48%19%33%11%18%56%20%11%27%16%

abbbb

-2762392672*2321999Parcelforce Worldwide
-%41%17%23%17%16%25%18%19%15%16%

ab

International Tracked
-3038271448-1813662and Signed
-%46%11%16%9%10%-%14%12%10%10%

abb

Special Delivery
-2843391147*1491058Guaranteed by 9am
-%42%12%24%7%10%25%12%8%16%9%

abb

International standard
mail (previously

-3138281044-1111453Airmail)
-%47%11%17%6%10%-%9%10%7%9%

abb

-3038281241-1512653International Signed
-%46%11%17%8%9%-%12%11%10%9%

abb

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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 - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-80409190155467513712064622Unweighted total
-66361167150460212411260610Weighted total

International Tracked
-273525843-1310651(previously Airsure)
-%42%10%15%6%9%-%11%9%11%8%

ab

International Economy
(previously surface

-131711519-55225mail)
-%20%5%7%3%4%-%4%4%4%4%

ab

None of these (DO NOT
-2307401612029-57READ OUT)
-%4%8%4%27%3%30%16%26%-%9%

aa

Don't Know (DO NOT READ
--5426-22-7OUT)
-%-%1%3%1%1%-%1%2%-%1%

Refused (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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 - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
11307385541392433-135427414-77354178622Unweighted total

8264359519351390-126408400-60309165610Weighted total

5119214253186195-63234154-4318192265Standard 1st Class
67%45%60%49%53%50%-%50%57%39%-%71%58%56%43%

baaab

3116182226164181-62188184-3816194239Signed for 1st Class
38%44%51%44%47%46%-%49%46%46%-%62%52%57%39%

3128104163115118-5816195-4111454177Standard 2nd Class
37%49%29%31%33%30%-%46%40%24%-%68%37%32%29%

aaaab

Royal Mail tracked 24
65910813993105-3571140-197967150hours

74%22%30%27%26%27%-%27%17%35%-%32%25%41%25%

bbbb

375741047177-359086-236943112Signed for 2nd Class
35%28%21%20%20%20%-%28%22%21%-%38%22%26%18%

ab

Royal Mail tracked 48
35164986562-3568102-165646110hours

45%19%18%19%19%16%-%28%17%25%-%26%18%28%18%

bbb

Special Delivery
35273947770-326594-306962101Guaranteed by 1pm

37%20%20%18%22%18%-%25%16%24%-%50%22%37%16%

bbbb

14972906466-386879-20603999Parcelforce Worldwide
12%19%20%17%18%17%-%30%17%20%-%34%19%24%16%

abb

International Tracked
43751585040-575152-35473562and Signed

51%14%14%11%14%10%-%45%13%13%-%59%15%21%10%

abab

Special Delivery
33046544743-234851-23434058Guaranteed by 9am

35%11%13%10%13%11%-%18%12%13%-%38%14%24%9%

babb

International standard
mail (previously

*3443494238-504841-33423153Airmail)
2%13%12%9%12%10%-%40%12%10%-%55%13%19%9%

abab

23544473938-484445-29392953International Signed
27%13%12%9%11%10%-%38%11%11%-%47%13%17%9%

abab

International Tracked
43442473638-464043-23342551(previously Airsure)

52%13%12%9%10%10%-%37%10%11%-%39%11%15%8%

abab

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 54  (continuation)                                                                                                                                                   Page 1007

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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
11307385541392433-135427414-77354178622Unweighted total

8264359519351390-126408400-60309165610Weighted total

International Economy
(previously surface

*1819221817-242120-16181025mail)
2%7%5%4%5%4%-%19%5%5%-%26%6%6%4%

abab

None of these (DO NOT
-2118192330-92145-*20957READ OUT)
-%8%5%4%7%8%-%7%5%11%-%*%6%6%9%

ccbc

Don't Know (DO NOT READ
-45757-*43--237OUT)
-%2%1%1%1%2%-%*%1%1%-%-%1%2%1%

Refused (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
91711143023846676311249372622Unweighted total

10238152623525677297213355610Weighted total

58*51212194043131116265265Standard 1st Class
48%37%4%33%46%62%73%55%44%54%75%43%

bbcdcbcd

512381111893553147106239239Signed for 1st Class
44%53%31%56%42%54%64%69%49%50%67%39%

bbcbcbc

6823133109373888177120177Standard 2nd Class
62%35%23%21%51%31%66%50%29%83%34%29%

aacacacde

Royal Mail tracked 24
2425529220321504785150hours

20%19%24%34%20%26%36%41%51%22%24%25%

abababe

65-4807724326911285112Signed for 2nd Class
61%24%-%31%31%22%42%41%23%53%24%18%

aacacac

Royal Mail tracked 48
46*3536222301105273110hours

34%27%4%21%20%18%39%38%37%24%20%18%

ababab

Special Delivery
*-22507123271014877101Guaranteed by 1pm
3%-%21%16%19%20%41%36%34%22%22%16%

ababab

*26*5468223299466999Parcelforce Worldwide
5%10%66%2%21%19%39%41%33%21%19%16%

ababab

International Tracked
34433348346249364962and Signed

26%16%42%18%13%14%61%80%16%17%14%10%

abcabce

Special Delivery
*-222847161958314958Guaranteed by 9am
3%-%19%14%11%13%28%25%19%14%14%9%

abab

International standard
mail (previously

32223445534039364353Airmail)
25%8%21%15%13%13%96%51%13%17%12%9%

abcdabc

32223343325341374253International Signed
26%8%21%15%13%12%58%68%14%17%12%9%

abcabc

International Tracked
34233042315139324051(previously Airsure)

28%16%24%18%11%12%56%66%13%15%11%8%

abcabc

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
91711143023846676311249372622Unweighted total

10238152623525677297213355610Weighted total

International Economy
(previously surface

-2-21621251916172225mail)
-%8%-%17%6%6%44%25%5%8%6%4%

abcdabc

None of these (DO NOT
-4-21917-----57READ OUT)
-%18%-%13%7%5%-%-%-%-%-%9%

Don't Know (DO NOT READ
----42-----7OUT)
-%-%-%-%2%1%-%-%-%-%-%1%

Refused (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
468117194972201585399612573601551598622Unweighted total
43812922478*175569388595549586525582610Weighted total

205529223-102251167262241255241255265Standard 1st Class
47%40%39%47%-%58%44%43%44%44%44%46%44%43%

ab

1696410197-99221182235222230208230239Signed for 1st Class
39%50%46%41%-%56%39%47%39%40%39%40%40%39%

babb

131392151-73169121175157166152162177Standard 2nd Class
30%30%8%32%-%42%30%31%29%29%28%29%28%29%

ab

Royal Mail tracked 24
1043611116*51138107148137141124141150hours

24%28%50%24%55%29%24%27%25%25%24%24%24%25%

8919485-481088411010510898106112Signed for 2nd Class
20%15%20%18%-%28%19%22%19%19%18%19%18%18%

b

Royal Mail tracked 48
7228585-43102791069810094100110hours
17%21%21%18%-%25%18%20%18%18%17%18%17%18%

b

Special Delivery
7523386-48978710196989398101Guaranteed by 1pm
17%18%15%18%-%28%17%23%17%18%17%18%17%16%

bb

7024776-468866958991829199Parcelforce Worldwide
16%19%32%16%-%26%15%17%16%16%16%16%16%16%

ab

International Tracked
4418450-455951606060566062and Signed
10%14%17%11%-%26%10%13%10%11%10%11%10%10%

ab

Special Delivery
4313246-345450585357535758Guaranteed by 9am
10%10%10%10%-%19%10%13%10%10%10%10%10%9%

ab

International standard
mail (previously

3617442-375244535251514953Airmail)
8%13%17%9%-%21%9%11%9%9%9%10%8%9%

ab

3813245-425148535351475153International Signed
9%10%8%9%-%24%9%12%9%10%9%9%9%9%

ab

International Tracked
3318640-414943515149474751(previously Airsure)

8%14%25%8%-%23%9%11%9%9%8%9%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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
468117194972201585399612573601551598622Unweighted total
43812922478*175569388595549586525582610Weighted total

International Economy
(previously surface

195218-212518252325252525mail)
4%4%9%4%-%12%4%5%4%4%4%5%4%4%

ab

None of these (DO NOT
3110232*115129534755435557READ OUT)

7%8%7%7%45%6%9%7%9%9%9%8%9%9%

Don't Know (DO NOT READ
71-7-477776667OUT)
2%*%-%2%-%2%1%2%1%1%1%1%1%1%

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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
253369431481369442896171439182622Unweighted total
273337424441389041996169374181610Weighted total

11515020914413419136508153265Standard 1st Class
42%44%49%32%30%38%46%37%29%21%23%29%43%

ab

95144175114934168355613261239Signed for 1st Class
35%43%41%24%36%38%40%36%33%36%61%34%39%

b

849312374729124244810154177Standard 2nd Class
31%28%29%17%34%32%30%25%28%27%21%30%29%

b

Royal Mail tracked 24
658510712311910426446145150hours
24%25%25%27%22%21%25%27%26%15%17%25%25%

476576332206724329238112Signed for 2nd Class
17%19%18%7%23%22%16%25%19%24%61%21%18%

bb

Royal Mail tracked 48
555468535216423405340110hours
20%16%16%11%25%23%15%24%24%14%67%22%18%

bcb

Special Delivery
346765531117020301*29101Guaranteed by 1pm
12%20%15%12%22%12%17%20%18%2%3%16%16%

ba

405863828196217241132499Parcelforce Worldwide
15%17%15%18%20%21%15%18%14%29%70%13%16%

b

International Tracked
313134101884212173*1862and Signed
11%9%8%23%13%9%10%12%10%9%6%10%10%

c

Special Delivery
1840333217428182*1958Guaranteed by 9am

7%12%8%6%15%8%10%9%11%6%9%10%9%

bc

International standard
mail (previously

292528718102717151*1553Airmail)
11%7%7%17%13%11%6%17%9%3%9%8%9%

ccb

22302691853611153*1853International Signed
8%9%6%20%13%6%9%12%9%9%9%10%9%

cc

International Tracked
23282691643512133*1751(previously Airsure)

8%8%6%20%12%4%8%12%8%9%6%9%8%

ccc
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
253369431481369442896171439182622Unweighted total
273337424441389041996169374181610Weighted total

International Economy
(previously surface

159142951737*-725mail)
6%3%3%4%6%6%4%3%4%1%-%4%4%

None of these (DO NOT
22352982093512337*3557READ OUT)

8%10%7%17%14%10%8%13%20%20%4%19%9%

cc

Don't Know (DO NOT READ
257-**622--27OUT)
1%2%2%-%*%*%1%2%1%-%-%1%1%

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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
534955454850353972645557622Unweighted total
575637545528325156835843610Weighted total

35342727211861214282815265Standard 1st Class
60%61%72%49%38%67%20%25%24%34%48%35%43%

acdefhacdefhabcdefhidefacdefhdef

25292720261310101427318239Signed for 1st Class
44%51%72%38%47%49%31%20%24%32%53%18%39%

adeacdeaabcdefghikadeadeacdef

l

17221215131241116172215177Standard 2nd Class
30%39%32%28%25%45%12%21%28%20%39%34%29%

cffcefhcff

Royal Mail tracked 24
1716151414110111317139150hours
30%28%39%27%26%5%32%22%23%20%22%20%25%

ggacggggggggg

121410134656122091112Signed for 2nd Class
22%25%26%24%7%23%15%12%21%25%15%3%18%

ahahahahahaahaha

Royal Mail tracked 48
128141891211181610110hours
21%14%38%33%16%5%7%1%19%9%27%24%18%

egecdefghklcefgkeegcefgcefg

Special Delivery
10231041137457124101Guaranteed by 1pm
18%41%27%8%21%10%20%9%9%8%21%9%16%

acdegiabcdefghil

71412945679811699Parcelforce Worldwide
13%25%33%17%7%17%20%13%16%10%18%14%16%

chacdehl

International Tracked
3106743*23811462and Signed
5%18%17%13%8%11%1%4%6%9%20%10%10%

defldfldefl

Special Delivery
313935*24436558Guaranteed by 9am
6%24%24%5%9%1%6%8%8%4%11%11%9%

cdfghilcdefghilgg

International standard
mail (previously

2117311*23813353Airmail)
4%19%18%5%1%3%1%4%5%10%23%8%9%

defghildefghilacdefghil

2947-3*23129253International Signed
4%17%11%13%-%10%1%4%6%14%15%5%9%

afhlhhhfhfh

International Tracked
394523*23109151(previously Airsure)
5%17%11%8%3%10%1%4%6%13%15%3%8%

adfhlafafh
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
534955454850353972645557622Unweighted total
575637545528325156835843610Weighted total

International Economy
(previously surface

352-1***228125mail)
5%10%6%-%1%*%1%*%4%2%14%1%4%

giacdefghi

None of these (DO NOT
1-*24-369227457READ OUT)
1%-%1%3%7%-%9%11%16%27%12%9%9%

gjkgjklgijklabfghijklgjklgjk

Don't Know (DO NOT READ
--*22*1-2---7OUT)
-%-%1%4%4%*%2%-%3%-%-%-%1%

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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
157143146176622Unweighted total
151136139184610Weighted total

96663371265Standard 1st Class
63%49%23%38%43%

abcbb

81593465239Signed for 1st Class
53%44%24%35%39%

abbb

51413054177Standard 2nd Class
34%30%22%29%29%

b

Royal Mail tracked 24
47303438150hours
31%22%25%21%25%

a

36232330112Signed for 2nd Class
24%17%16%17%18%

Royal Mail tracked 48
34281434110hours
22%21%10%18%18%

bbb

Special Delivery
44181623101Guaranteed by 1pm
29%13%11%12%16%

abc

3418222599Parcelforce Worldwide
22%13%16%14%16%

ac

International Tracked
191452362and Signed
13%10%4%13%10%

bbb

Special Delivery
258101458Guaranteed by 9am
17%6%7%8%9%

abc

International standard
mail (previously

20452553Airmail)
13%3%4%14%9%

bcbc

161062253International Signed
10%7%4%12%9%

bb

International Tracked
16952051(previously Airsure)
11%7%4%11%8%

bb

International Economy
(previously surface

11121125mail)
7%*%2%6%4%

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

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
157143146176622Unweighted total
151136139184610Weighted total

None of these (DO NOT
16173357READ OUT)
1%4%12%18%9%

dcdcd

Don't Know (DO NOT READ
*53-7OUT)
*%3%2%-%1%

ad

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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
2714175576110182369177287Unweighted total

97117010515339251265Weighted total

2421739411273770-24%
25%54%19%24%37%29%22%39%27%29%29%

1**6102**1283125-49%
10%4%1%8%10%14%15%5%17%11%12%

*15871-*1242550-74%
5%9%47%11%6%8%-%6%11%10%9%

52428284*13828575-100%
54%34%33%40%26%25%10%19%32%33%32%

1--122242114447Don't know
7%-%-%17%21%25%53%30%14%17%18%

9711588411127207218Answered
62.7249.3453.2859.4842.7244.8031.1235.4450.0950.7450.44Mean

a
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

ml*kj*i*h*gf*e*d*c*b*aSignificance Level: 95%
43352618322222134136291125287Unweighted total
16131022628232746124311936265Weighted total

7446163717325217770-24%
46%34%41%27%21%12%27%36%24%48%17%10%46%29%

j

211272526-*8*43125-49%
10%4%12%12%8%21%7%13%-%2%25%1%12%12%

211214-242*44*2550-74%
14%9%9%9%13%-%7%8%21%5%13%23%*%9%

462748124144288148575-100%
22%43%15%33%29%51%16%30%36%42%25%44%40%32%

11242841262*64*47Don't know
7%11%22%19%29%16%43%13%19%3%19%22%1%18%

151281832019164094251535218Answered
40.6352.2236.2051.7556.9867.1641.2145.4254.3946.7150.3371.9544.6350.44Mean
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
33254812069721774277468287Unweighted total
26240632029622182244323265Weighted total

7701661214*338110-770-24%
26%29%26%30%22%18%18%41%32%35%29%-%29%

h

724427132*72-513125-49%
27%10%6%13%14%11%13%9%7%-%17%15%12%

a

2238177413325-2550-74%
10%9%12%9%8%20%51%3%11%48%17%-%9%

e

97628583111-279*338575-100%
35%32%44%28%33%50%-%33%38%3%11%82%32%

abb

14774023**11319*47Don't know
3%19%11%20%24%2%18%14%12%15%26%3%18%

b

25193561627322170223243218Answered
50.5650.4357.2448.1253.7463.4545.9445.8252.8834.1037.9081.2050.44Mean

b

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 55  (continuation)                                                                                                                                                   Page 1021

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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
104541278279287Unweighted total

91541198257265Weighted total

321828275770-24%
35%33%23%30%29%29%

68174263125-49%
7%14%14%50%10%12%

94121252550-74%
10%8%10%7%10%9%

261345*858575-100%
29%24%38%6%33%32%

19121714747Don't know
20%21%14%7%18%18%

73431028210218Answered
46.1845.9055.2330.0351.2050.44Mean
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
8816138414273---221074199287Unweighted total
6115549310255---21751204265Weighted total

2635161770---*161951770-24%
43%23%31%29%73%27%-%-%-%10%100%89%37%25%29%

ba

7212-*30-----*7233125-49%
12%14%4%-%2%12%-%-%-%-%-%3%14%11%12%

4183--25------4212550-74%
7%11%7%-%-%10%-%-%-%-%-%-%8%10%9%

145318-*85-----*14718575-100%
22%34%37%-%2%33%-%-%-%-%-%3%26%35%32%

1028102245---2-*73847Don't know
16%18%20%71%23%18%-%-%-%90%-%5%15%18%18%

511273918210---*1744167218Answered
38.5854.3553.289.3115.5051.70---5.0010.8016.2142.5854.1050.44Mean

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,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*cbafedcbaSignificance Level: 95%
-224630212236112287256211232287Unweighted total
-22332119620588265226187196265Weighted total

---221053552877686053770-24%
-%-%-%96%76%48%27%27%32%29%30%32%27%29%

a

----**262411312624243125-49%
-%-%-%-%5%2%13%12%12%12%12%13%12%12%

--2--215239251914182550-74%
-%-%92%-%-%10%8%11%10%9%8%7%9%9%

-2***5676924857552688575-100%
-%100%8%4%3%26%34%34%27%32%33%28%35%32%

----133433164738363347Don't know
-%-%-%-%16%14%18%16%19%18%17%20%17%18%

-22331816117172218189150162218Answered
-99.3062.5011.6816.1344.9451.6452.0945.3450.4450.6246.4652.6550.44Mean
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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
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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%
2677465481--1-24280287Unweighted total
443655856*--*-*3262265Weighted total

-14181818*--*-*374770-24%
-%33%27%31%31%100%-%-%100%-%53%87%28%29%

-51191------*303125-49%
-%11%17%16%2%-%-%-%-%-%-%7%12%12%

aa

-2656-------252550-74%
-%5%9%9%10%-%-%-%-%-%-%-%10%9%

412201425-----*-858575-100%
100%28%31%25%45%-%-%-%-%-%47%-%32%32%

b

-1010117------*4747Don't know
-%23%15%19%12%-%-%-%-%-%-%6%18%18%

433554750*--*-*3215218Answered
95.1844.7650.6843.0458.125.00--5.00-54.9111.1950.9850.44Mean

b
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
425231256130131441326664124287Unweighted total
1225182471088149*256861111265Weighted total

-6827526347*8191337770-24%
-%30%14%30%24%38%32%100%33%27%22%33%29%

-2632717-13-2126113125-49%
-%12%18%11%16%-%9%-%9%17%10%9%12%

*192239313-2112112550-74%
9%8%14%9%9%30%9%-%9%1%19%10%9%

cc

17438344140-72215418575-100%
79%33%14%33%41%10%27%-%30%33%24%37%32%

ba

*3874011235-515151347Don't know
12%17%40%16%10%22%23%-%20%22%25%11%18%

aca

118811207987114*20534699218Answered
85.2550.4343.1050.8256.4244.7045.6415.0045.1049.4652.8850.9750.44Mean

a
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
-60226115522353544024287Unweighted total
-4718988352311402524265Weighted total

-13532213641191011770-24%
-%28%28%25%39%28%45%46%38%46%29%

-42212327-6163125-49%
-%8%12%14%9%12%-%14%5%26%12%

-51710322-35-2550-74%
-%10%9%12%8%10%-%7%18%-%9%

-36317680*6538575-100%
-%7%34%19%16%34%19%15%18%11%32%

accb

-2233271038*75447Don't know
-%46%18%30%28%16%35%18%21%16%18%

abb

-2515662251931332020218Answered
-32.4851.9743.9532.9752.7137.9029.5834.9527.8650.44Mean

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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
7143235270206228-75254175-55200104287Unweighted total
5119214253186195-63234154-4318192265Weighted total

*3661746053-226350-136031770-24%
7%30%29%29%32%27%-%36%27%32%-%30%33%34%29%

-1424292424-52522-624143125-49%
-%12%11%11%13%12%-%9%11%14%-%13%13%15%12%

-1119251418-72219-21462550-74%
-%9%9%10%7%9%-%12%10%12%-%4%8%6%9%

23372835267-97928-549128575-100%
43%28%34%33%28%34%-%14%34%18%-%13%27%13%32%

acac

32537413633-194536-17342947Don't know
50%21%17%16%20%17%-%30%19%23%-%41%19%32%18%

bb

394176211149161-44189118-2514763218Answered
85.9247.2851.8450.9446.3052.44-34.8152.8639.42-35.3745.5536.5350.44Mean

ac
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
56361442444948159137287287Unweighted total
58*51212194043131116265265Weighted total

*6*239631713404677770-24%
5%68%26%49%32%29%42%30%31%40%29%29%

a

2-**1626132116313125-49%
44%-%46%10%13%12%3%8%16%14%12%12%

ee

-2*-121932139252550-74%
-%26%28%-%10%9%6%5%10%7%9%9%

2*--3171461810858575-100%
42%6%-%-%25%33%10%14%13%8%32%32%

bcde

*--22439151840354747Don't know
10%-%-%42%20%18%38%43%30%30%18%18%

aaaa

58*39718025249181218218Answered
53.6428.8129.128.4745.1650.4929.6133.8236.6128.2050.4450.44Mean

bbce
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
229486243-111275188285270280267279287Unweighted total
205529223-102251167262241255241255265Weighted total

6215268-3670457771716671770-24%
30%28%25%31%-%36%28%27%29%29%28%28%28%29%

1811419-13262429262926293125-49%
9%20%50%9%-%12%11%14%11%11%11%11%11%12%

b

187221-14251725252525252550-74%
9%14%24%10%-%14%10%10%10%10%10%10%10%9%

777-76-15834483788581858575-100%
38%13%-%34%-%15%33%27%32%32%33%34%33%32%

acc

3013*39-244736474145414547Don't know
15%25%2%17%-%23%19%22%18%17%18%17%18%18%

174398185-79204131214200210199210218Answered
53.8335.5828.7651.62-36.8051.7947.1350.3050.4851.6852.1551.7050.44Mean

acc
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
117170223164440206386112464287Unweighted total
11515020914413419136508153265Weighted total

374055715125114202*21770-24%
32%27%26%50%37%36%27%38%39%24%31%39%29%

12182523322472*93125-49%
11%12%12%16%8%9%11%11%14%32%53%17%12%

121425-151735*-52550-74%
10%9%12%-%1%14%9%9%9%1%-%9%9%

a

365075281067681-68575-100%
31%33%36%17%19%28%35%18%15%10%-%11%32%

aa

2028303144349113*1347Don't know
17%18%14%18%35%12%18%24%22%33%16%25%18%

c

9612217912273015727395140218Answered
48.2652.1653.4229.1739.6548.4652.1739.6932.9629.2521.1830.3750.44Mean

a

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 55  (continuation)                                                                                                                                                   Page 1031

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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
332934281825101028232326287Unweighted total
35342727211861214282815265Weighted total

9133694*341186770-24%
27%38%11%23%45%20%4%21%28%41%29%41%29%

6431231242123125-49%
19%13%10%2%10%16%10%15%30%8%3%14%12%

357222--1-212550-74%
10%14%26%7%11%13%-%-%5%-%7%7%9%

116913575628758575-100%
32%17%35%49%23%39%81%50%15%28%27%34%32%

475522*23710147Don't know
12%19%18%18%11%12%6%15%22%24%35%4%18%

30282222191661111211815218Answered
54.2439.5958.3561.3639.0656.5382.2358.2337.7243.9345.6848.6850.44Mean
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
96714872287Unweighted total
96663371265Weighted total

2619726770-24%
27%29%20%36%29%

136753125-49%
14%9%20%7%12%

a

157132550-74%
16%10%2%4%9%

ab

262513208575-100%
27%38%41%29%32%

161051747Don't know
16%14%16%24%18%

80572754218Answered
50.2752.6855.4445.8050.44Mean
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
161114355588202444125213Unweighted total

267367912336165177Weighted total

*231424311153560-24%
16%39%44%39%31%27%32%22%26%32%31%

1*3321-*1111225-49%
31%3%37%8%3%9%-%9%13%6%7%

**1471*1*202150-74%
4%5%10%10%9%11%6%25%7%12%12%

13*5313*12485175-100%
24%53%7%15%39%25%14%20%33%29%29%

b

1-*101531113437Don't know
25%-%3%28%19%28%48%24%21%21%21%

26726648225131140Answered
47.9552.6932.2234.4155.2548.4032.8151.2552.1748.7448.72Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 56                                                                                                                                                                   Page 1034

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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

m*lkj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
312732123131614297513620213Unweighted total
118111471417154071121230177Weighted total

54345233164*2410560-24%
45%48%23%30%13%16%23%40%62%42%17%32%34%31%

1*192**2----41225-49%
9%2%13%6%16%1%1%5%-%-%-%-%14%7%

1121822242**242150-74%
6%8%16%12%14%12%11%10%32%18%1%16%14%12%

3344128414**2-115175-100%
30%39%32%28%12%49%28%34%3%40%17%-%36%29%

1*2346464*-86*37Don't know
11%3%16%23%45%21%37%11%3%-%65%51%2%21%

9810113813936714629140Answered
43.0949.4653.7848.7145.0466.9456.8946.2825.8545.9154.8726.6750.3348.72Mean
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*cb*aSignificance Level: 95%
27186631507811106191421213Unweighted total
221553813960114676*291177Weighted total

64919372223203-6-560-24%
30%32%50%26%37%18%69%30%54%-%21%-%31%

a

3938*4-3*-311225-49%
13%6%9%6%1%41%-%4%3%-%12%100%7%

h

31812082*9**2-2150-74%
16%11%3%15%13%18%5%13%1%100%8%-%12%

b

74510411121252-11-5175-100%
31%29%26%30%18%19%21%37%38%-%37%-%29%

hh

23553219**11*-7-37Don't know
10%23%13%23%32%4%6%16%4%-%23%-%21%

e

191203310741104566*221140Answered
49.8248.5435.8752.7039.8844.0333.9755.1236.4570.0056.8933.0048.72Mean

bhh
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
8642844209213Unweighted total
7836635172177Weighted total

26722-56560-24%
34%19%36%-%32%31%

7312101225-49%
9%9%2%43%6%7%

10562192150-74%
13%14%9%44%11%12%

2210191515175-100%
28%29%30%11%29%29%

121115*3737Don't know
16%29%23%2%22%21%

6625485135140Answered
47.3651.5449.2849.2748.7048.72Mean
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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: 12/07/19



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%
7211526416197---221256141213Unweighted total
549528310167---21843123177Weighted total

212213*254----*11935560-24%
39%23%45%18%19%32%-%-%-%-%84%19%44%28%31%

ba

561--12------571225-49%
9%7%2%-%-%7%-%-%-%-%-%-%11%6%7%

1110**417----*47102150-74%
20%11%*%3%36%10%-%-%-%-%16%48%17%8%12%

10339*249---*-27425175-100%
18%34%31%8%23%29%-%-%-%10%-%28%17%34%29%

cb

72462235---2-*53037Don't know
14%25%21%71%22%21%-%-%-%90%-%5%12%24%21%

46712218131---*173893140Answered
41.9753.6447.0133.8658.0848.14---75.0019.6260.6538.5352.0548.72Mean

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,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-21462315116986213187154161213Unweighted total
-12521512213159177146115118177Weighted total

-1-2*145391856493243560-24%
-%100%-%50%17%6%37%30%30%31%34%28%36%31%

--2-**7112129971225-49%
-%-%100%-%10%2%6%9%4%7%6%8%6%7%

---21610176211918132150-74%
-%-%-%50%35%41%8%13%11%12%13%16%11%12%

----*5333817513828305175-100%
-%-%-%-%8%31%27%29%28%29%26%25%26%29%

----132727163730272637Don't know
-%-%-%-%30%19%22%20%27%21%21%24%22%21%

-12511295104431401168893140Answered
-4.1630.0034.3942.5970.3844.4848.7448.9248.7246.3248.2844.5248.72Mean
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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
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcb*a*h*g*f*e*d*c*baSignificance Level: 95%
2584652291--1124205213Unweighted total
235324928*--*2*3172177Weighted total

25101518------155560-24%
80%15%30%31%63%-%-%-%-%-%-%20%32%31%

d

-25*2-------121225-49%
-%6%16%1%6%-%-%-%-%-%-%-%7%7%

b

-10621-----*-212150-74%
-%29%18%5%3%-%-%-%-%-%48%-%12%12%

bb

*86203*--*2-2475175-100%
20%23%20%41%11%100%-%-%100%100%-%74%27%29%

cd

-95115-----**3737Don't know
-%27%16%22%17%-%-%-%-%-%52%6%22%21%

226273823*--*2*3135140Answered
23.2857.0545.0054.8824.1375.00--75.00100.0070.0072.7947.5248.72Mean
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*dcbaSignificance Level: 95%
318427186886119228444891213Unweighted total
114518159553119220374968177Weighted total

14965021134-3141128560-24%
81%33%32%31%38%37%28%-%15%36%23%41%31%

b

-9296-5--3171225-49%
-%6%12%6%12%-%4%-%-%9%2%11%7%

a

-19*217-14*64652150-74%
-%13%2%13%12%-%12%4%27%10%13%8%12%

-3834815-3626718185175-100%
-%26%16%30%27%-%30%96%32%17%36%27%29%

c

*307316229-51113937Don't know
19%21%37%19%11%63%25%-%26%28%26%13%21%

ca

11151212849189215273659140Answered
5.8746.5334.4350.0143.0219.2552.2498.6964.6038.4756.0743.0148.72Mean

c
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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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
-4716074461672523824213Unweighted total
-3911851361411423021177Weighted total

-843151342-15135560-24%
-%22%36%29%38%30%-%36%42%22%31%

-17439-3121225-49%
-%4%6%7%8%6%-%7%3%10%7%

-513331816442150-74%
-%12%11%7%8%13%56%14%14%19%12%

-33010744-11765175-100%
-%8%26%19%20%31%-%26%22%30%29%

c

-212619928*75437Don't know
-%55%22%38%26%20%44%17%18%19%21%

bb

-189331261131352417140Answered
-37.8944.5240.6437.3951.3750.0045.2939.4453.9148.72Mean

b
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
5169130200152160-65199113-4915167213Unweighted total
3128104163115118-5816195-4111454177Weighted total

-4036513243-135024-113213560-24%
-%31%34%31%28%36%-%23%31%25%-%26%28%25%31%

*991097-3128-4951225-49%
4%7%9%6%8%6%-%5%7%9%-%9%8%9%7%

-1717211813-112019-918112150-74%
-%13%16%13%16%11%-%19%12%19%-%22%16%20%12%

*3613492830-134516-22835175-100%
7%28%13%30%25%26%-%22%28%17%-%6%25%7%29%

aaac

32530322726-183528-15262137Don't know
89%20%28%20%24%22%-%32%22%30%-%38%23%39%21%

bb

*103751318893-4012667-258833140Answered
59.8048.9438.1249.5948.3344.52-49.9848.5843.57-38.1048.2038.4448.72Mean

a
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
56271731334740106213143213Unweighted total
6823133109373888177120177Weighted total

462*39341010245636560-24%
58%71%100%15%29%31%27%27%27%31%30%31%

2--*9913512111225-49%
34%-%-%15%7%8%3%8%6%7%9%7%

---21919741321192150-74%
-%-%-%60%15%17%19%11%15%12%16%12%

-2-*4118621251205175-100%
-%29%-%7%31%17%15%6%14%29%16%29%

aacd

*--*2529131833373537Don't know
7%-%-%3%19%27%37%48%38%21%29%21%

babb

68231088023205414085140Answered
17.0328.7910.0048.7951.4942.5244.1833.3639.4148.7240.9748.72Mean
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
165426179-87207143211197204194201213Unweighted total
131392151-73169121175157166152162177Weighted total

4015*47-2856455651554955560-24%
30%38%15%31%-%38%33%37%32%33%33%32%34%31%

9*-9-61091210109101225-49%
7%*%-%6%-%8%6%8%7%6%6%6%6%7%

156-18-8171219191919192150-74%
11%16%-%12%-%11%10%10%11%12%12%13%12%12%

4110146-8492551474644425175-100%
31%25%77%30%-%10%29%21%29%30%28%29%26%29%

cc

258*31-243731373036303637Don't know
19%21%8%21%-%33%22%25%21%19%21%20%22%21%

106312120-4913290137127130122126140Answered
50.4744.9677.5449.61-32.1448.2841.2148.5149.0047.4448.3446.0148.72Mean

c
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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
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacb*ab*a*baSignificance Level: 95%
86127155154242142295414259213Unweighted total
849312374729124244810154177Weighted total

25304011593511144117560-24%
30%32%32%12%33%33%28%46%29%42%100%32%31%

5611-*110*32-51225-49%
6%7%9%-%*%3%8%*%6%24%-%9%7%

a

1110142541438--82150-74%
13%11%11%30%11%15%11%14%17%-%-%15%12%

2724364128403121-115175-100%
32%26%29%50%25%28%32%11%26%8%-%20%29%

1523221146247113-1337Don't know
17%25%18%8%30%21%20%28%22%27%-%24%21%

69701007322310017377141140Answered
51.6845.8147.8369.1547.2348.6951.5832.0446.6930.724.0042.4848.72Mean
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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
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
17222315142071023162224213Unweighted total
17221215131241116172215177Weighted total

184254143898560-24%
3%35%37%11%35%32%21%37%16%48%41%53%31%

32*--3--2-**1225-49%
17%11%3%-%-%22%-%-%14%-%2%2%7%

521232--1-422150-74%
27%10%5%15%22%15%-%-%4%-%19%13%12%

7729323583*25175-100%
40%33%16%58%26%14%69%46%51%15%2%16%29%

235222*2268237Don't know
12%11%40%16%18%17%10%17%14%37%37%14%21%

152071311103914111413140Answered
66.3845.3332.7773.2147.4542.2169.8162.8762.4729.5228.2432.4948.72Mean
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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
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
62494062213Unweighted total
51413054177Weighted total

1310725560-24%
25%25%24%46%31%

bcd

63211225-49%
11%7%7%2%7%

a

77162150-74%
14%17%2%12%12%

bb

16141655175-100%
31%34%52%10%29%

aaad

9741737Don't know
18%17%15%31%21%

42342638140Answered
50.6955.5363.5830.0448.72Mean

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

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
281420495696181959157253Unweighted total

81418627313328226239Weighted total

4772530711590970-24%
49%49%37%40%41%51%37%29%63%40%41%

a

122751--1202125-49%
7%12%11%12%7%4%-%-%7%9%9%

*26751-**232350-74%
3%14%33%12%7%4%-%7%5%10%10%

12211142-*1343675-100%
9%14%10%18%19%14%-%21%16%15%15%

322121932115962Don't know
32%11%10%19%26%27%63%43%9%26%26%

bb

5131750549117167177Answered
25.8428.9235.4735.5936.6628.343.1442.4429.2634.0733.76Mean
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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
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

ml*kj*i*h*gf*e*dc*b*aSignificance Level: 95%
31352516214182630134311016253Unweighted total
1015920512203840122401922239Weighted total

696766810163281013970-24%
62%59%61%37%49%41%26%39%25%100%21%55%59%41%

cjcj

23116-242--4-42125-49%
18%19%6%8%-%11%10%4%-%-%9%-%19%9%

j

12120-4242-62*2350-74%
6%10%13%10%-%21%4%9%19%-%15%12%1%10%

**-352-4114-9*53675-100%
2%3%-%17%17%-%10%28%37%-%23%1%21%15%

lmlmlm

11258461982-136*62Don't know
12%9%20%28%34%27%50%19%18%-%33%32%1%26%

ll

9147147815193292271322177Answered
20.7420.3718.8936.5228.5228.7227.8845.9156.831.8548.5017.2829.7133.76Mean

l
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
34219741799415669236364253Unweighted total
25213541858817181143322239Weighted total

88929683113*3173112970-24%
32%42%54%37%35%73%36%38%49%82%33%95%41%

a

516516111*7-*2-2125-49%
18%8%8%9%12%3%13%9%-%3%7%-%9%

10145186-*123-3-2350-74%
38%6%10%10%7%-%21%15%18%-%8%-%10%

a

233233114-132-6-3675-100%
9%16%4%18%12%22%-%16%13%-%19%-%15%

b

161125030**183110*62Don't know
3%29%23%27%34%2%30%22%20%15%33%5%26%

b

24152411355817163123212177Answered
41.2432.5721.5437.5134.9025.4925.2135.7531.9314.3836.9810.1833.76Mean

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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
93521059244253Unweighted total
844910311228239Weighted total

401738493970-24%
48%35%37%31%41%41%

62132192125-49%
7%4%13%20%8%9%

5712-232350-74%
6%14%11%-%10%10%

116192343675-100%
13%12%18%18%15%15%

22172135962Don't know
26%35%21%31%26%26%

6232828169177Answered
29.2435.0736.9438.6633.5433.76Mean
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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
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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%
8114626313240---211068172253Unweighted total
671363729230---2*758172239Weighted total

374911*691---**63060970-24%
55%36%31%13%71%39%-%-%-%10%100%89%53%35%41%

ba

6132--21------6152125-49%
9%9%6%-%-%9%-%-%-%-%-%-%10%9%9%

7134-*23-----*6172350-74%
10%10%11%-%2%10%-%-%-%-%-%3%11%10%10%

4238--36------4323675-100%
6%17%23%-%-%16%-%-%-%-%-%-%7%18%15%

cb

1338112260---2-1114962Don't know
20%28%29%87%27%26%-%-%-%90%-%8%19%28%26%

539826*7170---**647123177Answered
22.7937.5042.265.009.0134.72---5.005.009.2024.7238.4933.76Mean

cb
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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
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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%
-31362318920899253225188205253Unweighted total
-4*121718018289239204165182239Weighted total

-2*111276794297927480970-24%
-%49%100%100%69%68%42%43%47%41%45%45%44%41%

-----*201611212120212125-49%
-%-%-%-%-%3%11%9%12%9%10%12%11%9%

-----*15216231511152350-74%
-%-%-%-%-%1%8%12%6%10%7%6%8%10%

-----223248362518193675-100%
-%-%-%-%-%10%13%13%9%15%12%11%11%15%

-2--134642246251434762Don't know
-%51%-%-%31%17%25%23%26%26%25%26%26%26%

-2*111413514066177153122135177Answered
-5.003.005.0011.9720.6430.6032.6826.0833.7629.0827.2528.3733.76Mean
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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
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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%
-607453381--1-22248253Unweighted total
-43615445*--*-22235239Weighted total

-23262220*--*-*-97970-24%
-%54%43%40%44%100%-%-%100%-%5%-%41%41%

-1992-------212125-49%
-%2%14%16%5%-%-%-%-%-%-%-%9%9%

dd

-2552------2222350-74%
-%5%9%9%6%-%-%-%-%-%-%92%9%10%

-4948-----2-343675-100%
-%8%15%7%18%-%-%-%-%-%95%-%14%15%

-13111412------*6262Don't know
-%31%18%27%27%-%-%-%-%-%-%8%26%26%

-30504033*--*-22173177Answered
-19.4232.7627.5334.025.00--5.00-76.3670.0032.9333.76Mean

d
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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
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*dcbaSignificance Level: 95%
22232722611012131124706098253Unweighted total
120324215879143*20726087239Weighted total

19198841352*8262637970-24%
100%45%36%41%48%40%36%100%42%36%43%42%41%

-211209*12--9582125-49%
-%10%3%9%10%1%8%-%-%12%8%9%9%

-1561810212-46582350-74%
-%7%24%8%11%19%8%-%23%8%8%9%10%

-254327227-298173675-100%
-%12%17%15%8%19%19%-%9%13%13%19%15%

c

-5155720240-522171862Don't know
-%25%20%27%23%21%28%-%26%31%28%21%26%

115219158677103*15504369177Answered
5.0029.1940.4432.9526.1236.1038.545.0029.2335.3631.7734.8533.76Mean

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 - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-50199119432102563433253Unweighted total
-44175108401991563235239Weighted total

-12804218791271218970-24%
-%26%46%39%46%40%56%48%37%51%41%

c

-41618516-9542125-49%
-%10%9%17%13%8%-%15%16%10%9%

b

-3159618-4622350-74%
-%7%8%8%14%9%-%8%18%7%10%

--194233-7273675-100%
-%-%11%4%5%17%-%13%7%21%15%

ac

-254535953*97462Don't know
-%56%26%32%22%27%44%15%22%11%26%

ab

-1913073311461472531177Answered
-19.2728.3623.7926.5235.3118.0028.9230.2133.9933.76Mean
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
5139199240187204-68198200-45178107253Unweighted total
3116182226164181-62188184-3816194239Weighted total

*5082947380-197472-137341970-24%
7%43%45%41%45%44%-%31%39%39%-%35%46%43%41%

-1218212021-31316-420112125-49%
-%10%10%9%12%11%-%5%7%9%-%12%13%12%9%

*515201115-82021-11042350-74%
6%5%8%9%6%8%-%14%11%12%-%1%6%4%10%

-1616341819-23021-218103675-100%
-%14%9%15%11%11%-%3%16%11%-%5%11%10%15%

cc

33351594347-295254-17402962Don't know
87%28%28%26%26%26%-%47%28%29%-%46%25%30%26%

abb

*83131168122134-33136130-2012166177Answered
30.4630.2326.8532.8527.2728.48-27.9134.5331.79-20.8927.1026.1933.76Mean
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
48481352074354167124253253Unweighted total
512381111893553147106239239Weighted total

46*451841317664897970-24%
89%52%7%55%46%44%37%33%45%46%41%41%

-2--1218221410212125-49%
-%13%-%-%11%10%6%4%9%9%9%9%

-41-5151374232350-74%
-%34%24%-%5%8%3%5%5%4%10%10%

b

---21417-284363675-100%
-%-%-%20%13%9%-%3%6%4%15%15%

bcde

**222955192952406262Don't know
11%1%69%25%26%29%54%55%35%38%26%26%

acabcaa

412168213416249566177177Answered
7.4531.3141.7430.7127.1827.7813.1319.0122.0118.9533.7633.76Mean

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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
192559209-103240193251238246230245253Unweighted total
1696410197-99221182235222230208230239Weighted total

7620381-4191749790938893970-24%
45%31%33%41%-%42%41%41%41%41%40%42%40%41%

129215-5211921202120212125-49%
7%14%22%8%-%6%9%11%9%9%9%10%9%9%

1012213-17231723202319232350-74%
6%18%25%7%-%17%10%9%10%9%10%9%10%10%

ba

269-34-6302234343630363675-100%
15%14%-%17%-%6%13%12%14%15%15%14%15%15%

c

4615254-295750605858505862Don't know
27%23%20%28%-%29%26%27%26%26%25%24%25%26%

124508142-70164132175164172157172177Answered
31.5339.0030.9934.33-29.4532.8231.7533.2733.9634.3432.7134.3633.76Mean
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
95158185155142174365912266253Unweighted total
95144175114934168355613261239Weighted total

385975418166714247226970-24%
40%41%43%35%36%48%40%40%42%51%100%42%41%

41714-7120*72-72125-49%
4%12%8%-%14%2%12%1%12%15%-%11%9%

b

13111814910562-82350-74%
14%7%10%7%9%26%6%14%11%15%-%13%10%

b

19162826228610--83675-100%
20%11%16%17%12%7%16%16%17%-%-%13%15%

21414041564410103-1362Don't know
22%29%23%41%30%17%26%29%18%19%-%21%26%

7410313663528124244610248177Answered
39.0729.9333.5132.3035.0228.6934.2537.1634.1024.245.0032.1133.76Mean
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
23253319192413827202715253Unweighted total
25292720261310101427318239Weighted total

13121510952185152970-24%
51%42%57%50%34%37%16%8%57%20%50%31%41%

-5232132*3**2125-49%
-%17%8%13%7%9%25%18%2%12%*%1%9%

432153--12222350-74%
16%11%9%3%18%20%-%-%5%6%6%22%10%

422*10224*54-3675-100%
16%8%8%1%40%18%20%37%1%19%12%-%15%

4657*24451110462Don't know
17%22%18%33%1%16%39%37%37%43%32%45%26%

21222214251166915214177Answered
31.9828.7725.5515.4150.6144.2440.1160.509.7643.6829.0229.7133.76Mean
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
81624862253Unweighted total
81593465239Weighted total

40241023970-24%
50%40%30%35%41%

b

76532125-49%
9%10%14%5%9%

108152350-74%
12%13%2%8%10%

bb

813693675-100%
10%22%17%13%15%

169132562Don't know
19%15%37%38%26%

cdcd

65502140177Answered
28.7239.6633.7034.6033.76Mean
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*bae*d*c*baSignificance Level: 95%
118621325514162576131Unweighted total

36319467223105112Weighted total

*131325411253560-24%
9%10%97%66%55%50%28%40%69%50%50%

12-11***-4425-49%
16%26%-%5%1%3%4%9%-%3%3%

-2-23*-*-7750-74%
-%32%-%9%8%4%-%14%-%7%7%

22*261-*1161675-100%
59%32%3%10%13%9%-%8%16%15%15%

1--211211*2628Don't know
16%-%-%10%23%34%69%29%15%25%25%

363173551137984Answered
79.0455.266.9923.8828.5824.747.9331.4225.2431.2730.90Mean
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
171518811010122143939131Unweighted total

666947131528616415112Weighted total

333462861241**13560-24%
55%56%58%49%30%66%39%41%70%100%4%4%87%50%

1112*-----2--425-49%
9%10%17%2%2%-%-%-%-%-%28%-%-%3%

---72--5-----750-74%
-%-%-%8%30%-%-%19%-%-%-%-%-%7%

12*13-*-52-2221675-100%
18%33%1%14%-%3%-%19%30%-%31%49%13%15%

1*1263496--22-28Don't know
19%1%24%27%38%31%61%21%-%-%37%47%-%25%

564694962261421584Answered
29.4040.5712.5131.3235.209.327.0641.7037.769.0560.9691.9919.0630.90Mean
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*c*b*aSignificance Level: 95%
20111369549107375221-131Unweighted total

910324883693453116-112Weighted total

75014431871223*7-560-24%
75%48%57%48%50%75%24%49%92%16%40%-%50%

13223-*--*1-425-49%
14%3%6%3%8%-%2%-%-%84%3%-%3%

-7264--4----750-74%
-%7%7%7%10%-%-%8%-%-%-%-%7%

*162141227--4-1675-100%
2%16%10%16%2%23%65%16%-%-%26%-%15%

h

12852410**12*-5-28Don't know
8%27%19%27%29%2%8%27%8%-%31%-%25%

87619652593333111-84Answered
12.8632.8023.4733.0920.9929.5974.2634.389.4922.6038.96-30.90Mean
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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
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
5028534127131Unweighted total
4822436106112Weighted total

271019452560-24%
57%45%45%71%49%50%

1-3-4425-49%
2%-%7%-%4%3%

422-7750-74%
8%8%4%-%7%7%

718-161675-100%
15%3%20%-%15%15%

8101022728Don't know
17%44%24%29%25%25%

39123248084Answered
30.9724.6733.148.3532.1030.90Mean
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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: 12/07/19



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%
49651717124----164282131Unweighted total
385519*5107----*53375112Weighted total

22277*452----*41834560-24%
58%49%38%100%88%48%-%-%-%-%100%88%54%46%50%

*3*--4------*3425-49%
1%5%2%-%-%4%-%-%-%-%-%-%1%5%3%

422--7------44750-74%
10%4%8%-%-%7%-%-%-%-%-%-%11%5%7%

664--16------6101675-100%
16%11%22%-%-%15%-%-%-%-%-%-%19%14%15%

5176-128-----152328Don't know
14%31%29%-%12%26%-%-%-%-%-%12%15%31%25%

c

323814*480----*4285284Answered
32.5426.2139.908.0010.1232.01----8.0010.1735.9429.8830.90Mean
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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
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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%
-113315941055813111793102131Unweighted total
-*2119828842112957177112Weighted total

-*2*1741472256513940560-24%
-%100%100%73%51%82%50%54%52%50%54%55%52%50%

-----*3334434425-49%
-%-%-%-%-%5%4%4%6%3%4%5%5%3%

-----*5547666750-74%
-%-%-%-%-%3%7%6%9%7%6%8%7%7%

---**-1213416136111675-100%
-%-%-%27%7%-%15%15%9%15%13%9%14%15%

----112019102821171728Don't know
-%-%-%-%43%10%24%22%23%25%22%23%21%25%

-*21186369328474546184Answered
-5.0010.0034.3418.7615.3230.8230.2326.9530.9028.5425.7429.3030.90Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 58  (continuation)                                                                                                                                                   Page 1069

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
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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*dcb*a*h*g*f*e*d*c*baSignificance Level: 95%
127323819-----13127131Unweighted total
*19223717-----*2110112Weighted total

*1113207-----*-56560-24%
100%58%61%54%42%-%-%-%-%-%100%-%51%50%

-*22*-------4425-49%
-%2%8%4%1%-%-%-%-%-%-%-%4%3%

-24--------26750-74%
-%11%17%-%-%-%-%-%-%-%-%88%5%7%

b

-2*55------*161675-100%
-%11%1%13%32%-%-%-%-%-%-%4%15%15%

-33104------*2828Don't know
-%18%13%28%25%-%-%-%-%-%-%8%26%25%

*16192613-----*28284Answered
1.0027.8420.2327.1045.81-----8.0061.6730.2130.90Mean
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*dc*baSignificance Level: 95%
21151711457470114372851131Unweighted total
194169638273*13352638112Weighted total

15145327*30*6161122560-24%
100%54%23%55%71%6%41%100%47%46%44%59%50%

a

-4-41-3--2*1425-49%
-%4%-%4%3%-%4%-%-%6%2%3%3%

-6-7223-22-4750-74%
-%6%-%8%6%85%5%-%14%5%-%10%7%

-13794*12-25541675-100%
-%13%46%9%10%4%17%-%14%13%21%12%15%

-215233*25-3109628Don't know
-%22%30%24%9%5%34%-%25%29%33%16%25%

c

173117334248*1025173284Answered
5.0028.7763.1325.9522.8949.0035.898.0032.2030.9339.5825.8030.90Mean
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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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cba*ba*ba*b*aSignificance Level: 95%
-2910158281032302314131Unweighted total
-21774326861292313112Weighted total

-8402484811599560-24%
-%37%52%56%31%56%56%50%37%67%50%

-243-4-*-*425-49%
-%11%5%6%-%5%-%2%-%4%3%

--6226--2-750-74%
-%-%7%4%6%7%-%-%7%-%7%

--11497-7821675-100%
-%-%14%10%36%8%-%25%33%13%15%

-111710721*75228Don't know
-%53%21%24%27%25%44%23%23%16%25%

-1061331965122181184Answered
-11.7429.3323.9753.3124.188.0036.9147.6926.7330.90Mean
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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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*d*cbaSignificance Level: 95%
41009412492101-4110799-298755131Unweighted total
375741047177-359086-236943112Weighted total

*4039533940-204743-143824560-24%
4%54%53%51%55%52%-%58%52%50%-%61%55%57%50%

-33434-123-232425-49%
-%5%5%4%5%5%-%2%2%4%-%8%5%5%3%

-44766--56--62750-74%
-%5%5%7%8%8%-%-%6%7%-%-%8%4%7%

-11713611-2148--641675-100%
-%14%9%12%9%14%-%5%15%10%-%-%8%9%15%

31721261717-122226-7161028Don't know
96%22%28%25%24%22%-%34%25%30%-%32%23%24%25%

*5853775460-236860-15533284Answered
20.0029.1623.9428.5025.7829.55-15.5030.3626.26-11.2525.5124.4030.90Mean
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
55-510395303482131101131Unweighted total
65-4807724326911285112Weighted total

22-346391418385644560-24%
39%32%-%59%58%51%60%56%55%50%52%50%

----33**343425-49%
-%-%-%-%4%4%*%*%5%3%4%3%

22--45---75750-74%
28%30%-%-%5%7%-%-%-%7%6%7%

cc

22-2117-241641675-100%
26%35%-%41%13%9%-%6%5%15%5%15%

ace

**--162391224282828Don't know
8%3%-%-%20%29%39%38%35%25%33%25%

65-46455142045845784Answered
49.1157.61-49.6127.4525.008.1814.4717.8630.9020.4830.90Mean

ac
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
104234108-5712795130126127118125131Unweighted total

8919485-481088411010510898106112Weighted total

478245-2454455654545252560-24%
53%43%56%53%-%49%50%53%51%52%50%53%49%50%

31-3-34343434425-49%
4%3%-%4%-%6%4%3%4%3%4%3%4%3%

442*-27276767750-74%
4%19%41%*%-%3%7%2%7%5%7%6%7%7%

114-13-4161216161616161675-100%
12%19%-%15%-%9%15%15%15%16%15%17%15%15%

233*24-162622262526202628Don't know
26%16%3%28%-%32%24%26%24%24%24%21%25%25%

6516461-338262848082778084Answered
27.5137.9928.3628.31-23.9431.2328.3330.9030.7131.2531.4931.9030.90Mean
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*a*cb*ab*a*baSignificance Level: 95%
498298527248323329238131Unweighted total
476576332206724329238112Weighted total

2333401158389135215560-24%
50%50%53%24%48%41%58%40%42%52%100%41%50%

133-**3**--*425-49%
2%4%5%-%2%*%5%2%2%-%-%1%3%

256-2422-2-2750-74%
4%8%7%-%6%18%3%8%-%19%-%4%7%

88112429592-111675-100%
17%13%14%60%12%9%14%23%29%21%-%29%15%

121616*10614781-928Don't know
27%24%21%16%32%30%21%28%27%8%-%24%25%

34506032214531723822984Answered
33.1929.3229.7671.7829.2531.2626.6143.8843.0440.969.4345.2530.90Mean
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
13111310813751716117131Unweighted total
121410134656122091112Weighted total

10133433316631560-24%
81%96%35%32%84%55%54%12%47%30%32%59%50%

**-1-1--*2--425-49%
1%3%-%4%-%8%-%-%1%10%-%-%3%

2-------23-*750-74%
16%-%-%-%-%-%-%-%16%16%-%21%7%

-*24**-4222-1675-100%
-%1%20%32%12%3%-%59%17%12%19%-%15%

*-44*222264*28Don't know
1%-%45%32%5%34%46%29%20%31%49%20%25%

12145934349144184Answered
16.3210.9433.6755.4623.9117.587.7584.2936.3335.1138.3422.4330.90Mean
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dc*baSignificance Level: 95%
37312934131Unweighted total
36232330112Weighted total

2711910560-24%
75%46%39%32%50%

ac

11*2425-49%
2%5%*%7%3%

2-24750-74%
6%-%8%12%7%

25641675-100%
6%21%24%13%15%

4661128Don't know
12%28%28%36%25%

d

3216161984Answered
16.8539.3844.4635.2130.90Mean
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*ae*d*c*baSignificance Level: 95%
14472428511392967118Unweighted total

2272536721494101Weighted total

1*4121031*334370-24%
75%21%67%48%26%49%29%15%70%36%37%

*--*4*-**4425-49%
6%-%-%*%11%3%-%8%3%4%4%

-2232*-**121250-74%
-%74%31%11%7%7%-%11%8%13%12%

-**111*--*141575-100%
-%5%3%4%30%4%-%-%8%15%14%

*--99211*3032Don't know
19%-%-%37%26%37%71%65%10%32%32%

127162741*36468Answered
9.3743.8926.2019.3448.0421.163.7030.6522.7535.0434.17Mean
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
121813755101213811646118Unweighted total

4658631415155*1968101Weighted total

23330*5461-11*2370-24%
46%52%59%34%14%32%25%43%16%-%59%3%28%37%

---4--2*2----425-49%
-%-%-%5%-%-%12%1%41%-%-%-%-%4%

11*10---22*2221250-74%
27%25%2%11%-%-%-%14%35%100%10%32%21%12%

*1112-6-2*---41575-100%
11%19%16%14%-%42%-%13%4%-%-%-%48%14%

1*13024104*-64*32Don't know
16%3%24%35%86%26%63%29%4%-%31%65%3%32%

35356*116105*132868Answered
31.5436.9220.2934.9311.0054.2413.9630.4634.0070.0014.5756.8758.1134.17Mean
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*bah*g*f*e*d*c*b*aSignificance Level: 95%
1410426925043287-242118Unweighted total

596188344*1353-181101Weighted total

43353215**132-6*370-24%
84%34%27%39%34%16%10%38%88%-%33%83%37%

-4*44---*---425-49%
-%4%1%5%9%-%-%-%4%-%-%-%4%

*12397*-3--3-1250-74%
4%13%18%11%16%23%-%9%-%-%14%-%12%

-154113-*7--4-1575-100%
-%15%21%13%6%-%66%21%-%-%24%-%14%

13262715**11*-5*32Don't know
13%33%33%32%35%61%24%33%8%-%29%17%32%

464125628*1233-13*68Answered
9.0735.8145.6531.7229.8943.2486.8837.594.76-42.067.0034.17Mean
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
4526445113118Unweighted total
332540497101Weighted total

91216334370-24%
27%47%40%82%35%37%

*-4-4425-49%
*%-%10%-%4%4%

c

7331121250-74%
21%11%7%16%12%12%

825-151575-100%
23%7%12%-%15%14%

10912*3232Don't know
29%35%30%2%33%32%

24162846468Answered
47.2122.4730.7015.5335.2634.17Mean
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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: 12/07/19



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%
3973639109---2163079118Unweighted total
266592596---2*32175101Weighted total

9235*334---**2728370-24%
36%35%55%13%55%36%-%-%-%10%100%87%32%37%37%

2*2--4------22425-49%
7%*%23%-%-%4%-%-%-%-%-%-%9%3%4%

b

310---12------3101250-74%
10%15%-%-%-%13%-%-%-%-%-%-%12%13%12%

311---15------3111575-100%
13%17%-%-%-%15%-%-%-%-%-%-%17%15%14%

92222230---2-*72432Don't know
34%33%22%87%45%32%-%-%-%90%-%13%31%32%32%

17447*365---**2145168Answered
32.7938.5211.643.734.7435.38---5.001.004.8638.0534.6334.17Mean
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
---14138495521181029187118Unweighted total
---*28767146101867870101Weighted total

---*1525341737322828370-24%
-%-%-%100%65%62%33%48%37%37%37%36%40%37%

-----*4224424425-49%
-%-%-%-%-%1%5%3%5%4%5%3%6%4%

------1169121110111250-74%
-%-%-%-%-%-%14%9%20%12%12%13%15%12%

------118415111121575-100%
-%-%-%-%-%-%14%11%9%14%12%14%4%14%

aaa

----132520143229262432Don't know
-%-%-%-%35%37%33%29%30%32%33%34%35%32%

---*155151326857514568Answered
---2.002.684.3236.2025.6931.4234.1732.5334.6224.6234.17Mean
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*cb*a*h*g*f*e*d*c*baSignificance Level: 95%
-282732151--1-11115118Unweighted total
-15193419*--*-**100101Weighted total

-56174*--*-*-37370-24%
-%34%31%51%21%100%-%-%100%-%100%-%37%37%

--2*2-------4425-49%
-%-%10%*%12%-%-%-%-%-%-%-%4%4%

-*443-------121250-74%
-%1%20%13%13%-%-%-%-%-%-%-%12%12%

--344-------151575-100%
-%-%13%11%23%-%-%-%-%-%-%-%15%14%

-10586------*3232Don't know
-%66%25%25%31%-%-%-%-%-%-%100%32%32%

-5142513*--*-*-6868Answered
-7.7338.4527.2246.125.00--5.00-1.00-34.3034.17Mean
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*dcbaSignificance Level: 95%
21001710146765215333533118Unweighted total
*86118933760*10314019101Weighted total

*3243316417*411148370-24%
49%37%39%37%48%49%29%47%38%36%34%43%37%

-4-4**4--*22425-49%
-%5%-%5%*%1%7%-%-%*%5%12%4%

-11-127-5-*4711250-74%
-%12%-%14%21%-%9%-%5%13%16%6%12%

-11312528-13561575-100%
-%12%23%13%14%25%13%-%6%9%12%32%14%

bc

*294286225*51313132Don't know
51%33%38%31%17%25%42%53%51%41%34%6%32%

caa

*5776128635*518271868Answered
3.0032.5838.7633.6433.4332.5335.021.0021.3230.6534.5540.8634.17Mean
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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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcba*ba*b*a*b*aSignificance Level: 95%
-34846924942271815118Unweighted total
-32675517841241217101Weighted total

-828236321746370-24%
-%25%41%42%33%38%56%30%36%37%37%

-*22-4-2-2425-49%
-%*%4%4%-%5%-%7%-%11%4%

-4119*12-3*21250-74%
-%12%16%16%3%14%-%11%4%14%12%

-*21410-6341575-100%
-%1%4%1%26%12%-%26%22%25%14%

-192420726*65232Don't know
-%61%36%37%38%31%44%26%38%13%32%

ab

-124335105811871468Answered
-22.3524.0021.8542.8132.592.0044.5639.7839.8034.17Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
565891108987-3986109-328469118Unweighted total
35273947770-326594-306962101Weighted total

*2129362828-112535-82824370-24%
11%40%39%38%36%40%-%34%39%37%-%28%41%38%37%

-22424--42--2*425-49%
-%4%3%5%3%6%-%-%6%2%-%-%3%*%4%

-87121011-2612-4881250-74%
-%15%9%13%13%15%-%7%9%13%-%12%12%13%12%

-1612112-1315-2481575-100%
-%1%9%13%14%4%-%2%5%15%-%8%7%13%14%

baabc

32129292624-182630-16262232Don't know
89%40%39%31%34%35%-%57%41%32%-%52%38%36%32%

a

*3144655145-143864-15434068Answered
6.6921.1427.5032.8134.6824.62-17.7522.1734.94-31.5025.6133.3734.17Mean

b

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*edcbaSignificance Level: 95%
1-23629129311186297118Unweighted total
*-22507123271014877101Weighted total

*-2*212787371831370-24%
100%-%100%11%42%38%34%26%37%37%40%37%

----22**4-4425-49%
-%-%-%-%4%3%*%*%4%-%5%4%

----882*12481250-74%
-%-%-%-%16%11%9%1%12%8%10%12%

----16-115121575-100%
-%-%-%-%1%8%-%2%14%1%3%14%

ab

---21829131932263232Don't know
-%-%-%89%36%40%57%71%32%54%41%32%

acc

*-2*324310868224568Answered
10.00-9.712.0821.6627.5213.3314.0934.1717.2121.8534.17Mean

ab

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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 - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
9023499-5311699118115114107114118Unweighted total
7523386-48978710196989398101Weighted total

279230-1535313735373437370-24%
36%39%67%35%-%31%36%36%37%36%37%37%37%37%

22-4--2244444425-49%
3%8%-%5%-%-%2%2%4%4%4%5%4%4%

12**8-7121212121212121250-74%
16%2%14%9%-%14%13%14%12%13%13%13%13%12%

113*13-6151215131515151575-100%
15%14%14%16%-%11%15%14%14%13%15%16%15%14%

228*30-213229323230283032Don't know
30%37%4%35%-%44%34%34%32%34%31%30%31%32%

5315356-276458686468656868Answered
35.3931.9226.3535.00-34.4735.1335.4734.1733.9434.3135.3034.3134.17Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*a*cb*ab*a*baSignificance Level: 95%
427682729188020343134118Unweighted total
346765531117020301*29101Weighted total

1324233114258111-9370-24%
39%36%36%52%36%36%36%40%35%84%-%32%37%

-44---4*2--2425-49%
-%6%7%-%-%-%6%1%6%-%-%6%4%

11110124713--31250-74%
4%17%15%11%6%41%10%5%9%-%-%10%12%

b

96627-1047--71575-100%
26%9%9%37%23%-%15%21%22%-%-%22%14%

a

112222-1132379**932Don't know
31%33%33%-%35%24%33%34%28%16%100%29%32%

23454352084713221-2168Answered
39.4131.4630.2942.1640.6328.8634.0437.9339.784.52-40.7034.17Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
12181539675147139118Unweighted total
10231041137457124101Weighted total

6123-511*1333370-24%
54%50%33%-%42%23%14%4%21%38%27%81%37%

----2*-2----425-49%
-%-%-%-%20%7%-%41%-%-%-%-%4%

-42-*-2-12**1250-74%
-%19%25%-%1%-%28%-%14%31%2%13%12%

*3--4-213-2-1575-100%
5%12%-%-%36%-%30%14%56%-%16%-%14%

4544*222*27*32Don't know
41%20%43%100%1%70%28%41%9%31%54%6%32%

6196-11153456468Answered
14.8227.9126.73-42.7813.6958.8046.2664.1027.4235.4318.0234.17Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

d*c*b*aSignificance Level: 95%
45182629118Unweighted total
44181623101Weighted total

21529370-24%
47%29%13%39%37%

-22-425-49%
-%13%11%-%4%

7*331250-74%
16%1%16%13%12%

34521575-100%
7%22%34%9%14%

1364932Don't know
30%35%26%39%32%

3112121468Answered
25.0940.7658.0428.2134.17Mean
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*ae*d*c*baSignificance Level: 95%
1234111332610163365Unweighted total

316151941125358Weighted total

1*411102*1126280-24%
27%65%65%69%49%50%9%46%67%48%48%

-*2-2*--*4425-49%
-%35%35%-%10%7%-%-%14%7%7%

-----------50-74%
-%-%-%-%-%-%-%-%-%-%-%

*----*-**-*75-100%
3%-%-%-%-%5%-%8%5%-%*%

2--58211*2425Don't know
69%-%-%31%41%38%91%46%13%45%44%

11611123*123032Answered
17.2117.0819.166.5512.9516.565.0018.7516.1811.7412.13Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
4964666982183365Unweighted total
1225368108**116358Weighted total

121252622*-9-3280-24%
76%91%39%46%27%75%22%27%100%-%84%-%100%48%

-*-4*------4-425-49%
-%5%-%8%3%-%-%-%-%-%-%64%-%7%

--------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*---*-----*75-100%
14%-%-%*%-%-%-%1%-%-%-%-%-%*%

**1245286-*22-25Don't know
10%4%61%45%70%25%78%72%-%100%16%36%-%44%

121292622*-94332Answered
22.146.713.3712.4721.047.711.5913.5810.00-6.5740.005.3412.13Mean
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
95610552822135114-65Unweighted total
354751232*183210-58Weighted total

3255237-*10227-280-24%
79%46%70%45%29%-%29%56%96%100%68%-%48%

*4-422----*-425-49%
6%8%-%8%10%96%-%-%-%-%1%-%7%

-------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%

-****-----*-*75-100%
-%*%1%*%*%-%-%-%-%-%1%-%*%

12522314**8*-3-25Don't know
15%46%29%46%61%4%71%44%4%-%30%-%44%

32952792*10227-32Answered
6.1612.7212.7012.0317.1140.005.006.372.2820.007.73-12.13Mean
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
28122536265Unweighted total
20152335558Weighted total

9910325280-24%
45%58%44%97%46%48%

2-2-4425-49%
11%-%9%-%8%7%

------50-74%
-%-%-%-%-%-%

*-*-**75-100%
1%-%*%-%*%*%

9611*2525Don't know
43%42%46%3%46%44%

1191233032Answered
16.256.6212.229.4812.3712.13Mean
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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: 12/07/19



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%
233751461----13194265Unweighted total
16329*157----**164158Weighted total

9145**28----**819280-24%
53%45%53%100%34%48%-%-%-%-%100%20%53%46%48%

-4---4-------4425-49%
-%13%-%-%-%7%-%-%-%-%-%-%-%10%7%

---------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**---*------***75-100%
1%*%-%-%-%*%-%-%-%-%-%-%1%*%*%

8144-*25-----*71825Don't know
47%42%47%-%66%44%-%-%-%-%-%80%46%43%44%

9195**32----**82432Answered
6.4616.375.621.001.5012.19----1.002.006.5714.2212.13Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
---1274855276558525165Unweighted total
---*154445235850474358Weighted total

---*-321231428242320280-24%
-%-%-%100%-%50%47%53%58%48%48%49%45%48%

-----22224444425-49%
-%-%-%-%-%38%5%5%9%7%9%9%10%7%

--------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*-********75-100%
-%-%-%-%16%-%*%*%*%*%*%*%*%*%

----11211982522191925Don't know
-%-%-%-%84%12%47%42%32%44%43%42%44%44%

---**52326163228272432Answered
---3.0090.0018.0010.9410.5911.9912.1312.2212.0712.6912.13Mean
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-1718158-----116365Unweighted total
-11131512-----**5758Weighted total

-36106-----*-28280-24%
-%23%45%67%49%-%-%-%-%-%100%-%48%48%

--4*--------4425-49%
-%-%32%1%-%-%-%-%-%-%-%-%7%7%

--------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--------**75-100%
-%1%-%1%-%-%-%-%-%-%-%-%*%*%

-8356------*2525Don't know
-%76%23%31%51%-%-%-%-%-%-%100%44%44%

-310106-----*-3232Answered
-6.5419.739.157.39-----1.00-12.1612.13Mean
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*ba*c*ba*e*d*c*b*aSignificance Level: 95%
157857286312919201565Unweighted total
*5065127427*517221358Weighted total

-2422612412*25146280-24%
-%48%29%50%46%92%43%47%46%30%64%46%48%

-4*44-*---22425-49%
-%9%2%8%16%-%*%-%-%-%10%16%7%

-------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-***--*--**75-100%
-%*%-%*%*%3%-%-%2%-%-%1%*%

*2242110*15*2126525Don't know
100%43%69%41%38%5%56%53%52%70%26%37%44%

-2823017412*2516832Answered
-12.2210.2412.2515.335.969.641.006.985.1912.7016.7312.13Mean
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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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cba*ba*b*a*b*aSignificance Level: 95%
-254946145111612965Unweighted total
-2843391147*1491058Weighted total

-92018225-626280-24%
-%33%46%45%21%54%-%42%26%59%48%

-244*4-**-425-49%
-%7%9%11%1%9%-%1%1%-%7%

-----------50-74%
-%-%-%-%-%-%-%-%-%-%-%

--****-**-*75-100%
-%-%*%1%1%*%-%1%1%-%*%

-171917817*86425Don't know
-%60%44%44%77%37%100%57%72%41%44%

-112422230-62632Answered
-11.2012.5513.6113.3012.03-10.2813.307.0212.13Mean
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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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*d*cba*d*cbaSignificance Level: 95%
44054625151-265261-21504265Unweighted total
33046544743-234851-23434058Weighted total

-1222282320-92125-102119280-24%
-%40%47%51%49%45%-%37%44%50%-%43%49%47%48%

*22444-224-224425-49%
4%8%5%8%9%10%-%8%5%8%-%9%5%11%7%

---------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*****--**--***75-100%
-%*%*%*%*%*%-%-%*%*%-%-%*%*%*%

31522221919-132521-11191725Don't know
96%51%47%40%41%44%-%55%52%42%-%48%45%42%44%

*1524322724-102330-12232432Answered
30.0011.2810.1112.1312.0712.69-13.0610.0112.30-12.879.8213.3512.13Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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 - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
1-113354192065375565Unweighted total
*-222847161958314958Weighted total

*-2-122275281124280-24%
100%-%100%-%44%46%47%25%48%36%49%48%

----22--4**425-49%
-%-%-%-%8%5%-%-%7%1%*%7%

------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%

-----*--*-**75-100%
-%-%-%-%-%*%-%-%*%-%*%*%

---2132381425192525Don't know
-%-%-%100%48%49%53%75%44%63%51%44%

*-2-14247532112432Answered
10.00-10.00-11.3011.495.607.1312.137.407.4512.13Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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 - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
4914154-336355656163596365Unweighted total
4313246-345450585357535758Weighted total

199222-1726232825272527280-24%
45%66%100%49%-%50%48%46%48%48%48%48%48%48%

4--2-*4444444425-49%
10%-%-%5%-%*%8%9%7%8%7%8%7%7%

--------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*--********75-100%
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

195-21-172423252325232525Don't know
45%34%-%46%-%50%44%45%44%44%44%44%44%44%

249225-173028323032303232Answered
13.967.1710.0011.04-9.3912.7013.3912.1312.7012.1512.6612.1512.13Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*bac*b*a*cb*a*b*a*b*aSignificance Level: 95%
23424161710421318531965Unweighted total
1840333217428182*1958Weighted total

918163941868*-6280-24%
53%46%49%96%40%66%41%67%43%4%-%35%48%

224-*-4-*--*425-49%
11%6%12%-%1%-%10%-%1%-%-%1%7%

-------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%

-***-*-*-**-*75-100%
-%1%*%4%-%1%-%1%-%5%29%-%*%

61913-122213102*1225Don't know
36%48%39%-%58%33%48%32%56%91%71%65%44%

1121213952268**732Answered
14.6310.7513.807.409.777.6014.486.757.8453.38100.007.2212.13Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
581134314927865Unweighted total
313935*24436558Weighted total

393*2*-*2243280-24%
91%68%29%7%50%71%-%5%47%50%58%59%48%

*-2----2---*425-49%
6%-%23%-%-%-%-%49%-%-%-%2%7%

-------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%

--*--------**75-100%
-%-%1%-%-%-%-%-%-%-%-%2%*%

*4422*22223225Don't know
3%32%47%93%50%29%100%46%53%50%42%37%44%

395*2*-2224332Answered
6.586.4320.405.009.797.50-37.499.626.0014.598.9712.13Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
2410141765Unweighted total
258101458Weighted total

15328280-24%
57%36%22%56%48%

2-2*425-49%
9%-%19%1%7%

-----50-74%
-%-%-%-%-%

*--**75-100%
*%-%-%1%*%

956625Don't know
34%64%59%42%44%

1734832Answered
10.359.3323.6710.8212.13Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*ba*e*d*c*baSignificance Level: 95%
938283129831875104Unweighted total
435323641*29599Weighted total

32315212**253560-24%
74%96%60%48%59%54%40%22%67%56%56%

1--42----6625-49%
14%-%-%11%4%-%-%-%-%6%6%

-*-22*--*5550-74%
-%4%-%7%6%5%-%-%8%5%5%

*--4-*--*6675-100%
6%-%-%13%-%7%-%-%12%6%6%

*-271111**2526Don't know
6%-%40%20%31%34%60%78%14%27%27%

33326253**27072Answered
11.799.537.1325.0712.1818.6510.0510.0020.8018.0418.06Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
211513559476411356104Unweighted total

86580871384*19101199Weighted total

643427452**8410560-24%
67%79%66%53%92%66%42%29%10%100%40%39%98%56%

1*14---22----625-49%
13%8%10%4%-%-%-%21%46%-%-%-%-%6%

1--4-2--2-*--550-74%
7%-%-%5%-%34%-%-%44%-%1%-%-%5%

--*6*-22---2-675-100%
-%-%1%8%3%-%16%23%-%-%-%21%-%6%

11124*-62--114*26Don't know
13%13%23%30%6%-%42%27%-%-%59%39%2%27%

7545687864*861072Answered
14.639.1810.6419.826.2922.9728.8938.6434.861.0011.8728.495.7118.06Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*c*b*aSignificance Level: 95%
1292317337133622212104Unweighted total

59424754122342215199Weighted total

3521936152*25228-560-24%
69%56%81%48%38%100%3%75%100%100%55%-%56%

ah

15241--2--21625-49%
21%5%8%5%2%-%-%7%-%-%11%85%6%

*5*44--*--1-550-74%
2%5%2%6%10%-%-%*%-%-%4%-%5%

-6*6--22--2-675-100%
-%7%*%8%-%-%88%7%-%-%15%-%6%

*2622420-*4--2*26Don't know
7%28%9%33%50%-%8%11%-%-%15%15%27%

be

56822502022302213172Answered
12.5118.4410.5021.4016.772.0095.2914.971.896.1623.0034.0018.06Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
4118443101104Unweighted total
35214169399Weighted total

22925650560-24%
62%41%62%100%53%56%

2-3-6625-49%
6%-%8%-%6%6%

32*-5550-74%
8%9%*%-%5%5%

2-4-6675-100%
7%-%10%-%7%6%

6118-2626Don't know
17%50%20%-%29%27%

29103366672Answered
19.6515.4217.514.0619.3518.06Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



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%
4051132797---1153364104Unweighted total
3350151593---**5286599Weighted total

20269*551---*-41635560-24%
60%52%63%29%83%55%-%-%-%100%-%91%56%54%56%

24---6------24625-49%
5%8%-%-%-%6%-%-%-%-%-%-%6%6%6%

5*-**4----*-4*550-74%
14%*%-%71%9%5%-%-%-%-%100%-%14%*%5%

ba

222-*6-----*24675-100%
7%5%12%-%4%7%-%-%-%-%-%5%7%6%6%

5184-*26-----*52226Don't know
15%35%25%-%4%28%-%-%-%-%-%4%17%33%27%

c

2932111567---**5234472Answered
21.0414.9219.5640.409.2518.75---5.0055.004.5723.6916.1218.06Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-1---8768843104856973104Unweighted total
-2---67079439978646699Weighted total

-----541502556464038560-24%
-%-%-%-%-%84%59%63%58%56%59%62%58%56%

------6626635625-49%
-%-%-%-%-%-%8%7%4%6%7%4%8%6%

------25-5222550-74%
-%-%-%-%-%-%3%6%-%5%3%3%3%5%

-----*25262*2675-100%
-%-%-%-%-%3%3%6%5%6%3%*%3%6%

b

-2---11914142622191826Don't know
-%100%-%-%-%12%27%18%33%27%28%30%27%27%

-----55165297256454872Answered
-----5.0714.1317.0812.8018.0613.2510.1813.8618.06Mean

b

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
1172921171--1-2398104Unweighted total
*12202916*--*-219699Weighted total

*7131312*--*-2*53560-24%
100%59%63%47%76%100%-%-%100%-%100%19%56%56%

--*41-------6625-49%
-%-%2%14%7%-%-%-%-%-%-%-%6%6%

--2--------*4550-74%
-%-%11%-%-%-%-%-%-%-%-%56%4%5%

-*2--------*6675-100%
-%2%10%-%-%-%-%-%-%-%-%25%6%6%

-53113-------2626Don't know
-%40%14%39%17%-%-%-%-%-%-%-%28%27%

*7181713*--*-216972Answered
1.005.1821.8611.858.585.00--5.00-19.0953.2917.6318.06Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*d*c*baSignificance Level: 95%
283248031666120282035104Unweighted total
*77207824371*1629242999Weighted total

*4694617336-10111222560-24%
49%59%46%59%69%97%50%-%62%38%51%77%56%

-6151-5-*4-1625-49%
-%7%3%6%4%-%6%-%3%14%-%4%6%

-222--5-*22*550-74%
-%3%11%3%-%-%7%-%3%8%8%1%5%

-242--6-42--675-100%
-%3%22%2%-%-%9%-%26%8%-%-%6%

*224236*19*11010626Don't know
51%28%18%29%26%3%28%100%6%33%42%19%27%

*56175618351-1520142372Answered
3.0013.2735.1512.946.214.6823.02-31.5025.2011.977.2418.06Mean
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Parcelforce Worldwide (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cbaba*b*a*b*aSignificance Level: 95%
-29674733711282510104Unweighted total
-2762392672*2321999Weighted total

-934201145-1387560-24%
-%34%56%52%40%62%-%56%40%73%56%

b

-15133-522625-49%
-%2%8%1%11%4%-%20%11%24%6%

-22222---*550-74%
-%8%4%6%9%3%-%-%-%1%5%

--2242-24-675-100%
-%-%4%5%17%3%-%10%21%-%6%

a

-151814621*36*26Don't know
-%56%29%35%23%28%100%14%28%2%27%

-1244252052-2015972Answered
-15.3514.1117.1631.6012.79-21.0631.8216.2618.06Mean
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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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*d*cbaSignificance Level: 95%
45676956773-457186-276544104Unweighted total
14972906466-386879-20603999Weighted total

*2541514038-163841-63623560-24%
31%50%57%57%62%58%-%44%56%51%-%32%60%59%56%

-35635-235-*3-625-49%
-%7%7%6%4%8%-%4%5%6%-%2%4%-%6%

-22222-335-222550-74%
-%4%3%3%3%3%-%7%4%6%-%11%4%6%5%

-226*2--46--*-675-100%
-%4%3%7%*%3%-%-%6%8%-%-%*%-%6%

b

11722251918-171922-11191426Don't know
69%35%30%27%30%27%-%45%29%28%-%55%31%35%27%

*3250654548-214857-9412672Answered
4.3216.9413.3517.5010.2013.86-15.5317.3021.28-20.5810.4610.7418.06Mean
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1261577530361045072104Unweighted total
*26*5468223299466999Weighted total

--2*2935714561838560-24%
-%-%36%100%54%52%34%43%56%40%55%56%

e

-2--35*-633625-49%
-%100%-%-%6%7%2%-%6%7%5%6%

----2233533550-74%
-%-%-%-%4%3%12%8%5%6%4%5%

----24--622675-100%
-%-%-%-%4%6%-%-%6%4%3%6%

*-4-1722111626192326Don't know
100%-%64%-%32%32%52%49%27%42%33%27%

cc

-22*3746111672264672Answered
-26.219.641.0015.4917.4518.5113.9518.0618.6413.7518.06Mean
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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
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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

b*a*ba*dcbaedcbaSignificance Level: 95%
7326679-58956910297978897104Unweighted total
7024776-468866958991829199Weighted total

3816541-2451355651554955560-24%
54%67%74%54%-%51%58%53%58%58%61%60%61%56%

6--6-36366656625-49%
8%-%-%7%-%6%6%4%6%6%6%6%6%6%

*2-2-25455333550-74%
*%10%-%3%-%5%5%6%5%5%3%3%3%5%

6--4-26666555675-100%
9%-%-%6%-%4%7%9%7%7%5%6%5%6%

216222-152018232123212326Don't know
29%24%26%29%-%33%23%27%24%24%25%25%25%27%

5018554-316848726868616872Answered
18.1914.464.1317.79-17.6018.0621.4318.0618.3915.0314.7715.0318.06Mean
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*a*cb*ab*a*baSignificance Level: 95%
396567829216518319430104Unweighted total
405863828196217241132499Weighted total

2431376128408152*13560-24%
61%53%60%72%44%41%64%44%63%19%10%53%56%

153-233-5--5625-49%
1%9%6%-%8%15%4%-%19%-%-%19%6%

412-22*312-2550-74%
10%1%4%-%9%9%*%16%2%17%-%10%5%

a

242-4222*42-675-100%
5%7%3%-%15%11%3%13%1%39%86%-%6%

9171727517543*426Don't know
23%30%28%28%24%24%28%27%15%25%4%18%27%

31414562115451320831972Answered
20.5816.1514.683.3129.2825.5611.7731.8316.1753.9171.2920.4518.06Mean
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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
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
7141375866971111104Unweighted total
71412945679811699Weighted total

3710342434285560-24%
43%52%80%30%95%37%69%37%50%26%75%90%56%

-2-1-1---2--625-49%
-%17%-%6%-%22%-%-%-%20%-%-%6%

-2*--*2----*550-74%
-%16%1%-%-%2%29%-%-%-%-%8%5%

2--2*-*2----675-100%
28%-%-%24%5%-%1%27%-%-%-%-%6%

2224-2*2543*26Don't know
29%16%19%40%-%39%2%36%50%54%25%2%27%

5121064364448672Answered
32.6021.813.2434.0614.5919.4325.2446.893.9716.535.399.4618.06Mean
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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
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

d*c*b*aSignificance Level: 95%
34202129104Unweighted total
3418222599Weighted total

2081116560-24%
60%46%51%63%56%

22-2625-49%
7%9%-%7%6%

2*2*550-74%
7%1%8%2%5%

222-675-100%
6%14%9%-%6%

767726Don't know
20%31%32%29%27%

2712151872Answered
17.0224.4025.199.1318.06Mean
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Table 61  (continuation)                                                                                                                                                   Page 1123

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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
1671031386313193198161Unweighted total

629375610235141150Weighted total

1161616411348520-24%
25%58%73%43%29%47%34%41%55%34%35%

a

*--38*--*141425-49%
2%-%-%7%15%1%-%-%2%10%9%

e

-1*221*-1111250-74%
-%42%5%5%4%7%8%-%11%8%8%

2--8161**1323375-100%
31%-%-%22%29%12%8%6%17%23%22%

2-281331113639Don't know
42%-%21%22%23%33%49%53%15%26%26%

32729436114105111Answered
59.9524.8711.5636.9545.1328.8928.9423.0630.8041.2040.49Mean
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
172091151412161914222511161Unweighted total

7831321113242114*281010150Weighted total

4524225583*1125520-24%
60%62%59%31%22%39%22%36%21%65%39%22%49%35%

111122--2--3221425-49%
15%8%18%9%17%-%-%10%-%-%12%22%20%9%

11-102-*42-2-*1250-74%
16%8%-%8%18%-%*%18%13%-%8%-%2%8%

-2-3216727-4233375-100%
-%20%-%24%6%46%30%10%51%-%13%19%27%22%

1*138421262*84*39Don't know
10%2%23%28%37%15%48%27%16%35%28%37%2%26%

68295711131612*2069111Answered
21.7231.7612.5043.0936.2454.4358.5631.2266.6210.0031.9436.6232.4240.49Mean
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*c*b*aSignificance Level: 95%
261354411755635016328-161Unweighted total
1213837113544*5412322-150Weighted total

4491340182*22416-520-24%
31%35%34%35%33%51%59%40%31%37%26%-%35%

2112124--7--3-1425-49%
20%8%6%10%8%-%-%13%-%-%12%-%9%

29386--14-1-1250-74%
19%7%9%7%11%-%-%2%34%-%3%-%8%

13282512--13224-3375-100%
9%23%22%22%23%-%-%23%15%63%20%-%22%

2371128142*122-9-39Don't know
20%27%29%25%25%49%41%22%19%-%39%-%26%

101022784402*4210313-111Answered
33.5941.1441.4540.1842.499.6912.0736.8546.6564.4741.70-40.49Mean
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
6226725156161Unweighted total
6223647144150Weighted total

26720250520-24%
42%29%31%34%35%35%

5452121425-49%
8%17%7%30%8%9%

5-7291250-74%
8%-%11%35%7%8%

8421-333375-100%
14%18%32%-%23%22%

c

17812*3939Don't know
28%36%18%1%27%26%

4415526105111Answered
30.7034.6550.3927.0341.3240.49Mean

c

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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 - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
568718310151---21746105161Unweighted total
36882738142---2*528114150Weighted total

182591449---**31434520-24%
50%29%34%27%45%34%-%-%-%10%100%54%52%30%35%

bai

*112--14------*131425-49%
1%13%7%-%-%10%-%-%-%-%-%-%2%12%9%

cb

291-210-----2-101250-74%
5%10%3%-%23%7%-%-%-%-%-%34%-%9%8%

b

7179-*33-----*7263375-100%
21%19%35%-%6%23%-%-%-%-%-%9%25%23%22%

82562237---2-*63139Don't know
23%29%21%73%26%26%-%-%-%90%-%3%22%27%26%

28632116105---**52283111Answered
33.2741.3147.595.0029.4741.11---5.005.0032.6834.3042.8840.49Mean
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
--2-21611513364161135110121161Unweighted total
--*-1101101195115012193107150Weighted total

--*-1541462452473940520-24%
-%-%46%-%100%54%37%39%46%35%39%41%37%35%

------7125147671425-49%
-%-%-%-%-%-%7%10%9%9%6%7%6%9%

-----*972129971250-74%
-%-%-%-%-%1%8%6%5%8%7%10%7%8%

--*--221265332311213375-100%
-%-%54%-%-%18%19%22%9%22%19%12%19%22%

bebe

-----33227163935293339Don't know
-%-%-%-%-%26%29%23%31%26%29%31%30%26%

--*-17789135111866574111Answered
--56.72-2.8729.6339.2438.2325.2140.4938.1731.1338.9740.49Mean

eee

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 62  (continuation)                                                                                                                                                   Page 1129

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
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcb*a*h*g*f*e*d*c*baSignificance Level: 95%
-363837241--1-24154161Unweighted total
-21333927*--*-23145150Weighted total

-1114175*--*-*151520-24%
-%52%41%44%20%100%-%-%100%-%5%30%35%35%

-*241-------141425-49%
-%2%5%11%2%-%-%-%-%-%-%-%9%9%

--441-----2-101250-74%
-%-%12%10%5%-%-%-%-%-%95%-%7%8%

d

-17213------2313375-100%
-%5%21%6%47%-%-%-%-%-%-%65%21%22%

d

-97117------*3939Don't know
-%41%22%29%26%-%-%-%-%-%-%5%27%26%

-12262820*--*-23106111Answered
-15.3037.3627.3768.055.00--5.00-48.4165.8139.6440.49Mean
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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
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*dcbaSignificance Level: 95%
21332313867886-28433852161Unweighted total
21192112957588-21503148150Weighted total

*4774518430-9211013520-24%
12%39%35%35%32%81%34%-%41%42%31%28%35%

-7593-10-*3381425-49%
-%6%23%7%6%-%12%-%2%5%8%16%9%

-9210813-24331250-74%
-%8%9%8%14%12%3%-%9%8%8%7%8%

a

22123115*18-5104143375-100%
88%18%10%24%27%3%20%-%26%20%12%29%22%

-3553412*27-512131039Don't know
-%29%23%27%21%4%31%-%22%24%40%20%26%

a

284169545561-16381938111Answered
85.8136.9529.8742.2846.1712.1438.61-41.9434.8132.9549.2840.49Mean
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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
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*ba*b*aSignificance Level: 95%
-3910786361253352621161Unweighted total
-318977341161302319150Weighted total

-103828134011496520-24%
-%32%43%37%37%34%65%46%41%30%35%

-*5477-3231425-49%
-%2%5%5%19%6%-%8%10%13%9%

a

--7529-3*21250-74%
-%-%8%6%7%8%-%10%2%13%8%

--913429-3263375-100%
-%-%10%16%13%25%-%9%11%31%22%

cc

-203127831*88239Don't know
-%67%35%35%25%26%35%27%37%12%26%

ab

-10585026851221417111Answered
-8.1029.0035.1430.6843.487.3726.6325.1948.2440.49Mean
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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
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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*d*cbaSignificance Level: 95%
1083120154109119-4190153-299679161Unweighted total

65910813993105-3571140-197967150Weighted total

32839503840-152948-63629520-24%
55%47%36%36%41%38%-%45%41%34%-%33%46%43%35%

-371267-1614--541425-49%
-%4%7%8%7%6%-%3%9%10%-%-%6%6%9%

-171097--312--671250-74%
-%1%6%7%10%7%-%-%4%8%-%-%8%11%8%

-720311119--232--563375-100%
-%11%19%23%12%18%-%-%3%22%-%-%6%9%22%

bbc

32135362933-183135-13272139Don't know
45%36%32%26%31%31%-%52%44%25%-%67%34%31%26%

aa

338741036472-1640105-65247111Answered
11.8025.2238.5740.4131.1737.58-9.5917.1041.08-7.6524.1827.0640.49Mean

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
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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*edcbaSignificance Level: 95%
244579113263516162103161Unweighted total
2425529220321504785150Weighted total

*2253037713522237520-24%
13%42%91%100%58%40%37%42%35%46%44%35%

a

-2--35-*14271425-49%
-%55%-%-%5%5%-%2%9%4%8%9%

2---17--12-61250-74%
87%-%-%-%1%8%-%-%8%-%7%8%

bb

--*-510--33-*3375-100%
-%-%9%-%9%11%-%-%22%-%1%22%

abd

-*--1433121839233439Don't know
-%3%-%-%27%36%63%56%26%50%40%26%

ccc

242538607141112351111Answered
44.9627.0316.509.6720.8330.874.408.4140.498.2816.8340.49Mean

abb
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
112439126163152118159149153138152161Unweighted total
1043611116*51138107148137141124141150Weighted total

3515542-2050375250504850520-24%
34%42%44%36%-%38%36%35%35%36%36%39%35%35%

111-11-31181410119111425-49%
11%1%-%10%-%6%8%7%9%7%8%7%8%9%

5527-6101112111212121250-74%
5%13%19%6%-%13%7%10%8%8%8%9%8%8%

265421*4311833313326333375-100%
25%15%36%18%100%7%23%17%22%23%23%21%23%22%

c

2710*35-193633373535293539Don't know
26%28%1%30%-%36%26%31%25%26%25%24%25%26%

77261181*331037311110210694106111Answered
42.6433.7043.8236.6899.0028.1940.4838.0040.5741.1341.3339.0741.3640.49Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 62  (continuation)                                                                                                                                                   Page 1135

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
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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*ba*cbab*a*baSignificance Level: 95%
65961149372310730439345161Unweighted total
658510712311910426446145150Weighted total

28243731243712161114520-24%
43%29%35%26%39%20%35%47%37%17%78%32%35%

21110-438242-41425-49%
4%13%9%-%13%15%8%9%10%39%-%10%9%

b

66912*645--51250-74%
9%7%9%5%6%1%6%15%11%-%-%11%8%

16172265822382-103375-100%
25%20%21%51%16%41%21%12%19%33%-%23%22%

132629284305101*1139Don't know
20%31%27%17%26%23%29%18%23%11%22%24%26%

5259781023157421345134111Answered
39.5841.2940.1064.1331.9954.3240.3129.3436.6349.5810.9541.3740.49Mean
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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
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
181518131198915121617161Unweighted total
1716151414110111317139150Weighted total

41166712*3543520-24%
23%73%39%40%51%55%24%1%25%29%32%32%35%

2-232---23-*1425-49%
11%-%14%19%17%-%-%-%15%16%-%1%9%

2-2***2122--1250-74%
15%-%15%1%2%14%18%11%14%10%-%-%8%

42124*21022*43375-100%
26%13%4%13%29%12%19%88%15%11%2%44%22%

4244**4-468239Don't know
25%14%28%27%1%19%39%-%31%34%66%23%26%

1313111014161191147111Answered
48.7220.1924.2629.2935.4035.2642.2891.9239.2637.1518.2753.8640.49Mean
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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
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Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
51333245161Unweighted total
47303438150Weighted total

2114612520-24%
44%46%17%31%35%

bb

45231425-49%
8%17%6%7%9%

51521250-74%
10%2%14%4%8%

761463375-100%
15%21%40%16%22%

ad

11481639Don't know
22%14%23%42%26%

cd

37262622111Answered
31.2832.9262.3138.5740.49Mean
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*bae*d*c*baSignificance Level: 95%
1261018344911122670119Unweighted total

32422547224103110Weighted total

**212273**246480-24%
8%26%43%56%50%39%30%29%47%44%44%

-**-8*-**8825-49%
-%6%2%-%14%4%-%6%6%8%8%

*1-421*-19950-74%
8%45%-%19%4%11%10%-%16%8%8%

2*1261--1131475-100%
64%23%15%10%11%8%-%-%14%13%12%

1-231231112830Don't know
21%-%40%15%22%38%60%65%17%27%27%

323184241137579Answered
67.0546.5733.5325.4324.1728.6217.3416.6033.2927.8027.84Mean
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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
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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%
121413801191011911928119Unweighted total

444971211151412*2149110Weighted total

2224247666*9-4480-24%
57%50%36%44%32%64%38%43%51%100%46%-%48%44%

-1*82-*---4-2825-49%
-%16%2%8%16%-%1%-%-%-%18%-%23%8%

1-*8*-2-4---3950-74%
17%-%2%9%2%-%13%-%30%-%-%-%30%8%

*11122*222-3--1475-100%
2%14%32%12%18%2%13%15%16%-%16%-%-%12%

111274456*-44-30Don't know
25%21%28%28%33%34%35%42%3%-%20%100%-%27%

333708710812*16-979Answered
19.6325.6747.9627.4530.189.2331.0823.0333.8410.0030.26-26.6427.84Mean
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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
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Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*c*b*aSignificance Level: 95%
151043485335441103221119Unweighted total

710322873821417219*110Weighted total

148133519**142210-480-24%
10%46%58%41%50%3%40%35%37%73%56%-%44%

2618*--6**2-825-49%
26%6%3%9%*%-%-%15%1%4%10%-%8%

h

*9276--3--*-950-74%
2%9%9%8%15%-%-%8%-%-%2%-%8%

2122122-*74---1475-100%
28%11%9%13%6%-%32%18%57%-%-%-%12%

228525112*10*16*30Don't know
33%27%21%29%29%97%28%24%5%22%32%100%27%

575186227**316213-79Answered
55.4226.1122.6429.3222.151.0050.8437.3448.046.958.97-27.84Mean
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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
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
4425497112119Unweighted total
3531429101110Weighted total

171318346480-24%
50%42%43%32%45%44%

22426825-49%
7%6%9%23%6%8%

441-9950-74%
12%13%2%-%9%8%

1492121475-100%
2%13%21%19%12%12%

c

1081022830Don't know
29%25%25%26%28%27%

25233267379Answered
19.7128.4533.7431.6127.5227.84Mean
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b,c
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£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%
465716310109--11173673119Unweighted total
33552238102--*2*52577110Weighted total

16266*148----**1632480-24%
50%46%30%19%8%47%-%-%-%-%100%2%62%42%44%

a

-62--8-------8825-49%
-%12%9%-%-%8%-%-%-%-%-%-%-%11%8%

cb

6*3-45-----423950-74%
19%1%12%-%56%5%-%-%-%-%-%84%7%4%8%

b

283*113--*--12111475-100%
8%15%13%9%10%13%-%-%100%-%-%10%7%15%12%

81482228---2-*62230Don't know
24%26%36%72%27%28%-%-%-%100%-%3%23%29%27%

2541141674--*-*5195579Answered
25.4527.9032.0031.3453.8125.84--85.00-5.0057.1017.1028.9327.84Mean
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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 - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
---1112809346119948283119Unweighted total
---**7708238110786564110Weighted total

-----436422148403334480-24%
-%-%-%-%-%59%51%51%57%44%52%50%53%44%

----*-25*8222825-49%
-%-%-%-%100%-%3%5%1%8%3%3%3%8%

------473944*950-74%
-%-%-%-%-%-%6%8%7%8%6%7%*%8%

aaaa

---*-*7104147551475-100%
-%-%-%100%-%3%9%12%10%12%9%7%8%12%

-----32120103024212230Don't know
-%-%-%-%-%39%30%24%25%27%31%33%35%27%

---**54962287954444279Answered
---85.0035.007.7921.6825.3522.2027.8420.8119.5818.4327.84Mean
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

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*cb*a*h*g*f*e*d*c*baSignificance Level: 95%
-262330151-1--33112119Unweighted total
-13143417*-*--21106110Weighted total

-59179-----**48480-24%
-%42%64%51%50%-%-%-%-%-%5%41%45%44%

---2*-------8825-49%
-%-%-%6%1%-%-%-%-%-%-%-%8%8%

-*2-2-----2-7950-74%
-%2%13%-%13%-%-%-%-%-%95%-%7%8%

-*232*-*---1131475-100%
-%2%13%8%13%100%-%100%-%-%-%45%12%12%

-71124------*3030Don't know
-%54%9%35%23%-%-%-%-%-%-%14%28%27%

-6132213*-*--217679Answered
-9.4025.7817.0427.4385.00-85.00--48.6543.9526.8927.84Mean
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*dc*baSignificance Level: 95%
19319100381170121322837119Unweighted total
276199023879*16302835110Weighted total

-4011389336-7181410480-24%
-%53%55%42%37%44%46%-%40%59%51%27%44%

a

-2262*6--**8825-49%
-%3%11%7%8%1%8%-%-%2%1%22%8%

c

-427*18-4*32950-74%
-%6%10%8%2%10%10%-%26%*%10%6%8%

25212329*12471475-100%
100%7%8%13%13%22%11%100%3%5%15%20%12%

-243279219-5107830Don't know
-%32%16%30%39%23%24%-%30%33%24%24%27%

252166314660*1120212779Answered
100.0018.3222.8929.1226.4733.0027.6685.0027.1913.4426.2839.8027.84Mean
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*ba*b*aSignificance Level: 95%
-30775830891322118119Unweighted total
-2558453278*321819110Weighted total

-832241632-18119480-24%
-%32%54%53%50%42%-%56%59%46%44%

c

--2244-2*2825-49%
-%-%4%5%12%6%-%6%1%10%8%

-***27-2*2950-74%
-%*%*%*%6%9%-%7%1%10%8%

--42410-2141475-100%
-%-%6%4%12%13%-%7%3%23%12%

-172117624*87230Don't know
-%68%35%38%20%31%100%24%37%11%27%

ab

-838282654-24121779Answered
-3.9015.3613.8725.2429.08-19.419.8634.6127.84Mean
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*d*cbaSignificance Level: 95%
765781108282-3779112-236959119Unweighted total
35164986562-3568102-165646110Weighted total

*2734443334-143344-63025480-24%
8%52%52%45%50%54%-%40%49%44%-%41%54%54%44%

-*2622-288--22825-49%
-%*%3%6%3%4%-%5%11%8%-%-%4%4%8%

*2274*-2*9-**4950-74%
3%4%4%8%7%*%-%7%*%9%-%1%*%9%8%

aabbb

1431054-2114--5-1475-100%
15%8%4%11%7%6%-%7%1%13%-%-%8%-%12%

ba

31824302122-152626-9191530Don't know
74%36%37%31%33%36%-%41%38%26%-%58%34%33%27%

13341684440-214275-7373179Answered
57.9318.6314.9425.8419.5815.08-24.6911.5128.88-3.9716.7013.6927.84Mean

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 - 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*edcbaSignificance Level: 95%
3434687426321195681119Unweighted total
46*3536222301105273110Weighted total

24*333331311482837480-24%
49%67%73%83%62%53%59%37%44%55%51%44%

-2--*2-2828825-49%
-%31%-%-%*%3%-%6%8%4%11%8%

2-*-**-29-*950-74%
51%-%27%-%1%*%-%8%8%-%*%8%

abab

---153--14-*1475-100%
-%-%-%17%9%5%-%-%12%-%*%12%

abd

-*--152491530222730Don't know
-%2%-%-%28%38%41%49%27%42%38%27%

c

46*33838131579304579Answered
26.1714.7427.6917.8015.1714.733.7418.5627.846.5810.7927.84Mean

a
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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
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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

b*a*ba*dcbaedcbaSignificance Level: 95%
8429597-5011288116109113106112119Unweighted total
7228585-43102791069810094100110Weighted total

3212535-1946354846464546480-24%
44%45%97%41%-%45%45%44%45%47%46%48%46%44%

6--6-46686666825-49%
9%-%-%7%-%9%6%8%8%7%6%6%6%8%

25-7-59799777950-74%
3%18%-%8%-%12%9%9%9%9%7%8%7%8%

84-10--14712101412141475-100%
12%13%-%11%-%-%13%9%11%10%14%13%14%12%

cc

237*28-152724282726242630Don't know
32%24%3%33%-%35%26%31%27%27%26%26%26%27%

4921557-287555787174707379Answered
24.6932.737.0728.58-17.7928.4825.5026.7825.6227.9826.7728.0127.84Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 63  (continuation)                                                                                                                                                   Page 1150

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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*cb*ab*a*baSignificance Level: 95%
526780533217324368337119Unweighted total
555468535216423405340110Weighted total

252331314102612202317480-24%
46%42%46%52%42%50%40%52%49%49%100%43%44%

456*226-4--4825-49%
7%8%9%2%6%12%9%-%10%-%-%10%8%

7312625222-4950-74%
12%5%1%46%18%9%9%8%5%36%-%10%8%

c

688-627461-61475-100%
10%15%11%-%17%9%11%19%15%10%-%15%12%

141622-641959*-930Don't know
25%30%33%-%18%20%31%20%21%5%-%22%27%

42384652817441932533179Answered
28.2627.3822.6032.6835.5224.0628.0930.6527.6730.535.9930.4627.84Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 63  (continuation)                                                                                                                                                   Page 1151

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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
128181287411461514119Unweighted total
128141891211181610110Weighted total

487761--4265480-24%
32%97%51%38%63%42%-%-%36%21%37%51%44%

2-*22---2*-*825-49%
16%-%1%10%21%-%-%-%18%6%-%1%8%

2-*2*-212-*-950-74%
17%-%1%13%2%-%79%100%18%-%1%-%8%

4-2211--1-*31475-100%
33%-%14%13%6%40%-%-%8%-%2%31%12%

**541**-2610230Don't know
2%3%33%25%8%18%21%-%20%73%61%17%27%

12810138121926979Answered
47.463.5721.6932.1320.2849.5150.0050.0027.699.579.7038.2027.84Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 63  (continuation)                                                                                                                                                   Page 1152

Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

d*c*baSignificance Level: 95%
38271935119Unweighted total
34281434110Weighted total

1913413480-24%
55%46%29%38%44%

2421825-49%
6%13%14%2%8%

234*950-74%
6%9%32%*%8%

63141475-100%
18%12%6%10%12%

5531730Don't know
15%19%19%50%27%

d

2923111779Answered
27.3628.8132.6524.2327.84Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 63  (continuation)                                                                                                                                                   Page 1153

Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
3331610208573353Unweighted total
*13201231114851Weighted total

*1*12721*127290-24%
47%100%19%61%52%55%50%26%77%56%56%

-----------25-49%
-%-%-%-%-%-%-%-%-%-%-%

---*2----2250-74%
-%-%-%2%15%-%-%-%-%5%5%

-----------75-100%
-%-%-%-%-%-%-%-%-%-%-%

*-27411**1920Don't know
53%-%81%37%33%45%50%74%23%39%39%

*1*12821*12931Answered
6.184.601.006.6918.896.725.883.008.0811.3111.07Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 64                                                                                                                                                                   Page 1154

International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
10253635313-122753Unweighted total

31245265*1-1441351Weighted total

21225-53**-6-10290-24%
53%100%74%55%-%71%62%100%69%-%43%-%83%56%

--------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--2--------2250-74%
15%-%-%4%-%-%-%-%-%-%-%-%15%5%

--------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-118222-*-84*20Don't know
33%-%26%41%100%29%38%-%31%-%57%100%2%39%

21227-53**-6-1231Answered
15.091.411.3211.54-2.0810.505.006.20-10.55-16.0211.07Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 64  (continuation)                                                                                                                                                   Page 1155

International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
4491043176218--10-53Unweighted total
150843195*19--8-51Weighted total

12872254*14--5-290-24%
67%56%90%50%27%93%29%76%-%-%58%-%56%

-------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*22-----*-250-74%
-%5%6%4%10%-%-%-%-%-%6%-%5%

-------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%

*20*2012**4--3-20Don't know
33%39%4%46%63%7%71%24%-%-%36%-%39%

13072474*14--5-31Answered
1.5111.249.8011.4618.019.105.007.55--13.08-11.07Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 64  (continuation)                                                                                                                                                   Page 1156

International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
221415-5353Unweighted total
221214-5151Weighted total

15212-29290-24%
65%17%82%-%56%56%

------25-49%
-%-%-%-%-%-%

*2--2250-74%
2%16%-%-%5%5%

------75-100%
-%-%-%-%-%-%

783-2020Don't know
33%68%18%-%39%39%

15412-3131Answered
7.8930.908.78-11.0711.07Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 64  (continuation)                                                                                                                                                   Page 1157

International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
292311647---1-5232453Unweighted total
2427*2645---2-4182751Weighted total

1415--424-----41015290-24%
57%55%-%-%67%55%-%-%-%-%-%95%54%55%56%

---------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2---2------*2250-74%
2%7%-%-%-%5%-%-%-%-%-%-%3%7%5%

---------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1010*2218---2-*81020Don't know
41%38%100%100%33%40%-%-%-%100%-%5%43%38%39%

1417--427-----4101731Answered
8.3213.46--5.9511.86-----5.959.2713.4611.07Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 64  (continuation)                                                                                                                                                   Page 1158

International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-1-1253948325348434453Unweighted total
-2-*143641275143363851Weighted total

---**220271129221618290-24%
-%-%-%100%27%44%56%65%42%56%52%45%47%56%

--------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------***2*-*250-74%
-%-%-%-%-%-%1%1%2%5%1%-%1%5%

--------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--121514152020202020Don't know
-%100%-%-%73%56%43%34%56%39%47%55%52%39%

f

---**22027123123161831Answered
---5.001.001.468.027.0611.5511.077.403.918.4111.07Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 64  (continuation)                                                                                                                                                   Page 1159

International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-211296-----1-5253Unweighted total
-181078-----*-5151Weighted total

-7645-----*-29290-24%
-%38%58%62%66%-%-%-%-%-%100%-%56%56%

--------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*----------2250-74%
-%3%-%-%-%-%-%-%-%-%-%-%5%5%

--------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-10433-------2020Don't know
-%59%42%38%34%-%-%-%-%-%-%-%39%39%

-7645-----*-3131Answered
-7.083.4118.403.76-----7.00-11.0811.07Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 64  (continuation)                                                                                                                                                   Page 1160

International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*ba*c*ba*e*d*c*b*aSignificance Level: 95%
-4884519331-121981453Unweighted total
-4374416135-132171051Weighted total

-226239119-81128290-24%
-%52%89%51%58%100%54%-%62%52%30%74%56%

-------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-2--2-*2--250-74%
-%1%-%5%-%-%7%-%4%9%-%-%5%

-------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%

-201197-13-585320Don't know
-%47%11%44%42%-%39%-%35%39%70%26%39%

-236259121-9132831Answered
-7.4015.949.886.383.1013.33-12.0014.121.427.4711.07Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 64  (continuation)                                                                                                                                                   Page 1161

International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcba*ba*b*a*b*aSignificance Level: 95%
-3342321043-1611753Unweighted total
-273525843-1310651Weighted total

-12169821-1094290-24%
-%42%45%36%89%49%-%77%91%67%56%

-----------25-49%
-%-%-%-%-%-%-%-%-%-%-%

-*-*-2----250-74%
-%2%-%2%-%6%-%-%-%-%5%

-----------75-100%
-%-%-%-%-%-%-%-%-%-%-%

-152015119-31220Don't know
-%56%55%62%11%45%-%23%9%33%39%

-12169823-109431Answered
-6.026.966.9816.849.20-10.7313.883.9111.07Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 64  (continuation)                                                                                                                                                   Page 1162

International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*d*cbaSignificance Level: 95%
43544504243-484446-29403153Unweighted total
43442473638-464043-23342551Weighted total

21721271618-262223-121413290-24%
48%48%51%56%45%47%-%56%56%53%-%50%42%52%56%

---------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*2-*-222----250-74%
-%-%1%5%-%1%-%5%5%6%-%-%-%-%5%

---------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

21820182020-181618-12201220Don't know
52%52%48%39%55%52%-%39%40%42%-%50%58%48%39%

21722291618-282425-12141331Answered
9.845.597.6410.543.918.44-11.999.8411.89-3.223.014.4411.07Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 64  (continuation)                                                                                                                                                   Page 1163

International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
32333145365343364453Unweighted total
34233042315139324051Weighted total

24*116201629181818290-24%
84%100%10%25%55%48%51%56%47%55%46%56%

------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%

-----2222-2250-74%
-%-%-%-%-%4%6%5%6%-%5%5%

------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%

*-221320132018142020Don't know
16%-%90%75%45%48%43%39%47%45%49%39%

24*11622183120182031Answered
5.5314.968.432.425.949.4210.7311.0712.096.239.8111.07Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 64  (continuation)                                                                                                                                                   Page 1164

International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
3617344-455245535351495053Unweighted total
3318640-414943515149474751Weighted total

199224-2029262929282726290-24%
58%53%33%59%-%50%58%60%56%56%58%57%56%56%

--------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*22*-22-22222250-74%
1%11%34%1%-%6%5%-%5%5%5%5%5%5%

--------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

146216-181817202018181820Don't know
41%36%33%40%-%44%37%40%39%39%37%38%39%39%

2011424-233126313131292931Answered
9.1314.4935.267.08-11.9511.076.9611.0711.0711.0810.5711.6711.07Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 64  (continuation)                                                                                                                                                   Page 1165

International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*bac*b*a*cb*a*b*a*b*aSignificance Level: 95%
2033307158321213511753Unweighted total
23282691643512133*1751Weighted total

1514145101216113*14290-24%
67%48%55%53%60%40%60%49%83%78%100%82%56%

-------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%

2**2--*2----250-74%
8%2%2%21%-%-%1%16%-%-%-%-%5%

-------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%

6141127214421-320Don't know
25%51%43%26%40%60%39%36%17%22%-%18%39%

1714157101228113*1431Answered
11.9110.0410.6720.934.965.449.5716.4511.995.5210.0010.7711.07Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 64  (continuation)                                                                                                                                                   Page 1166

International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
37331322889453Unweighted total
394523*23109151Weighted total

152223-*3551290-24%
22%53%49%48%100%96%-%6%95%52%54%91%56%

-------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%

---------*2-250-74%
-%-%-%-%-%-%-%-%-%5%22%-%5%

-------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%

2422-**2*42*20Don't know
78%47%51%52%-%4%100%94%5%43%24%9%39%

152223-*367131Answered
3.002.943.0010.0010.005.96-5.0012.9216.7118.086.0711.07Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 64  (continuation)                                                                                                                                                   Page 1167

International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
137122153Unweighted total
16952051Weighted total

87311290-24%
47%73%58%55%56%

-----25-49%
-%-%-%-%-%

---2250-74%
-%-%-%12%5%

-----75-100%
-%-%-%-%-%

922720Don't know
53%27%42%33%39%

8731431Answered
2.968.3712.6516.6111.07Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
414139189543250Unweighted total
**4171331115053Weighted total

***10611**22230-24%
15%100%12%57%49%40%47%26%37%44%44%

----1----1125-49%
-%-%-%-%4%-%-%-%-%1%1%

--2------2250-74%
-%-%39%-%-%-%-%-%-%3%3%

---------2275-100%
-%-%-%-%-%-%-%-%-%3%3%

*-27621**2526Don't know
85%-%49%43%47%60%53%74%63%49%49%

**210711**2627Answered
3.002.0038.824.0711.357.269.303.003.5514.9414.64Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 65                                                                                                                                                                   Page 1169

International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
6253735433-103650Unweighted total
2124826723-1161153Weighted total

11121-33*2-2-10230-24%
25%100%63%43%-%41%47%5%92%-%17%-%98%44%

1------------125-49%
25%-%-%-%-%-%-%-%-%-%-%-%-%1%

---2--2------250-74%
-%-%-%3%-%-%24%-%-%-%-%-%-%3%

---2------2--275-100%
-%-%-%3%-%-%-%-%-%-%15%-%-%3%

1-1242422*-86*26Don't know
50%-%37%50%100%59%29%95%8%-%68%100%2%49%

11124-35*2-4-1027Answered
13.101.211.4715.67-3.0820.335.0018.48-47.18-5.3414.64Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
5451040166218--8-50Unweighted total
250944195*23--7-53Weighted total

12261734*14--2-230-24%
23%45%74%38%15%93%29%62%-%-%28%-%44%

-1-1---1----125-49%
-%1%-%1%-%-%-%2%-%-%-%-%1%

2--2---2----250-74%
66%-%-%4%-%-%-%7%-%-%-%-%3%

-2-22-------275-100%
-%3%-%4%9%-%-%-%-%-%-%-%3%

*2622414**6--5-26Don't know
11%51%26%54%76%7%71%28%-%-%72%-%49%

22562044*16--2-27Answered
37.8712.574.7517.7230.579.213.0012.89--5.00-14.64Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 65  (continuation)                                                                                                                                                   Page 1171

International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
221313-5050Unweighted total
221514-5353Weighted total

1139-23230-24%
50%22%63%-%44%44%

--1-1125-49%
-%-%4%-%1%1%

2---2250-74%
8%-%-%-%3%3%

2---2275-100%
8%-%-%-%3%3%

8125-2626Don't know
35%78%33%-%49%49%

1439-2727Answered
19.1013.778.46-14.6414.64Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 65  (continuation)                                                                                                                                                   Page 1172

International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
272121545---1-4222350Unweighted total
242722647---2-4172953Weighted total

1211--419-----4811230-24%
50%41%-%-%66%41%-%-%-%-%-%95%45%38%44%

-1---1-------1125-49%
-%2%-%-%-%1%-%-%-%-%-%-%-%2%1%

2----2------2-250-74%
7%-%-%-%-%4%-%-%-%-%-%-%9%-%3%

-2---2-------2275-100%
-%6%-%-%-%4%-%-%-%-%-%-%-%6%3%

101422224---2-*81626Don't know
43%51%100%100%34%51%-%-%-%100%-%5%46%55%49%

1413--423-----491327Answered
10.6018.75--5.9216.19-----5.9212.6118.7514.64Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 65  (continuation)                                                                                                                                                   Page 1173

International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
-1-1253645295045424050Unweighted total
-2-*143843275345403853Weighted total

---**21621923181512230-24%
-%-%-%100%27%44%43%49%32%44%41%38%32%44%

------11-1111125-49%
-%-%-%-%-%-%1%1%-%1%1%1%1%1%

-------2-2---250-74%
-%-%-%-%-%-%-%4%-%3%-%-%-%3%

-------222---275-100%
-%-%-%-%-%-%-%4%6%3%-%-%-%3%

-2--122118172626242526Don't know
-%100%-%-%73%56%56%42%62%49%58%61%66%49%

f

---**21725102719151327Answered
---5.001.001.377.0015.3718.3214.646.376.154.9514.64Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 65  (continuation)                                                                                                                                                   Page 1174

International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-1811124-------5050Unweighted total
-1510137-------5353Weighted total

-5562-------23230-24%
-%30%53%48%33%-%-%-%-%-%-%-%44%44%

--1---------1125-49%
-%-%5%-%-%-%-%-%-%-%-%-%1%1%

------------2250-74%
-%-%-%-%-%-%-%-%-%-%-%-%3%3%

------------2275-100%
-%-%-%-%-%-%-%-%-%-%-%-%3%3%

-10475-------2626Don't know
-%70%42%52%67%-%-%-%-%-%-%-%49%49%

-5662-------2727Answered
-1.234.6812.435.00-------14.6414.64Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 65  (continuation)                                                                                                                                                   Page 1175

International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*ba*c*ba*e*d*c*b*aSignificance Level: 95%
1449411823011017101250Unweighted total
*4584414*39*132111853Weighted total

-184197*16-6745230-24%
-%41%49%43%52%42%41%-%50%34%38%66%44%

-1-1--1--1--125-49%
-%1%-%1%-%-%1%-%-%2%-%-%1%

--2---2-2---250-74%
-%-%19%-%-%-%4%-%13%-%-%-%3%

---2--2--2--275-100%
-%-%-%4%-%-%4%-%-%8%-%-%3%

*263237*19*5127326Don't know
100%58%32%53%48%58%50%100%37%55%62%34%49%

-196217*20-8104527Answered
-6.3723.2312.307.355.0017.32-14.4818.8511.259.7914.64Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 65  (continuation)                                                                                                                                                   Page 1176

International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcba*ba*b*a*b*aSignificance Level: 95%
-3240311238-1511650Unweighted total
-3038281241-1512653Weighted total

-8127617-864230-24%
-%28%32%24%46%43%-%54%46%67%44%

-11--1----125-49%
-%2%1%-%-%1%-%-%-%-%1%

----2---2-250-74%
-%-%-%-%13%-%-%-%14%-%3%

-----2----275-100%
-%-%-%-%-%4%-%-%-%-%3%

-212521521-75226Don't know
-%70%66%76%41%52%-%46%40%33%49%

-9137720-87427Answered
-4.044.953.2620.0212.65-5.6520.024.3414.64Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 65  (continuation)                                                                                                                                                   Page 1177

International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
23340454039-454243-31403250Unweighted total
23544473938-484445-29392953Weighted total

-1418211512-201919-121512230-24%
-%39%40%44%37%32%-%42%43%42%-%43%38%42%44%

--1111-1-1-111125-49%
-%-%1%1%1%1%-%1%-%1%-%2%1%2%1%

-------222----250-74%
-%-%-%-%-%-%-%3%4%4%-%-%-%-%3%

---2---22-----275-100%
-%-%-%3%-%-%-%3%4%-%-%-%-%-%3%

22226242425-242224-16241626Don't know
100%61%59%51%61%67%-%50%50%53%-%55%61%56%49%

-1418231513-242221-13151327Answered
-2.916.6111.806.184.97-16.0214.4810.47-6.765.927.2214.64Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
21123142365040374250Unweighted total
32223343325341374253Weighted total

22-*15171223161714230-24%
82%100%-%9%47%39%39%44%40%45%34%44%

-----1111-1125-49%
-%-%-%-%-%1%2%1%1%-%1%1%

-------2--2250-74%
-%-%-%-%-%-%-%3%-%-%4%3%

-----222---275-100%
-%-%-%-%-%4%5%3%-%-%-%3%

*-221724182624202626Don't know
18%-%100%91%53%56%55%49%59%55%61%49%

22-*1519152717171727Answered
5.0020.00-1.005.7712.4117.0314.647.166.028.9814.64Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
3513142-434945505048454850Unweighted total
3813245-425148535351475153Weighted total

185-20-1723212323232123230-24%
48%38%-%46%-%39%45%43%44%44%45%46%45%44%

1--1-11111111125-49%
1%-%-%1%-%1%1%1%1%1%1%1%1%1%

-----22222222250-74%
-%-%-%-%-%4%3%3%3%3%3%4%3%3%

2--2-22222222275-100%
4%-%-%4%-%4%3%3%3%3%3%4%3%3%

188222-222423262624222426Don't know
47%62%100%50%-%52%47%49%49%49%47%46%47%49%

205-22-202724272727252727Answered
14.145.07-11.94-15.5214.6415.1214.6414.6414.6414.9514.6414.64Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*cb*a*b*a*b*aSignificance Level: 95%
2129287149301012621650Unweighted total
22302691853611153*1853Weighted total

13101355*19473*10230-24%
57%33%50%55%28%8%52%32%48%76%69%53%44%

1---11------125-49%
2%-%-%-%3%10%-%-%-%-%-%-%1%

2---2--22--2250-74%
7%-%-%-%9%-%-%15%11%-%-%9%3%

2--2---2----275-100%
7%-%-%19%-%-%-%15%-%-%-%-%3%

62013211418461*726Don't know
26%67%50%27%60%82%48%38%41%24%31%38%49%

17101367119793*1127Answered
20.664.749.2124.5516.0814.628.2632.4216.646.4521.0014.1614.64Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 65  (continuation)                                                                                                                                                   Page 1181

International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3634322987350Unweighted total
29473*23129253Weighted total

*5-42-*344*230-24%
4%52%-%65%78%-%6%92%31%53%12%44%

----1------125-49%
-%-%-%-%18%-%-%-%-%-%-%1%

----------2250-74%
-%-%-%-%-%-%-%-%-%-%83%3%

--------2--275-100%
-%-%-%-%-%-%-%-%14%-%-%3%

2442**2*64*26Don't know
96%48%100%35%4%100%94%8%55%47%5%49%

*5-43-*354227Answered
2.002.81-15.008.83-5.0012.8130.401.1146.3214.64Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
127131850Unweighted total
161062253Weighted total

5738230-24%
32%69%57%37%44%

-1--125-49%
-%5%-%-%1%

---2250-74%
-%-%-%7%3%

---2275-100%
-%-%-%7%3%

11221026Don't know
68%26%43%48%49%

5731227Answered
2.7912.6412.5521.5814.64Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
6238182310673659Unweighted total
11392432115053Weighted total

*1*51611*129300-24%
26%100%17%52%66%41%33%21%75%58%57%

----2***-2325-49%
-%-%-%-%10%8%11%9%-%5%5%

-----------50-74%
-%-%-%-%-%-%-%-%-%-%-%

--1------1175-100%
-%-%19%-%-%-%-%-%-%2%2%

1-246211*1819Don't know
74%-%64%48%24%51%56%70%25%35%36%

*1151821*13234Answered
4.184.8142.033.447.5310.7112.8811.138.2710.2310.25Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
10563846454-112259Unweighted total

3224628663-134453Weighted total

2122624443-6-4300-24%
50%34%95%56%72%52%65%65%93%-%43%-%100%57%

**-2-*-----2-325-49%
2%30%-%4%-%2%-%-%-%-%-%50%-%5%

--------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1*-----------175-100%
16%30%-%-%-%-%-%-%-%-%-%-%-%2%

1**181422*-82-19Don't know
32%6%5%39%28%46%35%35%7%-%57%50%-%36%

2122825443-62434Answered
22.3039.792.278.322.005.631.117.661.96-14.2830.007.3010.25Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
45513462242161-13159Unweighted total
*53548222*17*-12*53Weighted total

*3042692*10*-9-300-24%
16%57%82%54%43%86%29%57%100%-%79%-%57%

-3121--*--2-325-49%
-%5%10%4%3%-%-%*%-%-%16%-%5%

-------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1---1----175-100%
-%2%-%2%-%-%-%6%-%-%-%-%2%

*19*1912**6--1*19Don't know
84%36%7%40%54%14%71%37%-%-%5%100%36%

*34529102*11*-11-34Answered
3.0010.267.5310.719.7019.283.0010.255.00-9.31-10.25Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
251716-5959Unweighted total
172412-5353Weighted total

9139-30300-24%
51%53%73%-%57%57%

3---3325-49%
15%-%-%-%5%5%

------50-74%
-%-%-%-%-%-%

--1-1175-100%
-%-%8%-%2%2%

6112-1919Don't know
34%47%18%-%36%36%

121310-3434Answered
12.304.8315.07-10.2510.25Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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 - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
233242554---113183659Unweighted total
173332449---2*2133653Weighted total

723**228----*2523300-24%
43%68%15%20%53%57%-%-%-%-%100%90%40%63%57%

2*---3------2*325-49%
12%1%-%-%-%5%-%-%-%-%-%-%17%1%5%

---------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1*--1-------1175-100%
-%2%15%-%-%2%-%-%-%-%-%-%-%3%2%

81022217---2-*61219Don't know
44%29%70%80%47%35%-%-%-%100%-%10%43%33%36%

10231*232----*272434Answered
7.999.8942.505.001.9210.86----5.001.109.9211.1410.25Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
-1-2184152285953494659Unweighted total
-2-2*73543245345423853Weighted total

----*419241030232016300-24%
-%-%-%-%100%56%54%56%41%57%50%47%43%57%

---2-**323332325-49%
-%-%-%100%-%3%1%6%9%5%6%6%6%5%

--------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------11-1111175-100%
-%-%-%-%-%-%2%2%-%2%1%1%1%2%

-2---31516121919191919Don't know
-%100%-%-%-%41%43%36%50%36%43%46%50%36%

---2*42028123426231934Answered
---30.002.002.726.8810.8011.9310.257.968.269.0510.25Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
21913118------15859Unweighted total
21213910------*5353Weighted total

23557------*30300-24%
100%22%43%56%76%-%-%-%-%-%-%100%57%57%

-*2---------3325-49%
-%2%19%-%-%-%-%-%-%-%-%-%5%5%

--------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--1---------1175-100%
-%-%4%-%-%-%-%-%-%-%-%-%2%2%

-9442-------1919Don't know
-%76%34%44%24%-%-%-%-%-%-%-%37%36%

23857------*3434Answered
4.214.9414.902.606.17------5.0010.3210.25Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*ba*c*ba*e*d*c*b*aSignificance Level: 95%
251851245301920111859Unweighted total
*4554818333*720131353Weighted total

*2332810318-41268300-24%
49%50%50%58%54%94%55%-%56%60%47%64%57%

-3*2**2-*2-*325-49%
-%6%3%5%1%3%7%-%7%10%-%2%5%

-------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-11-----*1175-100%
-%1%-%2%6%-%-%-%-%-%4%4%2%

*192177*12*367419Don't know
51%43%47%35%40%4%37%100%38%31%49%30%36%

*2633111321-4147934Answered
4.007.9816.799.6615.822.108.42-6.0510.469.2012.7310.25Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 66  (continuation)                                                                                                                                                   Page 1191

International standard mail ( previously Airmail) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for
parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcba*ba*b*a*b*aSignificance Level: 95%
-3745331148-129559Unweighted total
-3138281044-1111453Weighted total

-131613228-444300-24%
-%43%43%45%25%64%-%35%34%94%57%

-22*3*-33*325-49%
-%6%6%*%26%*%-%23%23%2%5%

-----------50-74%
-%-%-%-%-%-%-%-%-%-%-%

-11--1----175-100%
-%2%1%-%-%2%-%-%-%-%2%

-151915515-55*19Don't know
-%49%50%54%49%34%-%42%42%4%36%

-161913529-76434Answered
-9.609.054.0724.627.82-16.5221.456.3510.25Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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 - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
13646534746-535146-39463759Unweighted total
*3443494238-504841-33423153Weighted total

-1421282016-272822-152017300-24%
-%42%49%57%47%43%-%55%58%53%-%45%47%54%57%

-22232-332-33*325-49%
-%7%5%5%6%6%-%5%5%5%-%8%6%*%5%

---------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-11111-11*-11-175-100%
-%2%1%2%1%1%-%2%2%1%-%2%1%-%2%

*1719181919-191717-15191419Don't know
100%49%45%36%46%50%-%38%34%41%-%45%45%45%36%

-1724312319-313224-18231734Answered
-9.137.599.628.289.05-11.049.847.73-9.978.303.1510.25Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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 - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
31123646594447424859Unweighted total
32223445534039364353Weighted total

22-*17233021211821300-24%
82%100%-%9%49%51%57%54%53%50%50%57%

----223**32325-49%
-%-%-%-%7%5%5%1%1%7%5%5%

------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%

----111**11175-100%
-%-%-%-%2%1%2%1%1%1%1%2%

*-221419191718151919Don't know
18%-%100%91%42%43%36%44%45%42%44%36%

22-*2025342221212434Answered
5.6120.00-2.008.229.6010.258.636.258.788.3810.25Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 66  (continuation)                                                                                                                                                   Page 1194

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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
4115247-445747595655555459Unweighted total
3617442-375244535251514953Weighted total

237224-1830263030303028300-24%
64%41%51%57%-%49%59%59%57%59%59%59%57%57%

12-3-33*33333325-49%
2%11%-%6%-%7%5%1%5%5%5%5%5%5%

--------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1*-1-11111111175-100%
1%3%-%1%-%3%2%2%2%2%2%2%2%2%

128215-151817191817171719Don't know
33%45%49%36%-%41%34%39%36%34%34%34%35%36%

249227-223427343434343234Answered
8.8314.2210.009.11-13.6410.269.0010.2510.2610.2710.2710.4010.25Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*bac*b*a*cb*a*b*a*b*aSignificance Level: 95%
27323581612311613421559Unweighted total
292528718102717151*1553Weighted total

19111659314148**8300-24%
67%45%58%61%53%31%51%82%54%24%69%52%57%

21**2*2*2*-3325-49%
7%3%*%2%13%5%7%1%17%17%-%17%5%

-------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%

1-1*-*-1----175-100%
3%-%2%6%-%5%-%3%-%-%-%-%2%

7131126611241*519Don't know
23%52%40%31%33%59%42%14%29%59%31%31%36%

2212175124161410**1134Answered
12.296.407.5019.3910.2320.158.329.6614.7919.705.0015.2010.25Mean
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International standard mail ( previously Airmail) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for
parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
210621313969759Unweighted total
2117311*23813353Weighted total

-75211-*2463300-24%
-%70%66%81%100%86%-%9%77%44%44%97%57%

-*------*-2-325-49%
-%4%-%-%-%-%-%-%9%-%14%-%5%

-------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-1--------175-100%
-%4%-%19%-%-%-%-%-%-%-%-%2%

222--**2*46*19Don't know
100%21%34%-%-%14%100%91%14%56%42%3%36%

-85311-*248334Answered
-11.152.7916.155.002.49-10.0019.2213.5811.183.3610.25Mean
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International standard mail ( previously Airmail) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for
parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
186132259Unweighted total
20452553Weighted total

123213300-24%
61%84%47%51%57%

*-*2325-49%
2%-%5%8%5%

-----50-74%
-%-%-%-%-%

*1--175-100%
2%13%-%-%2%

7*21019Don't know
34%3%48%41%36%

13431534Answered
8.2312.4418.589.9910.25Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
41316131810444058Unweighted total
*242117221*6062Weighted total

*-*121011**29290-24%
37%-%12%57%57%37%33%20%79%48%47%

----2**--2225-49%
-%-%-%-%9%7%11%-%-%3%3%

--2--*--*2250-74%
-%-%42%-%-%3%-%-%21%3%3%

---22----4475-100%
-%-%-%9%11%-%-%-%-%6%6%

*227411*-2425Don't know
63%100%46%35%23%53%56%80%-%40%41%

*-2141311**3637Answered
4.18-46.5316.5418.7911.199.245.0016.9017.8217.62Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
9553935433-134458Unweighted total
4215526543-198962Weighted total

32125-22*2-829290-24%
70%95%44%44%-%38%32%3%92%-%41%24%100%47%

---2-*2------225-49%
-%-%-%3%-%3%30%-%-%-%-%-%-%3%

--*2------2--250-74%
-%-%6%3%-%-%-%-%-%-%9%-%-%3%

---4------22-475-100%
-%-%-%7%-%-%-%-%-%-%10%24%-%6%

1*1242424*-84-25Don't know
30%5%50%43%100%59%38%97%8%-%41%52%-%41%

32132-33*2-114937Answered
3.274.836.8019.64-3.9115.1810.001.00-30.3647.505.4117.62Mean
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
55310481942231-8158Unweighted total
161854224*32*-4*62Weighted total

*2962464*19*-1-290-24%
28%48%74%44%26%92%29%59%100%-%24%-%47%

-22**--2----225-49%
-%3%21%*%1%-%-%5%-%-%-%-%3%

-2*2---2--*-250-74%
-%3%1%3%-%-%-%5%-%-%2%-%3%

-4-4---4----475-100%
-%6%-%7%-%-%-%12%-%-%-%-%6%

*25*2516**6--3*25Don't know
72%41%4%46%73%8%71%19%-%-%74%100%41%

*3672964*26*-1-37Answered
3.0017.679.6919.623.9710.323.0022.205.00-7.23-17.62Mean
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International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
281316-5858Unweighted total
281915-6262Weighted total

12512-29290-24%
42%27%82%-%47%47%

2---2225-49%
6%-%-%-%3%3%

*2--2250-74%
*%9%-%-%3%3%

4---4475-100%
13%-%-%-%6%6%

11123-2525Don't know
38%65%18%-%41%41%

18712-3737Answered
24.5021.026.15-17.6217.62Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 67  (continuation)                                                                                                                                                   Page 1202

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: 12/07/19



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%
282552652---114223058Unweighted total
312842755---2*4243162Weighted total

12161*525----*4817290-24%
39%57%41%20%68%45%-%-%-%-%100%95%32%55%47%

2----2------2-225-49%
6%-%-%-%-%3%-%-%-%-%-%-%7%-%3%

2*---2------2*250-74%
5%*%-%-%-%3%-%-%-%-%-%-%7%*%3%

4----4------4-475-100%
12%-%-%-%-%7%-%-%-%-%-%-%15%-%6%

111222223---2-*91425Don't know
37%43%59%80%32%42%-%-%-%100%-%5%39%45%41%

19161*532----*4151737Answered
27.027.126.605.005.8219.28----5.005.9233.497.0717.62Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
-1--244251295849454158Unweighted total
-2--144750306254504062Weighted total

----*22024829211912290-24%
-%-%-%-%27%39%41%47%26%47%40%38%29%47%

-----*22222*2225-49%
-%-%-%-%-%4%3%4%6%3%3%*%5%3%

------222222-250-74%
-%-%-%-%-%-%3%3%6%3%3%3%-%3%

------4424442475-100%
-%-%-%-%-%-%8%7%6%6%7%8%5%6%

-2--122119162525252525Don't know
-%100%-%-%73%57%44%38%55%41%47%51%62%41%

df

----*22731133729241537Answered
----1.003.8520.9818.9927.5317.6219.7620.7515.4117.62Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-181597------15758Unweighted total
-2015910------*6262Weighted total

-4935------*29290-24%
-%21%61%30%53%-%-%-%-%-%-%100%47%47%

-*-2--------2225-49%
-%1%-%19%-%-%-%-%-%-%-%-%3%3%

---2--------2250-74%
-%-%-%19%-%-%-%-%-%-%-%-%3%3%

-4----------4475-100%
-%19%-%-%-%-%-%-%-%-%-%-%6%6%

-12635-------2525Don't know
-%60%39%32%47%-%-%-%-%-%-%-%41%41%

-8965------*3637Answered
-40.426.8425.944.04------5.0017.7817.62Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 67  (continuation)                                                                                                                                                   Page 1205

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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*ba*c*ba*e*d*c*b*aSignificance Level: 95%
-4985021235-1219121558Unweighted total
-5495319*42-1520111562Weighted total

-213279*20-77511290-24%
-%40%30%50%48%51%47%-%45%34%41%71%47%

-2*2*-2--2-*225-49%
-%3%2%3%1%-%4%-%-%8%-%1%3%

-22*--2--2--250-74%
-%3%19%*%-%-%4%-%-%9%-%-%3%

-422--4-4---475-100%
-%7%22%4%-%-%9%-%25%-%-%-%6%

-2522310*15-5107425Don't know
-%47%28%43%52%49%36%-%30%49%59%28%41%

-296309*27-111051137Answered
-19.7646.9111.657.345.0021.23-33.4516.762.089.9117.62Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 67  (continuation)                                                                                                                                                   Page 1206

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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcba*ba*b*a*b*aSignificance Level: 95%
-3140301147-1410558Unweighted total
-3038271448-1813662Weighted total

-9127227-424290-24%
-%31%30%24%17%56%-%23%14%66%47%

--2-2--22-225-49%
-%-%5%-%13%-%-%10%14%-%3%

----2*-22-250-74%
-%-%-%-%12%*%-%9%12%-%3%

-2-222-22-475-100%
-%6%-%7%13%4%-%10%14%-%6%

-192519619-86225Don't know
-%63%65%69%45%40%-%47%47%34%41%

-11138829-97437Answered
-15.376.4820.0044.6710.54-33.4347.373.2217.62Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 67  (continuation)                                                                                                                                                   Page 1207

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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
33246544541-524850-31423458Unweighted total
43751585040-575152-35473562Weighted total

-1219271912-272524-161914290-24%
-%32%37%47%38%29%-%46%48%45%-%46%40%41%47%

--22*2-222-**-225-49%
-%-%4%3%*%5%-%3%4%3%-%*%*%-%3%

--222--2-2-222250-74%
-%-%3%3%3%-%-%3%-%3%-%5%3%5%3%

244442-422-222475-100%
47%10%7%6%8%5%-%7%4%4%-%5%4%5%6%

22125242525-232323-15251725Don't know
53%58%49%41%51%62%-%41%45%45%-%44%53%49%41%

c

21526342415-342829-20221837Answered
80.0022.6720.2217.6020.7515.41-18.9611.8314.79-17.7316.0417.7717.62Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
22333046375850364958Unweighted total
34433348346249364962Weighted total

22*114191629211422290-24%
82%50%3%25%43%40%48%47%44%39%45%47%

----2**2222225-49%
-%-%-%-%5%*%1%3%3%5%4%3%

--2--2-22--250-74%
-%-%46%-%-%3%-%3%4%-%-%3%

-2--22-422-475-100%
-%50%-%-%6%4%-%6%4%5%-%6%

*-221525172522182525Don't know
18%-%51%75%46%52%51%41%45%51%51%41%

24211823163727182437Answered
5.0050.2757.332.4215.9614.325.0017.6214.2415.046.6717.62Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
4116247-445648575757535758Unweighted total
4418450-455951606060566062Weighted total

235-25-2029222828292829290-24%
53%31%-%50%-%44%50%44%46%46%49%49%49%47%

2--2-222222*2225-49%
4%-%-%4%-%4%3%4%3%3%3%*%3%3%

2--2-22222222250-74%
4%-%-%3%-%4%3%3%3%3%3%3%3%3%

-42--44444444475-100%
-%21%50%-%-%8%6%7%6%6%6%7%6%6%

178221-182221252523232325Don't know
39%48%50%43%-%40%37%41%42%42%39%41%39%41%

279229-273730353537333737Answered
10.8638.0780.009.79-21.0717.6219.2617.4917.4917.6216.8017.6217.62Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 67  (continuation)                                                                                                                                                   Page 1210

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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*bac*b*a*cb*a*b*a*b*aSignificance Level: 95%
26323310159371212411458Unweighted total
313134101884212173*1862Weighted total

2281676222642*6290-24%
71%24%47%75%33%24%51%49%23%79%100%34%47%

-22*--2*2*-2225-49%
-%6%5%2%-%-%4%1%10%6%-%10%3%

-22---*22---250-74%
-%6%5%-%-%-%*%14%10%-%-%-%3%

222-222-2--2475-100%
6%6%6%-%10%25%4%-%11%-%-%10%6%

7181321041748*-825Don't know
23%58%37%23%57%51%40%36%46%16%-%46%41%

24132188425893*1037Answered
13.3725.4119.189.7121.1047.8512.5919.5437.036.442.0025.8617.62Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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 - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
39543422867558Unweighted total
3106743*23811462Weighted total

*62623-*3-61290-24%
18%57%32%92%56%97%-%6%87%-%52%17%47%

--------*2--225-49%
-%-%-%-%-%-%-%-%5%21%-%-%3%

--------*-2-250-74%
-%-%-%-%-%-%-%-%2%-%15%-%3%

----2------2475-100%
-%-%-%-%44%-%-%-%-%-%-%43%6%

2441-**2*64225Don't know
82%43%68%8%-%3%100%94%5%79%33%40%41%

*62643-*328337Answered
3.004.043.005.3544.414.26-10.0015.4230.0014.8466.1617.62Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
1711121858Unweighted total
191452362Weighted total

81137290-24%
44%82%53%28%47%

--*2225-49%
-%-%3%7%3%

--*2250-74%
-%-%1%7%3%

-2-2475-100%
-%13%-%8%6%

11121225Don't know
56%4%42%50%41%

81331237Answered
3.7317.4815.2328.3117.62Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
4-259136341730Unweighted total
*-151121**2224Weighted total

*-*55****15150-24%
36%-%67%100%48%24%9%23%51%66%63%

-----------25-49%
-%-%-%-%-%-%-%-%-%-%-%

-----------50-74%
-%-%-%-%-%-%-%-%-%-%-%

-----------75-100%
-%-%-%-%-%-%-%-%-%-%-%

*-*-611**89Don't know
64%-%33%-%52%76%91%77%49%34%37%

*-*55****1515Answered
6.95-1.003.317.676.983.0010.007.016.926.92Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
5441721211-61330Unweighted total
11220*24**-82424Weighted total

11112--2*--424150-24%
91%100%93%57%-%-%45%100%-%-%49%100%95%63%

--------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*9*22-*-4-*9Don't know
9%-%7%43%100%100%55%-%100%-%51%-%5%37%

11112--2*--42415Answered
4.607.424.267.42--1.005.00--11.555.007.306.92Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
42662410426--8-30Unweighted total
123420113*7--4-24Weighted total

11541252*4--3-150-24%
67%63%93%57%46%88%29%67%-%-%87%-%63%

-------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%

*9*96**2--*-9Don't know
33%37%7%43%54%12%71%33%-%-%13%-%37%

11541252*4--3-15Answered
2.137.105.117.497.0116.203.003.10--5.55-6.92Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
1389-3030Unweighted total

699-2424Weighted total

537-15150-24%
82%34%77%-%63%63%

------25-49%
-%-%-%-%-%-%

------50-74%
-%-%-%-%-%-%

------75-100%
-%-%-%-%-%-%

162-99Don't know
18%66%23%-%37%37%

537-1515Answered
4.757.548.21-6.926.92Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
131521525----1481730Unweighted total

8161*222----*261624Weighted total

510**213----*2310150-24%
64%62%82%100%92%60%-%-%-%-%100%90%52%63%63%

---------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

36*-*9-----*369Don't know
36%38%18%-%8%40%-%-%-%-%-%10%48%37%37%

510**213----*231015Answered
3.928.625.005.002.407.72----5.001.705.148.456.92Mean

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*ed*c*b*aSignificance Level: 95%
---1-12429133026242230Unweighted total
---2-21622112420171724Weighted total

---2-27135151188150-24%
-%-%-%100%-%100%45%60%41%63%55%49%48%63%

--------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------99699999Don't know
-%-%-%-%-%-%55%40%59%37%45%51%52%37%

---2-2713515118815Answered
---5.00-1.004.826.494.526.924.284.314.266.92Mean
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-71045------12930Unweighted total
-4825------*2424Weighted total

-24*5------*15150-24%
-%38%47%5%100%-%-%-%-%-%-%100%62%63%

--------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-342--------99Don't know
-%62%53%95%-%-%-%-%-%-%-%-%38%37%

-24*5------*1515Answered
-1.385.295.004.46------5.006.986.92Mean
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-2642613116-7104930Unweighted total
-2032110*14-392924Weighted total

-112137-8-35-7150-24%
-%55%91%60%73%-%57%-%86%57%-%79%63%

-------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%

-9*93*6-*4229Don't know
-%45%9%40%27%100%43%-%14%43%100%21%37%

-112137-8-35-715Answered
-4.2816.575.128.30-5.66-3.696.71-8.346.92Mean
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-192218723-76330Unweighted total
-131711519-55224Weighted total

-684510-442150-24%
-%47%48%35%92%55%-%88%91%92%63%

-----------25-49%
-%-%-%-%-%-%-%-%-%-%-%

-----------50-74%
-%-%-%-%-%-%-%-%-%-%-%

-----------75-100%
-%-%-%-%-%-%-%-%-%-%-%

-797*8-1**9Don't know
-%53%52%65%8%45%-%12%9%8%37%

-684510-44215Answered
-4.334.264.1811.334.92-4.5812.053.006.92Mean
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
12424282422-282725-21241630Unweighted total
*1719221717-232019-15171024Weighted total

-8101388-141310-885150-24%
-%49%53%59%49%48%-%62%66%54%-%54%49%46%63%

---------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*99999-979-7959Don't know
100%51%47%41%51%52%-%38%34%46%-%46%51%54%37%

-8101388-141310-88515Answered
-4.313.745.164.314.26-7.155.144.94-4.274.313.196.92Mean
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*ae*d*c*b*aSignificance Level: 95%
-1-22324302323252530Unweighted total
-2-21520241915162124Weighted total

-2-*71115128912150-24%
-%100%-%19%43%56%63%63%55%58%59%63%

------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%

------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%

------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%

---299977799Don't know
-%-%-%81%57%44%37%37%45%42%41%37%

-2-*7111512891215Answered
-20.00-3.004.114.816.926.945.364.414.776.92Mean
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*cb*ae*dcbaSignificance Level: 95%
218124-263024302930303030Unweighted total
195217-212418242224242424Weighted total

104211-1215101515151515150-24%
55%90%100%61%-%58%63%59%63%68%63%63%63%63%

--------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

8*-7-997979999Don't know
45%10%-%39%-%42%37%41%37%32%37%37%37%37%

104211-121510151515151515Answered
6.657.7610.004.39-7.366.926.666.926.926.926.926.926.92Mean
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
16142217818482-1030Unweighted total
159142951637*-724Weighted total

10572711137*-7150-24%
70%52%48%100%78%24%68%100%95%28%-%92%63%

-------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%

457-245-**-19Don't know
30%48%52%-%22%76%32%-%5%72%-%8%37%

10572711137*-715Answered
7.994.668.6010.004.456.436.797.618.7510.00-8.766.92Mean
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
453113317230Unweighted total
352***228124Weighted total

132--*2-6*150-24%
31%59%91%-%-%100%92%-%77%83%63%

-----------25-49%
-%-%-%-%-%-%-%-%-%-%-%

-----------50-74%
-%-%-%-%-%-%-%-%-%-%-%

-----------75-100%
-%-%-%-%-%-%-%-%-%-%-%

22***-*22*9Don't know
69%41%9%100%100%-%8%100%23%17%37%

132--*2-6*15Answered
6.505.744.26--7.0119.36-4.925.006.92Mean
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
12171030Unweighted total
11*21124Weighted total

6-27150-24%
58%-%85%64%63%

-----25-49%
-%-%-%-%-%

-----50-74%
-%-%-%-%-%

-----75-100%
-%-%-%-%-%

5**49Don't know
42%100%15%36%37%

6-2715Answered
5.35-17.914.926.92Mean
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
5332371061432033149123360563Unweighted total
202329132203274616519546Weighted total

*---2**--33This is a negative to me
*%-%-%-%1%*%2%-%-%1%1%

This is not important to
me - don't mind if not

5-21061***2728offered
22%-%7%8%3%3%2%7%1%5%5%

abcdb

This is mandatory to me
491034568224155163- a must have

19%38%35%26%28%29%40%26%27%30%30%

This is a ‘nice to have’
, but I can live without

89941489135157166it being offered
39%40%30%31%24%35%28%46%32%30%30%

aa

This is a 'great to
have' - makes a
difference and can sway

45847919116177186my decision
20%23%29%36%45%33%28%21%39%34%34%

edec

8141881147173311332349NET Important
39%60%63%62%72%62%68%47%66%64%64%

eeecc
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
726858365364444693010622248563Unweighted total
25282347139515594405803769546Weighted total

-*-22--*-----3This is a negative to me
-%2%-%*%6%-%-%*%-%-%-%-%-%1%

jm

This is not important to
me - don't mind if not

11-26264*--26628offered
4%5%-%5%4%12%7%*%-%-%2%16%9%5%

cfkfkfk

This is mandatory to me
7961411016153912*30*19163- a must have

29%34%26%30%25%32%26%41%31%6%37%1%27%30%

This is a ‘nice to have’
, but I can live without

65714719111920164241617166it being offered
26%19%32%31%49%21%35%22%41%83%30%42%25%30%

lafhjlml

This is a 'great to
have' - makes a
difference and can sway

101191557181835111241527186my decision
41%40%42%33%17%35%32%37%28%11%30%41%39%34%

iiiiii

17211529516343274241541546349NET Important
69%74%68%63%41%67%58%78%59%17%67%42%66%64%

iiiiigijii
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
694941554081963117172399918563Unweighted total
54492118428186409196356713546Weighted total

-3*22--**---3This is a negative to me
-%1%*%1%1%-%-%*%*%-%-%-%1%

This is not important to
me - don't mind if not

326131554-132*5*28offered
5%5%11%4%2%10%-%7%6%2%6%3%5%

ah

This is mandatory to me
1914426137581145582241163- a must have
36%29%22%32%31%27%50%28%22%32%34%15%30%

b

This is a ‘nice to have’
, but I can live without

17149341324821*49183261166it being offered
32%30%29%31%26%52%3%25%52%49%37%36%30%

ehehe

This is a 'great to
have' - makes a
difference and can sway

151714414174447971162186my decision
28%35%38%33%40%11%46%40%19%17%22%46%34%

bdgbdg

3431470279131159134143402349NET Important
63%64%59%65%71%38%97%68%41%49%57%61%64%

bdgdg
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
2029826016547563Unweighted total
2009924620526546Weighted total

*-2-33This is a negative to me
*%-%1%-%1%1%

This is not important to
me - don't mind if not

14*14-2828offered
7%*%6%-%5%5%

bb

This is mandatory to me
69375712150163- a must have
34%38%23%62%29%30%

aa

This is a ‘nice to have’
, but I can live without

4227963164166it being offered
21%27%39%14%31%30%

bc

This is a 'great to
have' - makes a
difference and can sway

7434775181186my decision
37%35%31%24%34%34%

1437213417331349NET Important
71%73%55%86%63%64%

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: 12/07/19



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%
17730779530533--12225147386563Unweighted total
132314100318528--*2115114414546Weighted total

**2--3------*33This is a negative to me
*%*%2%-%-%1%-%-%-%-%-%-%*%1%1%

b

This is not important to
me - don't mind if not

31962226---2--12528offered
2%6%6%65%10%5%-%-%-%90%-%-%1%6%5%

bbb

This is mandatory to me
509222*10153--**-940113163- a must have
38%29%22%15%54%29%-%-%100%10%-%61%35%27%30%

aabi

This is a ‘nice to have’
, but I can live without

379930*5161----*531130166it being offered
28%32%30%17%30%31%-%-%-%-%84%32%27%31%30%

This is a 'great to
have' - makes a
difference and can sway

4310440*1185----*142143186my decision
32%33%40%3%6%35%-%-%-%-%16%6%36%35%34%

jjj

9219561111338--***1081256349NET Important
70%62%61%18%60%64%-%-%100%10%16%68%71%62%64%

a
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-53101144389451211563462373407563Unweighted total
-625430374417177546422324358546Weighted total

-----*2**32223This is a negative to me
-%-%-%-%-%*%1%*%*%1%1%1%1%1%

This is not important to
me - don't mind if not

-----22120112823182328offered
-%-%-%-%-%6%6%5%6%5%6%6%6%5%

This is mandatory to me
-2*111211313259163129106110163- a must have
-%27%16%27%24%39%30%32%33%30%31%33%31%30%

This is a ‘nice to have’
, but I can live without

-*24*611912554166131101109166it being offered
-%2%84%70%6%20%32%30%30%30%31%31%30%30%

This is a 'great to
have' - makes a
difference and can sway

-4-*3101181395318613697114186my decision
-%72%-%3%70%34%32%33%30%34%32%30%32%34%

-6*2422231271112349265202224349NET Important
-%98%16%30%94%73%62%65%63%64%63%62%63%64%
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3120130118912-111711542563Unweighted total
472121115109*-**2410530546Weighted total

-*2---------33This is a negative to me
-%*%2%-%-%-%-%-%-%-%-%-%1%1%

This is not important to
me - don't mind if not

-44510-------2828offered
-%6%3%4%9%-%-%-%-%-%-%-%5%5%

This is mandatory to me
-26374125*-**-27154163- a must have
-%37%30%35%23%100%-%100%100%-%49%70%29%30%

a

This is a ‘nice to have’
, but I can live without

-19493231-----23162166it being offered
-%26%41%28%28%-%-%-%-%-%44%28%31%30%

bd

This is a 'great to
have' - makes a
difference and can sway

423293743----2**184186my decision
100%31%24%32%39%-%-%-%-%100%7%2%35%34%

c

449667868*-**227337349NET Important
100%68%54%68%62%100%-%100%100%100%56%72%64%64%

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 - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
84547848523322307470133123233563Unweighted total
54167347320314329257138125223546Weighted total

-2-32-*-**-23This is a negative to me
-%1%-%1%1%-%*%-%*%*%-%1%1%

This is not important to
me - don't mind if not

-2322613*15-3181628offered
-%6%3%5%6%1%5%-%5%1%6%7%5%

cc

This is mandatory to me
212729134555102*20443266163- a must have

46%30%40%28%27%37%31%10%36%32%26%30%30%

a

This is a ‘nice to have’
, but I can live without

1131915775488-14443969166it being offered
14%31%13%33%37%25%27%-%25%32%31%31%30%

ba

This is a 'great to
have' - makes a
difference and can sway

213432153575123219484769186my decision
40%32%44%32%28%37%38%90%34%35%37%31%34%

ac

426062287112112262409279135349NET Important
86%63%84%61%56%74%69%100%70%67%63%61%64%

ac
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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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-7637918011644731199164563Unweighted total
-6332615510843811028260546Weighted total

-222-3----3This is a negative to me
-%3%1%1%-%1%-%-%-%-%1%

b

This is not important to
me - don't mind if not

-7239424-21228offered
-%11%7%6%4%5%-%2%1%3%5%

This is mandatory to me
-129952411221433123163- a must have
-%19%30%33%38%28%55%42%38%38%30%

cca

This is a ‘nice to have’
, but I can live without

-25964917149-241619166it being offered
-%39%29%32%16%34%-%24%20%32%30%

b

This is a 'great to
have' - makes a
difference and can sway

-1710643451401333416186my decision
-%27%32%28%42%32%45%32%41%27%34%

a

-2920595862631766539349NET Important
-%46%63%61%80%60%100%74%79%65%64%

ccaa

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 69  (continuation)                                                                                                                                                   Page 1237

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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
11286362516367401-121402367-75333167563Unweighted total

8239337493323353-117383351-60287153546Weighted total

-*2322--21--223This is a negative to me
-%*%1%1%1%1%-%-%1%*%-%-%1%2%1%

This is not important to
me - don't mind if not

-1123251823-62014-418628offered
-%4%7%5%6%7%-%5%5%4%-%7%6%4%5%

This is mandatory to me
47393144105108-33111107-129842163- a must have

47%31%28%29%33%30%-%28%29%31%-%21%34%28%30%

c

This is a ‘nice to have’
, but I can live without

-65116157101108-34113115-258757166it being offered
-%27%34%32%31%31%-%29%30%33%-%41%30%37%30%

b

This is a 'great to
have' - makes a
difference and can sway

49110216596112-44137114-198246186my decision
53%38%30%33%30%32%-%37%36%32%-%31%29%30%34%

a

8164196309202220-77247221-3118088349NET Important
100%69%58%63%62%62%-%66%65%63%-%52%63%57%64%

a
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
91411132843646676311249372563Unweighted total

10198132393335677297213355546Weighted total

----22--3223This is a negative to me
-%-%-%-%1%1%-%-%1%1%1%1%

This is not important to
me - don't mind if not

----7234718142128offered
-%-%-%-%3%7%8%9%6%7%6%5%

b

This is mandatory to me
292574921728936393163- a must have

17%46%21%36%31%28%30%36%31%30%26%30%

This is a ‘nice to have’
, but I can live without

523*6711516228955112166it being offered
43%11%32%4%28%34%28%29%30%26%31%30%

This is a 'great to
have' - makes a
difference and can sway

48488910019209378127186my decision
39%43%47%60%37%30%35%26%31%37%36%34%

6176121631923648187142220349NET Important
57%89%68%96%68%58%65%62%63%66%62%64%

a
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
432108184601180530363556521545506542563Unweighted total
40011920439*161510352535495525476521546Weighted total

3--1--33313233This is a negative to me
1%-%-%*%-%-%1%1%1%*%1%*%1%1%

This is not important to
me - don't mind if not

234-26-92817282326172628offered
6%3%-%6%-%6%6%5%5%5%5%3%5%5%

This is mandatory to me
109457126-43155110159142156142154163- a must have

27%38%35%29%-%27%30%31%30%29%30%30%30%30%

b

This is a ‘nice to have’
, but I can live without

128355151*52159124165159162153162166it being offered
32%29%25%34%100%33%31%35%31%32%31%32%31%30%

This is a 'great to
have' - makes a
difference and can sway

138368136-5616698180171177162175186my decision
34%30%39%31%-%35%32%28%34%35%34%34%34%34%

2478015262-99320208340313334304330349NET Important
62%68%75%60%-%61%63%59%63%63%64%64%63%64%
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
232331402401158739082141338147563Unweighted total
249297388361188037982134294145546Weighted total

-33--12-----3This is a negative to me
-%1%1%-%-%1%1%-%-%-%-%-%1%

This is not important to
me - don't mind if not

821184722424**428offered
3%7%5%10%6%3%6%2%3%*%3%3%5%

b

This is mandatory to me
76879914483391375210*52163- a must have
31%29%25%40%40%41%24%45%39%33%7%36%30%

ccbb

This is a ‘nice to have’
, but I can live without

77901383241812819316*36166it being offered
31%30%35%10%20%23%34%23%23%21%13%25%30%

abac

This is a 'great to
have' - makes a
difference and can sway

8997131144026133254713353186my decision
36%33%34%40%34%32%35%30%35%45%77%36%34%

1651842302988592256199233105349NET Important
66%62%59%80%74%73%59%75%74%78%84%72%64%

ccbb

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 69  (continuation)                                                                                                                                                   Page 1241

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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*fedcbaSignificance Level: 95%
514952434449293561494853563Unweighted total
575637504827294546615139546Weighted total

--*-2----*--3This is a negative to me
-%-%*%-%5%-%-%-%-%1%-%-%1%

This is not important to
me - don't mind if not

222*2141328228offered
4%4%7%*%4%2%13%1%6%4%15%5%5%

egi

This is mandatory to me
1821181514312146151512163- a must have
31%36%48%30%30%12%41%32%12%25%30%30%30%

dgdgcdgdgdgdgdgdg

This is a ‘nice to have’
, but I can live without

181691861441414221713166it being offered
32%28%24%36%13%50%14%32%31%37%34%33%30%

hhhjkhhhh

This is a 'great to
have' - makes a
difference and can sway

1918817231091623211112186my decision
33%32%21%33%48%36%31%36%51%34%21%31%34%

bjabjk

363825323813213029362624349NET Important
64%68%69%64%78%48%73%67%63%59%51%61%64%

gbg
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
152136125150563Unweighted total
150126119151546Weighted total

*2-*3This is a negative to me
*%2%-%*%1%

This is not important to
me - don't mind if not

7371228offered
5%2%6%8%5%

c

This is mandatory to me
56333243163- a must have
37%26%26%28%30%

c

This is a ‘nice to have’
, but I can live without

43383353166it being offered
29%30%27%35%30%

This is a 'great to
have' - makes a
difference and can sway

44504844186my decision
30%40%40%29%34%

a

100838086349NET Important
67%66%67%57%64%
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
5332371061432033149123360563Unweighted total
202329132203274616519546Weighted total

----2*--*22This is a negative to me
-%-%-%-%1%*%-%-%1%*%*%

This is not important to
me - don't mind if not

21*461**12022offered
11%3%1%3%3%4%2%3%5%4%4%

ab

This is mandatory to me
101821687415349267282- a must have
51%76%72%52%36%55%64%55%53%52%52%

abeaba

This is a ‘nice to have’
, but I can live without

32521434*228993it being offered
13%10%17%16%21%13%7%24%10%17%17%

b

This is a 'great to
have' - makes a
difference and can sway

53338797115140147my decision
24%12%10%29%39%27%27%18%31%27%27%

ccd

152123106152224514407429NET Important
75%88%82%81%75%82%91%73%84%78%79%
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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
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
726858365364444693010622248563Unweighted total
25282347139515594405803769546Weighted total

--*22--------2This is a negative to me
-%-%*%*%6%-%-%-%-%-%-%-%-%*%

fjm

This is not important to
me - don't mind if not

1*-206424-*--422offered
5%*%-%4%16%8%3%4%-%4%-%-%6%4%

cefjklmcklc

This is mandatory to me
11141024818293650241481330282- a must have
44%48%45%53%47%57%64%53%59%14%60%34%43%52%

am

This is a ‘nice to have’
, but I can live without

54480831010849121893it being offered
19%15%17%17%20%5%17%10%20%73%12%31%26%17%

hhhfh

This is a 'great to
have' - makes a
difference and can sway

81091205158318*221317147my decision
32%37%38%26%11%30%15%33%21%8%28%34%25%27%

gigigiigi

19241936823444481321702547429NET Important
76%85%83%78%58%87%79%86%80%22%88%69%68%79%

aiiiaiiaiai
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
694941554081963117172399918563Unweighted total
54492118428186409196356713546Weighted total

-2*22-------2This is a negative to me
-%*%*%1%1%-%-%-%-%-%-%-%*%

This is not important to
me - don't mind if not

417101242*75*4-22offered
8%4%8%3%2%5%2%3%13%2%6%-%4%

aeh

This is mandatory to me
292536122196134101153473282- a must have
54%51%52%52%52%32%49%52%42%59%66%86%52%

ggdegh

This is a ‘nice to have’
, but I can live without

58815783115*32528-93it being offered
8%18%12%18%17%37%4%16%15%31%11%-%17%

bbdeh

This is a 'great to
have' - makes a
difference and can sway

1613132115521045611113*147my decision
29%27%27%27%28%26%44%29%30%9%18%14%27%

4538494336148238158254603429NET Important
84%78%79%78%80%58%93%80%72%67%84%100%79%

ggg
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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
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
2029826016547563Unweighted total
2009924620526546Weighted total

--2-22This is a negative to me
-%-%1%-%*%*%

This is not important to
me - don't mind if not

4413-2222offered
2%4%5%-%4%4%

This is mandatory to me
1185710611271282- a must have

59%58%43%55%52%52%

aa

This is a ‘nice to have’
, but I can live without

28164958893it being offered
14%16%20%24%17%17%

This is a 'great to
have' - makes a
difference and can sway

5022754143147my decision
25%22%31%21%27%27%

1677818115414429NET Important
84%79%74%76%79%79%

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 - 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%
17730779530533--12225147386563Unweighted total
132314100318528--*2115114414546Weighted total

-*2--2-------22This is a negative to me
-%*%2%-%-%*%-%-%-%-%-%-%-%1%*%

bc

This is not important to
me - don't mind if not

3109--22------31922offered
2%3%9%-%-%4%-%-%-%-%-%-%3%5%4%

bc

This is mandatory to me
8116339212270---2-1068202282- a must have
61%52%39%72%67%51%-%-%-%100%-%66%60%49%52%

aaa

This is a ‘nice to have’
, but I can live without

215319*588--*--5167293it being offered
16%17%19%8%27%17%-%-%100%-%-%31%14%17%17%

This is a 'great to
have' - makes a
difference and can sway

28883111146----1127119147my decision
21%28%31%20%6%28%-%-%-%-%100%3%24%29%27%

jjj

10925170313416---211195321429NET Important
82%80%70%92%73%79%-%-%-%100%100%69%84%78%79%

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,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-53101144389451211563462373407563Unweighted total
-625430374417177546422324358546Weighted total

------2*-22222This is a negative to me
-%-%-%-%-%-%1%*%-%*%1%1%1%*%

This is not important to
me - don't mind if not

-----21016*2212121222offered
-%-%-%-%-%7%3%4%*%4%3%4%3%4%

eeeee

This is mandatory to me
-3*1115204222102282226173196282- a must have
-%57%16%25%31%50%55%53%58%52%54%53%55%52%

This is a ‘nice to have’
, but I can live without

-124-86270279377596193it being offered
-%9%84%73%-%27%17%17%16%17%18%18%17%17%

This is a 'great to
have' - makes a
difference and can sway

-2-*3595109471471057886147my decision
-%35%-%1%69%16%25%26%27%27%25%24%24%27%

-6*1420299331149429330251283429NET Important
-%91%16%27%100%66%80%79%84%79%78%77%79%79%

bb
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3120130118912-111711542563Unweighted total
472121115109*-**2410530546Weighted total

-*2---------22This is a negative to me
-%*%2%-%-%-%-%-%-%-%-%-%*%*%

This is not important to
me - don't mind if not

-3443-----2-2022offered
-%4%3%3%2%-%-%-%-%-%46%-%4%4%

This is mandatory to me
-39717045*--*-27273282- a must have
-%54%58%61%42%46%-%-%100%-%47%71%52%52%

aa

This is a ‘nice to have’
, but I can live without

-15211822*-*---29193it being offered
-%21%18%15%20%54%-%100%-%-%-%21%17%17%

This is a 'great to
have' - makes a
difference and can sway

415232339----2*1144147my decision
100%21%19%20%36%-%-%-%-%100%7%8%27%27%

bcd

454949384*--*228418429NET Important
100%75%78%81%77%46%-%-%100%100%54%79%79%79%
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
84547848523322307470133123233563Unweighted total
54167347320314329257138125223546Weighted total

-2-22------22This is a negative to me
-%1%-%*%1%-%-%-%-%-%-%1%*%

This is not important to
me - don't mind if not

-122201228-2251322offered
-%3%2%4%6%16%2%-%4%1%4%6%4%

a

This is mandatory to me
2223432391007176*397469101282- a must have

48%54%59%51%49%49%53%4%68%53%55%45%52%

a

This is a ‘nice to have’
, but I can live without

-77588361562728144293it being offered
-%18%7%19%18%4%17%92%11%20%11%19%17%

b

This is a 'great to
have' - makes a
difference and can sway

31022412353489*10353865147my decision
52%24%32%26%26%31%27%4%17%25%30%29%27%

dd

53256736315312265*48108107166429NET Important
100%78%91%77%76%80%81%8%84%78%85%74%79%

aa
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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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-7637918011644731199164563Unweighted total
-6332615510843811028260546Weighted total

-222-2----2This is a negative to me
-%3%1%1%-%1%-%-%-%-%*%

b

This is not important to
me - don't mind if not

-2123*21-2-222offered
-%4%4%2%*%5%-%2%-%4%4%

b

This is mandatory to me
-3317399612211654939282- a must have
-%52%53%64%57%50%55%63%60%64%52%

b

This is a ‘nice to have’
, but I can live without

-1259161181-1114393it being offered
-%19%18%10%11%19%-%10%17%5%17%

aba

This is a 'great to
have' - makes a
difference and can sway

-148035351121251917147my decision
-%23%25%23%32%26%45%25%23%27%27%

-47253134963331906855429NET Important
-%74%78%86%89%76%100%88%83%92%79%

bca
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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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
11286362516367401-121402367-75333167563Unweighted total

8239337493323353-117383351-60287153546Weighted total

-*2222--2*--222This is a negative to me
-%*%1%*%1%1%-%-%1%*%-%-%1%1%*%

This is not important to
me - don't mind if not

-1110221212-2197-*12522offered
-%5%3%4%4%3%-%2%5%2%-%*%4%3%4%

a

This is mandatory to me
6113184255172194-68174213-2914790282- a must have

71%47%55%52%53%55%-%58%46%61%-%48%51%59%52%

bb

This is a ‘nice to have’
, but I can live without

-5460875961-217449-11542493it being offered
-%23%18%18%18%17%-%18%19%14%-%19%19%16%17%

a

This is a 'great to
have' - makes a
difference and can sway

261801287884-2511383-207232147my decision
29%26%24%26%24%24%-%22%30%24%-%33%25%21%27%

a

8174265383250278-93287296-49219122429NET Important
100%73%78%78%77%79%-%80%75%84%-%81%76%79%79%

b
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
91411132843646676311249372563Unweighted total

10198132393335677297213355546Weighted total

----22--2222This is a negative to me
-%-%-%-%1%1%-%-%1%1%1%*%

This is not important to
me - don't mind if not

---*1282-7121222offered
-%-%-%1%5%3%3%-%2%6%3%4%

cd

This is mandatory to me
61449102176274817688176282- a must have

61%76%52%68%43%53%48%63%59%41%50%52%

bababb

This is a ‘nice to have’
, but I can live without

-22-5961151735515893it being offered
-%10%24%-%25%18%27%22%12%24%16%17%

aaccac

This is a 'great to
have' - makes a
difference and can sway

4324648512127761107147my decision
39%14%24%32%27%25%22%15%26%28%30%27%

ddd

10176131662613960253148283429NET Important
100%90%76%99%69%78%70%78%85%69%80%79%

bbeb
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
432108184601180530363556521545506542563Unweighted total
40011920439*161510352535495525476521546Weighted total

2--*--222-2222This is a negative to me
1%-%-%*%-%-%*%1%*%-%*%*%*%*%

This is not important to
me - don't mind if not

175-15-3209211819161922offered
4%4%-%3%-%2%4%3%4%4%4%3%4%4%

This is mandatory to me
1986914225*87268200279252272245272282- a must have

50%58%68%51%100%54%53%57%52%51%52%52%52%52%

This is a ‘nice to have’
, but I can live without

7518284-278860918990828993it being offered
19%15%9%19%-%17%17%17%17%18%17%17%17%17%

This is a 'great to
have' - makes a
difference and can sway

108285115-4413381142137141131139147my decision
27%23%22%26%-%27%26%23%26%28%27%27%27%27%

3069618340*131401281421388413376411429NET Important
76%81%91%77%100%82%79%80%79%79%79%79%79%79%
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
232331402401158739082141338147563Unweighted total
249297388361188037982134294145546Weighted total

*22---2-----2This is a negative to me
*%1%1%-%-%-%1%-%-%-%-%-%*%

This is not important to
me - don't mind if not

13921*141522--222offered
5%3%5%*%1%5%4%3%2%-%-%1%4%

a

This is mandatory to me
111171189177353178507820387282- a must have

45%58%49%48%62%65%47%61%58%68%79%60%52%

bcbb

This is a ‘nice to have’
, but I can live without

47467191310721014211493it being offered
19%15%18%25%11%13%19%12%11%8%14%10%17%

a

This is a 'great to
have' - makes a
difference and can sway

787010510321311019407*41147my decision
31%23%27%27%27%17%29%23%30%24%7%28%27%

ac

189241294271046628969117273129429NET Important
76%81%76%75%88%82%76%85%88%92%86%89%79%

bc
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*fedcbaSignificance Level: 95%
514952434449293561494853563Unweighted total
575637504827294546615139546Weighted total

----2*------2This is a negative to me
-%-%-%-%5%*%-%-%-%-%-%-%*%

This is not important to
me - don't mind if not

1**72*2124*422offered
1%*%*%13%4%1%6%1%4%6%*%10%4%

bgjklbgjk

This is mandatory to me
303325182413221818332918282- a must have
53%58%67%36%50%49%78%40%40%54%57%47%52%

iadeii

This is a ‘nice to have’
, but I can live without

10741164211111212493it being offered
18%12%10%22%12%13%7%25%24%20%23%11%17%

j

This is a 'great to
have' - makes a
difference and can sway

1616914141021514121013147my decision
28%29%23%29%28%37%8%34%31%21%20%33%27%

464933333824253333453931429NET Important
81%88%90%65%79%86%87%74%72%74%77%80%79%

dicdeii
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
152136125150563Unweighted total
150126119151546Weighted total

-2--2This is a negative to me
-%2%-%-%*%

This is not important to
me - don't mind if not

194722offered
1%7%4%5%4%

dd

This is mandatory to me
87565980282- a must have
58%44%49%53%52%

c

This is a ‘nice to have’
, but I can live without

2121242893it being offered
14%16%20%18%17%

This is a 'great to
have' - makes a
difference and can sway

41383235147my decision
27%30%27%23%27%

1289491116429NET Important
86%75%76%77%79%

abc
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
5332371061432033149123360563Unweighted total
202329132203274616519546Weighted total

---22*--*44This is a negative to me
-%-%-%1%1%*%-%-%1%1%1%

This is not important to
me - don't mind if not

41110102**13536offered
21%3%3%8%5%6%2%3%8%7%7%

abcd

This is mandatory to me
71521466413328205218- a must have

35%64%74%35%31%46%56%38%47%40%40%

abeabe

This is a ‘nice to have’
, but I can live without

46340536132142148it being offered
21%27%11%30%26%23%17%46%15%27%27%

cabdeb

This is a 'great to
have' - makes a
difference and can sway

51334737115133140my decision
22%6%12%26%36%25%25%13%30%26%26%

ddcdc

12162580137194313338358NET Important
57%69%86%60%68%71%81%51%77%65%65%

abeccacc
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
726858365364444693010622248563Unweighted total
25282347139515594405803769546Weighted total

--*42-----2--4This is a negative to me
-%-%*%1%6%-%-%-%-%-%2%-%-%1%

fjm

This is not important to
me - don't mind if not

4222864**-254636offered
16%7%10%6%16%9%*%*%-%35%7%11%9%7%

efgjffgfefgjfff

This is mandatory to me
8881941129283326139820218- a must have

32%28%35%41%27%56%50%35%66%14%49%22%28%40%

lafiklmailafijklmailm

This is a ‘nice to have’
, but I can live without

696126185183242141618148it being offered
26%34%26%27%45%9%32%34%9%43%17%44%27%27%

hcehhehcehjmehcehh

This is a 'great to
have' - makes a
difference and can sway

796119213103010*19825140my decision
27%30%28%25%6%26%18%31%25%8%24%23%37%26%

iiiiiiiii

15171431213423862371591745358NET Important
59%59%63%66%33%82%68%66%91%22%74%45%65%65%

iiiiijklmiiafgijklmii
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
694941554081963117172399918563Unweighted total
54492118428186409196356713546Weighted total

-4*422------4This is a negative to me
-%1%*%1%1%5%-%-%-%-%-%-%1%

be

This is not important to
me - don't mind if not

6301125105178*5136offered
11%6%9%6%5%14%7%4%22%2%7%15%7%

ebeh

This is mandatory to me
1820038180731628591311218- a must have
32%41%32%42%39%40%22%43%25%20%43%36%40%

bdd

This is a ‘nice to have’
, but I can live without

121363511347113449429*148it being offered
21%28%29%26%25%29%34%22%25%71%40%14%27%

eh

This is a 'great to
have' - makes a
difference and can sway

191213510553536010*71140my decision
35%25%30%25%28%13%37%31%28%8%10%35%26%

bbgb

3732172285126215145192382358NET Important
67%65%61%67%68%53%59%74%53%28%53%71%65%

bbdg
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
2029826016547563Unweighted total
2009924620526546Weighted total

--4-44This is a negative to me
-%-%2%-%1%1%

This is not important to
me - don't mind if not

9622*3636offered
4%6%9%2%7%7%

This is mandatory to me
88448313205218- a must have
44%45%34%62%39%40%

aa

This is a ‘nice to have’
, but I can live without

6121663145148it being offered
31%21%27%17%27%27%

This is a 'great to
have' - makes a
difference and can sway

4128704136140my decision
21%28%29%18%26%26%

1297215316342358NET Important
65%73%63%81%65%65%
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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: 12/07/19



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%
17730779530533--12225147386563Unweighted total
132314100318528--*2115114414546Weighted total

-22--4-------44This is a negative to me
-%1%2%-%-%1%-%-%-%-%-%-%-%1%1%

c

This is not important to
me - don't mind if not

41815-136-----133336offered
3%6%15%-%3%7%-%-%-%-%-%3%3%8%7%

bcb

This is mandatory to me
6912226212206--*2-1057148218- a must have
52%39%26%80%65%39%-%-%100%100%-%63%50%36%40%

abaaiai

This is a ‘nice to have’
, but I can live without

34803315143----1529114148it being offered
26%26%33%20%29%27%-%-%-%-%100%31%25%27%27%

This is a 'great to
have' - makes a
difference and can sway

259223-*140-----*24115140my decision
19%29%23%-%3%26%-%-%-%-%-%3%21%28%26%

cjjj

9421450212345--*2-1082263358NET Important
71%68%50%80%68%65%-%-%100%100%-%66%72%64%65%

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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-53101144389451211563462373407563Unweighted total
-625430374417177546422324358546Weighted total

------42-44244This is a negative to me
-%-%-%-%-%-%1%*%-%1%1%1%1%1%

This is not important to
me - don't mind if not

-1---2272973630242436offered
-%9%-%-%-%6%7%7%4%7%7%7%7%7%

This is mandatory to me
-2*1*1615317079218172140145218- a must have
-%30%9%20%12%52%41%41%44%40%41%43%40%40%

This is a ‘nice to have’
, but I can live without

-224171021185414811877105148it being offered
-%27%91%77%20%22%27%28%30%27%28%24%29%27%

This is a 'great to
have' - makes a
difference and can sway

-2-*36889738140998180140my decision
-%35%-%3%67%20%23%23%21%26%23%25%22%26%

-4*1322241268117358271221224358NET Important
-%65%9%23%80%72%64%64%66%65%64%68%63%65%
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3120130118912-111711542563Unweighted total
472121115109*-**2410530546Weighted total

-*2-2-------44This is a negative to me
-%*%2%-%2%-%-%-%-%-%-%-%1%1%

This is not important to
me - don't mind if not

-48513-----*-3636offered
-%5%7%4%12%-%-%-%-%-%2%-%7%7%

b

This is mandatory to me
-33555331*-**-27208218- a must have
-%45%46%46%29%100%-%100%100%-%47%70%39%40%

aaa

This is a ‘nice to have’
, but I can live without

-23342832-----23143148it being offered
-%32%28%24%30%-%-%-%-%-%46%28%27%27%

This is a 'great to
have' - makes a
difference and can sway

412223031----2**138140my decision
100%17%18%26%28%-%-%-%-%100%5%2%26%26%

445778262*-**227346358NET Important
100%62%64%72%57%100%-%100%100%100%51%72%65%65%

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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
84547848523322307470133123233563Unweighted total
54167347320314329257138125223546Weighted total

-4-44------44This is a negative to me
-%1%-%1%2%-%-%-%-%-%-%2%1%

a

This is not important to
me - don't mind if not

-3023420-16-1552536offered
-%7%3%7%10%-%5%-%2%3%4%11%7%

abcd

This is mandatory to me
416834184706141*29624977218- a must have

82%40%46%39%35%39%43%10%51%45%39%35%40%

a

This is a ‘nice to have’
, but I can live without

11171513358288212384154148it being offered
12%28%20%28%29%12%27%86%21%27%33%24%27%

This is a 'great to
have' - makes a
difference and can sway

*982211850784*15343061140my decision
7%24%30%25%24%48%25%4%27%24%24%28%26%

52665630212013224*449579139358NET Important
88%64%77%64%59%88%68%14%77%69%63%62%65%

acab
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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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-7637918011644731199164563Unweighted total
-6332615510843811028260546Weighted total

-242-4----4This is a negative to me
-%3%1%1%-%1%-%-%-%-%1%

This is not important to
me - don't mind if not

-2231333-23136offered
-%2%7%1%3%8%-%2%3%2%7%

a

This is mandatory to me
-2212577521661443927218- a must have
-%35%38%50%48%38%55%43%48%45%40%

bca

This is a ‘nice to have’
, but I can live without

-19973722126-301916148it being offered
-%30%30%24%20%29%-%29%24%26%27%

This is a 'great to
have' - makes a
difference and can sway

-187638311091262016140my decision
-%29%23%25%29%25%45%26%25%27%26%

-41201115832741716044358NET Important
-%64%62%74%77%63%100%69%73%72%65%

ba
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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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
11286362516367401-121402367-75333167563Unweighted total

8239337493323353-117383351-60287153546Weighted total

-24424--4*--224This 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

-1626342424-4333-123436offered
-%7%8%7%7%7%-%3%9%1%-%2%8%3%7%

aaa

This is mandatory to me
384139191140141-55120171-2511584218- a must have

43%35%41%39%43%40%-%47%31%49%-%42%40%55%40%

bbb

This is a ‘nice to have’
, but I can live without

2748913777105-2611779-117129148it being offered
28%31%26%28%24%30%-%22%30%23%-%18%25%19%27%

a

This is a 'great to
have' - makes a
difference and can sway

263781288180-3210998-237634140my decision
29%26%23%26%25%23%-%27%29%28%-%38%26%22%26%

ab

6147218318220220-87229269-48191117358NET Important
72%61%65%65%68%62%-%74%60%77%-%80%66%77%65%

bbbb
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
91411132843646676311249372563Unweighted total

10198132393335677297213355546Weighted total

----44--2244This is a negative to me
-%-%-%-%2%1%-%-%1%1%1%1%

This is not important to
me - don't mind if not

-2-*1627223132336offered
-%10%-%1%7%8%4%3%1%6%7%7%

cc

This is mandatory to me
4104584127244414868118218- a must have

40%55%52%40%35%38%44%56%50%32%33%40%

abab

This is a ‘nice to have’
, but I can live without

2224759112136675101148it being offered
21%12%22%28%31%27%22%17%22%35%28%27%

cded

This is a 'great to
have' - makes a
difference and can sway

4424618417187856109140my decision
39%24%26%31%25%25%30%24%26%26%31%26%

815791442114162226123227358NET Important
79%78%78%71%60%64%74%80%76%58%64%65%

babab
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
432108184601180530363556521545506542563Unweighted total
40011920439*161510352535495525476521546Weighted total

4--2--42424444This is a negative to me
1%-%-%*%-%-%1%1%1%*%1%1%1%1%

This is not important to
me - don't mind if not

333*33-73418362832303236offered
8%3%*%7%-%4%7%5%7%6%6%6%6%7%

a

This is mandatory to me
1455511167*58205162214194211190209218- a must have

36%46%53%38%100%36%40%46%40%39%40%40%40%40%

c

This is a ‘nice to have’
, but I can live without

114313124-4014390146142148127148148it being offered
28%26%15%28%-%25%28%26%27%29%28%27%28%27%

This is a 'great to
have' - makes a
difference and can sway

104296113-5512480135128130125128140my decision
26%25%32%26%-%34%24%23%25%26%25%26%25%26%

ab

2508417280*113329242349322341314337358NET Important
62%71%85%64%100%70%65%69%65%65%65%66%65%65%
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
232331402401158739082141338147563Unweighted total
249297388361188037982134294145546Weighted total

224---4-----4This is a negative to me
1%1%1%-%-%-%1%-%-%-%-%-%1%

This is not important to
me - don't mind if not

1719342*5292411436offered
7%7%9%5%*%6%8%3%3%2%14%3%7%

aa

This is mandatory to me
94124140156037138416217*71218- a must have
38%42%36%42%51%46%36%50%46%57%11%49%40%

cb

This is a ‘nice to have’
, but I can live without

71771121223299720317233148it being offered
28%26%29%32%19%36%26%24%23%24%65%23%27%

a

This is a 'great to
have' - makes a
difference and can sway

6674987351011019385*37140my decision
26%25%25%20%29%12%29%23%28%18%10%26%26%

c

1591982382395472486099221108358NET Important
64%67%61%62%80%58%65%73%74%75%21%75%65%

bcc
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*fedcbaSignificance Level: 95%
514952434449293561494853563Unweighted total
575637504827294546615139546Weighted total

----2*-2----4This is a negative to me
-%-%-%-%5%*%-%4%-%-%-%-%1%

This is not important to
me - don't mind if not

2126211663*736offered
4%2%6%11%4%2%2%13%13%6%*%18%7%

bbkbgkbcghkl

This is mandatory to me
29211819157141319281916218- a must have
51%37%49%37%32%27%48%29%41%46%37%41%40%

egg

This is a ‘nice to have’
, but I can live without

131881311911109191611148it being offered
22%32%22%25%22%33%39%23%20%31%32%28%27%

This is a 'great to
have' - makes a
difference and can sway

131681318103141211165140my decision
22%29%22%27%38%38%11%31%27%18%30%13%26%

aacacaa

423726323318172731383421358NET Important
74%66%72%64%70%65%58%60%67%63%68%54%65%

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,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
152136125150563Unweighted total
150126119151546Weighted total

-22-4This is a negative to me
-%2%2%-%1%

This is not important to
me - don't mind if not

68121136offered
4%6%10%7%7%

d

This is mandatory to me
68414563218- a must have
46%33%38%42%40%

c

This is a ‘nice to have’
, but I can live without

39323146148it being offered
26%26%26%31%27%

This is a 'great to
have' - makes a
difference and can sway

37422931140my decision
25%33%25%21%26%

a

106837594358NET Important
70%66%63%62%65%
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
5332371061432033149123360563Unweighted total
202329132203274616519546Weighted total

---14**-*77This is a negative to me
-%-%-%*%2%1%2%-%1%1%1%

This is not important to
me - don't mind if not

22219152**15153offered
12%9%7%14%7%6%2%3%8%10%10%

This is mandatory to me
6101342519225165174- a must have

29%45%44%32%25%32%44%25%32%32%32%

aa

This is a ‘nice to have’
, but I can live without

999396810145164173it being offered
46%40%31%30%34%36%26%56%32%32%32%

babde

This is a 'great to
have' - makes a
difference and can sway

22531647114132139my decision
12%7%18%24%32%25%25%17%28%25%25%

dde

8121873116153310297313NET Important
42%52%62%56%57%57%70%41%60%57%57%

cccc
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
726858365364444693010622248563Unweighted total
25282347139515594405803769546Weighted total

-1*62-2*----27This is a negative to me
-%2%*%1%6%-%3%*%-%-%-%-%3%1%

m

This is not important to
me - don't mind if not

342441062622221353offered
12%13%11%9%26%12%3%6%5%39%2%6%18%10%

cccefgjccfg

This is mandatory to me
99615010222124121351017174- a must have

37%31%26%32%25%44%37%25%29%10%44%27%25%32%

fafk

This is a ‘nice to have’
, but I can live without

6681531371535173191729173it being offered
22%22%37%33%32%14%27%37%42%51%23%45%41%32%

hhhhlmchlm

This is a 'great to
have' - makes a
difference and can sway

796117415163010-2489139my decision
28%31%25%25%11%30%28%32%24%-%31%23%13%25%

aiaiaiaiai

16171226714383654211591826313NET Important
66%62%51%57%36%74%66%57%53%10%74%50%37%57%

aiaiaiaijkaiaiaefijk
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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
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
694941554081963117172399918563Unweighted total
54492118428186409196356713546Weighted total

-7*74--3----7This is a negative to me
-%1%*%2%2%-%-%1%-%-%-%-%1%

This is not important to
me - don't mind if not

84513401181207*6-53offered
15%9%11%9%6%20%10%10%20%2%8%-%10%

hh

This is mandatory to me
14160391355812*605236*174- a must have
26%33%33%32%31%30%2%31%14%38%50%14%32%

dddeh

This is a ‘nice to have’
, but I can live without

12162411325713660133201173it being offered
22%33%35%31%30%34%65%31%38%52%28%36%32%

This is a 'great to
have' - makes a
difference and can sway

201182511356625310*102139my decision
37%24%21%26%30%16%24%27%28%8%14%50%25%

abb

3427964249114182113153462313NET Important
63%57%54%58%61%46%25%58%43%46%64%64%57%

dd
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
2029826016547563Unweighted total
2009924620526546Weighted total

2-5-77This is a negative to me
1%-%2%-%1%1%

This is not important to
me - don't mind if not

21161625153offered
11%16%6%9%10%10%

a

This is mandatory to me
8025697167174- a must have
40%26%28%34%32%32%

ab

This is a ‘nice to have’
, but I can live without

4841849165173it being offered
24%42%34%44%31%32%

cc

This is a 'great to
have' - makes a
difference and can sway

4916723136139my decision
24%16%29%13%26%25%

b

129411409303313NET Important
64%42%57%47%58%57%

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*d*cbaSignificance Level: 95%
17730779530533--12225147386563Unweighted total
132314100318528--*2115114414546Weighted total

*43--7------*77This is a negative to me
*%1%3%-%-%1%-%-%-%-%-%-%*%2%1%

c

This is not important to
me - don't mind if not

122713-350-----3104153offered
9%9%13%-%15%10%-%-%-%-%-%18%8%10%10%

This is mandatory to me
511012229165--*2-742123174- a must have
39%32%22%80%49%31%-%-%100%100%-%43%37%30%32%

aai

This is a ‘nice to have’
, but I can live without

39993516167----1633134173it being offered
30%32%35%20%33%32%-%-%-%-%100%36%29%32%32%

This is a 'great to
have' - makes a
difference and can sway

298228-1138-----129109139my decision
22%26%28%-%3%26%-%-%-%-%-%3%25%26%25%

jjj

811834929303--*2-771232313NET Important
61%58%49%80%51%57%-%-%100%100%-%46%62%56%57%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 72  (continuation)                                                                                                                                                   Page 1278

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
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-53101144389451211563462373407563Unweighted total
-625430374417177546422324358546Weighted total

------5*275357This is a negative to me
-%-%-%-%-%-%1%*%1%1%1%1%1%1%

ffff

This is not important to
me - don't mind if not

-1-1-22943155332283053offered
-%9%-%10%-%7%8%10%8%10%8%9%8%10%

This is mandatory to me
-2*111313113063174148126121174- a must have
-%27%8%16%21%44%35%31%36%32%35%39%34%32%

df

This is a ‘nice to have’
, but I can live without

--24*91181465117313392115173it being offered
-%-%92%69%8%31%32%35%29%32%32%28%32%32%

b

This is a 'great to
have' - makes a
difference and can sway

-4-*359197461391037587139my decision
-%65%-%5%71%17%24%23%26%25%24%23%24%25%

-6*1319222227109313251201208313NET Important
-%91%8%21%92%62%59%54%62%57%60%62%58%57%

f
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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: )
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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%
3120130118912-111711542563Unweighted total
472121115109*-**2410530546Weighted total

-*41--------77This is a negative to me
-%*%3%1%-%-%-%-%-%-%-%-%1%1%

This is not important to
me - don't mind if not

-91085-------5353offered
-%13%8%7%5%-%-%-%-%-%-%-%10%10%

a

This is mandatory to me
-32453832*-**-23169174- a must have
-%44%37%34%29%100%-%100%100%-%47%27%32%32%

a

This is a ‘nice to have’
, but I can live without

219363344-----27164173it being offered
43%26%30%29%40%-%-%-%-%-%51%71%31%32%

d

This is a 'great to
have' - makes a
difference and can sway

212263428----2**136139my decision
57%17%21%30%26%-%-%-%-%100%3%3%26%25%

d

244717361*-**223306313NET Important
57%61%59%63%56%100%-%100%100%100%49%29%58%57%
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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: )
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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%
84547848523322307470133123233563Unweighted total
54167347320314329257138125223546Weighted total

-5-77----4127This is a negative to me
-%1%-%1%3%-%-%-%-%3%*%1%1%

a

This is not important to
me - don't mind if not

131114222*30-78122653offered
23%8%14%9%11%2%9%-%12%6%10%12%10%

This is mandatory to me
-14827147617106*24523564174- a must have
-%36%37%31%30%46%32%10%41%37%28%29%32%

a

This is a ‘nice to have’
, but I can live without

*13322151662106220314674173it being offered
7%32%30%32%32%16%32%90%34%23%37%33%32%

cc

This is a 'great to
have' - makes a
difference and can sway

4991412547587-7433157139my decision
70%24%19%26%23%36%26%-%13%31%25%25%25%

ddd

42474127210712193*319566121313NET Important
70%59%56%57%53%82%59%10%54%68%53%54%57%

abd
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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)
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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%
-7637918011644731199164563Unweighted total
-6332615510843811028260546Weighted total

-252-7----7This is a negative to me
-%3%1%1%-%2%-%-%-%-%1%

This is not important to
me - don't mind if not

-22951142-44353offered
-%4%9%3%10%10%-%4%5%6%10%

a

This is mandatory to me
-251047137138*422421174- a must have
-%40%32%46%34%31%35%41%29%35%32%

b

This is a ‘nice to have’
, but I can live without

-181103533141*303117173it being offered
-%28%34%22%30%32%19%29%37%27%32%

a

This is a 'great to
have' - makes a
difference and can sway

-167943281111272319139my decision
-%25%24%27%26%25%45%26%28%31%25%

-41182113652481684740313NET Important
-%65%56%73%60%57%81%67%58%67%57%

b
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)
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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%
11286362516367401-121402367-75333167563Unweighted total

8239337493323353-117383351-60287153546Weighted total

-32735--52--327This 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

-2220472829-104021-228753offered
-%9%6%10%9%8%-%9%10%6%-%3%10%4%10%

aa

This is mandatory to me
573131153126121-44109132-3010176174- a must have

70%30%39%31%39%34%-%38%28%38%-%49%35%49%32%

bcbbb

This is a ‘nice to have’
, but I can live without

*8810115791115-36125109-168635173it being offered
1%37%30%32%28%33%-%31%33%31%-%26%30%23%32%

This is a 'great to
have' - makes a
difference and can sway

254831307583-2710487-137033139my decision
29%22%25%26%23%24%-%23%27%25%-%21%24%22%25%

8126214282201204-71213219-42171109313NET Important
99%53%64%57%62%58%-%61%56%62%-%71%59%71%57%

bb
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)
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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%
91411132843646676311249372563Unweighted total

10198132393335677297213355546Weighted total

----53--4347This is a negative to me
-%-%-%-%2%1%-%-%1%1%1%1%

This is not important to
me - don't mind if not

-3-222213413282953offered
-%14%-%13%9%6%5%5%5%13%8%10%

cc

This is mandatory to me
583568116213412060110174- a must have

43%43%30%39%28%35%38%44%40%28%31%32%

abab

This is a ‘nice to have’
, but I can live without

46228810522248878105173it being offered
40%32%26%17%37%32%39%32%30%37%30%32%

This is a 'great to
have' - makes a
difference and can sway

2244558810157145107139my decision
17%11%44%32%23%26%18%20%24%21%30%25%

b

610691232043149191105217313NET Important
60%54%74%70%52%61%56%63%64%49%61%57%

bbbb
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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: )
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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%
432108184601180530363556521545506542563Unweighted total
40011920439*161510352535495525476521546Weighted total

7*-5--75757777This is a negative to me
2%*%-%1%-%-%1%1%1%1%1%1%1%1%

This is not important to
me - don't mind if not

389*36-84927514948464853offered
9%8%*%8%-%5%10%8%10%10%9%10%9%10%

c

This is mandatory to me
125397142*60168127174160170155170174- a must have

31%33%35%32%100%37%33%36%33%32%32%33%33%32%

This is a ‘nice to have’
, but I can live without

128407148-45164109171158167150165173it being offered
32%33%33%34%-%28%32%31%32%32%32%32%32%32%

This is a 'great to
have' - makes a
difference and can sway

102326108-4812384132123133117131139my decision
26%27%31%25%-%30%24%24%25%25%25%25%25%25%

2287013250*108290211306283303272301313NET Important
57%59%67%57%100%67%57%60%57%57%58%57%58%57%

b
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)
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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%
232331402401158739082141338147563Unweighted total
249297388361188037982134294145546Weighted total

437--232----7This is a negative to me
2%1%2%-%-%2%1%3%-%-%-%-%1%

This is not important to
me - don't mind if not

24293661183598411153offered
10%10%9%15%9%10%9%11%6%14%14%8%10%

This is mandatory to me
759911494832113254311348174- a must have
30%33%29%25%40%39%30%31%32%36%70%33%32%

c

This is a ‘nice to have’
, but I can live without

839112514332911628456*43173it being offered
33%31%32%40%28%37%31%35%34%22%9%30%32%

This is a 'great to
have' - makes a
difference and can sway

6375105726911117388*42139my decision
25%25%27%20%22%11%29%20%29%28%7%29%25%

c

138174219167441224428119390313NET Important
55%59%56%45%62%51%59%51%61%64%77%62%57%
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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
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*fedcbaSignificance Level: 95%
514952434449293561494853563Unweighted total
575637504827294546615139546Weighted total

-2-22*-1*---7This is a negative to me
-%4%-%4%5%*%-%1%*%-%-%-%1%

This is not important to
me - don't mind if not

441153141262953offered
8%6%2%30%7%3%15%3%4%11%3%24%10%

bcdeghjklbdeghjkl

This is mandatory to me
1919121117613912222113174- a must have
33%34%33%21%35%22%46%19%27%36%41%34%32%

egi

This is a ‘nice to have’
, but I can live without

252212991010201914178173it being offered
43%39%32%18%18%35%36%44%42%23%33%20%32%

achiahiahiachi

This is a 'great to
have' - makes a
difference and can sway

910121317111151218129139my decision
16%17%33%27%34%40%3%33%27%30%23%23%25%

llkl

282924243417142425403222313NET Important
49%51%66%48%70%62%49%52%54%66%64%56%57%

il

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 72  (continuation)                                                                                                                                                   Page 1287

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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
152136125150563Unweighted total
150126119151546Weighted total

241-7This is a negative to me
1%3%1%-%1%

a

This is not important to
me - don't mind if not

91981753offered
6%15%6%12%10%

bd

This is mandatory to me
50343456174- a must have
33%27%29%37%32%

This is a ‘nice to have’
, but I can live without

58284939173it being offered
39%22%41%26%32%

acac

This is a 'great to
have' - makes a
difference and can sway

31412839139my decision
21%33%23%26%25%

d

81756295313NET Important
54%59%52%63%57%
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
5332371061432033149123360563Unweighted total
202329132203274616519546Weighted total

2--56*--*1717This is a negative to me
9%-%-%4%3%1%-%-%2%3%3%

This is not important to
me - don't mind if not

77430485*13119125offered
34%31%12%23%24%19%11%23%19%23%23%

c

This is mandatory to me
217213161148793- a must have
9%5%23%16%15%22%22%22%22%17%17%

d

This is a ‘nice to have’
, but I can live without

71310466110226173183it being offered
35%53%34%35%30%37%47%38%34%33%33%

a

This is a 'great to
have' - makes a
difference and can sway

32930576114123129my decision
12%10%31%23%28%20%20%17%22%24%24%

dede

4415518812237210222NET Important
21%15%53%39%43%42%41%39%44%40%41%

dedede
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
726858365364444693010622248563Unweighted total
25282347139515594405803769546Weighted total

-1*16222---4-617This is a negative to me
-%4%*%3%6%4%4%-%-%-%5%-%9%3%

fmfkm

This is not important to
me - don't mind if not

57610711910196413826125offered
21%24%25%23%27%18%18%20%16%80%17%22%38%23%

cefghjm

This is mandatory to me
44481879256*174493- a must have

17%13%17%17%20%15%16%27%15%8%22%10%6%17%

aaaa

This is a ‘nice to have’
, but I can live without

89815814202130141251419183it being offered
31%32%36%34%36%39%38%32%35%12%32%38%27%33%

This is a 'great to
have' - makes a
difference and can sway

885109412142014-201114129my decision
31%27%21%23%11%24%25%21%34%-%26%29%20%24%

ii

121191901220234520*371518222NET Important
48%40%38%40%31%39%41%48%49%8%47%39%26%41%

aaaaa
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
694941554081963117172399918563Unweighted total
54492118428186409196356713546Weighted total

*17*1752-9--2*17This is a negative to me
1%3%*%4%3%5%-%4%-%-%3%7%3%

b

This is not important to
me - don't mind if not

1011530944014534162132125offered
18%23%26%22%21%35%53%17%45%33%19%47%23%

ebeh

This is mandatory to me
9841974279*41429193- a must have

17%17%16%17%15%23%4%21%11%31%13%18%17%

This is a ‘nice to have’
, but I can live without

19164421416510*6462361183it being offered
36%33%36%33%35%26%2%32%17%28%50%27%33%

ddegh

This is a 'great to
have' - makes a
difference and can sway

151142610349544910*12-129my decision
28%23%22%24%27%12%41%25%28%8%16%-%24%

24197451767614490132201222NET Important
45%40%38%41%41%35%45%46%38%39%29%18%41%

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,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%
2029826016547563Unweighted total
2009924620526546Weighted total

421121517This is a negative to me
2%2%4%10%3%3%

This is not important to
me - don't mind if not

3930551124125offered
20%30%23%3%24%23%

c

This is mandatory to me
37203658893- a must have
19%20%15%24%17%17%

This is a ‘nice to have’
, but I can live without

7323859174183it being offered
36%23%35%43%33%33%

bb

This is a 'great to
have' - makes a
difference and can sway

4624584125129my decision
23%25%24%20%24%24%

8444949213222NET Important
42%45%38%44%40%41%
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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
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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%
17730779530533--12225147386563Unweighted total
132314100318528--*2115114414546Weighted total

5103-315-----321317This is a negative to me
4%3%3%-%14%3%-%-%-%-%-%16%2%3%3%

abi

This is not important to
me - don't mind if not

237229*3121----*320101125offered
17%23%29%17%19%23%-%-%-%-%84%19%17%25%23%

c

This is mandatory to me
1864112390---2-1157593- a must have
13%20%11%65%15%17%-%-%-%90%-%5%13%18%17%

c

This is a ‘nice to have’
, but I can live without

60972619174--***950123183it being offered
45%31%26%18%51%33%-%-%100%10%16%57%44%30%33%

abaiai

This is a 'great to
have' - makes a
difference and can sway

277131-*128-----*27101129my decision
21%22%31%-%2%24%-%-%-%-%-%3%24%24%24%

jjj

451344223218---2-142176222NET Important
34%43%42%65%17%41%-%-%-%90%-%8%37%43%41%

jjj
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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
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-53101144389451211563462373407563Unweighted total
-625430374417177546422324358546Weighted total

-----3985171181117This is a negative to me
-%-%-%-%-%8%2%2%3%3%3%2%3%3%

a

This is not important to
me - don't mind if not

-1*217869429125968085125offered
-%9%9%34%31%24%23%23%16%23%23%25%24%23%

ee

This is mandatory to me
--*1*67081409378686093- a must have
-%-%8%12%5%21%19%19%23%17%18%21%17%17%

This is a ‘nice to have’
, but I can live without

-223*91251465918314099117183it being offered
-%27%84%49%9%31%33%35%33%33%33%31%33%33%

This is a 'great to
have' - makes a
difference and can sway

-4-*25858844129967085129my decision
-%65%-%5%56%16%23%21%25%24%23%22%24%24%

-4*121115516985222174138145222NET Important
-%65%8%16%61%37%41%40%48%41%41%43%41%41%
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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
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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%
3120130118912-111711542563Unweighted total
472121115109*-**2410530546Weighted total

-4232-------1717This is a negative to me
-%6%2%3%2%-%-%-%-%-%-%-%3%3%

This is not important to
me - don't mind if not

214252134-----2*122125offered
54%20%20%19%31%-%-%-%-%-%46%5%23%23%

b

This is mandatory to me
-17163410-----*19293- a must have
-%23%14%30%9%-%-%-%-%-%2%8%17%17%

acac

This is a ‘nice to have’
, but I can live without

-28542929*-**-28172183it being offered
-%39%45%25%27%100%-%100%100%-%49%86%32%33%

bab

This is a 'great to
have' - makes a
difference and can sway

29242734----2**127129my decision
46%13%20%24%31%-%-%-%-%100%3%1%24%24%

dcd

226406144----2*1219222NET Important
46%36%33%54%40%-%-%-%-%100%5%9%41%41%

cd
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
84547848523322307470133123233563Unweighted total
54167347320314329257138125223546Weighted total

-1141411-7-433817This is a negative to me
-%3%5%3%5%-%2%-%7%2%2%4%3%

a

This is not important to
me - don't mind if not

*961111450570-11262067125offered
5%23%14%24%25%31%21%-%19%19%16%30%23%

bc

This is mandatory to me
-7898437353-1025263193- a must have
-%19%12%18%18%22%16%-%17%18%21%14%17%

This is a ‘nice to have’
, but I can live without

114030153633116222524166183it being offered
11%34%41%32%31%24%35%96%38%38%32%30%33%

This is a 'great to
have' - makes a
difference and can sway

4922010842384*11323551129my decision
84%22%28%23%21%23%25%4%19%23%28%23%24%

416929192787137*21576282222NET Important
84%41%40%41%39%45%42%4%36%41%49%37%41%

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 - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-7637918011644731199164563Unweighted total
-6332615510843811028260546Weighted total

-4114414-22217This is a negative to me
-%6%3%3%3%3%-%2%2%3%3%

This is not important to
me - don't mind if not

-11822213112113117125offered
-%17%25%14%12%26%65%12%13%11%23%

ab

This is mandatory to me
-1152351578*1412893- a must have
-%17%16%23%14%18%35%14%15%13%17%

This is a ‘nice to have’
, but I can live without

-231065141141-463225183it being offered
-%36%32%33%38%32%-%45%39%41%33%

This is a 'great to
have' - makes a
difference and can sway

-1574433594-272419129my decision
-%24%23%28%32%21%-%27%30%32%24%

a

-261277850171*413727222NET Important
-%41%39%50%46%39%35%41%45%45%41%

b
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - 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%
11286362516367401-121402367-75333167563Unweighted total

8239337493323353-117383351-60287153546Weighted total

-91115711-41311-28417This is a negative to me
-%4%3%3%2%3%-%3%3%3%-%3%3%3%3%

This is not important to
me - don't mind if not

-51841207984-229762-107726125offered
-%21%25%24%25%24%-%19%25%18%-%16%27%17%23%

aa

This is mandatory to me
33866886860-235667-13604093- a must have

43%16%20%18%21%17%-%19%15%19%-%22%21%26%17%

This is a ‘nice to have’
, but I can live without

28310615999117-38130118-178445183it being offered
31%35%31%32%31%33%-%33%34%34%-%29%29%29%33%

This is a 'great to
have' - makes a
difference and can sway

258711117081-308694-185938129my decision
26%24%21%22%22%23%-%26%23%27%-%29%21%25%24%

597137199138141-53143161-3111978222NET Important
69%40%41%40%43%40%-%45%37%46%-%52%41%51%41%

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 - a,b,c,d - a,b,c - a,b,c
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Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
91411132843646676311249372563Unweighted total

10198132393335677297213355546Weighted total

*---1111-21111917This is a negative to me
2%-%-%-%5%3%-%2%4%5%2%3%

This is not important to
me - don't mind if not

23-250831412485186125offered
18%14%-%14%21%25%24%15%16%24%24%23%

cc

This is mandatory to me
*4234162131563335793- a must have
3%24%29%21%17%19%23%20%21%15%16%17%

This is a ‘nice to have’
, but I can live without

6102382108173210379118183it being offered
61%53%24%20%34%33%30%42%35%37%33%33%

This is a 'great to
have' - makes a
difference and can sway

224654681216734086129my decision
17%9%47%45%23%21%22%21%24%19%24%24%

266895130253113572143222NET Important
19%32%76%66%40%39%45%40%46%34%40%41%

b
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,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%
432108184601180530363556521545506542563Unweighted total
40011920439*161510352535495525476521546Weighted total

142-13-21513171517171717This is a negative to me
3%2%-%3%-%1%3%4%3%3%3%4%3%3%

This is not important to
me - don't mind if not

9131797-3111767123111118106118125offered
23%26%32%22%-%19%23%19%23%22%22%22%23%23%

This is mandatory to me
7714574*329371918590849093- a must have
19%12%27%17%100%20%18%20%17%17%17%18%17%17%

This is a ‘nice to have’
, but I can live without

127466154-60173130183173176159174183it being offered
32%39%32%35%-%38%34%37%34%35%34%33%34%33%

This is a 'great to
have' - makes a
difference and can sway

92262100-3611371121111123110121129my decision
23%22%9%23%-%22%22%20%23%22%23%23%23%24%

169407175*68206141212196213194211222NET Important
42%34%36%40%100%42%40%40%40%40%41%41%41%41%
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
232331402401158739082141338147563Unweighted total
249297388361188037982134294145546Weighted total

413124221056--617This is a negative to me
2%4%3%10%2%3%3%6%4%-%-%4%3%

ac

This is not important to
me - don't mind if not

6064981017169216144115125offered
24%22%25%28%14%20%24%20%11%14%14%11%23%

a

This is mandatory to me
39547421618601419211793- a must have
16%18%19%4%13%22%16%17%14%6%14%12%17%

b

This is a ‘nice to have’
, but I can live without

8499118125237117275314259183it being offered
34%33%30%32%44%46%31%33%40%46%69%41%33%

cb

This is a 'great to
have' - makes a
difference and can sway

616787932899204210*48129my decision
25%23%22%26%27%10%26%24%31%34%3%33%24%

cc

101121161114826159346112165222NET Important
40%41%41%30%40%32%42%41%45%39%17%45%41%
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*fedcbaSignificance Level: 95%
514952434449293561494853563Unweighted total
575637504827294546615139546Weighted total

42--2*-4-2-217This is a negative to me
7%4%-%-%5%*%-%9%-%4%-%5%3%

dbdgij

This is not important to
me - don't mind if not

13991817351010101310125offered
23%16%23%35%34%9%17%22%21%16%26%26%23%

cgkcgkgg

This is mandatory to me
111371045546138593- a must have
20%23%20%20%9%18%18%10%12%21%17%14%17%

This is a ‘nice to have’
, but I can live without

162011121012141718211714183it being offered
29%36%29%23%21%42%51%38%40%35%34%35%33%

hh

This is a 'great to
have' - makes a
difference and can sway

12121011158491214128129my decision
22%22%28%21%31%30%14%21%27%24%24%20%24%

24251721191391418272013222NET Important
41%45%47%42%40%48%32%30%39%45%40%34%41%
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
152136125150563Unweighted total
150126119151546Weighted total

624417This is a negative to me
4%2%4%3%3%

This is not important to
me - don't mind if not

30372433125offered
20%29%20%22%23%

This is mandatory to me
3219152793- a must have
21%15%13%18%17%

This is a ‘nice to have’
, but I can live without

47335053183it being offered
31%27%42%35%33%

c

This is a 'great to
have' - makes a
difference and can sway

35342634129my decision
23%27%21%23%24%

66544161222NET Important
44%43%34%40%41%
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
5332371061432033149123360563Unweighted total
202329132203274616519546Weighted total

*---2----33This is a negative to me
2%-%-%-%1%-%-%-%-%1%*%

This is not important to
me - don't mind if not

6316142**23840offered
32%12%2%4%7%7%5%2%10%7%7%

abcd

This is mandatory to me
71112556610216204215- a must have

34%45%42%42%33%37%49%23%40%39%39%

ccc

This is a ‘nice to have’
, but I can live without

48730387133114121it being offered
18%35%24%23%19%26%16%46%21%22%22%

aabde

This is a 'great to
have' - makes a
difference and can sway

32941838125160168my decision
14%8%32%31%41%30%30%30%30%31%31%

dedede

10122196149184311364382NET Important
48%53%74%73%73%67%80%52%70%70%70%

ededeccc
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
726858365364444693010622248563Unweighted total
25282347139515594405803769546Weighted total

--*22--------3This is a negative to me
-%-%2%*%6%-%-%-%-%-%-%-%-%*%

fjm

This is not important to
me - don't mind if not

1213774*84*62640offered
3%7%2%8%17%8%1%8%10%9%7%6%9%7%

gkm

This is mandatory to me
911818712252937152321222215- a must have

38%38%36%40%30%49%53%39%38%40%40%33%32%39%

ai

This is a ‘nice to have’
, but I can live without

666104109121772181020121it being offered
22%20%24%22%26%17%22%18%16%48%22%26%29%22%

This is a 'great to
have' - makes a
difference and can sway

9108141813143314*251321168my decision
37%35%36%30%21%26%25%35%35%4%31%35%31%31%

19201632720384370302562544382NET Important
75%73%71%70%51%75%78%74%73%43%71%68%63%70%

iiiiii
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
694941554081963117172399918563Unweighted total
54492118428186409196356713546Weighted total

-3*23-------3This is a negative to me
-%1%*%1%1%-%-%-%-%-%-%-%*%

This is not important to
me - don't mind if not

4361129114*136*6-40offered
8%7%9%7%6%9%2%6%18%2%8%-%7%

eh

This is mandatory to me
16199481675814384135352215- a must have
29%40%41%39%31%37%30%43%37%80%49%68%39%

hh

This is a ‘nice to have’
, but I can live without

91122110051112329*15-121it being offered
17%23%18%23%27%29%23%17%26%2%21%-%22%

e

This is a 'great to
have' - makes a
difference and can sway

2514338130631046761151168my decision
45%29%32%30%34%25%45%34%18%17%21%32%31%

abb

4034286297122257151196503382NET Important
75%69%73%69%65%62%74%77%55%97%70%100%70%

dh
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
2029826016547563Unweighted total
2009924620526546Weighted total

*-2-33This is a negative to me
*%-%1%-%1%*%

This is not important to
me - don't mind if not

9427-4040offered
4%4%11%-%8%7%

c

This is mandatory to me
9738779206215- a must have
49%39%31%43%39%39%

a

This is a ‘nice to have’
, but I can live without

3625618112121it being offered
18%25%25%42%21%22%

This is a 'great to
have' - makes a
difference and can sway

5831793165168my decision
29%32%32%14%31%31%

1556915612371382NET Important
78%70%63%58%70%70%

a
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
17730779530533--12225147386563Unweighted total
132314100318528--*2115114414546Weighted total

*-2--3------*23This is a negative to me
*%-%2%-%-%1%-%-%-%-%-%-%*%1%*%

b

This is not important to
me - don't mind if not

51916-140-----143540offered
4%6%16%-%3%8%-%-%-%-%-%3%4%9%7%

bc

This is mandatory to me
6012827212203--*2-1048154215- a must have
45%41%27%80%65%38%-%-%100%100%-%63%42%37%39%

aaabi

This is a ‘nice to have’
, but I can live without

317020-4117-----42790121it being offered
24%22%20%-%23%22%-%-%-%-%-%28%24%22%22%

This is a 'great to
have' - makes a
difference and can sway

36973512166----1134132168my decision
27%31%35%20%8%32%-%-%-%-%100%6%30%32%31%

jjj

9622562314369--*211182287382NET Important
72%72%62%100%74%70%-%-%100%100%100%69%72%69%70%
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-53101144389451211563462373407563Unweighted total
-625430374417177546422324358546Weighted total

-----*2**33333This is a negative to me
-%-%-%-%-%2%1%*%*%*%1%1%1%*%

This is not important to
me - don't mind if not

-1*--2263264029232640offered
-%9%9%-%-%7%7%8%3%7%7%7%7%7%

ee

This is mandatory to me
-2-111414917274215167135144215- a must have
-%27%-%19%29%46%40%41%42%39%39%42%40%39%

This is a ‘nice to have’
, but I can live without

--22*8879142121997582121it being offered
-%-%91%45%4%26%23%22%24%22%24%23%23%22%

This is a 'great to
have' - makes a
difference and can sway

-4-2361101215416812489103168my decision
-%65%-%36%67%20%29%29%31%31%29%27%29%31%

-6-3420259293128382291224247382NET Important
-%91%-%55%96%66%69%70%72%70%69%69%69%70%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 74  (continuation)                                                                                                                                                   Page 1309

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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3120130118912-111711542563Unweighted total
472121115109*-**2410530546Weighted total

-*2---------33This is a negative to me
-%1%2%-%-%-%-%-%-%-%-%-%1%*%

This is not important to
me - don't mind if not

-44515-----*-4040offered
-%6%3%5%13%-%-%-%-%-%2%-%8%7%

bc

This is mandatory to me
-35475133*-**-25207215- a must have
-%48%39%45%30%100%-%100%100%-%47%53%39%39%

aa

This is a ‘nice to have’
, but I can live without

-14372523-----24115121it being offered
-%20%30%22%21%-%-%-%-%-%44%40%22%22%

This is a 'great to
have' - makes a
difference and can sway

418313338----2*1165168my decision
100%25%25%29%35%-%-%-%-%100%7%8%31%31%

453788571*-**226372382NET Important
100%73%64%74%65%100%-%100%100%100%54%60%70%70%
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
84547848523322307470133123233563Unweighted total
54167347320314329257138125223546Weighted total

-3-32-*---*23This is a negative to me
-%1%-%1%1%-%*%-%-%-%*%1%*%

This is not important to
me - don't mind if not

-2963420317-2382840offered
-%7%9%7%10%20%5%-%3%2%6%13%7%

acd

This is mandatory to me
*16626188663145*29584977215- a must have
2%40%36%40%33%23%44%14%51%42%39%35%39%

ca

This is a ‘nice to have’
, but I can live without

1981710447371212342350121it being offered
26%24%23%22%23%20%22%82%20%25%18%22%22%

This is a 'great to
have' - makes a
difference and can sway

41212414467595*14434565168my decision
72%29%33%30%33%37%29%4%25%31%36%29%31%

4287513321349240*4410194143382NET Important
74%69%69%70%66%60%73%18%77%73%75%64%70%

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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-7637918011644731199164563Unweighted total
-6332615510843811028260546Weighted total

-232-3----3This is a negative to me
-%3%1%1%-%1%-%-%-%-%*%

This is not important to
me - don't mind if not

-2264634-55340offered
-%3%8%3%6%8%-%5%6%5%7%

a

This is mandatory to me
-221296941173*463232215- a must have
-%35%39%44%38%40%35%45%40%53%39%

This is a ‘nice to have’
, but I can live without

-15703420101*191610121it being offered
-%24%22%22%19%23%19%19%20%17%22%

This is a 'great to
have' - makes a
difference and can sway

-229946401281322916168my decision
-%35%30%30%37%29%45%31%35%26%31%

-44228115813011786148382NET Important
-%70%70%74%75%69%81%76%75%79%70%
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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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
11286362516367401-121402367-75333167563Unweighted total

8239337493323353-117383351-60287153546Weighted total

-*2333--2*--323This is a negative to me
-%*%1%1%1%1%-%-%1%*%-%-%1%1%*%

This is not important to
me - don't mind if not

-2021372326-63117-223840offered
-%8%6%7%7%7%-%5%8%5%-%4%8%6%7%

This is mandatory to me
574141196135144-55132158-2511768215- a must have

69%31%42%40%42%41%-%47%35%45%-%41%41%44%39%

bbb

This is a ‘nice to have’
, but I can live without

*71781077481-228867-106533121it being offered
2%30%23%22%23%23%-%19%23%19%-%16%23%22%22%

This is a 'great to
have' - makes a
difference and can sway

2749515189100-34129109-238041168my decision
29%31%28%31%27%28%-%29%34%31%-%39%28%27%31%

8148236347223243-89261267-48197109382NET Important
98%62%70%70%69%69%-%76%68%76%-%80%68%71%70%

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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
91411132843646676311249372563Unweighted total

10198132393335677297213355546Weighted total

----33--3333This is a negative to me
-%-%-%-%1%1%-%-%1%1%1%*%

This is not important to
me - don't mind if not

-4-*23216415241740offered
-%20%-%1%10%6%10%5%5%11%5%7%

ac

This is mandatory to me
4123668140173713663135215- a must have

41%62%31%47%28%42%30%48%46%30%38%39%

bbeabeb

This is a ‘nice to have’
, but I can live without

212174741418576174121it being offered
20%4%23%7%31%22%26%23%19%29%21%22%

aac

This is a 'great to
have' - makes a
difference and can sway

4346729519188763126168my decision
39%14%46%45%30%29%34%24%29%29%36%31%

d

8146121402353656223126262382NET Important
80%76%77%92%59%71%64%72%75%59%74%70%

bbbb
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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
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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%
432108184601180530363556521545506542563Unweighted total
40011920439*161510352535495525476521546Weighted total

3-----323-3333This is a negative to me
1%-%-%-%-%-%1%1%1%-%1%1%1%*%

This is not important to
me - don't mind if not

308225-94024403638323840offered
8%7%10%6%-%5%8%7%8%7%7%7%7%7%

This is mandatory to me
155499177*65208146213199208195208215- a must have

39%41%46%40%100%40%41%41%40%40%40%41%40%39%

This is a ‘nice to have’
, but I can live without

89284102-2811282117109114100113121it being offered
22%23%20%23%-%18%22%23%22%22%22%21%22%22%

This is a 'great to
have' - makes a
difference and can sway

123345135-5914798162150162146159168my decision
31%29%24%31%-%37%29%28%30%30%31%31%31%31%

ab

2798314312*124356244375349370340368382NET Important
70%70%70%71%100%77%70%69%70%71%70%72%71%70%
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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
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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%
232331402401158739082141338147563Unweighted total
249297388361188037982134294145546Weighted total

*23---2*----3This is a negative to me
*%1%1%-%-%-%1%1%-%-%-%-%*%

This is not important to
me - don't mind if not

2119353210282911640offered
8%6%9%7%2%13%7%3%6%2%14%4%7%

aa

This is mandatory to me
86128140205241136335513162215- a must have
35%43%36%56%44%51%36%41%41%45%16%43%39%

bcb

This is a ‘nice to have’
, but I can live without

586389426198022229327121it being offered
23%21%23%12%22%23%21%27%16%30%70%18%22%

This is a 'great to
have' - makes a
difference and can sway

84841219381013224487-50168my decision
34%28%31%25%32%12%35%29%36%23%-%35%31%

cc

17021226129905126857104201112382NET Important
68%72%67%81%76%64%71%70%77%68%16%77%70%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 74  (continuation)                                                                                                                                                   Page 1316

Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*fedcbaSignificance Level: 95%
514952434449293561494853563Unweighted total
575637504827294546615139546Weighted total

-*--2-------3This is a negative to me
-%1%-%-%5%-%-%-%-%-%-%-%*%

This is not important to
me - don't mind if not

2*8911-545*440offered
4%1%23%18%2%3%-%12%9%9%*%9%7%

bcdghklbghklbkbk

This is mandatory to me
232813202111181617142213215- a must have
40%49%36%39%43%38%63%36%37%22%44%33%39%

ccc

This is a ‘nice to have’
, but I can live without

151245696613201512121it being offered
26%21%10%11%13%34%21%12%27%32%29%30%22%

jehijijehijijhij

This is a 'great to
have' - makes a
difference and can sway

1716111618751812221411168my decision
30%29%31%33%38%24%16%39%27%37%27%28%31%

404425363917233429363624382NET Important
71%78%67%72%81%62%79%75%64%59%70%61%70%

cacg
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
152136125150563Unweighted total
150126119151546Weighted total

*2--3This is a negative to me
*%2%-%-%*%

This is not important to
me - don't mind if not

11119940offered
7%8%8%6%7%

This is mandatory to me
64515149215- a must have
42%41%43%32%39%

This is a ‘nice to have’
, but I can live without

30212446121it being offered
20%16%20%31%22%

cd

This is a 'great to
have' - makes a
difference and can sway

45413547168my decision
30%33%29%31%31%

109928696382NET Important
72%73%72%63%70%
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
5332371061432033149123360563Unweighted total
202329132203274616519546Weighted total

*2-471*-11718This is a negative to me
2%9%-%3%3%3%7%-%4%3%3%

This is not important to
me - don't mind if not

334182451226266offered
15%12%15%13%12%17%12%28%15%12%12%

ab

This is mandatory to me
311940536113161167- a must have

13%45%31%30%26%21%28%16%21%31%31%

aeeebce

This is a ‘nice to have’
, but I can live without

1366365011136136146it being offered
65%27%22%27%25%39%32%45%39%26%27%

abcdaaa

This is a 'great to
have' - makes a
difference and can sway

12934705114143149my decision
5%7%32%26%35%19%21%11%22%28%27%

dededece

412187412311227305316NET Important
18%52%63%56%61%40%49%27%43%59%58%

eeeecbce
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
726858365364444693010622248563Unweighted total
25282347139515594405803769546Weighted total

-11176--42**-418This is a negative to me
-%2%2%4%15%-%-%4%5%4%*%-%6%3%

cfghjklmmm

This is not important to
me - don't mind if not

57252637102*1121166offered
19%26%11%11%15%5%13%11%5%8%14%5%16%12%

hefhjk

This is mandatory to me
6661481221153012*29623167- a must have

26%23%27%31%31%42%27%32%29%6%36%17%33%31%

l

This is a ‘nice to have’
, but I can live without

79712391317328491713146it being offered
27%32%32%26%24%25%31%34%21%79%12%46%19%27%

cccccc

This is a 'great to
have' - makes a
difference and can sway

756131614161816*301218149my decision
28%17%27%28%15%28%28%20%40%3%38%33%27%27%

filfil

1311122791835314827*591841316NET Important
53%40%55%59%47%70%55%51%68%9%74%49%59%58%

lillfgijklml
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
694941554081963117172399918563Unweighted total
54492118428186409196356713546Weighted total

1173153--92-4-18This is a negative to me
1%3%2%4%2%-%-%4%6%-%6%-%3%

h

This is not important to
me - don't mind if not

5611056214127516*66offered
9%12%8%13%12%11%11%14%15%12%9%14%12%

This is mandatory to me
21146361316415-5364241167- a must have
39%30%30%31%34%39%-%27%16%60%34%32%31%

ddd

This is a ‘nice to have’
, but I can live without

913840106408461111192146it being offered
16%28%34%25%22%20%46%31%32%19%26%52%27%

bah

This is a 'great to
have' - makes a
difference and can sway

1913029119581244611*18*149my decision
35%26%25%28%31%30%43%24%30%8%25%3%27%

402766525112227499164421316NET Important
74%56%55%59%65%69%43%51%47%68%59%35%58%

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
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
2029826016547563Unweighted total
2009924620526546Weighted total

72921618This is a negative to me
3%2%4%9%3%3%

This is not important to
me - don't mind if not

311420-6666offered
16%14%8%-%13%12%

a

This is mandatory to me
7321736161167- a must have
37%21%30%29%31%31%

b

This is a ‘nice to have’
, but I can live without

4630719138146it being offered
23%30%29%43%26%27%

This is a 'great to
have' - makes a
difference and can sway

4333734145149my decision
21%33%30%18%28%27%

cc

1165414610306316NET Important
58%54%59%48%58%58%
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£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%
17730779530533--12225147386563Unweighted total
132314100318528--*2115114414546Weighted total

594-117-----141318This is a negative to me
3%3%4%-%4%3%-%-%-%-%-%4%3%3%3%

This is not important to
me - don't mind if not

24348*661----*5194266offered
18%11%8%17%31%11%-%-%-%-%84%34%16%10%12%

abai

This is mandatory to me
381002926161---2-432129167- a must have
29%32%29%65%33%30%-%-%-%90%-%28%28%31%31%

This is a ‘nice to have’
, but I can live without

36803115141--***530111146it being offered
27%25%31%18%29%27%-%-%100%10%16%31%27%27%27%

This is a 'great to
have' - makes a
difference and can sway

309128-*148-----*29119149my decision
23%29%28%-%2%28%-%-%-%-%-%3%26%29%27%

jjj

681925627309---2-561248316NET Important
51%61%57%65%36%59%-%-%-%90%-%30%54%60%58%

cjj
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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
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-53101144389451211563462373407563Unweighted total
-625430374417177546422324358546Weighted total

-----1999181081018This is a negative to me
-%-%-%-%-%3%2%2%5%3%2%2%3%3%

cf

This is not important to
me - don't mind if not

-1-1144352166649394166offered
-%9%-%12%17%15%12%12%9%12%12%12%11%12%

This is mandatory to me
---311411213056167129109115167- a must have
-%-%-%46%27%45%30%31%31%31%31%34%32%31%

a

This is a ‘nice to have’
, but I can live without

-22*251031214614611473101146it being offered
-%27%100%4%54%17%27%29%26%27%27%23%28%27%

b

This is a 'great to
have' - makes a
difference and can sway

-4-2*6107105501491199691149my decision
-%65%-%37%2%21%29%25%28%27%28%30%25%27%

-4-5120219235106316248204206316NET Important
-%65%-%84%29%66%59%56%60%58%59%63%58%58%
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3120130118912-111711542563Unweighted total
472121115109*-**2410530546Weighted total

-523--------1818This is a negative to me
-%6%2%3%-%-%-%-%-%-%-%-%3%3%

a

This is not important to
me - don't mind if not

-16101212-----216466offered
-%23%8%10%11%-%-%-%-%-%44%7%12%12%

abc

This is mandatory to me
-24363534-----24161167- a must have
-%33%30%31%31%-%-%-%-%-%47%41%30%31%

This is a ‘nice to have’
, but I can live without

-12432435*-**-*5141146it being offered
-%17%35%21%32%100%-%100%100%-%7%52%27%27%

bdd

This is a 'great to
have' - makes a
difference and can sway

415314029----2*-147149my decision
100%21%25%35%26%-%-%-%-%100%3%-%28%27%

d

439677662----224308316NET Important
100%54%55%66%57%-%-%-%-%100%49%41%58%58%
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
84547848523322307470133123233563Unweighted total
54167347320314329257138125223546Weighted total

*104149-9*453618This is a negative to me
2%2%5%3%4%-%3%4%7%3%2%3%3%

This is not important to
me - don't mind if not

347155123*4321519112066offered
55%11%21%11%11%2%13%82%26%14%8%9%12%

aabc

This is mandatory to me
11282014766596-13383779167- a must have

12%31%28%31%33%38%29%-%22%27%30%36%31%

d

This is a ‘nice to have’
, but I can live without

-1141613156189*13383758146it being offered
-%27%22%28%28%9%27%13%22%28%30%26%27%

This is a 'great to
have' - makes a
difference and can sway

21181813050791-13393859149my decision
31%28%25%28%25%51%28%-%22%28%30%26%27%

22463927711613187-257775138316NET Important
43%59%53%59%57%89%57%-%44%56%60%62%58%

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 - 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%
-7637918011644731199164563Unweighted total
-6332615510843811028260546Weighted total

-4102512-44218This is a negative to me
-%7%3%1%5%3%-%4%4%4%3%

a

This is not important to
me - don't mind if not

-73423184811313766offered
-%12%10%15%17%11%65%12%15%12%12%

This is mandatory to me
-161054832136*302713167- a must have
-%26%32%31%29%31%35%29%33%22%31%

This is a ‘nice to have’
, but I can live without

-17944221125-261718146it being offered
-%27%29%27%19%29%-%26%21%30%27%

b

This is a 'great to
have' - makes a
difference and can sway

-19844031117-292119149my decision
-%29%26%26%29%27%-%29%26%32%27%

-351898863253*594833316NET Important
-%55%58%57%58%58%35%58%59%54%58%
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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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
11286362516367401-121402367-75333167563Unweighted total

8239337493323353-117383351-60287153546Weighted total

25916810-21112-*8318This is a negative to me
25%2%3%3%2%3%-%2%3%4%-%*%3%2%3%

This is not important to
me - don't mind if not

23035593838-174145-3332066offered
26%12%10%12%12%11%-%14%11%13%-%5%12%13%12%

This is mandatory to me
172105150109115-32119106-179945167- a must have
8%30%31%30%34%33%-%27%31%30%-%28%35%29%31%

This is a ‘nice to have’
, but I can live without

1649213273101-3110398-196435146it being offered
13%27%27%27%23%29%-%26%27%28%-%32%22%23%27%

This is a 'great to
have' - makes a
difference and can sway

268971369689-3510890-218350149my decision
29%28%29%28%30%25%-%30%28%26%-%35%29%33%27%

3140201286204204-67227196-3718295316NET Important
36%59%60%58%63%58%-%58%59%56%-%62%64%62%58%
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
91411132843646676311249372563Unweighted total

10198132393335677297213355546Weighted total

-2--611*49111118This is a negative to me
-%9%-%-%2%3%*%5%3%5%3%3%

This is not important to
me - don't mind if not

-222263331338274466offered
-%11%21%15%11%10%6%17%13%13%12%12%

e

This is mandatory to me
48447010216218577103167- a must have

35%45%43%30%29%31%29%27%28%36%29%31%

This is a ‘nice to have’
, but I can live without

5*1368951520865692146it being offered
46%2%14%25%29%29%27%26%29%26%26%27%

This is a 'great to
have' - makes a
difference and can sway

2624699122197943106149my decision
19%33%21%30%29%27%39%24%27%20%30%27%

bb

615581391933740164120209316NET Important
54%78%64%60%58%58%67%52%55%56%59%58%
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
432108184601180530363556521545506542563Unweighted total
40011920439*161510352535495525476521546Weighted total

124-10-41613181618171818This is a negative to me
3%3%-%2%-%2%3%4%3%3%3%4%3%3%

This is not important to
me - don't mind if not

4316253-225945635660546066offered
11%14%9%12%-%14%12%13%12%11%11%11%11%12%

This is mandatory to me
119419129*41160106165150160144160167- a must have

30%34%45%29%100%26%31%30%31%30%31%30%31%31%

This is a ‘nice to have’
, but I can live without

110303124-47141105146142143132141146it being offered
28%25%16%28%-%30%28%30%27%29%27%28%27%27%

This is a 'great to
have' - makes a
difference and can sway

116286123-4613484143132145129143149my decision
29%24%29%28%-%28%26%24%27%27%28%27%27%27%

2356915252*87295190308281305273303316NET Important
59%58%74%57%100%54%58%54%58%57%58%57%58%58%
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
232331402401158739082141338147563Unweighted total
249297388361188037982134294145546Weighted total

21615*2211562*818This is a negative to me
1%5%4%*%2%3%3%6%4%6%3%5%3%

b

This is not important to
me - don't mind if not

3333395228461217812166offered
13%11%10%14%19%11%12%15%12%29%14%14%12%

cb

This is mandatory to me
6210512213313710326405238167- a must have
25%36%31%35%26%46%27%32%30%16%56%26%31%

bb

This is a ‘nice to have’
, but I can live without

73731029332299223012137146it being offered
29%25%26%26%28%27%26%27%22%40%23%25%27%

b

This is a 'great to
have' - makes a
difference and can sway

79691099301112117423*42149my decision
32%23%28%25%26%13%32%21%31%9%4%29%27%

aaca

14117523122614722443827280316NET Important
57%59%59%60%52%59%59%53%61%25%60%55%58%

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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*fedcbaSignificance Level: 95%
514952434449293561494853563Unweighted total
575637504827294546615139546Weighted total

22322-2-*4**18This is a negative to me
4%4%7%4%5%-%7%-%*%7%*%*%3%

This is not important to
me - don't mind if not

1032119272662766offered
17%6%5%22%18%8%23%4%12%11%4%17%12%

bjbejkbjbj

This is mandatory to me
1513132017781217171810167- a must have
27%23%37%40%35%25%27%26%37%28%35%25%31%

This is a ‘nice to have’
, but I can live without

18249741010151020129146it being offered
31%43%24%14%8%37%34%32%21%32%24%22%27%

habdhijhhihhih

This is a 'great to
have' - makes a
difference and can sway

1213101017821713141814149my decision
21%23%27%19%34%30%8%37%29%22%36%36%27%

282624303315102831313624316NET Important
48%47%64%59%69%55%35%63%67%51%72%60%58%

klkckl
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
152136125150563Unweighted total
150126119151546Weighted total

742418This is a negative to me
5%4%2%3%3%

This is not important to
me - don't mind if not

1522141566offered
10%18%12%10%12%

This is mandatory to me
42443745167- a must have
28%35%31%30%31%

This is a ‘nice to have’
, but I can live without

51213440146it being offered
34%17%28%27%27%

ccc

This is a 'great to
have' - makes a
difference and can sway

35353246149my decision
24%27%27%31%27%

78786991316NET Important
52%62%58%60%58%
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
5332371061432033149123360563Unweighted total
202329132203274616519546Weighted total

**-711**-*2222This is a negative to me
*%1%-%5%5%2%2%-%2%4%4%

This is not important to
me - don't mind if not

95642535113139143offered
42%22%23%32%26%17%19%18%15%27%26%

abe

This is mandatory to me
454172761237885- a must have

18%20%14%13%13%24%23%32%21%15%16%

aa

This is a ‘nice to have’
, but I can live without

512640639126161171it being offered
26%50%21%30%31%35%31%34%36%31%31%

abce

This is a 'great to
have' - makes a
difference and can sway

321226506114119125my decision
13%7%43%20%25%23%24%16%26%23%23%

abded

6616427713238197210NET Important
32%27%57%32%38%47%47%48%46%38%38%

abdea
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
726858365364444693010622248563Unweighted total
25282347139515594405803769546Weighted total

-121942-44-2-422This is a negative to me
-%4%8%4%10%4%-%4%10%-%2%-%6%4%

mgmgmm

This is not important to
me - don't mind if not

983123109151910423430143offered
36%29%13%26%26%17%26%20%24%80%28%11%44%26%

fhkkkkfhjk

This is mandatory to me
353739711156*114985- a must have

13%19%14%16%22%14%20%16%15%8%14%12%13%16%

This is a ‘nice to have’
, but I can live without

63615592020366*222121171it being offered
24%11%28%33%22%40%36%38%16%8%28%56%30%31%

llellelll

This is a 'great to
have' - makes a
difference and can sway

7108100813102014*2285125my decision
27%36%37%21%20%26%17%21%35%4%28%22%8%23%

aagjagjaaaaa

10151217316202135201331214210NET Important
40%55%51%37%42%40%37%38%50%12%42%33%20%38%

aafjajaaaaaa
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
694941554081963117172399918563Unweighted total
54492118428186409196356713546Weighted total

41812213**9----22This is a negative to me
7%4%1%5%7%*%2%5%-%-%-%-%4%

bbb

This is not important to
me - don't mind if not

21122351093918158141112143offered
38%25%29%25%21%45%11%29%39%11%16%50%26%

abhbbh

This is mandatory to me
77823623582243*11185- a must have

13%16%19%14%19%20%21%12%10%3%16%36%16%

This is a ‘nice to have’
, but I can live without

101603114056646111231-171it being offered
19%33%26%33%30%14%42%31%31%40%44%-%31%

begh

This is a 'great to
have' - makes a
difference and can sway

1211329964482447317*125my decision
22%23%25%22%23%21%23%22%20%46%24%14%23%

19191521587816468113292210NET Important
35%39%44%37%42%40%44%35%30%50%40%50%38%
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
2029826016547563Unweighted total
2009924620526546Weighted total

831112222This is a negative to me
4%3%5%3%4%4%

This is not important to
me - don't mind if not

5127632141143offered
26%27%26%8%27%26%

This is mandatory to me
34123867985- a must have
17%12%16%28%15%16%

This is a ‘nice to have’
, but I can live without

5934778162171it being offered
30%35%31%41%31%31%

This is a 'great to
have' - makes a
difference and can sway

4723554121125my decision
23%23%22%20%23%23%

81359410201210NET Important
41%36%38%48%38%38%
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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
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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%
17730779530533--12225147386563Unweighted total
132314100318528--*2115114414546Weighted total

679-220-----241622This is a negative to me
5%2%9%-%13%4%-%-%-%-%-%15%3%4%4%

babi

This is not important to
me - don't mind if not

328427*5138----*527111143offered
24%27%27%17%29%26%-%-%-%-%84%31%23%27%26%

This is mandatory to me
264414*382--*--3235985- a must have
20%14%14%8%15%16%-%-%100%-%-%16%21%14%16%

This is a ‘nice to have’
, but I can live without

411002927163---2-534129171it being offered
31%32%29%72%41%31%-%-%-%100%-%35%30%31%31%

This is a 'great to
have' - makes a
difference and can sway

277821**125----**2698125my decision
20%25%21%3%3%24%-%-%-%-%16%2%23%24%23%

jjj

5312235*3207--*-*350157210NET Important
40%39%35%11%18%39%-%-%100%-%16%19%44%38%38%

jjj
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-53101144389451211563462373407563Unweighted total
-625430374417177546422324358546Weighted total

---*-1171152218151122This is a negative to me
-%-%-%9%-%2%4%3%3%4%4%5%3%4%

This is not important to
me - don't mind if not

-12*1898114311431108892143offered
-%9%84%9%14%28%26%27%18%26%26%27%26%26%

eeeee

This is mandatory to me
-2***75665328565546185- a must have
-%27%8%6%11%23%15%15%18%16%15%17%17%16%

This is a ‘nice to have’
, but I can live without

--*2*101221366017113497111171it being offered
-%-%9%38%12%32%33%33%34%31%32%30%31%31%

This is a 'great to
have' - makes a
difference and can sway

-4-225829249125957183125my decision
-%65%-%39%63%15%22%22%28%23%23%22%23%23%

-6*231213815781210160125144210NET Important
-%91%8%45%74%38%37%38%46%38%38%38%40%38%

f
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3120130118912-111711542563Unweighted total
472121115109*-**2410530546Weighted total

-4662-----2-2122This is a negative to me
-%6%5%5%2%-%-%-%-%-%44%-%4%4%

This is not important to
me - don't mind if not

-24273127------*143143offered
-%34%23%27%25%-%-%-%-%-%-%5%27%26%

This is mandatory to me
-15141917*-*--2*8385- a must have
-%21%11%16%16%54%-%100%-%-%46%1%16%16%

c

This is a ‘nice to have’
, but I can live without

218452841*--*-*7163171it being offered
43%25%37%25%38%46%-%-%100%-%2%72%31%31%

bdbd

This is a 'great to
have' - makes a
difference and can sway

210293022----2*2121125my decision
57%14%24%27%20%-%-%-%-%100%7%22%23%23%

d

226434940*-*-222204210NET Important
57%36%35%43%36%54%-%100%-%100%53%23%38%38%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 76  (continuation)                                                                                                                                                   Page 1340

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
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
84547848523322307470133123233563Unweighted total
54167347320314329257138125223546Weighted total

*17*228-14-634922This is a negative to me
9%4%1%5%4%-%4%-%10%2%4%4%4%

c

This is not important to
me - don't mind if not

21081113262675213272774143offered
33%26%15%28%30%44%23%82%23%19%22%33%26%

babc

This is mandatory to me
*65147135446*825262685- a must have
5%16%19%15%17%25%14%10%14%18%21%11%16%

a

This is a ‘nice to have’
, but I can live without

*13422149501120*20453967171it being offered
5%32%30%31%25%4%36%4%34%33%31%30%31%

c

This is a 'great to
have' - makes a
difference and can sway

3932610048473*11382947125my decision
48%22%35%21%24%27%22%4%19%28%23%21%23%

a

315840170837120*19635573210NET Important
53%38%54%36%41%51%36%13%33%46%44%33%38%

aaa

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-7637918011644731199164563Unweighted total
-6332615510843811028260546Weighted total

-6116220-42222This is a negative to me
-%10%3%4%2%5%-%4%2%4%4%

b

This is not important to
me - don't mind if not

-8763819124-181310143offered
-%12%23%25%18%28%-%18%16%17%26%

ccb

This is mandatory to me
-1057261669*1214685- a must have
-%16%17%17%15%16%19%12%17%10%16%

This is a ‘nice to have’
, but I can live without

-231064531140-342819171it being offered
-%36%32%29%29%32%-%33%34%31%31%

This is a 'great to
have' - makes a
difference and can sway

-16773940851332423125my decision
-%26%23%25%37%19%81%33%30%38%23%

a

-2613365561541463829210NET Important
-%42%41%42%52%35%100%44%47%48%38%

a
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
11286362516367401-121402367-75333167563Unweighted total

8239337493323353-117383351-60287153546Weighted total

-811221511-41810-413822This is a negative to me
-%3%3%5%5%3%-%3%5%3%-%7%5%5%4%

This is not important to
me - don't mind if not

264901358890-2210190-97840143offered
26%27%27%27%27%26%-%19%26%26%-%15%27%26%26%

cc

This is mandatory to me
23754775461-136249-5492485- a must have

28%16%16%16%17%17%-%11%16%14%-%9%17%16%16%

This is a ‘nice to have’
, but I can live without

18210315396111-50118111-248551171it being offered
11%34%31%31%30%31%-%43%31%32%-%40%30%33%31%

ab

This is a 'great to
have' - makes a
difference and can sway

347781077180-278490-186130125my decision
35%20%23%22%22%23%-%23%22%26%-%30%21%20%23%

584132184124141-40146139-2311054210NET Important
63%35%39%37%38%40%-%34%38%40%-%38%38%36%38%
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
91411132843646676311249372563Unweighted total

10198132393335677297213355546Weighted total

2*-*12122213111322This is a negative to me
17%3%-%1%5%3%4%3%4%5%4%4%

This is not important to
me - don't mind if not

-4-26381620695788143offered
-%23%-%18%27%24%11%26%23%27%25%26%

eeee

This is mandatory to me
*24438545950326085- a must have
2%9%45%31%16%16%10%11%17%15%17%16%

This is a ‘nice to have’
, but I can live without

76227910526319181107171it being offered
64%31%23%19%33%32%46%40%31%38%30%31%

ac

This is a 'great to
have' - makes a
difference and can sway

263447801715743387125my decision
17%34%32%31%20%24%30%20%25%16%24%23%

bbb

286885135222412465147210NET Important
19%43%77%62%35%40%39%32%42%31%41%38%

bb
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
432108184601180530363556521545506542563Unweighted total
40011920439*161510352535495525476521546Weighted total

166119-42016221822222222This is a negative to me
4%5%5%4%-%2%4%4%4%4%4%5%4%4%

This is not important to
me - don't mind if not

1043311105-4213994139124138118136143offered
26%27%54%24%-%26%27%27%26%25%26%25%26%26%

This is mandatory to me
6118370-257760838379727985- a must have
15%15%13%16%-%16%15%17%16%17%15%15%15%16%

This is a ‘nice to have’
, but I can live without

136302146*53163116171158163155161171it being offered
34%26%10%33%100%33%32%33%32%32%31%33%31%31%

This is a 'great to
have' - makes a
difference and can sway

8332499-3711167120111123109123125my decision
21%27%19%23%-%23%22%19%22%22%23%23%24%23%

144506170-62188127203194202181202210NET Important
36%42%32%39%-%39%37%36%38%39%39%38%39%38%
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
232331402401158739082141338147563Unweighted total
249297388361188037982134294145546Weighted total

1112142641454--422This is a negative to me
4%4%4%5%5%5%4%6%3%-%-%3%4%

This is not important to
me - don't mind if not

628111011222610116235125143offered
25%27%28%31%19%33%27%19%17%17%14%18%26%

aa

This is mandatory to me
33526611614501717711985- a must have
13%18%17%3%14%18%13%21%13%23%14%13%16%

b

This is a ‘nice to have’
, but I can live without

7793114124225116293912341171it being offered
31%31%29%34%36%32%31%35%29%40%72%28%31%

This is a 'great to
have' - makes a
difference and can sway

6759841031119716506-55125my decision
27%20%22%27%27%13%26%19%37%20%-%38%23%

ac

99111150114825147336712174210NET Important
40%37%39%29%40%31%39%40%50%43%14%51%38%
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*fedcbaSignificance Level: 95%
514952434449293561494853563Unweighted total
575637504827294546615139546Weighted total

-22221*423-422This is a negative to me
-%4%6%4%5%2%*%9%4%4%-%10%4%

blbl

This is not important to
me - don't mind if not

22148231527105101115143offered
38%26%22%45%30%7%25%23%12%17%22%39%26%

cdgggbcdegjkdgggcdg

This is mandatory to me
767586157976185- a must have

13%11%20%10%18%21%52%15%19%12%12%4%16%

aaaa

This is a ‘nice to have’
, but I can live without

2220149101321219241610171it being offered
39%36%37%18%20%47%8%27%41%40%31%26%31%

hiiahihihi

This is a 'great to
have' - makes a
difference and can sway

6136111364111116189125my decision
11%24%16%23%28%23%15%25%24%27%35%22%23%

lljl

131913162212191820242410210NET Important
23%34%35%33%45%44%67%40%43%39%47%26%38%

allalal
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
152136125150563Unweighted total
150126119151546Weighted total

456722This is a negative to me
3%4%5%4%4%

This is not important to
me - don't mind if not

44392337143offered
29%31%19%24%26%

bb

This is mandatory to me
2019311585- a must have
14%15%26%10%16%

acd

This is a ‘nice to have’
, but I can live without

56313350171it being offered
37%25%28%33%31%

c

This is a 'great to
have' - makes a
difference and can sway

25312643125my decision
17%25%22%28%23%

d

46505757210NET Important
30%40%48%38%38%

d
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
5332371061432033149123360563Unweighted total
202329132203274616519546Weighted total

---17----99This is a negative to me
-%-%-%*%3%-%-%-%-%2%2%

This is not important to
me - don't mind if not

71114163*125457offered
34%3%3%10%8%12%7%11%14%10%10%

abcd

This is mandatory to me
261143487223149155- a must have
9%26%38%33%24%25%38%29%19%29%28%

eeeebb

This is a ‘nice to have’
, but I can live without

81310396211138165176it being offered
42%55%34%29%31%41%25%40%46%32%32%

abaad

This is a 'great to
have' - makes a
difference and can sway

34735706113142148my decision
15%16%25%27%35%22%30%20%20%27%27%

de

510187911913336291304NET Important
25%42%63%60%58%47%68%49%40%56%56%

eeebebe
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
726858365364444693010622248563Unweighted total
25282347139515594405803769546Weighted total

-1-82--22---29This is a negative to me
-%2%-%2%6%-%-%2%5%-%-%-%3%2%

mm

This is not important to
me - don't mind if not

4324910746**132657offered
17%9%8%10%26%14%7%6%*%8%16%6%9%10%

eaefgjklee

This is mandatory to me
4661391015203311*28615155- a must have

17%21%28%30%26%31%36%35%28%3%35%16%22%28%

mmmm

This is a ‘nice to have’
, but I can live without

69815214151228174211427176it being offered
26%33%37%32%35%31%22%29%42%89%26%38%39%32%

This is a 'great to
have' - makes a
difference and can sway

1010612231220269-191418148my decision
41%35%28%26%7%25%36%28%24%-%23%39%27%27%

cijiiiiiiii

1416132611328405921*462034304NET Important
57%56%56%55%33%55%72%63%52%3%58%55%49%56%

iiiiaijii
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
694941554081963117172399918563Unweighted total
54492118428186409196356713546Weighted total

-9-94--5----9This is a negative to me
-%2%-%2%2%-%-%3%-%-%-%-%2%

This is not important to
me - don't mind if not

75012451971159*6157offered
12%10%10%11%10%16%12%8%25%2%8%15%10%

beh

This is mandatory to me
1713833122558*608-241155- a must have
32%28%28%29%29%21%2%30%24%-%33%15%28%

This is a ‘nice to have’
, but I can live without

12164421345217560115251176it being offered
23%33%36%31%28%42%62%31%31%81%36%35%32%

This is a 'great to
have' - makes a
difference and can sway

181303111756825671171148my decision
33%27%27%27%30%20%24%29%20%17%23%35%27%

3526964239111162116151402304NET Important
65%55%55%56%60%41%26%59%44%17%57%50%56%
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
2029826016547563Unweighted total
2009924620526546Weighted total

2-7-99This is a negative to me
1%-%3%-%2%2%

This is not important to
me - don't mind if not

18633*5757offered
9%6%14%*%11%10%

b

This is mandatory to me
68266011145155- a must have
34%27%25%53%28%28%

a

This is a ‘nice to have’
, but I can live without

6338747170176it being offered
31%38%30%34%32%32%

This is a 'great to
have' - makes a
difference and can sway

4929713146148my decision
25%29%29%13%28%27%

1175513113291304NET Important
59%56%53%66%55%56%
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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: 12/07/19



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%
17730779530533--12225147386563Unweighted total
132314100318528--*2115114414546Weighted total

-45--9-------99This is a negative to me
-%1%5%-%-%2%-%-%-%-%-%-%-%2%2%

bc

This is not important to
me - don't mind if not

112522-156-----1104657offered
8%8%22%-%3%11%-%-%-%-%-%4%9%11%10%

bc

This is mandatory to me
381041327148---2-531117155- a must have
29%33%13%65%39%28%-%-%-%90%-%35%27%28%28%

aa

This is a ‘nice to have’
, but I can live without

421003419167--**1833134176it being offered
32%32%35%35%51%32%-%-%100%10%100%53%29%32%32%

abi

This is a 'great to
have' - makes a
difference and can sway

418126-1147-----140107148my decision
31%26%26%-%7%28%-%-%-%-%-%8%35%26%27%

jajj

801863828295---2-771224304NET Important
60%59%39%65%46%56%-%-%-%90%-%43%62%54%56%

aa
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-53101144389451211563462373407563Unweighted total
-625430374417177546422324358546Weighted total

------34493339This is a negative to me
-%-%-%-%-%-%1%1%2%2%1%1%1%2%

This is not important to
me - don't mind if not

-1*-12414495745363557offered
-%9%9%-%19%8%11%11%5%10%11%11%10%10%

eeeee

This is mandatory to me
---1*111071246715512097103155- a must have
-%-%-%23%8%36%29%30%38%28%28%30%29%28%

abcdf

This is a ‘nice to have’
, but I can live without

-22221112814655176146106127176it being offered
-%27%91%41%50%35%34%35%31%32%35%33%35%32%

This is a 'great to
have' - makes a
difference and can sway

-4-21695100431481098390148my decision
-%65%-%36%23%21%25%24%24%27%26%26%25%27%

-4-3117203223110304228180193304NET Important
-%65%-%59%31%57%54%54%62%56%54%55%54%56%

f
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3120130118912-111711542563Unweighted total
472121115109*-**2410530546Weighted total

--21--------99This is a negative to me
-%-%2%1%-%-%-%-%-%-%-%-%2%2%

This is not important to
me - don't mind if not

-4131216-------5757offered
-%5%10%10%15%-%-%-%-%-%-%-%11%10%

d

This is mandatory to me
-22383921-----24149155- a must have
-%30%31%34%19%-%-%-%-%-%49%46%28%28%

aa

This is a ‘nice to have’
, but I can live without

226433243*-**-25169176it being offered
43%37%35%28%39%100%-%100%100%-%49%51%32%32%

This is a 'great to
have' - makes a
difference and can sway

220253130----2**146148my decision
57%28%21%27%27%-%-%-%-%100%3%3%28%27%

242647050----225295304NET Important
57%58%52%61%46%-%-%-%-%100%51%49%56%56%

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 - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
84547848523322307470133123233563Unweighted total
54167347320314329257138125223546Weighted total

-3-95-4--2249This is a negative to me
-%1%-%2%2%-%1%-%-%2%2%2%2%

This is not important to
me - don't mind if not

-455523022525753857offered
-%11%7%11%15%16%8%82%9%5%4%17%10%

abc

This is mandatory to me
21172513057395-15533156155- a must have

41%28%34%28%28%22%29%-%26%38%25%25%28%

ab

This is a ‘nice to have’
, but I can live without

314327150612113*21404570176it being offered
59%34%36%32%30%13%34%18%36%29%36%31%32%

This is a 'great to
have' - makes a
difference and can sway

-1091713149792-16364155148my decision
-%26%23%28%24%48%28%-%28%26%33%25%27%

22264226210610187-318973111304NET Important
41%54%57%55%53%70%57%-%55%64%58%50%56%

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 - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-7637918011644731199164563Unweighted total
-6332615510843811028260546Weighted total

-232-9--2-9This is a negative to me
-%3%1%1%-%2%-%-%2%-%2%

This is not important to
me - don't mind if not

-43111750-56157offered
-%7%10%7%6%11%-%5%7%2%10%

This is mandatory to me
-14915431124*282218155- a must have
-%22%28%35%29%28%35%27%26%29%28%

This is a ‘nice to have’
, but I can live without

-211164736141*352420176it being offered
-%33%35%30%33%32%19%34%29%33%32%

This is a 'great to
have' - makes a
difference and can sway

-228541341141342822148my decision
-%35%26%27%32%26%45%33%35%36%27%

-3617795652381625039304NET Important
-%57%54%61%61%54%81%61%61%65%56%
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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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
11286362516367401-121402367-75333167563Unweighted total

8239337493323353-117383351-60287153546Weighted total

-12933-274--329This is a negative to me
-%*%1%2%1%1%-%2%2%1%-%-%1%1%2%

This is not important to
me - don't mind if not

22134553635-104618-1321157offered
24%9%10%11%11%10%-%8%12%5%-%2%11%7%10%

ac

This is mandatory to me
1669513597101-3993115-178651155- a must have

17%27%28%27%30%29%-%34%24%33%-%28%30%33%28%

bb

This is a ‘nice to have’
, but I can live without

282115155105124-32122115-209149176it being offered
31%34%34%31%32%35%-%28%32%33%-%33%32%32%32%

This is a 'great to
have' - makes a
difference and can sway

271911408390-3411498-227540148my decision
29%30%27%28%26%26%-%29%30%28%-%37%26%26%27%

3136186275180191-73208214-3916190304NET Important
45%57%55%56%56%54%-%62%54%61%-%65%56%59%56%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 77  (continuation)                                                                                                                                                   Page 1358

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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
91411132843646676311249372563Unweighted total

10198132393335677297213355546Weighted total

----33--4569This is a negative to me
-%-%-%-%1%1%-%-%1%2%2%2%

This is not important to
me - don't mind if not

-4-222294615233257offered
-%22%-%13%9%9%7%8%5%11%9%10%

c

This is mandatory to me
2633679419321085699155- a must have

17%32%31%25%28%28%34%41%36%26%28%28%

abab

This is a ‘nice to have’
, but I can live without

77248011417229172110176it being offered
66%37%23%31%34%34%31%29%31%34%31%32%

This is a 'great to
have' - makes a
difference and can sway

2244679315177858109148my decision
17%9%46%31%28%28%27%22%26%27%31%27%

48671341873449186114208304NET Important
34%40%77%56%56%56%62%63%63%54%58%56%

b

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 77  (continuation)                                                                                                                                                   Page 1359

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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
432108184601180530363556521545506542563Unweighted total
40011920439*161510352535495525476521546Weighted total

72-7--95979999This is a negative to me
2%2%-%2%-%-%2%1%2%1%2%2%2%2%

This is not important to
me - don't mind if not

4710542-165333574752435257offered
12%8%23%10%-%10%10%9%11%9%10%9%10%10%

This is mandatory to me
1004210114*51149117153146152144152155- a must have

25%35%47%26%100%32%29%33%29%29%29%30%29%28%

b

This is a ‘nice to have’
, but I can live without

138304151-48170108174164170151168176it being offered
34%25%21%34%-%30%33%31%33%33%32%32%32%32%

This is a 'great to
have' - makes a
difference and can sway

108362125-4512990141131141128139148my decision
27%30%9%28%-%28%25%25%26%27%27%27%27%27%

2087811239*96278206295277293273291304NET Important
52%66%56%54%100%60%54%59%55%56%56%57%56%56%

b
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
232331402401158739082141338147563Unweighted total
249297388361188037982134294145546Weighted total

279---722--29This is a negative to me
1%2%2%-%-%-%2%3%1%-%-%1%2%

This is not important to
me - don't mind if not

2532501515357711757offered
10%11%13%4%5%19%9%8%5%2%14%5%10%

aab

This is mandatory to me
6293105839299627416*40155- a must have
25%31%27%23%33%36%25%33%30%20%4%28%28%

This is a ‘nice to have’
, but I can live without

9384122193525126264013151176it being offered
37%28%32%52%29%31%33%31%30%44%19%35%32%

aac

This is a 'great to
have' - makes a
difference and can sway

678110183912114204410245148my decision
27%27%26%21%33%15%30%25%33%35%63%31%27%

c

129175206167840210478516285304NET Important
52%59%53%44%66%50%56%58%63%54%66%59%56%

bc
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*fedcbaSignificance Level: 95%
514952434449293561494853563Unweighted total
575637504827294546615139546Weighted total

-2-222-1----9This is a negative to me
-%4%-%4%5%7%-%1%-%-%-%-%2%

d

This is not important to
me - don't mind if not

535144115662657offered
9%6%12%28%7%4%3%11%14%9%4%15%10%

bcghklg

This is mandatory to me
1623131013311915191310155- a must have
28%41%36%20%28%12%39%19%32%31%26%26%28%

egiggg

This is a ‘nice to have’
, but I can live without

221312131010121212232414176it being offered
38%23%32%26%22%35%41%27%27%38%47%34%32%

dhik

This is a 'great to
have' - makes a
difference and can sway

1415711191251912131210148my decision
25%27%20%22%39%42%17%41%27%22%23%24%27%

jbcijj

303821213215162727322520304NET Important
53%68%56%42%66%54%56%61%59%53%49%50%56%

ii
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
152136125150563Unweighted total
150126119151546Weighted total

261-9This is a negative to me
1%5%1%-%2%

ab

This is not important to
me - don't mind if not

1319121457offered
9%15%10%9%10%

This is mandatory to me
52273542155- a must have
35%21%29%28%28%

c

This is a ‘nice to have’
, but I can live without

46333761176it being offered
31%26%31%40%32%

c

This is a 'great to
have' - makes a
difference and can sway

37413635148my decision
25%33%30%23%27%

89687077304NET Important
59%54%59%51%56%
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
5332371061432033149123360563Unweighted total
202329132203274616519546Weighted total

3--421--11314This is a negative to me
14%-%-%3%1%3%-%-%5%3%3%

abcd

This is not important to
me - don't mind if not

366192331127174offered
14%26%22%15%11%11%12%11%12%14%14%

a

This is mandatory to me
491544647214198205- a must have

21%36%52%34%31%27%43%22%25%38%38%

aebcbce

This is a ‘nice to have’
, but I can live without

565444810135126135it being offered
27%27%16%34%23%35%17%54%33%24%25%

cadabde

This is a 'great to
have' - makes a
difference and can sway

53319676114112118my decision
24%11%10%15%33%23%28%13%25%22%22%

bcd

911186413114328309323NET Important
46%47%62%48%64%50%71%35%50%60%59%

bebcece
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
726858365364444693010622248563Unweighted total
25282347139515594405803769546Weighted total

-1*124-22--2-214This is a negative to me
-%5%*%3%11%-%3%2%-%-%3%-%3%3%

fhjkm

This is not important to
me - don't mind if not

33465662742682474offered
11%9%17%14%15%12%4%8%10%39%7%22%34%14%

gcefghij

klm

This is mandatory to me
81061811026263520*351217205- a must have

34%36%25%38%27%52%46%37%49%3%44%33%24%38%

kaikakakak

This is a ‘nice to have’
, but I can live without

4561211611142193231213135it being offered
16%16%28%26%40%21%25%22%22%50%29%33%19%25%

alm

This is a 'great to
have' - makes a
difference and can sway

10107923712308*13414118my decision
40%34%31%19%7%15%22%32%19%8%17%12%19%22%

aceghijchijihij

18201227213343865271491730323NET Important
74%70%55%58%34%66%68%69%68%11%61%45%43%59%

aijkaiiiaiaiaiaii
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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
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
694941554081963117172399918563Unweighted total
54492118428186409196356713546Weighted total

-1411382*12-*-14This is a negative to me
-%3%1%3%4%5%1%1%6%-%*%-%3%

ebe

This is not important to
me - don't mind if not

1460146026143169*6*74offered
26%12%12%14%14%36%33%8%24%2%9%14%14%

abehbe

This is mandatory to me
181874416167928311229*205- a must have
33%38%38%38%36%24%22%42%31%38%41%14%38%

This is a ‘nice to have’
, but I can live without

10125301053914*4683241135it being offered
19%25%25%25%21%35%4%23%23%43%34%36%25%

h

This is a 'great to
have' - makes a
difference and can sway

12106298946*45051111118my decision
22%21%24%21%25%*%40%25%15%17%16%36%22%

gggg

3029373250113105133163412323NET Important
55%60%62%58%61%24%61%68%46%55%57%50%59%

gdgg
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
2029826016547563Unweighted total
2009924620526546Weighted total

4*921214This is a negative to me
2%*%4%10%2%3%

This is not important to
me - don't mind if not

181739*7474offered
9%17%16%2%14%14%

cc

This is mandatory to me
87358111195205- a must have
44%36%33%52%37%38%

a

This is a ‘nice to have’
, but I can live without

4828602134135it being offered
24%28%24%8%25%25%

This is a 'great to
have' - makes a
difference and can sway

4218575112118my decision
21%18%23%27%21%22%

1305313716307323NET Important
65%54%56%79%58%59%
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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
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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%
17730779530533--12225147386563Unweighted total
132314100318528--*2115114414546Weighted total

265-212-----2*1114This is a negative to me
2%2%5%-%12%2%-%-%-%-%-%14%*%3%3%

abi

This is not important to
me - don't mind if not

194214-174-----1185674offered
14%13%14%-%4%14%-%-%-%-%-%4%16%13%14%

This is mandatory to me
4912233*9196---*-940156205- a must have
37%39%33%7%50%37%-%-%-%10%-%58%35%38%38%

This is a ‘nice to have’
, but I can live without

35772325130--*2*331100135it being offered
27%25%23%76%27%25%-%-%100%90%16%18%27%24%25%

This is a 'great to
have' - makes a
difference and can sway

266625*1117----*12591118my decision
20%21%25%17%7%22%-%-%-%-%84%5%22%22%22%

7618958111312---**1065247323NET Important
57%60%58%24%57%59%-%-%-%10%84%64%57%60%59%
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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
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-53101144389451211563462373407563Unweighted total
-625430374417177546422324358546Weighted total

-----2931141171114This is a negative to me
-%-%-%-%-%7%2%1%*%3%3%2%3%3%

efefef

This is not important to
me - don't mind if not

-1-2155158167459495374offered
-%9%-%43%18%17%14%14%9%14%14%15%15%14%

e

This is mandatory to me
-2-11914016366205153110125205- a must have
-%27%-%15%15%30%38%39%37%38%36%34%35%38%

This is a ‘nice to have’
, but I can live without

-*22*91081045313512297107135it being offered
-%2%100%39%5%31%29%25%30%25%29%30%30%25%

This is a 'great to
have' - makes a
difference and can sway

-4-*25668941118776163118my decision
-%63%-%3%63%15%18%21%23%22%18%19%18%22%

-5-1314207252107323230171188323NET Important
-%90%-%18%77%46%55%60%60%59%54%53%52%59%

aba
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3120130118912-111711542563Unweighted total
472121115109*-**2410530546Weighted total

-3612-------1414This is a negative to me
-%4%5%1%2%-%-%-%-%-%-%-%3%3%

b

This is not important to
me - don't mind if not

-12181415-----*-7474offered
-%16%15%12%14%-%-%-%-%-%2%-%14%14%

This is mandatory to me
-25405136*--*-27196205- a must have
-%35%33%45%33%46%-%-%100%-%47%70%37%38%

This is a ‘nice to have’
, but I can live without

221412929*-*--22131135it being offered
43%29%34%25%26%54%-%100%-%-%48%23%25%25%

This is a 'great to
have' - makes a
difference and can sway

211171927----2*1115118my decision
57%16%14%17%25%-%-%-%-%100%3%7%22%22%

c

237577163*--*227311323NET Important
57%51%47%62%58%46%-%-%100%100%49%77%59%59%

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 - 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%
84547848523322307470133123233563Unweighted total
54167347320314329257138125223546Weighted total

*11*1311-3-*51814This is a negative to me
3%3%1%3%5%-%1%-%*%3%1%4%3%

a

This is not important to
me - don't mind if not

*5996539232-913134174offered
9%14%13%14%19%14%10%-%15%9%10%18%14%

abc

This is mandatory to me
215129176705130-25674667205- a must have

36%36%40%37%35%35%39%-%43%49%37%30%38%

aa

This is a ‘nice to have’
, but I can live without

21201611942390*16273557135it being offered
38%29%21%25%21%20%27%18%28%19%28%25%25%

This is a 'great to
have' - makes a
difference and can sway

17619994047328273150118my decision
14%18%26%21%20%30%22%82%14%20%24%23%22%

32274827511092032339477117323NET Important
50%55%65%58%55%65%62%82%57%68%61%53%59%

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,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%
-7637918011644731199164563Unweighted total
-6332615510843811028260546Weighted total

-2116*13-*-*14This is a negative to me
-%3%3%4%*%3%-%*%-%*%3%

This is not important to
me - don't mind if not

-248161361-1113174offered
-%4%15%11%12%14%-%10%16%2%14%

ca

This is mandatory to me
-211076736169*372825205- a must have
-%33%33%43%34%38%35%36%34%41%38%

b

This is a ‘nice to have’
, but I can live without

-29994530105*352021135it being offered
-%45%30%29%28%24%19%34%25%35%25%

ab

This is a 'great to
have' - makes a
difference and can sway

-9622128901202013118my decision
-%15%19%13%26%21%45%20%24%21%22%

-3016888642591574838323NET Important
-%47%52%56%60%59%81%55%59%62%59%
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
11286362516367401-121402367-75333167563Unweighted total

8239337493323353-117383351-60287153546Weighted total

-7813711-2117--7614This is a negative to me
-%3%2%3%2%3%-%2%3%2%-%-%2%4%3%

This is not important to
me - don't mind if not

*3747684953-106625-4451574offered
2%15%14%14%15%15%-%8%17%7%-%6%16%10%14%

acc

This is mandatory to me
375125186110123-50115154-229063205- a must have

43%31%37%38%34%35%-%43%30%44%-%37%31%41%38%

bbb

This is a ‘nice to have’
, but I can live without

2739912497105-3310787-259244135it being offered
28%31%29%25%30%30%-%29%28%25%-%41%32%29%25%

This is a 'great to
have' - makes a
difference and can sway

247581026162-228378-105424118my decision
26%20%17%21%19%18%-%18%22%22%-%16%19%16%22%

5123183288171185-72198232-3214488323NET Important
70%51%54%58%53%52%-%62%52%66%-%53%50%57%59%

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

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*abaedcbaSignificance Level: 95%
91411132843646676311249372563Unweighted total

10198132393335677297213355546Weighted total

----99--951014This is a negative to me
-%-%-%-%4%3%-%-%3%2%3%3%

This is not important to
me - don't mind if not

-5-*33467611235074offered
-%24%-%2%14%14%12%8%4%11%14%14%

ccc

This is mandatory to me
642874116143813968115205- a must have

58%23%21%65%31%35%25%50%47%32%32%38%

abeabe

This is a ‘nice to have’
, but I can live without

3102*751002324776997135it being offered
25%53%25%3%32%30%41%31%26%32%27%25%

ac

This is a 'great to
have' - makes a
difference and can sway

2-544862129624783118my decision
17%-%53%30%20%19%21%12%21%22%23%22%

dd

846121221782647201116198323NET Important
75%23%75%95%51%53%47%61%68%54%56%59%

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
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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%
432108184601180530363556521545506542563Unweighted total
40011920439*161510352535495525476521546Weighted total

13--9-*148141114131414This is a negative to me
3%-%-%2%-%*%3%2%3%2%3%3%3%3%

c

This is not important to
me - don't mind if not

5022458-177141745968626874offered
13%19%22%13%-%11%14%12%14%12%13%13%13%14%

This is mandatory to me
1464811162*61194143203193202179202205- a must have

36%40%54%37%100%38%38%41%38%39%38%38%39%38%

This is a ‘nice to have’
, but I can live without

104283115-4712889130124131118129135it being offered
26%23%14%26%-%29%25%25%24%25%25%25%25%25%

This is a 'great to
have' - makes a
difference and can sway

8721296-3510371114107110103108118my decision
22%18%9%22%-%22%20%20%21%22%21%22%21%22%

2336913258*96297214317300312282310323NET Important
58%58%63%59%100%60%58%61%59%61%59%59%60%59%
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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

bacbacbaba*baSignificance Level: 95%
232331402401158739082141338147563Unweighted total
249297388361188037982134294145546Weighted total

6813-159*1--114This is a negative to me
2%3%3%-%*%6%2%*%1%-%-%*%3%

a

This is not important to
me - don't mind if not

38365831385869511174offered
15%12%15%9%11%10%15%7%7%18%17%8%14%

b

This is mandatory to me
92113141124826143344813*58205- a must have
37%38%36%34%41%32%38%42%36%44%4%40%38%

This is a ‘nice to have’
, but I can live without

5976901333298719405340135it being offered
24%26%23%36%28%37%23%23%30%17%72%28%25%

b

This is a 'great to
have' - makes a
difference and can sway

556386824128223366*35118my decision
22%21%22%21%20%15%22%28%27%21%7%24%22%

c

147176227207238225578419*93323NET Important
59%59%59%55%61%47%59%69%63%65%10%64%59%

cc
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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
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*fedcbaSignificance Level: 95%
514952434449293561494853563Unweighted total
575637504827294546615139546Weighted total

2-*42*22-***14This is a negative to me
4%-%*%8%5%1%6%5%-%1%1%1%3%

dk

This is not important to
me - don't mind if not

5337635109861074offered
9%6%9%15%12%9%16%22%19%13%12%25%14%

kgjkl

This is mandatory to me
2723142020813111621219205- a must have
48%41%38%40%43%29%45%25%36%34%41%24%38%

ae

This is a ‘nice to have’
, but I can live without

151812855497221714135it being offered
26%31%34%16%11%16%14%19%16%36%33%36%25%

hdhdghidhdghi

This is a 'great to
have' - makes a
difference and can sway

812711141251314976118my decision
13%22%18%21%30%44%18%28%30%15%14%15%22%

abcijkll

353621313520182430302815323NET Important
62%63%57%61%73%74%63%54%66%50%55%39%59%

aaaacaca
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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
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
152136125150563Unweighted total
150126119151546Weighted total

264114This is a negative to me
1%5%4%1%3%

a

This is not important to
me - don't mind if not

1216232474offered
8%12%19%16%14%

dd

This is mandatory to me
65494151205- a must have
43%39%34%34%38%

This is a ‘nice to have’
, but I can live without

45182053135it being offered
30%14%17%35%25%

bcbc

This is a 'great to
have' - makes a
difference and can sway

27373222118my decision
18%30%26%15%22%

ada

91867273323NET Important
61%68%60%49%59%

aa
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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

edcbaedcbaSignificance Level: 95%
5332371061432033149123360563Unweighted total
202329132203274616519546Weighted total

---*5**-*56This is a negative to me
-%-%-%*%2%1%2%-%1%1%1%

This is not important to
me - don't mind if not

52610152*125052offered
24%8%21%8%8%8%4%8%10%10%9%

abab

This is mandatory to me
471344527124157164- a must have

19%28%44%33%26%26%27%28%26%30%30%

ae

This is a ‘nice to have’
, but I can live without

810632559135154162it being offered
41%45%21%24%27%32%25%41%30%30%30%

bcbc

This is a 'great to
have' - makes a
difference and can sway

35445769216153162my decision
17%19%15%34%37%33%42%22%35%30%30%

cece

7111789128163310310327NET Important
35%47%59%67%63%59%69%51%60%60%60%

edee
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
726858365364444693010622248563Unweighted total
25282347139515594405803769546Weighted total

**142-------26This is a negative to me
*%2%3%1%6%-%-%-%-%-%-%-%3%1%

fj

This is not important to
me - don't mind if not

21*4967264*132952offered
7%3%*%10%15%14%4%6%10%4%17%6%13%9%

klklklkgklkl

This is mandatory to me
6107141812183213*29821164- a must have

26%35%32%30%21%23%33%34%31%2%36%21%30%30%

This is a ‘nice to have’
, but I can live without

66414514172129164171117162it being offered
25%21%20%31%36%33%39%31%39%83%21%29%24%30%

k

This is a 'great to
have' - makes a
difference and can sway

101110131915142781211621162my decision
42%39%45%28%22%30%25%29%20%11%26%44%30%30%

eijcegij

17211727217273260201502442327NET Important
67%74%77%58%43%53%58%63%51%13%62%65%60%60%

iehijeghiji
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
694941554081963117172399918563Unweighted total
54492118428186409196356713546Weighted total

*5*53--2*---6This is a negative to me
1%1%*%1%2%-%-%1%*%-%-%-%1%

This is not important to
me - don't mind if not

943844156*145*11152offered
16%9%7%10%8%14%2%7%15%2%15%15%9%

e

This is mandatory to me
1514928136631136542161164- a must have
28%30%24%32%34%28%30%33%11%29%22%22%30%

bdd

This is a ‘nice to have’
, but I can live without

1115238125461145513329*162it being offered
19%31%32%29%25%28%51%28%38%52%40%14%30%

h

This is a 'great to
have' - makes a
difference and can sway

19143441195812159131162162my decision
36%29%37%28%31%30%17%30%36%17%23%48%30%

a

3429272254121234125163322327NET Important
64%59%61%59%65%58%47%64%47%46%45%71%60%

bdb
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
2029826016547563Unweighted total
2009924620526546Weighted total

1-5-66This is a negative to me
*%-%2%-%1%1%

This is not important to
me - don't mind if not

1582925052offered
7%8%12%9%10%9%

This is mandatory to me
7527617157164- a must have
37%27%25%37%30%30%

a

This is a ‘nice to have’
, but I can live without

5431772160162it being offered
27%32%31%11%30%30%

This is a 'great to
have' - makes a
difference and can sway

5533749154162my decision
27%33%30%43%29%30%

1305913516311327NET Important
65%60%55%80%59%60%

a

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 79  (continuation)                                                                                                                                                   Page 1382
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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%
17730779530533--12225147386563Unweighted total
132314100318528--*2115114414546Weighted total

132-*5-----**56This is a negative to me
*%1%2%-%3%1%-%-%-%-%-%3%*%1%1%

This is not important to
me - don't mind if not

53512--52------54752offered
4%11%12%-%-%10%-%-%-%-%-%-%5%11%9%

ccbb

This is mandatory to me
538526214150--*2-1239111164- a must have
40%27%26%73%76%28%-%-%100%90%-%77%34%27%30%

ababi

This is a ‘nice to have’
, but I can live without

33993013159---**230129162it being offered
25%32%30%24%16%30%-%-%-%10%84%15%26%31%30%

This is a 'great to
have' - makes a
difference and can sway

419230*1161----*140122162my decision
31%29%30%3%5%31%-%-%-%-%16%5%35%29%30%

jjj

9417756215312--*2*1379233327NET Important
71%56%56%76%81%59%-%-%100%90%16%82%69%56%60%

abaiai
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-53101144389451211563462373407563Unweighted total
-625430374417177546422324358546Weighted total

---*-*21363336This is a negative to me
-%-%-%9%-%2%1%*%2%1%1%1%1%1%

f

This is not important to
me - don't mind if not

-----*3337105234282452offered
-%-%-%-%-%1%9%9%6%9%8%9%7%9%

This is mandatory to me
-4*111311313552164132107111164- a must have
-%65%8%16%28%42%30%32%30%30%31%33%31%30%

This is a ‘nice to have’
, but I can live without

--*2-61151274816212390111162it being offered
-%-%9%36%-%18%31%30%27%30%29%28%31%30%

This is a 'great to
have' - makes a
difference and can sway

-2223111101176416213096109162my decision
-%35%84%39%72%36%29%28%36%30%31%30%30%30%

f

-623424223252117327262203220327NET Important
-%100%91%55%100%79%60%60%66%60%62%63%61%60%

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%
3120130118912-111711542563Unweighted total
472121115109*-**2410530546Weighted total

-*21--------66This is a negative to me
-%*%2%1%-%-%-%-%-%-%-%-%1%1%

This is not important to
me - don't mind if not

-311119-------5252offered
-%4%9%9%8%-%-%-%-%-%-%-%10%9%

This is mandatory to me
-37303926*-*--27156164- a must have
-%52%25%34%23%54%-%100%-%-%46%68%29%30%

abc

This is a ‘nice to have’
, but I can live without

-9472740*--*-23157162it being offered
-%12%39%24%36%46%-%-%100%-%47%30%30%30%

bddbd

This is a 'great to
have' - makes a
difference and can sway

423313735----2**160162my decision
100%31%26%32%32%-%-%-%-%100%7%3%30%30%

460617661*-*-227316327NET Important
100%83%50%66%56%54%-%100%-%100%53%70%60%60%

abcc
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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%
84547848523322307470133123233563Unweighted total
54167347320314329257138125223546Weighted total

*3*55-1--3*36This is a negative to me
9%1%1%1%2%-%*%-%-%2%*%1%1%

a

This is not important to
me - don't mind if not

-34133927223-17162852offered
-%8%18%8%13%14%7%-%2%5%13%12%9%

aacdcd

This is mandatory to me
213027138591105*28482761164- a must have

41%31%36%29%29%7%32%14%48%35%22%28%30%

abb

This is a ‘nice to have’
, but I can live without

-12321141524106214443963162it being offered
-%29%29%30%26%26%32%82%25%32%31%28%30%

This is a 'great to
have' - makes a
difference and can sway

31271215061894*14364369162my decision
50%31%16%32%30%53%28%4%25%26%35%31%30%

b

5257392881209198*428470130327NET Important
91%62%53%61%59%60%60%18%73%61%56%58%60%

ab
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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%
-7637918011644731199164563Unweighted total
-6332615510843811028260546Weighted total

-232*5-1-16This is a negative to me
-%3%1%1%*%1%-%1%-%1%1%

This is not important to
me - don't mind if not

-121121537-1010652offered
-%2%6%8%14%8%-%10%12%10%9%

This is mandatory to me
-1710149331311342718164- a must have
-%27%31%32%31%30%55%33%33%29%30%

This is a ‘nice to have’
, but I can live without

-21974934129-363019162it being offered
-%33%30%31%31%29%-%35%37%32%30%

This is a 'great to
have' - makes a
difference and can sway

-2210443261361211517162my decision
-%35%32%28%24%31%45%21%18%27%30%

-3920592592681554234327NET Important
-%62%63%60%55%61%100%54%51%57%60%
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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%
11286362516367401-121402367-75333167563Unweighted total

8239337493323353-117383351-60287153546Weighted total

-13633-*33-*326This 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

-1525412824-52931-2231552offered
-%6%8%8%9%7%-%4%7%9%-%4%8%10%9%

This is mandatory to me
575106149106109-43116104-209747164- a must have

69%31%31%30%33%31%-%37%30%29%-%33%34%31%30%

This is a ‘nice to have’
, but I can live without

*6610214990111-34114110-137150162it being offered
3%27%30%30%28%31%-%29%30%31%-%22%25%33%30%

This is a 'great to
have' - makes a
difference and can sway

28210114996106-34121104-259238162my decision
29%34%30%30%30%30%-%29%32%30%-%41%32%25%30%

a

8157206298202215-78237208-4518986327NET Important
97%66%61%60%62%61%-%67%62%59%-%74%66%56%60%

aa
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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%
91411132843646676311249372563Unweighted total

10198132393335677297213355546Weighted total

-*--33--5336This is a negative to me
-%3%-%-%1%1%-%-%2%2%1%1%

This is not important to
me - don't mind if not

-42-15214528152352offered
-%21%21%-%6%6%7%6%9%7%6%9%

This is mandatory to me
511456910615349469111164- a must have

43%61%52%36%29%32%26%44%32%32%31%30%

ae

This is a ‘nice to have’
, but I can live without

212468942020916197162it being offered
22%7%25%33%28%28%37%25%31%29%27%30%

This is a 'great to
have' - makes a
difference and can sway

42*48410817197865121162my decision
35%9%1%31%35%33%30%25%26%30%34%30%

c

813581532143153173134232327NET Important
78%69%53%67%64%64%56%69%58%63%65%60%
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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%
432108184601180530363556521545506542563Unweighted total
40011920439*161510352535495525476521546Weighted total

6--3-*65636566This 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

3611234-84835504648424852offered
9%9%10%8%-%5%9%10%9%9%9%9%9%9%

c

This is mandatory to me
1094815132*58157111164151160148160164- a must have

27%40%76%30%100%36%31%32%31%30%30%31%31%30%

b

This is a ‘nice to have’
, but I can live without

122352140-45155107160152158139156162it being offered
30%30%11%32%-%28%30%31%30%31%30%29%30%30%

This is a 'great to
have' - makes a
difference and can sway

12825*130-5014693155142154141152162my decision
32%21%2%30%-%31%29%26%29%29%29%30%29%30%

a

2377316262*107302205319293314289312327NET Important
59%62%78%60%100%67%59%58%60%59%60%61%60%60%

a
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
232331402401158739082141338147563Unweighted total
249297388361188037982134294145546Weighted total

335-1*331--16This is a negative to me
1%1%1%-%*%*%1%3%*%-%-%*%1%

This is not important to
me - don't mind if not

232937-157414154*1552offered
9%10%10%-%12%8%11%5%11%14%3%11%9%

bb

This is mandatory to me
669810416422611424418143164- a must have
27%33%27%46%35%32%30%29%30%27%23%30%30%

c

This is a ‘nice to have’
, but I can live without

738911993431100314311247162it being offered
29%30%31%26%29%38%26%38%32%39%63%32%30%

bb

This is a 'great to
have' - makes a
difference and can sway

847812310271712019346*39162my decision
34%26%32%28%23%21%32%24%26%21%10%27%30%

c

151176227276943235437514182327NET Important
60%59%59%74%58%53%62%53%56%48%34%57%60%
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*fedcbaSignificance Level: 95%
514952434449293561494853563Unweighted total
575637504827294546615139546Weighted total

-2--2*---1--6This is a negative to me
-%4%-%-%5%*%-%-%-%2%-%-%1%

This is not important to
me - don't mind if not

263133242842252offered
4%11%7%26%6%8%15%4%17%7%4%6%9%

abceghjlbl

This is mandatory to me
1912111715711148132214164- a must have
33%22%30%34%31%25%39%32%17%22%43%37%30%

cdkd

This is a ‘nice to have’
, but I can live without

20171412888151521139162it being offered
36%31%38%24%18%30%29%34%33%34%26%24%30%

h

This is a 'great to
have' - makes a
difference and can sway

151898201051415211413162my decision
27%32%25%16%41%37%17%30%33%35%27%33%30%

iii

343020253517162823353627327NET Important
60%54%55%50%72%62%57%62%51%57%70%70%60%

didd
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it is to you in choosing a postal provider or service: )
Base: All using 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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
152136125150563Unweighted total
150126119151546Weighted total

22-16This is a negative to me
1%2%-%1%1%

This is not important to
me - don't mind if not

111814952offered
8%14%11%6%9%

a

This is mandatory to me
42393350164- a must have
28%31%28%33%30%

This is a ‘nice to have’
, but I can live without

52293943162it being offered
35%23%32%29%30%

c

This is a 'great to
have' - makes a
difference and can sway

42383448162my decision
28%30%28%32%30%

85776798327NET Important
56%61%56%65%60%
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
5332371061432033149123360563Unweighted total
202329132203274616519546Weighted total

----9*--*99This is a negative to me
-%-%-%-%4%*%-%-%1%2%2%

b

This is not important to
me - don't mind if not

***10151**12930offered
1%2%1%8%7%4%4%5%3%6%6%

This is mandatory to me
101923738214238287301- a must have
48%81%80%55%40%51%56%53%49%55%55%

abeabea

This is a ‘nice to have’
, but I can live without

74424286*238490it being offered
34%16%14%18%14%21%10%31%19%16%16%

abcad

This is a 'great to
have' - makes a
difference and can sway

4*225707114110116my decision
18%2%6%19%34%24%30%12%28%21%21%

ddbcdecc

13192597151204412397417NET Important
66%83%85%74%74%75%86%65%77%76%76%

ec
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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
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
726858365364444693010622248563Unweighted total
25282347139515594405803769546Weighted total

---922*-2---29This is a negative to me
-%-%-%2%6%4%*%-%5%-%-%-%3%2%

fmm

This is not important to
me - don't mind if not

12225*-22-2541030offered
6%8%7%5%*%-%3%3%-%35%7%10%14%6%

efhij

This is mandatory to me
1014826917283553261542133301- a must have
39%51%35%57%44%56%64%56%66%12%67%56%48%55%

kmkkmkmkmaikm

This is a ‘nice to have’
, but I can live without

7567215781142921390it being offered
29%17%26%15%39%14%15%12%9%45%12%5%18%16%

cefjacefghjl

This is a 'great to
have' - makes a
difference and can sway

6779641310278*111111116my decision
26%24%33%20%11%25%18%29%20%8%14%28%16%21%

cijci

16211536521414580341653144417NET Important
66%75%67%77%55%82%82%85%86%20%82%85%64%76%

iaimiiaikmaimaim
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
694941554081963117172399918563Unweighted total
54492118428186409196356713546Weighted total

-9-94--4-*--9This is a negative to me
-%2%-%2%2%-%-%2%-%2%-%-%2%

This is not important to
me - don't mind if not

-30822144-35-6-30offered
-%6%7%5%7%9%-%2%13%-%8%-%6%

beeee

This is mandatory to me
362645524599223115153412301- a must have
67%54%47%57%53%56%32%59%43%50%58%65%55%

ab

This is a ‘nice to have’
, but I can live without

88221682381328215190it being offered
14%17%18%16%12%19%7%16%24%40%21%35%16%

This is a 'great to
have' - makes a
difference and can sway

1010733834665427*10-116my decision
18%22%28%19%25%16%62%21%20%8%13%-%21%

ab

4637189328145288157223512417NET Important
86%75%75%77%78%71%93%80%63%59%71%65%76%

dd
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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
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
2029826016547563Unweighted total
2009924620526546Weighted total

2-7-99This is a negative to me
1%-%3%-%2%2%

This is not important to
me - don't mind if not

6915-3030offered
3%9%6%-%6%6%

c

This is mandatory to me
1275711613288301- a must have

63%58%47%62%55%55%

a

This is a ‘nice to have’
, but I can live without

28154778390it being offered
14%15%19%35%16%16%

This is a 'great to
have' - makes a
difference and can sway

3718611116116my decision
19%18%25%3%22%21%

1647517713404417NET Important
82%76%72%65%77%76%

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

Produced by OLR
Issue date: 12/07/19



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%
17730779530533--12225147386563Unweighted total
132314100318528--*2115114414546Weighted total

224--9------279This is a negative to me
2%1%4%-%-%2%-%-%-%-%-%-%2%2%2%

b

This is not important to
me - don't mind if not

71013-130-----172330offered
5%3%13%-%3%6%-%-%-%-%-%4%6%6%6%

bc

This is mandatory to me
7919230214286--*2-1265222301- a must have
60%61%30%80%78%54%-%-%100%100%-%78%57%54%55%

aaabi

This is a ‘nice to have’
, but I can live without

2149201387----12196890it being offered
16%16%20%20%14%16%-%-%-%-%100%13%16%17%16%

This is a 'great to
have' - makes a
difference and can sway

236034-1116-----12294116my decision
17%19%34%-%4%22%-%-%-%-%-%5%19%23%21%

bcjjj

10225263215402--*2-1387315417NET Important
77%80%63%80%82%76%-%-%100%100%-%83%76%76%76%

aa
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c
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Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-53101144389451211563462373407563Unweighted total
-625430374417177546422324358546Weighted total

------55295559This is a negative to me
-%-%-%-%-%-%1%1%1%2%1%1%1%2%

This is not important to
me - don't mind if not

-1-2-*2324133025212330offered
-%9%-%34%-%1%6%6%7%6%6%6%7%6%

This is mandatory to me
-3*311921123393301238187198301- a must have
-%57%9%61%27%62%56%56%53%55%56%58%55%55%

This is a ‘nice to have’
, but I can live without

--2-*66270329071506090it being offered
-%-%91%-%2%20%17%17%18%16%17%15%17%16%

This is a 'great to
have' - makes a
difference and can sway

-2-*35738537116836271116my decision
-%35%-%5%71%18%19%20%21%21%20%19%20%21%

-6*4424284319131417321249270417NET Important
-%91%9%66%98%79%76%76%74%76%76%77%75%76%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 80  (continuation)                                                                                                                                                   Page 1399

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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3120130118912-111711542563Unweighted total
472121115109*-**2410530546Weighted total

-*4---------99This is a negative to me
-%*%4%-%-%-%-%-%-%-%-%-%2%2%

bd

This is not important to
me - don't mind if not

-38212-----*-3030offered
-%5%6%2%11%-%-%-%-%-%2%-%6%6%

b

This is mandatory to me
-49667449*-**-47290301- a must have
-%68%54%64%45%100%-%100%100%-%91%71%55%55%

aca

This is a ‘nice to have’
, but I can live without

-10271717-----*38790it being offered
-%14%22%14%16%-%-%-%-%-%4%26%16%16%

This is a 'great to
have' - makes a
difference and can sway

49172231----2**114116my decision
100%13%14%19%28%-%-%-%-%100%3%3%22%21%

cd

458829680*-**247404417NET Important
100%81%68%84%73%100%-%100%100%100%93%74%76%76%

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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
84547848523322307470133123233563Unweighted total
54167347320314329257138125223546Weighted total

-5-95-4--4-59This is a negative to me
-%1%-%2%2%-%1%-%-%3%-%2%2%

b

This is not important to
me - don't mind if not

-25*3016-14-1831930offered
-%6%*%6%8%-%4%-%2%6%2%8%6%

bb

This is mandatory to me
22354725411081832368175106301- a must have

48%57%64%54%54%53%56%96%63%59%60%48%55%

aaa

This is a ‘nice to have’
, but I can live without

368157533353*1316194190it being offered
50%16%20%16%16%22%16%4%23%12%15%18%16%

c

This is a 'great to
have' - makes a
difference and can sway

*831110539474-7282852116my decision
3%20%15%22%19%25%22%-%13%20%23%23%21%

33185835914911257243109104159417NET Important
50%76%80%76%73%78%78%96%76%79%83%71%76%

a

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 80  (continuation)                                                                                                                                                   Page 1401

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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-7637918011644731199164563Unweighted total
-6332615510843811028260546Weighted total

-454-9----9This is a negative to me
-%7%1%3%-%2%-%-%-%-%2%

b

This is not important to
me - don't mind if not

-2231328-53330offered
-%4%7%*%3%6%-%5%3%5%6%

aa

This is mandatory to me
-32174100652361625534301- a must have
-%50%53%64%60%54%55%61%68%57%55%

bc

This is a ‘nice to have’
, but I can live without

-1056221772-1681190it being offered
-%16%17%14%16%17%-%16%9%18%16%

This is a 'great to
have' - makes a
difference and can sway

-15692823941181612116my decision
-%23%21%18%21%21%45%18%20%20%21%

-46243128883291817147417NET Important
-%73%74%83%81%75%100%79%87%77%76%

b
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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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
11286362516367401-121402367-75333167563Unweighted total

8239337493323353-117383351-60287153546Weighted total

-25955-274-2549This is a negative to me
-%1%1%2%1%1%-%2%2%1%-%4%2%3%2%

This is not important to
me - don't mind if not

-1519302123-52612-321230offered
-%6%6%6%6%7%-%5%7%3%-%5%7%1%6%

aa

This is mandatory to me
4129190269187196-72190212-3116097301- a must have

47%54%57%55%58%56%-%62%50%60%-%52%56%63%55%

bb

This is a ‘nice to have’
, but I can live without

24056795058-156950-7471790it being offered
27%17%16%16%15%16%-%13%18%14%-%12%17%11%16%

This is a 'great to
have' - makes a
difference and can sway

252681066271-229273-175532116my decision
26%22%20%21%19%20%-%19%24%21%-%28%19%21%21%

6181258375248268-94281285-48214129417NET Important
73%76%77%76%77%76%-%80%73%81%-%80%75%85%76%

bb
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
91411132843646676311249372563Unweighted total

10198132393335677297213355546Weighted total

----55227479This is a negative to me
-%-%-%-%2%1%4%3%2%2%2%2%

This is not important to
me - don't mind if not

---21523528102130offered
-%-%-%14%6%7%9%3%3%5%6%6%

cc

This is mandatory to me
615871261782549176107175301- a must have

58%79%98%54%53%54%45%64%59%50%49%55%

abeabe

This is a ‘nice to have’
, but I can live without

14-*3957111244437090it being offered
7%21%-%1%17%17%19%15%15%20%20%16%

This is a 'great to
have' - makes a
difference and can sway

4-*454701312624884116my decision
35%-%2%32%23%21%23%16%21%23%23%21%

10158111802483861239155258417NET Important
93%79%100%86%75%75%68%80%80%73%73%76%

abe
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
432108184601180530363556521545506542563Unweighted total
40011920439*161510352535495525476521546Weighted total

72-7-297979999This is a negative to me
2%2%-%2%-%1%2%2%2%1%2%2%2%2%

This is not important to
me - don't mind if not

219227-102718302626232630offered
5%8%9%6%-%6%5%5%6%5%5%5%5%6%

This is mandatory to me
2097513238*80283212293268291261287301- a must have

52%63%64%54%100%50%55%60%55%54%55%55%55%55%

bc

This is a ‘nice to have’
, but I can live without

6717369-328458888788838890it being offered
17%14%13%16%-%20%17%16%16%18%17%18%17%16%

This is a 'great to
have' - makes a
difference and can sway

9616398-361085811410611299112116my decision
24%13%14%22%-%23%21%16%21%21%21%21%22%21%

a

3059116336*116390270408374403360399417NET Important
76%76%78%76%100%73%76%77%76%76%77%76%77%76%
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
232331402401158739082141338147563Unweighted total
249297388361188037982134294145546Weighted total

549---54----9This is a negative to me
2%1%2%-%-%-%1%5%-%-%-%-%2%

bc

This is not important to
me - don't mind if not

151523356214511330offered
6%5%6%8%4%7%6%4%4%2%14%2%6%

This is mandatory to me
130171207207153191538021191301- a must have

52%58%53%55%60%66%50%65%59%72%23%63%55%

bb

This is a ‘nice to have’
, but I can live without

3654668161170819522190it being offered
14%18%17%22%14%14%19%10%14%17%56%14%16%

This is a 'great to
have' - makes a
difference and can sway

645284627119212303*30116my decision
26%18%22%15%23%14%24%15%22%10%7%21%21%

ac

19422429125976328366110241121417NET Important
78%75%75%70%82%79%75%80%82%81%29%84%76%
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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
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*fedcbaSignificance Level: 95%
514952434449293561494853563Unweighted total
575637504827294546615139546Weighted total

-4-22-------9This is a negative to me
-%8%-%4%5%-%-%-%-%-%-%-%2%

acdgjl

This is not important to
me - don't mind if not

1*2711*3226530offered
1%1%7%14%2%2%*%7%4%4%11%13%6%

gklklgkl

This is mandatory to me
363322252513221926332423301- a must have
63%59%59%51%51%46%77%41%57%55%48%59%55%

This is a ‘nice to have’
, but I can live without

10589742710119690it being offered
17%10%23%18%15%16%7%15%22%19%18%16%16%

This is a 'great to
have' - makes a
difference and can sway

1113471310517814125116my decision
19%23%12%14%27%35%16%37%17%22%23%12%21%

adijadij

464626323722263534473628417NET Important
82%82%71%64%78%82%93%78%74%77%71%71%76%
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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
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
152136125150563Unweighted total
150126119151546Weighted total

45--9This is a negative to me
3%4%-%-%2%

aab

This is not important to
me - don't mind if not

4951330offered
2%7%4%9%6%

d

This is mandatory to me
91636781301- a must have
60%50%56%54%55%

This is a ‘nice to have’
, but I can live without

2321192790it being offered
16%16%16%18%16%

This is a 'great to
have' - makes a
difference and can sway

28292930116my decision
19%23%24%20%21%

1199295111417NET Important
79%73%80%74%76%
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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
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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%
5332371061432033149123360563Unweighted total
202329132203274616519546Weighted total

----4*--*45This is a negative to me
-%-%-%-%2%*%-%-%1%1%1%

This is not important to
me - don't mind if not

21*13101**13335offered
11%2%1%10%5%4%2%5%4%6%6%

This is mandatory to me
72016589514238260274- a must have

37%84%54%44%47%51%54%46%52%50%50%

abce

This is a ‘nice to have’
, but I can live without

62528335123100106it being offered
28%10%18%22%16%20%16%33%16%19%19%

ab

This is a 'great to
have' - makes a
difference and can sway

51832617115120127my decision
24%3%26%24%30%25%28%16%28%23%23%

dddd

12212390156214413381401NET Important
60%87%81%68%77%76%82%62%79%73%73%

beeec
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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)
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
726858365364444693010622248563Unweighted total
25282347139515594405803769546Weighted total

--*42-------25This is a negative to me
-%-%*%1%6%-%-%-%-%-%-%-%3%1%

fjm

This is not important to
me - don't mind if not

2123024*4-2441035offered
10%2%7%6%6%8%*%4%-%39%5%11%15%6%

gefgjl

This is mandatory to me
1114924015254146261421825274- a must have
45%50%41%51%37%49%75%49%65%12%53%50%36%50%

acfhijklmaik

This is a ‘nice to have’
, but I can live without

455931886174220811106it being offered
15%17%21%20%45%15%10%18%9%41%25%22%16%19%

aefghjklm

This is a 'great to
have' - makes a
difference and can sway

79710431482710*14621127my decision
30%31%31%22%7%28%15%29%25%8%17%17%30%23%

iiiiiiii

19231634417395073371562546401NET Important
75%81%72%73%44%77%90%78%91%20%70%67%66%73%

iiiiiacijkiacijkii
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
694941554081963117172399918563Unweighted total
54492118428186409196356713546Weighted total

-5*42--2----5This is a negative to me
-%1%*%1%1%-%-%1%-%-%-%-%1%

This is not important to
me - don't mind if not

53092684*108*4*35offered
9%6%8%6%4%9%2%5%23%2%5%14%6%

beh

This is mandatory to me
242506221294203101161382274- a must have
45%51%53%49%51%50%29%52%44%21%53%50%50%

This is a ‘nice to have’
, but I can live without

8982185368*3064201106it being offered
15%20%18%20%19%19%4%15%18%69%29%36%19%

e

This is a 'great to
have' - makes a
difference and can sway

17111261024696525*9-127my decision
31%22%22%24%25%22%65%26%14%8%13%-%23%

bb

4136088313140288153202472401NET Important
75%73%74%73%76%72%93%78%58%29%66%50%73%

dbd
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
2029826016547563Unweighted total
2009924620526546Weighted total

--5-55This is a negative to me
-%-%2%-%1%1%

This is not important to
me - don't mind if not

6920-3535offered
3%9%8%-%7%6%

cc

This is mandatory to me
116471099265274- a must have

58%48%44%46%50%50%

a

This is a ‘nice to have’
, but I can live without

361951898106it being offered
18%19%21%39%19%19%

This is a 'great to
have' - makes a
difference and can sway

4323613124127my decision
21%24%25%15%24%23%

1587117012389401NET Important
79%72%69%61%74%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
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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%
17730779530533--12225147386563Unweighted total
132314100318528--*2115114414546Weighted total

-22--5-------55This is a negative to me
-%1%2%-%-%1%-%-%-%-%-%-%-%1%1%

c

This is not important to
me - don't mind if not

61415-134-----152935offered
4%4%15%-%3%6%-%-%-%-%-%3%5%7%6%

bc

This is mandatory to me
7216636211263---2-960202274- a must have
54%53%36%72%62%50%-%-%-%100%-%60%53%49%50%

aa

This is a ‘nice to have’
, but I can live without

285820*5101--*-*52378106it being offered
21%19%20%11%27%19%-%-%100%-%16%31%20%19%19%

This is a 'great to
have' - makes a
difference and can sway

277327*1126----*125100127my decision
20%23%27%17%8%24%-%-%-%-%84%6%22%24%23%

jj

9924063313389---2*1086303401NET Important
74%76%63%89%70%74%-%-%-%100%84%66%75%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,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-53101144389451211563462373407563Unweighted total
-625430374417177546422324358546Weighted total

------2*252225This is a negative to me
-%-%-%-%-%-%1%*%1%1%1%1%1%1%

f

This is not important to
me - don't mind if not

-1---2222783525222135offered
-%9%-%-%-%7%6%7%5%6%6%7%6%6%

This is mandatory to me
-2*111920221696274224175186274- a must have
-%27%9%15%29%63%54%52%54%50%53%54%52%50%

This is a ‘nice to have’
, but I can live without

--*4*5778132106886174106it being offered
-%-%8%82%6%17%21%19%18%19%21%19%21%19%

This is a 'great to
have' - makes a
difference and can sway

-42*24709339127836374127my decision
-%65%84%3%65%14%19%22%22%23%20%20%21%23%

-621423272309135401307238260401NET Important
-%91%92%18%94%76%73%74%76%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,f - a,b,c,d,e,f,g
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Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3120130118912-111711542563Unweighted total
472121115109*-**2410530546Weighted total

-*2---------55This is a negative to me
-%*%2%-%-%-%-%-%-%-%-%-%1%1%

This is not important to
me - don't mind if not

254310-----*-3435offered
43%7%3%3%9%-%-%-%-%-%2%-%6%6%

b

This is mandatory to me
-40696748*--*-45265274- a must have
-%56%57%59%44%46%-%-%100%-%91%51%50%50%

a

This is a ‘nice to have’
, but I can live without

-14262324*-*--*4101106it being offered
-%20%22%20%22%54%-%100%-%-%2%43%19%19%

This is a 'great to
have' - makes a
difference and can sway

212202127----2*1125127my decision
57%17%17%18%25%-%-%-%-%100%5%7%23%23%

252898875*--*246390401NET Important
57%73%73%77%69%46%-%-%100%100%95%57%74%73%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 81  (continuation)                                                                                                                                                   Page 1415

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
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Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
84547848523322307470133123233563Unweighted total
54167347320314329257138125223546Weighted total

-2-55----2-25This is a negative to me
-%1%-%1%2%-%-%-%-%2%-%1%1%

a

This is not important to
me - don't mind if not

-25*3421-14-1652235offered
-%6%*%7%10%-%4%-%2%4%4%10%6%

bad

This is mandatory to me
422139235998166*347367100274- a must have

74%53%54%50%49%57%51%4%60%53%53%45%50%

a

This is a ‘nice to have’
, but I can live without

*87149242362210272146106it being offered
9%21%19%20%21%18%19%96%17%19%17%21%19%

This is a 'great to
have' - makes a
difference and can sway

1822010737487-12303352127my decision
16%20%28%23%18%25%26%-%22%22%26%23%23%

c

53026034213612253*4710399152401NET Important
91%73%81%72%67%82%77%4%81%75%79%68%73%

caa
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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
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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%
-7637918011644731199164563Unweighted total
-6332615510843811028260546Weighted total

-222-5----5This is a negative to me
-%3%1%1%-%1%-%-%-%-%1%

b

This is not important to
me - don't mind if not

-*211*34-1*135offered
-%1%7%*%*%8%-%1%*%1%6%

acb

This is mandatory to me
-2615898532221534036274- a must have
-%40%48%63%49%51%55%52%49%60%50%

bc

This is a ‘nice to have’
, but I can live without

-1672222581-281813106it being offered
-%26%22%14%24%18%-%27%22%21%19%

aa

This is a 'great to
have' - makes a
difference and can sway

-19733230971202411127my decision
-%30%22%21%28%22%45%20%29%18%23%

-44231130823191736447401NET Important
-%70%71%84%76%73%100%72%78%78%73%

bc
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - 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%
11286362516367401-121402367-75333167563Unweighted total

8239337493323353-117383351-60287153546Weighted total

-*2522--22--225This 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

-1321352221-5351-222435offered
-%5%6%7%7%6%-%4%9%*%-%4%8%2%6%

aaa

This is mandatory to me
3120181247175182-54155200-2614299274- a must have

43%50%54%50%54%51%-%47%40%57%-%43%49%64%50%

bbc

This is a ‘nice to have’
, but I can live without

24869946174-258563-145924106it being offered
28%20%20%19%19%21%-%22%22%18%-%23%21%16%19%

This is a 'great to
have' - makes a
difference and can sway

259641146373-3210685-186225127my decision
29%25%19%23%19%21%-%27%28%24%-%30%21%16%23%

a

6178245361238255-86261285-44204123401NET Important
72%74%73%73%74%72%-%74%68%81%-%73%71%81%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
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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%
91411132843646676311249372563Unweighted total

10198132393335677297213355546Weighted total

----22--4225This is a negative to me
-%-%-%-%1%1%-%-%1%1%1%1%

This is not important to
me - don't mind if not

2--*17212-3142635offered
18%-%-%1%7%6%4%-%1%6%7%6%

ccdcd

This is mandatory to me
4839110165214217891165274- a must have

37%42%31%68%46%50%37%54%60%43%46%50%

abe

This is a ‘nice to have’
, but I can live without

382*52711516465373106it being offered
28%44%24%1%22%21%27%21%16%25%20%19%

cc

This is a 'great to
have' - makes a
difference and can sway

234458731819655389127my decision
17%14%45%30%24%22%32%25%22%25%25%23%

6116121682383961243144254401NET Important
54%56%76%98%71%71%69%79%82%68%71%73%

abe
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
432108184601180530363556521545506542563Unweighted total
40011920439*161510352535495525476521546Weighted total

5--2--54525555This 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

295130-33313352830263035offered
7%5%3%7%-%2%6%4%6%6%6%5%6%6%

c

This is mandatory to me
1976411216*74261193270247265237265274- a must have

49%53%57%49%100%46%51%55%51%50%51%50%51%50%

This is a ‘nice to have’
, but I can live without

8320391-341016610210010697106106it being offered
21%17%12%21%-%21%20%19%19%20%20%20%20%19%

This is a 'great to
have' - makes a
difference and can sway

8730699-5011175124117120112116127my decision
22%25%28%23%-%31%22%21%23%24%23%24%22%23%

ab

2849417316*124372269394364385348381401NET Important
71%79%85%72%100%77%73%76%74%74%73%73%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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
232331402401158739082141338147563Unweighted total
249297388361188037982134294145546Weighted total

225---22----5This is a negative to me
1%1%1%-%-%-%1%3%-%-%-%-%1%

This is not important to
me - don't mind if not

161929324265*11*35offered
6%6%7%9%2%5%7%6%*%2%14%*%6%

aa

This is mandatory to me
125149192156544179486717374274- a must have

50%50%49%42%55%55%47%58%50%59%73%51%50%

This is a ‘nice to have’
, but I can live without

545279421237012295*33106it being offered
22%18%20%12%18%29%19%15%22%17%6%23%19%

ab

This is a 'great to
have' - makes a
difference and can sway

5375851329910215387*38127my decision
21%25%22%37%25%11%27%18%28%22%7%26%23%

cc

17822427629945328063105243112401NET Important
71%75%71%79%80%66%74%77%78%81%80%77%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 - a,b - a,b,c - a,b,c - a,b
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*fedcbaSignificance Level: 95%
514952434449293561494853563Unweighted total
575637504827294546615139546Weighted total

-2--2*------5This is a negative to me
-%4%-%-%5%*%-%-%-%-%-%-%1%

This is not important to
me - don't mind if not

132532-2442535offered
2%6%6%10%7%8%-%5%8%6%4%14%6%

l

This is mandatory to me
342522282310241519332220274- a must have
60%45%61%56%48%35%84%33%41%54%43%50%50%

egdegeg

This is a ‘nice to have’
, but I can live without

1398104627913159106it being offered
24%17%21%19%8%20%7%16%19%22%30%24%19%

hhh

This is a 'great to
have' - makes a
difference and can sway

9164815103201411125127my decision
15%29%12%15%32%37%10%45%32%18%23%12%23%

ajajacijlabcijlajl

424227363820273533433424401NET Important
74%74%73%71%80%72%93%78%72%72%66%62%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,i,j,k,l

Produced by OLR
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
152136125150563Unweighted total
150126119151546Weighted total

22--5This is a negative to me
1%2%-%-%1%

This is not important to
me - don't mind if not

61061135offered
4%8%5%8%6%

This is mandatory to me
81615874274- a must have
54%49%48%49%50%

This is a ‘nice to have’
, but I can live without

31191838106it being offered
20%15%15%25%19%

bc

This is a 'great to
have' - makes a
difference and can sway

29333828127my decision
19%26%31%18%23%

ad

1119495102401NET Important
74%75%80%67%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
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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%
5332371061432033149123360563Unweighted total
202329132203274616519546Weighted total

----2----44This is a negative to me
-%-%-%-%1%-%-%-%-%1%1%

This is not important to
me - don't mind if not

2*-2111**11920offered
11%*%-%1%5%3%4%1%4%4%4%

bc

This is mandatory to me
91923719014238283297- a must have

42%80%80%54%44%50%54%53%48%55%54%

abeabe

This is a ‘nice to have’
, but I can live without

534173351137277it being offered
26%14%15%13%16%18%13%14%21%14%14%

This is a 'great to
have' - makes a
difference and can sway

41241688124140148my decision
21%5%5%31%33%29%30%31%27%27%27%

ccdcd

132024112158214512424445NET Important
63%86%85%85%77%79%83%84%75%82%81%

eeee
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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
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
726858365364444693010622248563Unweighted total
25282347139515594405803769546Weighted total

---42-2------4This is a negative to me
-%-%-%1%6%-%3%-%-%-%-%-%-%1%

fjm

This is not important to
me - don't mind if not

*1-1862*4--2-420offered
1%4%-%4%16%4%*%4%-%-%2%-%6%4%

cefgjklm

This is mandatory to me
11151026118273855261461633297- a must have
44%52%46%55%46%53%68%59%65%14%58%44%48%54%

kmm

This is a ‘nice to have’
, but I can live without

4346667410649101077it being offered
17%10%19%14%15%14%7%10%15%82%12%27%15%14%

This is a 'great to
have' - makes a
difference and can sway

109812171512258*231021148my decision
39%34%35%26%17%29%21%27%20%4%28%28%31%27%

ij

20241838225425081341692755445NET Important
82%85%81%81%63%82%90%86%85%18%86%73%79%81%

iiiiii
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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
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
694941554081963117172399918563Unweighted total
54492118428186409196356713546Weighted total

-4-44-------4This is a negative to me
-%1%-%1%2%-%-%-%-%-%-%-%1%

This is not important to
me - don't mind if not

4161185*-84*2-20offered
8%3%1%4%3%*%-%4%11%3%3%-%4%

h

This is mandatory to me
3026768229102223104165451297- a must have
56%54%57%54%55%56%30%53%45%79%62%36%54%

This is a ‘nice to have’
, but I can live without

3741760229127918177it being offered
6%15%15%14%12%23%7%14%25%9%11%21%14%

bh

This is a 'great to
have' - makes a
difference and can sway

16132321165386577*161148my decision
30%27%27%27%28%21%63%29%19%8%23%43%27%

4739899346155308161225613445NET Important
87%81%84%81%83%77%93%82%64%88%85%79%81%

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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
2029826016547563Unweighted total
2009924620526546Weighted total

2-2-44This is a negative to me
1%-%1%-%1%1%

This is not important to
me - don't mind if not

5411*2020offered
2%4%5%*%4%4%

This is mandatory to me
1185911813284297- a must have

59%60%48%65%54%54%

aa

This is a ‘nice to have’
, but I can live without

20144427577it being offered
10%14%18%11%14%14%

c

This is a 'great to
have' - makes a
difference and can sway

5422715143148my decision
27%23%29%24%27%27%

1738118918427445NET Important
86%82%77%89%81%81%

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,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%
17730779530533--12225147386563Unweighted total
132314100318528--*2115114414546Weighted total

-22--4-------44This is a negative to me
-%1%2%-%-%1%-%-%-%-%-%-%-%1%1%

c

This is not important to
me - don't mind if not

289--20------21720offered
2%3%9%-%-%4%-%-%-%-%-%-%2%4%4%

bc

This is mandatory to me
7218738214283--*2-1258225297- a must have
55%60%38%80%78%54%-%-%100%100%-%78%51%54%54%

aaabi

This is a ‘nice to have’
, but I can live without

213719-275-----2195677it being offered
16%12%19%-%13%14%-%-%-%-%-%15%16%14%14%

This is a 'great to
have' - makes a
difference and can sway

37793212146----1135111148my decision
28%25%32%20%9%28%-%-%-%-%100%7%31%27%27%

jjj

10926670316429--*211393336445NET Important
82%85%70%100%87%81%-%-%100%100%100%85%82%81%81%

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
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-53101144389451211563462373407563Unweighted total
-625430374417177546422324358546Weighted total

------4--44244This is a negative to me
-%-%-%-%-%-%1%-%-%1%1%1%1%1%

ff

This is not important to
me - don't mind if not

-----*91022099520offered
-%-%-%-%-%*%2%2%1%4%2%3%1%4%

a

This is mandatory to me
-3*211721323295297236184205297- a must have
-%57%9%28%29%56%57%56%53%54%56%57%57%54%

This is a ‘nice to have’
, but I can live without

--24*45263267762475177it being offered
-%-%91%69%3%13%14%15%15%14%15%14%14%14%

This is a 'great to
have' - makes a
difference and can sway

-3-*3995112551481108292148my decision
-%43%-%3%69%31%25%27%31%27%26%25%26%27%

-6*2426308344149445346266298445NET Important
-%100%9%31%97%87%82%83%84%81%82%82%83%81%
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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
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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%
3120130118912-111711542563Unweighted total
472121115109*-**2410530546Weighted total

--4---------44This is a negative to me
-%-%3%-%-%-%-%-%-%-%-%-%1%1%

bd

This is not important to
me - don't mind if not

2*124-------2020offered
43%1%1%2%4%-%-%-%-%-%-%-%4%4%

This is mandatory to me
-46667451*-**-47286297- a must have
-%64%54%64%46%100%-%100%100%-%91%68%54%54%

aa

This is a ‘nice to have’
, but I can live without

-6251121-----*27577it being offered
-%8%21%9%19%-%-%-%-%-%2%25%14%14%

bdbd

This is a 'great to
have' - makes a
difference and can sway

220252934----2*1145148my decision
57%27%21%25%31%-%-%-%-%100%7%7%27%27%

2669110284*-**247432445NET Important
57%91%75%89%77%100%-%100%100%100%98%75%81%81%

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
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Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
84547848523322307470133123233563Unweighted total
54167347320314329257138125223546Weighted total

-4-44----2-24This is a negative to me
-%1%-%1%2%-%-%-%-%1%-%1%1%

a

This is not important to
me - don't mind if not

*9*2091102144920offered
2%2%*%4%4%4%3%82%1%3%3%4%4%

This is mandatory to me
1235452521098179*318373110297- a must have

16%56%61%53%54%53%55%14%54%60%58%50%54%

This is a ‘nice to have’
, but I can live without

260116631343-911183977it being offered
36%14%15%14%15%19%13%-%15%8%14%18%14%

c

This is a 'great to
have' - makes a
difference and can sway

21081713149395*17393062148my decision
46%26%23%28%24%24%29%4%30%28%24%28%27%

33436238315911275*48122103172445NET Important
62%82%84%81%78%77%84%18%83%88%82%77%81%

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,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%
-7637918011644731199164563Unweighted total
-6332615510843811028260546Weighted total

-242-4----4This is a negative to me
-%3%1%1%-%1%-%-%-%-%1%

This is not important to
me - don't mind if not

-*51119-11*20offered
-%*%2%*%1%4%-%1%1%*%4%

This is mandatory to me
-29183101602371654739297- a must have
-%47%56%65%56%54%55%63%57%64%54%

bc

This is a ‘nice to have’
, but I can live without

-1144141661-1110377it being offered
-%18%14%9%15%14%-%10%12%5%14%

a

This is a 'great to
have' - makes a
difference and can sway

-209038311171272418148my decision
-%32%28%24%29%27%45%26%30%30%27%

-50273139913541917157445NET Important
-%79%84%89%85%81%100%89%87%94%81%

c
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
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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%
11286362516367401-121402367-75333167563Unweighted total

8239337493323353-117383351-60287153546Weighted total

-22424--4---224This is a negative to me
-%1%1%1%1%1%-%-%1%-%-%-%1%1%1%

a

This is not important to
me - don't mind if not

-692095-5175-39120offered
-%2%3%4%3%1%-%4%5%1%-%4%3%1%4%

aaa

This is mandatory to me
5131191268183205-58181213-2415297297- a must have

69%55%57%54%57%58%-%50%47%61%-%40%53%63%54%

bccbc

This is a ‘nice to have’
, but I can live without

*3353674749-186040-13451477it being offered
2%14%16%13%14%14%-%15%16%11%-%21%16%9%14%

aa

This is a 'great to
have' - makes a
difference and can sway

268821358290-3612092-207839148my decision
29%29%24%27%25%25%-%31%31%26%-%34%27%26%27%

8199273403265295-94301306-44231136445NET Important
98%83%81%82%82%83%-%81%79%87%-%74%80%89%81%

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
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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%
91411132843646676311249372563Unweighted total

10198132393335677297213355546Weighted total

----42--2244This is a negative to me
-%-%-%-%2%1%-%-%1%1%1%1%

This is not important to
me - don't mind if not

2---711426101120offered
18%-%-%-%3%3%8%2%2%4%3%4%

c

This is mandatory to me
616471201782743180106182297- a must have

58%88%52%53%50%53%48%55%60%49%51%54%

ab

This is a ‘nice to have’
, but I can live without

*22*3955121435365577it being offered
2%12%22%1%16%17%21%19%12%17%15%14%

c

This is a 'great to
have' - makes a
difference and can sway

2-26698713187561105148my decision
21%-%26%46%29%26%24%24%25%28%29%27%

8167131892644061255166286445NET Important
80%88%78%99%79%79%71%79%86%78%81%81%

be
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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
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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%
432108184601180530363556521545506542563Unweighted total
40011920439*161510352535495525476521546Weighted total

4--2--42424444This is a negative to me
1%-%-%*%-%-%1%1%1%*%1%1%1%1%

This is not important to
me - don't mind if not

155216-3185201416141620offered
4%4%9%4%-%2%4%2%4%3%3%3%3%4%

This is mandatory to me
2156814236*88284217293275291265289297- a must have

54%57%68%54%100%55%56%62%55%56%56%56%56%54%

This is a ‘nice to have’
, but I can live without

5616267-267451777775717577it being offered
14%13%10%15%-%16%14%14%14%16%14%15%14%14%

This is a 'great to
have' - makes a
difference and can sway

110312118-4313177141126139122137148my decision
28%26%12%27%-%27%26%22%26%26%26%26%26%27%

3269916355*132415294434402430387426445NET Important
81%83%81%81%100%82%81%83%81%81%82%81%82%81%
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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
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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%
232331402401158739082141338147563Unweighted total
249297388361188037982134294145546Weighted total

224--22-----4This is a negative to me
1%1%1%-%-%2%1%-%-%-%-%-%1%

This is not important to
me - don't mind if not

14515235961--120offered
6%2%4%5%3%6%2%7%1%-%-%1%4%

ab

This is mandatory to me
121176200197656189487420382297- a must have

48%59%52%53%64%70%50%58%55%67%73%56%54%

bcb

This is a ‘nice to have’
, but I can live without

3740596107635154*1877it being offered
15%14%15%17%9%9%17%7%11%14%6%12%14%

a

This is a 'great to
have' - makes a
difference and can sway

75731109291011523446145148my decision
30%25%28%25%24%13%30%28%33%19%21%31%27%

cc

196249310281056630470118253126445NET Important
79%84%80%77%88%83%80%86%88%86%94%87%81%

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
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*fedcbaSignificance Level: 95%
514952434449293561494853563Unweighted total
575637504827294546615139546Weighted total

---22-------4This is a negative to me
-%-%-%4%5%-%-%-%-%-%-%-%1%

This is not important to
me - don't mind if not

*3-7*1-24-4*20offered
*%5%-%14%*%2%-%4%8%-%7%1%4%

acghjlcjlj

This is mandatory to me
402924242413242023332616297- a must have
71%52%66%48%49%48%84%45%50%54%51%40%54%

abdeghia

This is a ‘nice to have’
, but I can live without

8486534731113577it being offered
13%8%22%12%11%11%13%16%6%18%25%13%14%

dkdk

This is a 'great to
have' - makes a
difference and can sway

92041217111161617818148my decision
15%35%12%23%35%38%3%34%36%28%16%46%27%

bjlbjlbjljlbjljbijl

494928364124253639503434445NET Important
87%88%78%71%84%87%87%80%85%82%67%86%81%

bbbbb
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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
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
152136125150563Unweighted total
150126119151546Weighted total

-4--4This is a negative to me
-%3%-%-%1%

abd

This is not important to
me - don't mind if not

376420offered
2%6%5%3%4%

This is mandatory to me
94616775297- a must have
63%48%56%50%54%

ac

This is a ‘nice to have’
, but I can live without

2014142977it being offered
13%11%12%19%14%

This is a 'great to
have' - makes a
difference and can sway

33393343148my decision
22%31%27%29%27%

127100100118445NET Important
85%80%83%78%81%
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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

edcbaedcbaSignificance Level: 95%
5332371061432033149123360563Unweighted total
202329132203274616519546Weighted total

*--57*--*1616This is a negative to me
1%-%-%4%3%1%-%-%1%3%3%

This is not important to
me - don't mind if not

114719515114113118offered
55%17%23%14%25%18%14%10%22%22%22%

abcdb

This is mandatory to me
3124484710334156166- a must have

16%50%13%37%23%37%57%49%28%30%30%

aceaceabeab

This is a ‘nice to have’
, but I can live without

37521547*25114120it being offered
15%28%18%16%27%24%2%28%29%22%22%

bdddd

This is a 'great to
have' - makes a
difference and can sway

311338445113120125my decision
14%5%46%29%21%19%27%13%20%23%23%

adeded

61317869115448276292NET Important
30%55%58%66%45%57%84%61%47%53%53%

eeaeabce
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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)
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
726858365364444693010622248563Unweighted total
25282347139515594405803769546Weighted total

-1*1424----4-416This is a negative to me
-%4%2%3%6%9%-%-%-%-%5%-%6%3%

fmfgmm

This is not important to
me - don't mind if not

86210214982642131016118offered
30%22%11%22%36%17%14%27%10%49%16%27%23%22%

egkcegjkk

This is mandatory to me
496147119214116-30515166- a must have

16%34%26%31%27%19%37%43%39%-%37%13%22%30%

mmmahjkmmhm

This is a ‘nice to have’
, but I can live without

6571048131513102111220120it being offered
23%16%29%22%20%25%28%14%25%47%14%32%28%22%

cf

This is a 'great to
have' - makes a
difference and can sway

877104415121411*221015125my decision
31%24%32%22%10%30%21%15%26%4%28%28%21%23%

fifiii

1216132511525335526*521530292NET Important
47%57%58%53%38%49%59%59%65%4%65%41%43%53%

iiaim
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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
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
694941554081963117172399918563Unweighted total
54492118428186409196356713546Weighted total

115*16114*1--1-16This is a negative to me
2%3%*%4%6%9%1%*%-%-%1%-%3%

bbebe

This is not important to
me - don't mind if not

1310522963911136111191118offered
24%21%19%22%21%27%17%18%30%11%26%39%22%

This is mandatory to me
1814833133591125911*231166- a must have
34%30%28%31%32%29%23%30%32%2%32%18%30%

This is a ‘nice to have’
, but I can live without

111925963064554319*120it being offered
2%24%21%22%16%14%45%28%10%50%27%14%22%

bdhdh

This is a 'great to
have' - makes a
difference and can sway

201053887478146102101125my decision
38%21%32%20%25%21%15%23%27%38%14%29%23%

aab

3925371220106203105212332292NET Important
72%51%60%51%57%50%37%53%60%39%46%47%53%

a
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
2029826016547563Unweighted total
2009924620526546Weighted total

5-1121416This is a negative to me
2%-%5%10%3%3%

b

This is not important to
me - don't mind if not

4518543115118offered
23%18%22%17%22%22%

This is mandatory to me
7730598158166- a must have
38%31%24%41%30%30%

a

This is a ‘nice to have’
, but I can live without

3920614117120it being offered
20%20%25%18%22%22%

This is a 'great to
have' - makes a
difference and can sway

3431603123125my decision
17%31%24%13%23%23%

c

1116111911281292NET Important
55%62%48%54%53%53%

a
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)
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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%
17730779530533--12225147386563Unweighted total
132314100318528--*2115114414546Weighted total

746-313-----34916This is a negative to me
5%1%6%-%14%3%-%-%-%-%-%16%4%2%3%

bbabi

This is not important to
me - don't mind if not

17713022116---2--15101118offered
13%23%30%65%10%22%-%-%-%90%-%-%13%24%22%

ccbb

This is mandatory to me
469921*11155--**-1135120166- a must have
35%31%22%15%61%29%-%-%100%10%-%69%31%29%30%

aabi

This is a ‘nice to have’
, but I can live without

326622*2118----*23088120it being offered
24%21%22%17%13%22%-%-%-%-%84%12%26%21%22%

This is a 'great to
have' - makes a
difference and can sway

307421**125----**3095125my decision
23%24%21%3%3%24%-%-%-%-%16%2%26%23%23%

jjj

7717342112280--***1165215292NET Important
58%55%42%18%63%53%-%-%100%10%16%72%57%52%53%

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,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*cbafedcbaSignificance Level: 95%
-53101144389451211563462373407563Unweighted total
-625430374417177546422324358546Weighted total

-----3126*1614121216This is a negative to me
-%-%-%-%-%8%3%2%*%3%3%4%3%3%

eeefe

This is not important to
me - don't mind if not

--2*15808228118897264118offered
-%-%92%9%14%17%21%20%16%22%21%22%18%22%

This is mandatory to me
-2*111211913762166135111118166- a must have
-%35%8%9%18%40%32%33%35%30%32%34%33%30%

This is a ‘nice to have’
, but I can live without

-*-4*3829740120896174120it being offered
-%2%-%77%3%11%22%23%23%22%21%19%21%22%

This is a 'great to
have' - makes a
difference and can sway

-4-*27819547125956890125my decision
-%63%-%5%65%24%22%23%26%23%23%21%25%23%

-6*1319201232109292230179207292NET Important
-%98%8%14%83%63%54%56%61%53%54%55%58%53%

d
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3120130118912-111711542563Unweighted total
472121115109*-**2410530546Weighted total

-4524-------1616This is a negative to me
-%5%4%1%4%-%-%-%-%-%-%-%3%3%

This is not important to
me - don't mind if not

212212528-------118118offered
43%17%18%22%26%-%-%-%-%-%-%-%22%22%

This is mandatory to me
-35304623*-**-23161166- a must have
-%49%25%40%21%100%-%100%100%-%49%31%30%30%

acac

This is a ‘nice to have’
, but I can live without

-7381728-----25114120it being offered
-%9%31%15%26%-%-%-%-%-%46%47%22%22%

bdbd

This is a 'great to
have' - makes a
difference and can sway

215282426----2*2121125my decision
57%20%23%21%24%-%-%-%-%100%5%22%23%23%

250587149*-**225282292NET Important
57%69%48%62%45%100%-%100%100%100%54%53%53%53%

acac
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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
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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%
84547848523322307470133123233563Unweighted total
54167347320314329257138125223546Weighted total

-1421411-5-2311016This is a negative to me
-%3%2%3%6%-%1%-%3%2%1%5%3%

a

This is not important to
me - don't mind if not

1881410540573-9222661118offered
11%21%19%22%20%33%22%-%16%16%21%27%22%

c

This is mandatory to me
113424142633100*19474456166- a must have

10%32%33%30%31%23%30%14%32%34%35%25%30%

This is a ‘nice to have’
, but I can live without

1891710435184215362345120it being offered
12%21%23%22%17%8%26%82%26%26%18%20%22%

c

This is a 'great to
have' - makes a
difference and can sway

4911710854566*13303151125my decision
67%22%24%23%26%35%20%4%22%22%25%23%23%

4226412501168166*317775107292NET Important
77%54%56%53%57%59%51%18%55%56%60%48%53%

a
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-7637918011644731199164563Unweighted total
-6332615510843811028260546Weighted total

-4127214-*2*16This is a negative to me
-%7%4%4%2%3%-%*%2%*%3%

This is not important to
me - don't mind if not

-7582517102-15126118offered
-%12%18%16%16%23%-%14%15%11%22%

This is mandatory to me
-2510849361301372622166- a must have
-%40%33%32%33%30%55%36%32%36%30%

This is a ‘nice to have’
, but I can live without

-966312893-282515120it being offered
-%14%20%20%26%21%-%28%31%26%22%

This is a 'great to
have' - makes a
difference and can sway

-188243261001221717125my decision
-%28%25%28%24%23%45%22%20%27%23%

-4319092622301604339292NET Important
-%67%58%60%57%52%100%58%53%64%53%
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
11286362516367401-121402367-75333167563Unweighted total

8239337493323353-117383351-60287153546Weighted total

-912141212-4145-212616This is a negative to me
-%4%3%3%4%3%-%3%4%1%-%4%4%4%3%

This is not important to
me - don't mind if not

*48711057164-218564-106336118offered
2%20%21%21%22%18%-%18%22%18%-%16%22%24%22%

This is mandatory to me
572113153111117-37107112-219850166- a must have

68%30%34%31%34%33%-%31%28%32%-%35%34%32%30%

This is a ‘nice to have’
, but I can live without

*48701096174-248185-115034120it being offered
1%20%21%22%19%21%-%20%21%24%-%19%17%22%22%

This is a 'great to
have' - makes a
difference and can sway

262711136886-319785-166327125my decision
29%26%21%23%21%24%-%26%25%24%-%27%22%18%23%

7134184266178203-68203197-3716277292NET Important
96%56%55%54%55%58%-%58%53%56%-%61%56%50%53%
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
91411132843646676311249372563Unweighted total

10198132393335677297213355546Weighted total

-2--1212447101216This is a negative to me
-%10%-%-%5%4%7%5%2%5%3%3%

c

This is not important to
me - don't mind if not

3*--51691114494972118offered
25%3%-%-%21%21%19%18%16%23%20%22%

c

This is mandatory to me
-75666113182710364105166- a must have
-%38%54%49%28%34%32%35%35%30%30%30%

This is a ‘nice to have’
, but I can live without

632350631017695372120it being offered
58%16%23%20%21%19%18%21%23%25%20%22%

This is a 'great to
have' - makes a
difference and can sway

262460751316693795125my decision
17%34%23%31%25%23%24%21%23%18%27%23%

b

2136101261883143173101200292NET Important
17%72%77%80%53%56%56%56%58%47%56%53%

bb
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
432108184601180530363556521545506542563Unweighted total
40011920439*161510352535495525476521546Weighted total

124-12-41612161416151616This is a negative to me
3%3%-%3%-%3%3%3%3%3%3%3%3%3%

This is not important to
me - don't mind if not

9021491-3211477116107114101110118offered
22%18%22%21%-%20%22%22%22%22%22%21%21%22%

This is mandatory to me
116437133-53152114163149158145158166- a must have

29%36%37%30%-%33%30%32%30%30%30%30%30%30%

This is a ‘nice to have’
, but I can live without

8926596*3111575118113116100116120it being offered
22%22%22%22%100%19%23%21%22%23%22%21%22%22%

This is a 'great to
have' - makes a
difference and can sway

93264107-4011374122113122115122125my decision
23%22%19%24%-%25%22%21%23%23%23%24%23%23%

2096811240-94265188285261280259280292NET Important
52%57%56%55%-%58%52%53%53%53%53%54%54%53%
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
232331402401158739082141338147563Unweighted total
249297388361188037982134294145546Weighted total

8814-24932--216This is a negative to me
3%3%4%-%2%5%2%3%1%-%-%1%3%

This is not important to
me - don't mind if not

586185826177821205*23118offered
23%20%22%22%22%22%21%26%15%17%3%16%22%

This is mandatory to me
7097114113832113204510144166- a must have
28%33%29%31%32%40%30%24%33%33%23%30%30%

a

This is a ‘nice to have’
, but I can live without

497183928188220368241120it being offered
20%24%21%25%24%22%22%25%27%28%67%29%22%

This is a 'great to
have' - makes a
difference and can sway

64619382599718316*35125my decision
26%21%24%22%21%11%26%22%23%22%7%24%23%

c

134158206196241210387616179292NET Important
54%53%53%53%53%51%55%46%56%55%30%54%53%
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*fedcbaSignificance Level: 95%
514952434449293561494853563Unweighted total
575637504827294546615139546Weighted total

52--2*-42*-*16This is a negative to me
8%4%-%-%5%*%-%9%4%1%-%*%3%

abjabgij

This is not important to
me - don't mind if not

1173201087174111010118offered
20%13%8%39%21%29%24%37%8%19%19%26%22%

bcdjkldjdjkdj

This is mandatory to me
132619138514813211610166- a must have
22%46%53%27%17%20%48%18%28%35%31%25%30%

adeghlabdeghilh

This is a ‘nice to have’
, but I can live without

165651188102011129120it being offered
28%10%16%9%23%30%26%22%44%18%23%23%22%

ikikabcehijk

This is a 'great to
have' - makes a
difference and can sway

1315912166168161310125my decision
22%27%23%24%34%21%2%14%17%27%26%25%23%

de

254128262411141420382920292NET Important
44%74%76%51%51%41%50%32%44%62%58%50%53%

adeghiladeghilege
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
152136125150563Unweighted total
150126119151546Weighted total

726116This is a negative to me
5%2%5%*%3%

aa

This is not important to
me - don't mind if not

22382732118offered
14%30%23%21%22%

d

This is mandatory to me
58273547166- a must have
39%21%29%31%30%

c

This is a ‘nice to have’
, but I can live without

27243732120it being offered
18%19%31%21%22%

cd

This is a 'great to
have' - makes a
difference and can sway

36351440125my decision
24%27%12%26%23%

bbb

95614987292NET Important
63%49%41%57%53%

bcb
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
7734491501652583368157441699Unweighted total
332034178235345921626660Weighted total

Royal Mail signed for
2511241151472447143954191st Class
75%56%70%65%63%70%79%77%65%63%63%

da

Royal Mail signed for
587456482241561652nd Class

16%40%22%25%27%25%45%23%21%25%25%

eabce

1512179411016349319335Royal Mail Tracked
45%58%51%53%47%46%60%49%42%51%51%

Special delivery - Next
101216818714338255269Day (by 1pm)
31%59%49%45%37%40%55%37%37%41%41%

aeee

Special delivery - Next
671546528225145154Day (by 9am)

19%33%45%26%22%25%35%22%23%23%23%

abe

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

81736377114104111SPECIFY)
23%7%22%20%16%19%27%16%19%17%17%

d

3*3681--12829None of these
8%1%8%3%4%2%-%-%4%4%4%

2----*-**44Don't know
6%-%-%-%-%1%-%2%1%1%1%

ab

-----------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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
699977454415255824410862559699Unweighted total
2439275714663691035491133976660Weighted total

Royal Mail signed for
112315370274043684366825504191st Class
45%59%57%65%60%63%63%66%80%72%60%63%65%63%

mmcijklmm

Royal Mail signed for
67514611151727164194331652nd Class

25%19%19%26%24%24%26%26%29%51%17%10%44%25%

cfghijk

lm

12181229228313047223652641335Royal Mail Tracked
48%47%46%51%62%49%44%46%40%29%58%67%53%51%

e

Special delivery - Next
101672359302447168571530269Day (by 1pm)
44%41%27%41%19%47%35%45%30%95%51%38%39%41%

ikiikikikeiki

Special delivery - Next
2871371511192082381213154Day (by 9am)
8%20%25%24%32%17%28%19%14%27%34%30%18%23%

mmmmmmaefhlm

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

3459951518243*13417111SPECIFY)
14%10%18%17%10%24%26%24%5%2%12%11%22%17%

eeelcelcelel

31322-2442-52429None of these
12%2%10%4%-%3%5%4%3%-%5%5%5%4%

ijlijl

*1-4*---2-2--4Don't know
*%1%-%1%*%-%-%-%3%-%2%-%-%1%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
91608175524276591917554109510699Unweighted total
556051315292517110189459804660Weighted total

Royal Mail signed for
42377703491675451092694524191st Class
76%62%53%66%67%76%50%58%58%92%56%62%63%

abbde

Royal Mail signed for
111543113458165523226-1652nd Class
21%25%23%25%23%23%46%28%8%20%33%-%25%

dddd

2730764270123413102205381335Royal Mail Tracked
50%51%49%51%49%59%28%54%44%49%48%14%51%

Special delivery - Next
202494222610426387103342269Day (by 1pm)
36%41%32%43%41%37%30%46%22%27%43%42%41%

bddd

Special delivery - Next
15139311235517*4310423*154Day (by 9am)
27%23%23%23%22%25%2%23%21%40%28%12%23%

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

71043576292148**291111SPECIFY)
12%17%26%14%12%3%6%26%1%2%37%17%17%

addghdgh

1289208-*122-5129None of these
2%5%7%4%3%-%2%6%5%-%6%26%4%

-4*4-2-2--*-4Don't know
-%1%*%1%-%3%-%1%-%-%*%-%1%

h

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
22412334718681699Unweighted total
21912031525635660Weighted total

Royal Mail signed for
11887212184014191st Class

54%72%67%72%63%63%

cc

Royal Mail signed for
523972101551652nd Class
24%33%23%39%24%25%

a

1007415716318335Royal Mail Tracked
46%62%50%63%50%51%

ac

Special delivery - Next
925411612257269Day (by 1pm)
42%45%37%47%40%41%

Special delivery - Next
5331688146154Day (by 9am)
24%26%22%31%23%23%

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

4624382108111SPECIFY)
21%20%12%10%17%17%

aa

15113-2929None of these
7%*%4%-%5%4%

b

122-44Don't know
*%2%1%-%1%1%

------Refused
-%-%-%-%-%-%
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b - 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*d*cbaSignificance Level: 95%
197377125532667--22127165502699Unweighted total
144365151318643--*2*15126517660Weighted total

Royal Mail signed for
8923793212407--*2*10773304191st Class
62%65%62%91%69%63%-%-%30%100%100%65%61%64%63%

Royal Mail signed for
469622*5159--***5411191652nd Class
32%26%15%16%30%25%-%-%30%10%100%33%32%23%25%

aaa

7518476313322--*2*1062260335Royal Mail Tracked
52%50%50%100%72%50%-%-%100%100%100%67%49%50%51%

abi

Special delivery - Next
571615125263--*2-352212269Day (by 1pm)
39%44%34%87%29%41%-%-%30%100%-%20%41%41%41%

a

Special delivery - Next
318537*3151--*--229123154Day (by 9am)
22%23%25%4%15%24%-%-%30%-%-%16%23%24%23%

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

39639*1109--***13772111SPECIFY)
27%17%6%16%8%17%-%-%30%10%100%7%30%14%17%

abaaij

9163-227-----272029None of these
6%5%2%-%11%4%-%-%-%-%-%12%6%4%4%

221-*4-----*224Don't know
1%*%*%-%1%1%-%-%-%-%-%1%1%*%1%

---------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,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*cbafedcbaSignificance Level: 95%
-2391344554514237457625470562699Unweighted total
-227832531465204438582433506660Weighted total

Royal Mail signed for
-2246223413011202643782853334191st Class
-%100%92%63%76%70%64%65%59%60%65%66%66%63%

Royal Mail signed for
-*23210132130571271491121261652nd Class
-%5%84%40%20%32%25%28%28%29%26%26%25%25%

-222617263238117225292225262335Royal Mail Tracked
-%100%92%30%75%53%50%51%57%51%50%52%52%51%

Special delivery - Next
-*2311521319488181235187205269Day (by 1pm)
-%5%91%41%13%48%40%42%43%41%40%43%41%41%

Special delivery - Next
-*2211112411849104140121129154Day (by 9am)
-%5%84%33%9%34%23%25%24%24%24%28%26%23%

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

-*--5286904797937478111SPECIFY)
-%5%-%-%60%7%16%19%23%22%16%17%15%17%

acac

---2-4192182225192229None of these
-%-%-%27%-%12%4%5%4%5%4%4%4%4%

a

-----*41334334Don't know
-%-%-%-%-%1%1%*%1%1%1%1%1%1%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
11391671591592-11158441699Unweighted total
*86156163177*-**225428660Weighted total

Royal Mail signed for
*6011295111*--*-252574191st Class

100%70%72%58%63%46%-%-%100%-%83%89%60%63%

bb

Royal Mail signed for
-29384241*--*-211241652nd Class
-%33%24%26%23%46%-%-%100%-%83%13%29%25%

a

-40728991*-**-23219335Royal Mail Tracked
-%47%46%55%52%100%-%100%100%-%93%55%51%51%

Special delivery - Next
-29687365*--*--*181269Day (by 1pm)
-%33%44%45%37%46%-%-%100%-%-%5%42%41%

d

Special delivery - Next
-12483346------*104154Day (by 9am)
-%14%31%20%26%-%-%-%-%-%-%3%24%23%

bdd

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

-17282622*--*-**96111SPECIFY)
-%19%18%16%13%46%-%-%100%-%12%7%22%17%

-61036----2--2029None of these
-%6%6%2%3%-%-%-%-%100%-%-%5%4%

-212-------*24Don't know
-%2%*%1%-%-%-%-%-%-%-%4%1%1%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
7618916081702326336612399166699Unweighted total
35798657414414279*5413097156660Weighted total

Royal Mail signed for
*37842378928164*2581561024191st Class

11%65%48%66%64%57%59%42%47%62%57%65%63%

bdd

Royal Mail signed for
*1482214244479*134332391652nd Class

11%26%26%25%31%28%28%22%25%33%33%25%25%

*29242292828135*30645378335Royal Mail Tracked
14%50%49%51%57%53%48%80%55%49%54%50%51%

Special delivery - Next
123426242618112-14665150269Day (by 1pm)

18%41%31%42%42%58%40%-%27%51%52%32%41%

badad

Special delivery - Next
*1391713644654-6332342154Day (by 9am)

15%24%20%24%31%40%19%-%11%25%24%27%23%

addd

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

291337718474*14342623111SPECIFY)
77%16%39%13%12%31%27%42%27%26%26%15%17%

acaaa

-2510193*18-2103629None of these
-%4%12%3%2%3%6%-%5%8%3%4%4%

ac

-4*42-*-**-24Don't know
-%1%*%1%2%-%*%-%*%*%-%2%1%

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1194934031273301415812353699Unweighted total
-974473621213171115511655660Weighted total

Royal Mail signed for
-572912586220269563344191st Class
-%59%65%71%51%64%52%61%54%61%63%

cb

Royal Mail signed for
-3211890299844228191652nd Class
-%33%26%25%24%31%35%27%24%35%25%

-50237205631625726026335Royal Mail Tracked
-%52%53%56%52%51%49%46%51%47%51%

Special delivery - Next
-46186165371447513726269Day (by 1pm)
-%47%42%46%31%46%61%33%32%47%41%

b

Special delivery - Next
-2811910322825362216154Day (by 9am)
-%29%27%29%18%26%42%23%19%30%23%

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

-25755244535544021111SPECIFY)
-%26%17%14%36%17%49%35%35%38%17%

aba

-9198139*1213-29None of these
-%9%4%2%11%3%4%8%11%-%4%

abaa

-*31*2-**-4Don't know
-%*%1%*%*%1%-%*%*%-%1%

-----------Refused
-%-%-%-%-%-%-%-%-%-%-%
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15360533393467560-111269413-93387324699Unweighted total
12313493371433506-107246395-78362313660Weighted total

Royal Mail signed for
7190342228285333-59155243-482442204191st Class

63%61%69%61%66%66%-%55%63%62%-%61%67%70%63%

b

Royal Mail signed for
1114111111112126-3586114-27100911652nd Class

12%36%23%30%26%25%-%32%35%29%-%35%28%29%25%

a

4146259196225262-61137208-46193177335Royal Mail Tracked
33%47%52%53%52%52%-%57%56%53%-%59%53%57%51%

Special delivery - Next
1128195164186205-53102161-41156152269Day (by 1pm)

10%41%40%44%43%41%-%49%42%41%-%53%43%49%41%

Special delivery - Next
16412989121129-256895-2211189154Day (by 9am)
7%21%26%24%28%25%-%24%28%24%-%28%31%28%23%

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

36774837478-316191-206950111SPECIFY)
23%21%15%22%17%15%-%29%25%23%-%26%19%16%17%

aaba

-1820131922-31119-418829None of these
-%6%4%3%4%4%-%3%4%5%-%6%5%2%4%

2*4333-**3-2134Don't know
16%*%1%1%1%1%-%*%*%1%-%3%*%1%1%

b

---------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
71814183394855166283155269699Unweighted total
92310132934524364264132243660Weighted total

Royal Mail signed for
414781803113039154761704191st Class

47%63%68%65%61%69%70%61%59%58%70%63%

bbc

Royal Mail signed for
8102812010925288281841652nd Class

90%42%23%60%41%24%57%43%31%61%35%25%

aacacd

41154147245284015378135335Royal Mail Tracked
42%47%53%30%50%54%64%63%58%59%56%51%

Special delivery - Next
5675113181223113264112269Day (by 1pm)

58%26%71%40%39%40%50%48%50%48%46%41%

Special delivery - Next
2457621211817733572154Day (by 9am)

22%17%52%59%21%27%41%27%28%27%30%23%

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

4152261741923633955111SPECIFY)
43%63%17%20%21%16%44%36%24%30%22%17%

acac

-2--17192-57929None of these
-%7%-%-%6%4%6%-%2%5%4%4%

----*3****24Don't know
-%-%-%-%*%1%*%*%*%*%1%1%

------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
567132205972244664492687615683615680699Unweighted total
52313724553*214628458643568643577639660Weighted total

Royal Mail signed for
3259410363*1454063034123624103704084191st Class

62%69%39%66%55%68%65%66%64%64%64%64%64%63%

Royal Mail signed for
132335134-761591301631541611481591652nd Class

25%24%22%24%-%35%25%28%25%27%25%26%25%25%

b

2518311280-129327235331288330305329335Royal Mail Tracked
48%61%46%51%-%60%52%51%51%51%51%53%52%51%

bab

Special delivery - Next
2086110228*93253211265234263247260269Day (by 1pm)

40%44%40%41%55%43%40%46%41%41%41%43%41%41%

Special delivery - Next
123315123-52148119154135152140152154Day (by 9am)

24%22%21%22%-%24%24%26%24%24%24%24%24%23%

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

8525694-5711194111106111100107111SPECIFY)
16%18%25%17%-%26%18%20%17%19%17%17%17%17%

b

245422*72113252323182329None of these
5%3%16%4%45%3%3%3%4%4%4%3%4%4%

4121-242224244Don't know
1%*%8%*%-%1%1%*%*%*%1%*%1%1%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
283416523441251084801081594811178699Unweighted total
2633985004411110545598158428175660Weighted total

Royal Mail signed for
17224733525546828861952231044191st Class

65%62%67%56%49%65%63%63%60%52%35%59%63%

a

Royal Mail signed for
7392126532241132644102511652nd Class
28%23%25%12%29%23%25%27%28%24%28%29%25%

bb

136198259215156228477619583335Royal Mail Tracked
52%50%52%47%46%54%50%48%48%45%62%47%51%

Special delivery - Next
98171201194840191375418362269Day (by 1pm)
37%43%40%42%44%38%42%38%34%43%34%35%41%

Special delivery - Next
55991275202511017389340154Day (by 9am)
21%25%25%12%18%24%24%17%24%22%37%23%23%

b

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

3476626432062295914560111SPECIFY)
13%19%12%13%38%19%14%30%37%32%56%34%17%

bbcb

10181711112448611429None of these
4%5%3%3%10%1%5%4%5%15%7%8%4%

cb

224--*4-*-*-4Don't know
1%1%1%-%-%*%1%-%*%-%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 - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
666470585257393966625967699Unweighted total
748241726131354643815441660Weighted total

Royal Mail signed for
5859284143232224195430204191st Class
78%72%67%57%70%73%62%52%45%67%56%48%63%

abdeiadeadadadead

Royal Mail signed for
26288149811101126861652nd Class
35%34%19%20%15%25%31%22%25%32%16%15%25%

abhjabhabh

48552543321312919412412335Royal Mail Tracked
65%67%61%60%53%43%35%21%43%50%45%30%51%

abdefgabdefgadefgaefaeeeaee

Special delivery - Next
244923223512171020251714269Day (by 1pm)
32%59%55%30%57%40%49%21%47%31%32%35%41%

abcegilabceilabceilee

Special delivery - Next
1832101418688716135154Day (by 9am)
24%39%25%19%29%18%22%17%16%19%24%12%23%

acdegiaa

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

171311178*8631694111SPECIFY)
23%15%27%23%14%1%22%12%6%20%16%10%17%

dggadgdggdggdggg

*-121322385229None of these
1%-%1%3%1%10%5%5%6%9%10%5%4%

hjklkjklhjkl

---21**--2--4Don't know
-%-%-%3%1%*%*%-%-%2%-%-%1%

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6c. Which, if any, of the following Royal Mail services does your organisation use to send your urgent mail or tracked mail that requires proof of delivery?
Base: All using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
200167144188699Unweighted total
197164124176660Weighted total

Royal Mail signed for
144106651044191st Class

73%65%53%59%63%

abb

Royal Mail signed for
623131411652nd Class
31%19%25%23%25%

c

128894077335Royal Mail Tracked
65%54%33%44%51%

abcbb

Special delivery - Next
95694757269Day (by 1pm)
48%42%38%32%41%

a

Special delivery - Next
60372334154Day (by 9am)
31%23%18%19%23%

ab

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

41251629111SPECIFY)
21%15%13%16%17%

1671529None of these
1%4%6%9%4%

ddd

-3*24Don't know
-%2%*%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

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
1126194247302470581142988301300Unweighted total

464183288402608153711381198Weighted total

Standard Stamped Mail
2524431932772626187457711st Class
54%57%51%67%69%43%28%38%48%65%64%

ceceddbcde

Standard Stamped Mail
1719431362142437155655892nd Class
37%46%51%47%53%40%35%47%39%50%49%

eebde

1st Class large letter
1611188311911137320331stamps
34%28%22%29%30%18%15%18%19%28%28%

bcde

2nd Class large letter
651038809134183192stamps

14%12%12%13%20%14%13%20%12%16%16%

bb

Franked / metered mail
11512231717459931102nd Class
23%13%14%8%4%29%47%31%24%8%9%

abaaaabceaa

Franked / metered mail
1169338184510851041st Class
23%14%11%11%2%30%47%33%26%7%9%

abcaaaaabeaa

*-*571**11516PPI - PPI 2nd Class
1%-%*%2%2%2%4%3%1%1%1%

1**291**11113PPI - PPI 1st Class
1%*%*%1%2%2%4%2%2%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
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
1611701757947976891587726133481081300Unweighted total

5767641010979411020010025169751401198Weighted total

Standard Stamped Mail
344541651565277125641712946847711st Class
59%67%64%64%58%55%70%63%64%69%77%61%60%64%

habfhijk

m

Standard Stamped Mail
3831344854954528750147229795892nd Class
67%46%54%48%50%58%47%43%50%57%43%38%56%49%

bcefgijkbcfbcf

l

1st Class large letter
16202027625263063236482332331stamps
27%29%31%27%26%27%27%32%23%24%28%31%23%28%

2nd Class large letter
101013159814283218*251421192stamps
17%15%20%16%8%14%25%16%18%1%15%19%15%16%

iijl

Franked / metered mail
7998596817112125151102nd Class

12%13%15%8%9%7%8%8%11%10%7%6%11%9%

cj

Franked / metered mail
667858971011*187151041st Class

10%9%11%8%8%9%6%5%11%2%11%9%10%9%

**214*--22-2-716PPI - PPI 2nd Class
*%*%3%1%*%-%-%1%2%-%1%-%5%1%

lfghjlm

1-111*--4*-22213PPI - PPI 1st Class
1%-%2%1%*%-%-%2%*%-%1%3%1%1%

l
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcb*aSignificance Level: 95%
1711129356944587983626412733126271300Unweighted total
1161082259940516111262891123197131198Weighted total

Standard Stamped Mail
77694163608328701817780236497711st Class
67%64%63%65%64%63%67%61%71%75%65%68%64%

Standard Stamped Mail
52537127462282401714737134195892nd Class
45%50%49%49%55%36%66%51%33%43%42%65%49%

bdgbdgdg

1st Class large letter
342967625414549177216256331stamps
30%27%29%27%28%44%4%27%19%20%26%43%28%

dfbcdefhffff

2nd Class large letter
2117141151103141488*133192stamps
18%16%16%16%20%13%6%17%7%*%13%24%16%

cdfccdc

Franked / metered mail
129823874226*18811311102nd Class
10%9%9%9%8%24%2%6%7%3%13%11%9%

bcdefhef

Franked / metered mail
109418864026*141211011041st Class

9%9%7%9%8%24%2%5%10%4%10%5%9%

bcdefhee

*1631454-7*-1-16PPI - PPI 2nd Class
*%1%1%1%1%3%-%2%*%-%1%-%1%

dh

*1231032-5*-2-13PPI - PPI 1st Class
*%1%1%1%1%2%-%2%*%-%3%-%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
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3342097484012601300Unweighted total
3031896955511431198Weighted total

Standard Stamped Mail
187117456397317711st Class

62%62%66%71%64%64%

Standard Stamped Mail
13898347355555892nd Class

45%52%50%62%49%49%

1st Class large letter
826617917314331stamps
27%35%26%31%27%28%

a

2nd Class large letter
483810216176192stamps
16%20%15%28%15%16%

a

Franked / metered mail
32285041061102nd Class
11%15%7%7%9%9%

a

Franked / metered mail
36234421011041st Class
12%12%6%4%9%9%

aa

82621416PPI - PPI 2nd Class
3%1%1%4%1%1%

a

723*1213PPI - PPI 1st Class
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 - 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%
2986703327411259--4213425710021300Unweighted total
2036083875211177--32*161829951198Weighted total

Standard Stamped Mail
10240426448763--22-3956697711st Class

50%67%68%82%36%65%-%-%79%90%-%22%52%67%64%

ccbcjcbcj

Standard Stamped Mail
82302206*3586--*-*3785075892nd Class
40%50%53%7%17%50%-%-%9%-%100%20%43%51%49%

ccbcjcjbcj

1st Class large letter
492117124326--2--245282331stamps
24%35%18%44%20%28%-%-%79%-%-%13%25%28%28%

acc

2nd Class large letter
3412137*2190----*232158192stamps
17%20%10%2%11%16%-%-%-%-%100%13%17%16%16%

aa

Franked / metered mail
5651319100--**-946541102nd Class
27%8%1%11%45%9%-%-%12%10%-%55%25%5%9%

abaabiaabiai

Franked / metered mail
514481896--**-843531041st Class
25%7%2%11%38%8%-%-%12%10%-%47%23%5%9%

abaabiaabiai

106--512-----56616PPI - PPI 2nd Class
5%1%-%-%22%1%-%-%-%-%-%28%3%1%1%

ababiabiai

66*-310-----33713PPI - PPI 1st Class
3%1%*%-%13%1%-%-%-%-%-%17%2%1%1%

ababiabi
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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
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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%
1842437871115927431529127678911771300Unweighted total
2841422571066814361495117369110651198Weighted total

Standard Stamped Mail
24-59327005182243167514486937711st Class

100%47%-%35%40%57%66%64%62%64%64%65%65%64%

c

Standard Stamped Mail
-42913245283841842295803145355892nd Class
-%47%49%68%60%42%50%47%51%46%49%45%50%49%

b

1st Class large letter
2--381729622894154325292287331stamps

100%-%-%21%35%30%28%28%26%31%28%42%27%28%

acdef

2nd Class large letter
---25141701316096192162161192stamps
-%-%-%17%25%24%16%16%17%19%16%23%15%16%

aaacef

Franked / metered mail
-42331185904447110801051102nd Class
-%46%51%24%15%20%8%11%12%9%9%12%10%9%

a

Franked / metered mail
-2232138177395410385991041st Class
-%24%51%21%11%22%8%9%11%11%9%12%9%9%

aac

-2--*4101351016161216PPI - PPI 2nd Class
-%29%-%-%1%7%1%2%1%2%1%2%1%1%

aa

---**210116111211813PPI - PPI 1st Class
-%-%-%1%1%4%1%1%2%2%1%2%1%1%

aac

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 85  (continuation)                                                                                                                                                   Page 1474

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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62523153293742-1126115081300Unweighted total
6159272326410*-**3294801198Weighted total

Standard Stamped Mail
467182219280----2*43107711st Class

62%42%67%67%68%-%-%-%-%53%3%49%65%64%

ddd

Standard Stamped Mail
662139180194*-*-2242215892nd Class

95%39%51%55%47%54%-%100%-%53%81%48%46%49%

dadd

1st Class large letter
433949896------2153331stamps

55%21%35%30%24%-%-%-%-%-%-%20%32%28%

adad

2nd Class large letter
-24536550----22291192stamps
-%15%20%20%12%-%-%-%-%53%81%20%19%16%

aa

Franked / metered mail
-45322210*--*-**461102nd Class
-%28%12%7%2%46%-%-%100%-%4%4%10%9%

abcaba

Franked / metered mail
*47281612*--*-**531041st Class
5%30%10%5%3%46%-%-%100%-%7%4%11%9%

abcab

-8322----2*2616PPI - PPI 2nd Class
-%5%1%1%1%-%-%-%-%47%4%22%1%1%

abc

-5222-----*2913PPI - PPI 1st Class
-%3%1%1%1%-%-%-%-%-%4%25%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,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%
161260951205221222862691311162111300Unweighted total
11116289110917214310*561321181891198Weighted total

Standard Stamped Mail
3748467251038206-3285721287711st Class

27%64%51%65%60%56%66%-%56%64%61%67%64%

b

Standard Stamped Mail
357750540708151*305465805892nd Class

27%50%56%49%41%58%49%100%53%41%56%42%49%

ac

1st Class large letter
*3251931256593-10343971331stamps
2%28%21%28%33%34%30%-%19%26%33%38%28%

dcd

2nd Class large letter
*1921317928365*10183236192stamps
1%17%15%16%16%24%21%28%17%14%27%19%16%

c

Franked / metered mail
31061010025219-7128191102nd Class

30%9%11%9%15%16%6%-%13%9%7%10%9%

a

Franked / metered mail
3100129129*24-7149241041st Class

30%9%14%8%17%3%8%-%13%11%7%13%9%

a

-163142*7-612116PPI - PPI 2nd Class
-%1%3%1%1%1%2%-%11%1%2%*%1%

abc

-123102*9-534*13PPI - PPI 1st Class
-%1%3%1%1%1%3%-%8%2%3%*%1%

aaca
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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
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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%
-154115935713039919210124511300Unweighted total
-115105331812736816191118441198Weighted total

Standard Stamped Mail
-87682244732431112068307711st Class
-%76%65%77%58%66%67%63%58%69%64%

bb

Standard Stamped Mail
-585301506516429660205892nd Class
-%51%50%47%51%45%10%50%51%44%49%

1st Class large letter
-43281121411144613617331stamps
-%37%27%38%32%31%25%32%30%40%28%

bb

2nd Class large letter
-231574931651462518192stamps
-%20%15%15%25%18%8%24%21%40%16%

b

Franked / metered mail
-141053211364171131102nd Class
-%13%10%10%9%10%24%9%9%6%9%

Franked / metered mail
-17983311436171131041st Class
-%15%9%10%8%12%35%9%9%8%9%

b

-212127*32116PPI - PPI 2nd Class
-%2%1%*%2%2%3%2%2%2%1%

-28138*23-13PPI - PPI 1st Class
-%2%1%*%2%2%3%1%3%-%1%
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters or large letters (QV6b1/2=4)

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%
168499834537841174-115399332-1237512801300Unweighted total
147119094106901063-106375302-896692641198Weighted total

Standard Stamped Mail
9357734274447693-73233205-664311997711st Class

65%50%81%67%65%65%-%69%62%68%-%74%64%75%64%

bbb

Standard Stamped Mail
3548368184314533-54190130-493091255892nd Class

23%77%40%45%46%50%-%51%51%43%-%55%46%47%49%

aba

1st Class large letter
7167318133292287-29115101-41284125331stamps

49%24%35%32%42%27%-%28%31%33%-%46%43%47%28%

baac

2nd Class large letter
117814483162161-217751-2316060192stamps
5%25%16%20%23%15%-%19%20%17%-%26%24%23%16%

aaa

Franked / metered mail
3110743880105-123734-1278301102nd Class

23%15%8%9%12%10%-%11%10%11%-%13%12%11%9%

a

Franked / metered mail
16699458598-194337-1482311041st Class
9%9%11%11%12%9%-%17%11%12%-%16%12%12%9%

a

116981612-183-114216PPI - PPI 2nd Class
4%2%1%2%2%1%-%1%2%1%-%1%2%1%1%

aa

18109118-475-311213PPI - PPI 1st Class
4%1%1%2%2%1%-%4%2%2%-%3%2%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 - 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%
919223284097660652392263361300Unweighted total

1123182471591353662081883111198Weighted total

Standard Stamped Mail
911131134477136451481102207711st Class

79%48%74%43%48%84%67%69%71%58%71%64%

bbb

Standard Stamped Mail
697185893532631991251235892nd Class

58%40%39%72%82%39%49%47%47%67%40%49%

aacde

1st Class large letter
479517233117148053119331stamps

35%29%49%19%24%36%32%21%39%28%38%28%

bbdbd

2nd Class large letter
2425192145109535854192stamps

18%18%12%21%27%16%20%14%25%31%17%16%

aaad

Franked / metered mail
-**5110681181627331102nd Class
-%1%1%21%15%7%21%12%8%14%11%9%

aacc

Franked / metered mail
-**36610411111821411041st Class
-%1%2%13%9%11%22%16%9%11%13%9%

bc

-2**1681236516PPI - PPI 2nd Class
-%8%1%1%2%1%1%3%1%3%2%1%

a

-2**813*473713PPI - PPI 1st Class
-%9%1%1%1%1%1%6%3%2%2%1%

b
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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
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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%
111718335113613231231749127810691261109512561300Unweighted total
1013185421031*26011316811171962115297611471198Weighted total

Standard Stamped Mail
65911224671*1877214507536157386347367711st Class

65%61%56%65%100%72%64%66%64%64%64%65%64%64%

b

Standard Stamped Mail
5048623519*1235563295794695674815635892nd Class

50%46%54%50%100%47%49%48%49%49%49%49%49%49%

1st Class large letter
2656614284-93317213326280324303323331stamps

26%36%33%28%-%36%28%31%28%29%28%31%28%28%

bb

2nd Class large letter
163294171-47182113188166183177181192stamps

16%16%10%17%-%18%16%17%16%17%16%18%16%16%

Franked / metered mail
9317193-2310868108901101041101102nd Class

9%9%2%9%-%9%10%10%9%9%10%11%10%9%

Franked / metered mail
8716187-241016610084102941021041st Class

9%9%2%8%-%9%9%10%9%9%9%10%9%9%

106214-2158161616161616PPI - PPI 2nd Class
1%3%4%1%-%1%1%1%1%2%1%2%1%1%

b

103210-6126131013131313PPI - PPI 1st Class
1%1%5%1%-%2%1%1%1%1%1%1%1%1%

aa
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters or large letters (QV6b1/2=4)

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%
51079010856313924691113818253161881300Unweighted total
48371510165412123284211716646161761198Weighted total

Standard Stamped Mail
31845365828801395457910927101127711st Class

66%63%65%52%66%60%65%67%65%57%63%64%64%

b

Standard Stamped Mail
27031950025621144234876247825892nd Class

56%45%49%46%51%49%50%41%45%52%42%46%49%

a

1st Class large letter
14119027912386722438588-58331stamps

29%27%27%23%31%29%27%33%35%17%-%33%28%

a

2nd Class large letter
921001594284213119443-42192stamps
19%14%16%8%23%18%16%16%27%6%-%24%16%

abca

Franked / metered mail
2882917113962101922181102nd Class

6%11%9%14%9%17%7%8%12%3%13%10%9%

bab

Franked / metered mail
257883713336562121211041st Class

5%11%8%13%11%14%8%5%13%4%4%12%9%

bab

891222*133121316PPI - PPI 2nd Class
2%1%1%4%2%*%2%2%1%5%3%2%1%

ccb

7684**1113**313PPI - PPI 1st Class
1%1%1%7%*%*%1%1%2%*%1%2%1%

ac
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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
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1081171251011031248578127108991251300Unweighted total
110136841121128470918713193891198Weighted total

Standard Stamped Mail
6797527475644462407655647711st Class
61%72%61%66%67%77%63%68%46%58%59%72%64%

dcddddbcdfjldddbcd

Standard Stamped Mail
6562365562403642516241375892nd Class
59%46%43%49%55%48%52%46%59%47%44%41%49%

abjkaabjk

1st Class large letter
544740343015121211262820331stamps
49%35%48%31%27%18%17%14%12%20%30%23%28%

acdefgabcdefghikdefgabcdefghikdedefgd

2nd Class large letter
362219221812471381812192stamps
33%17%23%19%16%15%6%8%15%6%20%14%16%

cfabcdefghikcefcefcfcfcfcef

Franked / metered mail
14121012842512131191102nd Class
12%9%11%11%7%5%2%6%13%10%12%10%9%

fgfffgfff

Franked / metered mail
91091099445129131041st Class
9%7%11%9%8%10%5%5%6%9%10%14%9%

def

7*-21*-2*23*16PPI - PPI 2nd Class
6%*%-%2%*%*%-%2%*%1%3%*%1%

adfghjk

222-**-**-5*13PPI - PPI 1st Class
2%2%3%-%*%*%-%*%*%-%5%*%1%

acdfghi
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
3503282903321300Unweighted total
3293082483131198Weighted total

Standard Stamped Mail
2162131451967711st Class

66%69%59%62%64%

b

Standard Stamped Mail
1631571291405892nd Class

50%51%52%45%49%

1st Class large letter
142793575331stamps

43%26%14%24%28%

abcbb

2nd Class large letter
78522438192stamps
24%17%9%12%16%

abcb

Franked / metered mail
352418331102nd Class
11%8%7%10%9%

Franked / metered mail
282713351041st Class

9%9%5%11%9%

b

722516PPI - PPI 2nd Class
2%1%1%2%1%

7**513PPI - PPI 1st Class
2%*%*%2%1%

bcc
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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
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142751233665105877113837812821869Unweighted total

60501094356947610184817721848Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

1435132*113335Royal Mail product?
1%8%2%1%2%3%2%4%2%2%2%

abe

Changed post from a
lower cost Royal Mail
product to a higher cost

1-34121**12224Royal Mail product
1%-%3%1%2%2%2%2%2%1%1%

Switched from Royal Mail
to other postal service

**69101-*13131providers
1%*%6%2%1%1%-%1%1%2%2%

ae

Switched from other
postal service providers

-**241--11213to Royal Mail
-%1%*%*%1%1%-%-%2%1%1%

Or has not changed mail
584597413652709164516661735in the last 12 months?
97%91%89%95%94%92%94%89%93%94%94%

cccc

Don't Know (DO NOT READ
-*-241*1*910OUT)
-%*%-%*%1%1%2%4%*%1%1%

abe
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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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Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
228245239115711211413122011639200711541869Unweighted total

84104931567147153169305162472651112091848Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

1412824264*24435Royal Mail product?
2%4%1%2%1%3%1%2%3%1%1%4%2%2%

cc

Changed post from a
lower cost Royal Mail
product to a higher cost

*12212*-8--92*24Royal Mail product
*%1%2%1%1%*%-%3%-%-%3%2%*%1%

maegjlm

Switched from Royal Mail
to other postal service

1**2946*54-6-431providers
2%*%1%2%3%4%*%2%3%-%2%-%2%2%

lgklll

Switched from other
postal service providers

1--122--42-**413to Royal Mail
1%-%-%1%1%-%-%1%1%-%*%*%2%1%

ckl

Or has not changed mail
8099901466133139167283151472461041971735in the last 12 months?
95%96%96%94%91%91%99%93%93%99%93%94%94%94%

hicefhij

Don't Know (DO NOT READ
---1044--*-2--10OUT)
-%-%-%1%2%3%-%-%*%-%1%-%-%1%

fjklmafjklm

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 86  (continuation)                                                                                                                                                   Page 1485

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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
242162749113787901166844417344189431869Unweighted total
188166038114677561285351116741156321848Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

*3412226*2201-5-35Royal Mail product?
*%2%3%2%1%*%3%4%1%-%3%-%2%

bahdghh

Changed post from a
lower cost Royal Mail
product to a higher cost

123122153*42-*-24Royal Mail product
*%1%*%2%2%2%1%1%1%-%*%-%1%

b

Switched from Royal Mail
to other postal service

329329102-14--6-31providers
1%2%1%2%1%1%-%3%-%-%4%-%2%

ddh

Switched from other
postal service providers

*132114-*8---*13to Royal Mail
*%1%*%1%1%-%*%2%-%-%-%1%1%

Or has not changed mail
184155236413727151205146516341146321735in the last 12 months?

98%93%95%94%95%93%95%91%98%100%93%99%94%

aebee

Don't Know (DO NOT READ
*10-1064*-----10OUT)
*%1%-%1%1%3%*%-%-%-%-%-%1%

bdeh
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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

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41027011717217971869Unweighted total
39625811689717511848Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

1232023335Royal Mail product?
3%1%2%2%2%2%

Changed post from a
lower cost Royal Mail
product to a higher cost

8105-2424Royal Mail product
2%4%*%-%1%1%

aa

Switched from Royal Mail
to other postal service

1589-3131providers
4%3%1%-%2%2%

aa

Switched from other
postal service providers

92*21113to Royal Mail
2%1%*%2%1%1%

aa

Or has not changed mail
34922911349316421735in the last 12 months?

88%89%97%96%94%94%

bc

Don't Know (DO NOT READ
45*-1010OUT)
1%2%*%-%1%1%

aa
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

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%
3468536708491820--4224129715231869Unweighted total
2497998007301819--3222321915991848Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

119152430----2362435Royal Mail product?
4%1%2%28%15%2%-%-%-%-%95%11%3%1%2%

ababiabi

Changed post from a
lower cost Royal Mail
product to a higher cost

4154-*23-----*41924Royal Mail product
2%2%*%-%*%1%-%-%-%-%-%*%2%1%1%

aa

Switched from Royal Mail
to other postal service

11192-230-----292031providers
4%2%*%-%6%2%-%-%-%-%-%7%4%1%2%

aaaiaiai

Switched from other
postal service providers

84*-211-----26513to Royal Mail
3%1%*%-%7%1%-%-%-%-%-%9%3%*%1%

abaiaiai

Or has not changed mail
2127467775211714--32*1619115231735in the last 12 months?

85%93%97%72%72%94%-%-%100%100%5%72%87%95%94%

cbcbcjcjbcj

Don't Know (DO NOT READ
362--10------3810OUT)
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

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18424378811871262514630134983812311869Unweighted total
28414225911371186451616124674511131848Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

-2--22182871524172235Royal Mail product?
-%20%-%-%11%3%2%2%2%2%2%2%2%2%

a

Changed post from a
lower cost Royal Mail
product to a higher cost

-2-2*1141615918171524Royal Mail product
-%22%-%14%1%1%1%1%3%1%1%2%1%1%

acdf

Switched from Royal Mail
to other postal service

---**22126112523192131providers
-%-%-%4%1%4%2%2%2%4%2%3%2%2%

acf

Switched from other
postal service providers

------1373101311513to Royal Mail
-%-%-%-%-%-%1%1%1%2%1%1%*%1%

afaf

Or has not changed mail
25411175410621100413551115767110401735in the last 12 months?

100%58%100%83%80%92%93%93%92%89%93%90%93%94%

cbdbdbd

Don't Know (DO NOT READ
----2*882610101010OUT)
-%-%-%-%8%*%1%1%1%1%1%1%1%1%

ab
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62613303444082-1128146041869Unweighted total
6166292338443*-**34125961848Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

-7648-----*11435Royal Mail product?
-%4%2%1%2%-%-%-%-%-%2%4%2%2%

b

Changed post from a
lower cost Royal Mail
product to a higher cost

-2646-----**824Royal Mail product
-%1%2%1%1%-%-%-%-%-%2%1%1%1%

Switched from Royal Mail
to other postal service

-62115----2-22131providers
-%3%1%3%1%-%-%-%-%47%-%16%4%2%

acac

Switched from other
postal service providers

2*8*3-----22713to Royal Mail
30%*%3%*%1%-%-%-%-%-%45%16%1%1%

abd

Or has not changed mail
4149265318421*-**2275391735in the last 12 months?

70%90%91%94%95%100%-%100%100%53%50%63%90%94%

cd

Don't Know (DO NOT READ
-2422-------610OUT)
-%1%2%1%*%-%-%-%-%-%-%-%1%1%
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
1613331251744252243534871531352511869Unweighted total
1112351161732215153852691601392451848Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

*242336-8-382235Royal Mail product?
1%2%2%2%3%-%2%-%4%5%1%1%2%

a

Changed post from a
lower cost Royal Mail
product to a higher cost

-184203*6-*22424Royal Mail product
-%1%3%1%1%2%1%-%*%1%2%2%1%

Switched from Royal Mail
to other postal service

5192482-22-677531providers
45%2%20%*%1%-%6%-%8%5%5%2%2%

aca

Switched from other
postal service providers

-13113--10-442-13to Royal Mail
-%1%1%1%-%-%3%-%6%3%2%-%1%

caa

Or has not changed mail
61151871649200153352571361232321735in the last 12 months?

53%93%74%95%93%98%87%100%82%85%89%95%94%

babcd

Don't Know (DO NOT READ
-10-104-2--22210OUT)
-%1%-%1%2%-%1%-%-%1%2%1%1%
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-161115940716047020226154651869Unweighted total
-120105336515146516207144631848Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

-3224411*64335Royal Mail product?
-%3%2%1%3%2%1%3%2%4%2%

Changed post from a
lower cost Royal Mail
product to a higher cost

-215663-46*24Royal Mail product
-%2%1%2%4%1%-%2%4%*%1%

a

Switched from Royal Mail
to other postal service

-219922332018731providers
-%2%2%2%15%1%15%10%12%11%2%

a

Switched from other
postal service providers

-*52110-61613to Royal Mail
-%*%*%1%*%2%-%3%*%9%1%

b

Or has not changed mail
-10898433911943214169116471735in the last 12 months?
-%90%93%93%79%93%84%82%81%75%94%

b

Don't Know (DO NOT READ
-486*6-***10OUT)
-%4%1%2%*%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

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%
1886710445418331228-134433417-1297513281869Unweighted total
177319655197441111-127417397-976693161848Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

12112131722-3119-317735Royal Mail product?
3%3%1%2%2%2%-%2%3%2%-%3%3%2%2%

a

Changed post from a
lower cost Royal Mail
product to a higher cost

*91671715-445-216624Royal Mail product
1%1%2%1%2%1%-%3%1%1%-%2%2%2%1%

Switched from Royal Mail
to other postal service

21313161921-91318-*17831providers
11%2%1%3%3%2%-%7%3%5%-%*%3%3%2%

b

Switched from other
postal service providers

-9910115-586-49713to Royal Mail
-%1%1%2%1%*%-%4%2%2%-%4%1%2%1%

aab

Or has not changed mail
156709044686701038-104375355-846022801735in the last 12 months?
85%92%94%90%90%93%-%82%90%89%-%86%90%89%94%

bccc

Don't Know (DO NOT READ
*81061010-365-48810OUT)
1%1%1%1%1%1%-%2%2%1%-%4%1%3%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,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097663732962413601869Unweighted total
1331243571591355752772053451848Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

---3523143375835Royal Mail product?
-%-%-%100%3%2%5%4%3%2%2%2%

a

Changed post from a
lower cost Royal Mail
product to a higher cost

--24-7162462324Royal Mail product
-%-%100%-%1%2%3%5%2%1%1%1%

ab

Switched from Royal Mail
to other postal service

-31--1115241081331providers
-%100%-%-%2%2%3%5%4%4%4%2%

Switched from other
postal service providers

13---893348713to Royal Mail
100%-%-%-%1%1%5%4%2%4%2%1%

Or has not changed mail
----65785044592451773101735in the last 12 months?
-%-%-%-%92%93%79%79%88%86%90%94%

dede

Don't Know (DO NOT READ
----8103345510OUT)
-%-%-%-%1%1%5%4%2%2%1%1%
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - 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%
1623246481626243917091033182314431725142017081869Unweighted total
1577271601581*3801660992179713831655133116371848Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

305*31-52916352531263135Royal Mail product?
2%2%*%2%-%1%2%2%2%2%2%2%2%2%

Changed post from a
lower cost Royal Mail
product to a higher cost

159216-51818221820182024Royal Mail product
1%3%3%1%-%1%1%2%1%1%1%1%1%1%

b

Switched from Royal Mail
to other postal service

1615620-133023313131313131providers
1%6%9%1%-%3%2%2%2%2%2%2%2%2%

bab

Switched from other
postal service providers

10429-8138131313121313to Royal Mail
1%1%3%1%-%2%1%1%1%1%1%1%1%1%

aab

Or has not changed mail
1500235511495*3451560919168812851550123415321735in the last 12 months?

95%87%84%95%100%91%94%93%94%93%94%93%94%94%

abc

Don't Know (DO NOT READ
64-10-410881010101010OUT)
*%1%-%1%-%1%1%1%*%1%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,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
7911078155979211338134318223871182521869Unweighted total
8371011156074204320134917023465202511848Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

142027*71512863*735Royal Mail product?
2%2%2%*%4%5%1%5%2%4%1%3%2%

bb

Changed post from a
lower cost Royal Mail
product to a higher cost

2211634611642-224Royal Mail product
*%2%1%3%2%2%1%4%2%3%-%1%1%

bb

Switched from Royal Mail
to other postal service

1319122177187236-2931providers
2%2%1%3%8%2%1%4%10%9%-%12%2%

ccb

Switched from other
postal service providers

777*6131033-613to Royal Mail
1%1%*%1%3%*%*%6%1%4%-%2%1%

cbc

Or has not changed mail
795941149069170289130013719752192051735in the last 12 months?

95%93%95%93%83%90%96%81%84%80%99%82%94%

aaaac

Don't Know (DO NOT READ
648-*342*--*10OUT)
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 - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1591571631501541581301411961581351681869Unweighted total
1821791141681761201191631681911331351848Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

464141144*3335Royal Mail product?
2%3%4%*%2%1%1%2%3%*%3%2%2%

cici

Changed post from a
lower cost Royal Mail
product to a higher cost

22**23*2226224Royal Mail product
1%1%*%*%1%2%*%1%1%1%4%1%1%

fij

Switched from Royal Mail
to other postal service

322362--292-31providers
2%1%2%2%4%2%-%-%1%5%2%-%2%

aefadef

Switched from other
postal service providers

-2---2--4*4113to Royal Mail
-%1%-%-%-%2%-%-%2%*%3%1%1%

hijl

Or has not changed mail
1711641081641631121171581551781171281735in the last 12 months?

94%92%94%98%93%93%99%97%93%93%88%94%94%

bbcdghkabcdghjklbb

Don't Know (DO NOT READ
22---*--*22210OUT)
1%1%-%-%-%*%-%-%*%1%1%1%1%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
4794624674611869Unweighted total
4754634494601848Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

1459735Royal Mail product?
3%1%2%1%2%

c

Changed post from a
lower cost Royal Mail
product to a higher cost

554924Royal Mail product
1%1%1%2%1%

Switched from Royal Mail
to other postal service

71121131providers
2%2%*%2%2%

bb

Switched from other
postal service providers

224513to Royal Mail
*%*%1%1%1%

Or has not changed mail
4434394304231735in the last 12 months?

93%95%96%92%94%

a

Don't Know (DO NOT READ
4**510OUT)
1%*%*%1%1%

bc
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*ae*d*c*baSignificance Level: 95%
125101527373102465102Unweighted total

241220385*1398103Weighted total

*237111-113637Price increases
26%44%23%32%28%23%-%43%18%37%36%

Changes in the type of
---23*--*66mail sent
-%-%-%9%7%7%-%-%11%6%6%

Better quality of
1-4251***1213service

31%-%31%9%12%13%26%8%14%13%13%

Became more aware of
----1----11alternatives
-%-%-%-%2%-%-%-%-%1%1%

Due to internal cost
**2371-**1414cutting

15%5%15%14%19%12%-%11%14%14%14%

*-234*--*1111Convenience
25%-%16%13%12%2%-%-%3%12%11%

1467132**13133Other (PLEASE SPECIFY)
28%93%46%34%33%41%74%25%43%31%32%

Don't Know (DO NOT READ
-----*-*--*OUT)
-%-%-%-%-%3%-%13%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 87                                                                                                                                                                   Page 1499

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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
151096886415811358102Unweighted total

44391101022210*16712103Weighted total

1313242*48-34637Price increases
30%75%32%35%38%21%4%17%75%-%21%66%51%36%

Changes in the type of
1-14--*-*-22-6mail sent

13%-%33%5%-%-%5%-%2%-%12%28%-%6%

Better quality of
*-112-4-5--2-*13service
2%-%32%13%-%39%-%25%-%-%14%-%1%13%

Became more aware of
--1----------1alternatives
-%-%18%-%-%-%-%-%-%-%-%-%-%1%

Due to internal cost
2**1222*4--2-214cutting

39%11%14%13%20%19%4%18%-%-%10%-%16%14%

**110-42-2-2--11Convenience
11%2%28%11%-%39%87%-%18%-%11%-%-%11%

11*3144-112*5*433Other (PLEASE SPECIFY)
17%25%7%34%42%39%-%48%23%100%31%4%31%32%

Don't Know (DO NOT READ
---*-------*-*OUT)
-%-%-%*%-%-%-%-%-%-%-%2%-%*%
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*bah*g*fe*d*c*b*aSignificance Level: 95%
119123793764357-121102Unweighted total

49918853552463-11*103Weighted total

137132511--211-4*37Price increases
19%37%72%29%32%-%-%46%18%-%39%100%36%

Changes in the type of
*61531--*-2-6mail sent
3%6%4%6%9%11%-%-%8%-%19%-%6%

Better quality of
2112115-261-*-13service

52%11%10%13%13%-%83%13%17%-%1%-%13%

Became more aware of
-1-11-------1alternatives
-%1%-%1%2%-%-%-%-%-%-%-%1%

Due to internal cost
-14-1482-2--3-14cutting
-%14%-%17%21%44%-%5%-%-%24%-%14%

e

292952-2*-2-11Convenience
47%10%12%11%15%39%-%4%14%-%18%-%11%

3293307**212-2-33Other (PLEASE SPECIFY)
86%30%16%35%21%5%10%46%58%-%17%-%32%

h

Don't Know (DO NOT READ
-**---*-----*OUT)
-%*%1%-%-%-%7%-%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
3821412100102Unweighted total
432334499103Weighted total

1571323537Price increases
35%29%40%52%36%36%

Changes in the type of
313-66mail sent
6%2%8%-%6%6%

Better quality of
545-1313service

11%16%14%-%13%13%

Became more aware of
1---11alternatives
1%-%-%-%1%1%

Due to internal cost
554-1414cutting

12%20%13%-%14%14%

146-1111Convenience
2%18%18%-%11%11%

c

1610723133Other (PLEASE SPECIFY)
36%44%20%48%31%32%

Don't Know (DO NOT READ
*---**OUT)
*%-%-%-%*%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



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%
37461911092----192765102Unweighted total
3447212894----262668103Weighted total

12196-632-----662537Price increases
35%41%29%-%69%34%-%-%-%-%-%90%25%37%36%

Changes in the type of
-51--6-------66mail sent
-%11%4%-%-%6%-%-%-%-%-%-%-%9%6%

c

Better quality of
562-*13-----*5813service

16%12%9%-%1%14%-%-%-%-%-%2%21%11%13%

Became more aware of
-1---1-------11alternatives
-%1%-%-%-%1%-%-%-%-%-%-%-%1%1%

Due to internal cost
365-*14-----*31114cutting
8%13%24%-%2%15%-%-%-%-%-%2%10%17%14%

65---11------6511Convenience
17%12%-%-%-%12%-%-%-%-%-%-%23%8%11%

1410102231----2*111933Other (PLEASE SPECIFY)
40%20%45%100%28%32%-%-%-%-%100%6%43%28%32%

Don't Know (DO NOT READ
*----*------*-*OUT)
*%-%-%-%-%*%-%-%-%-%-%-%1%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-2-25768794054846774102Unweighted total
-3-23566773659796463103Weighted total

-2---2273172331242437Price increases
-%47%-%-%-%38%42%41%19%39%39%38%39%36%

eeeee

Changes in the type of
---2--45356666mail sent
-%-%-%80%-%-%6%7%8%8%7%9%9%6%

Better quality of
-2---*910981171113service
-%53%-%-%-%2%14%12%25%14%14%12%17%13%

Became more aware of
------11111111alternatives
-%-%-%-%-%-%1%1%2%1%1%1%1%1%

Due to internal cost
---**-1011971191114cutting
-%-%-%20%13%-%15%14%25%12%13%15%17%14%

---*-*9115111061011Convenience
-%-%-%20%-%10%13%15%14%18%12%9%15%11%

----221719101422151233Other (PLEASE SPECIFY)
-%-%-%-%87%50%26%25%29%24%27%23%19%32%

Don't Know (DO NOT READ
------********OUT)
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
123231819----14445102Unweighted total
215231921----22451103Weighted total

-412105----2211937Price increases
-%28%52%53%24%-%-%-%-%100%90%14%37%36%

Changes in the type of
--1-4-------56mail sent
-%-%6%-%21%-%-%-%-%-%-%-%9%6%

Better quality of
-23*6-----*2613service
-%13%14%1%27%-%-%-%-%-%5%44%12%13%

Became more aware of
--1---------11alternatives
-%-%3%-%-%-%-%-%-%-%-%-%1%1%

Due to internal cost
-2422------2514cutting
-%16%17%12%10%-%-%-%-%-%-%42%11%14%

-2332------2911Convenience
-%14%12%14%9%-%-%-%-%-%-%44%18%11%

25465-----*21233Other (PLEASE SPECIFY)
100%30%19%34%22%-%-%-%-%-%5%44%24%32%

Don't Know (DO NOT READ
--*---------**OUT)
-%-%1%-%-%-%-%-%-%-%-%-%*%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*ba*c*ba*e*d*c*b*aSignificance Level: 95%
678247815237-14161311102Unweighted total
574307311*47-13221311103Weighted total

*3113254-19-786237Price increases
5%41%43%34%33%-%41%-%52%35%48%22%36%

Changes in the type of
-6241-4--3-26mail sent
-%8%7%5%5%-%8%-%-%12%-%17%6%

Better quality of
-11493-6-*34213service
-%15%14%12%23%-%12%-%1%12%28%17%13%

Became more aware of
-1-11----1--1alternatives
-%1%-%1%5%-%-%-%-%3%-%-%1%

Due to internal cost
38311--7-2*2214cutting

51%11%10%15%-%-%15%-%15%2%18%22%14%

19834-6--45211Convenience
11%12%28%4%38%-%14%-%-%18%35%21%11%

2208251*13-49*133Other (PLEASE SPECIFY)
44%26%28%34%5%100%28%-%31%41%1%10%32%

Don't Know (DO NOT READ
-*-**-----*-*OUT)
-%*%-%*%1%-%-%-%-%-%1%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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 - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cba*b*a*ba*b*aSignificance Level: 95%
-13703326284312213102Unweighted total
-8612032263372715103Weighted total

-*245159*1710937Price increases
-%1%40%25%45%32%9%45%36%60%36%

Changes in the type of
-26141-44-6mail sent
-%24%9%3%12%2%-%11%14%-%6%

Better quality of
-*11444-64213service
-%1%18%22%12%17%-%15%14%11%13%

Became more aware of
--1--1----1alternatives
-%-%1%-%-%2%-%-%-%-%1%

Due to internal cost
-111335*33*14cutting
-%13%18%13%8%18%8%8%9%3%14%

-210583*66311Convenience
-%26%16%25%24%11%3%18%20%18%11%

-3107862107433Other (PLEASE SPECIFY)
-%35%17%37%25%23%83%27%27%29%32%

b

Don't Know (DO NOT READ
--*--*----*OUT)
-%-%*%-%-%1%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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 - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*d*cba*d*cbaSignificance Level: 95%
35560446674-193636-136033102Unweighted total
25250456363-203638-95828103Weighted total

12415212424-41319-222937Price increases
21%45%30%47%38%39%-%18%35%51%-%25%38%32%36%

Changes in the type of
-31166-221--536mail sent
-%6%2%1%9%9%-%10%5%2%-%-%9%11%6%

Better quality of
-694711-475-*7313service
-%11%18%10%12%17%-%19%21%12%-%1%11%12%13%

Became more aware of
--1111---1---11alternatives
-%-%1%1%1%1%-%-%-%2%-%-%-%2%1%

Due to internal cost
-665911-152-*9314cutting
-%12%12%12%15%17%-%5%13%6%-%5%15%9%14%

-757610-678-26211Convenience
-%13%10%16%9%15%-%28%19%21%-%27%10%9%11%

21220121512-8812-413933Other (PLEASE SPECIFY)
79%23%39%27%24%19%-%41%23%32%-%43%22%31%32%

Don't Know (DO NOT READ
--****--*---*-*OUT)
-%-%*%*%*%*%-%-%*%-%-%-%*%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*baba*e*d*c*b*aSignificance Level: 95%
122526395658812272328102Unweighted total
133124355053913282330103Weighted total

6132162517-21371337Price increases
48%41%8%47%50%33%-%17%46%29%42%36%

Changes in the type of
*23*33---216mail sent
4%6%13%1%6%6%-%-%-%8%2%6%

Better quality of
2452692244613service

13%13%23%5%12%17%20%15%14%15%20%13%

Became more aware of
--1--1----11alternatives
-%-%3%-%-%1%-%-%-%-%2%1%

Due to internal cost
2364661113114cutting

17%8%23%11%13%11%11%7%3%15%3%14%

-9*2754465711Convenience
-%28%2%6%14%9%43%30%22%20%22%11%

21081381924981033Other (PLEASE SPECIFY)
18%31%35%36%16%35%26%31%31%34%34%32%

b

Don't Know (DO NOT READ
--*--*----**OUT)
-%-%1%-%-%*%-%-%-%-%1%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
7725780-33936310190978897102Unweighted total
71321076-31906510188958795103Weighted total

2810230-93223363336333637Price increases
39%30%17%39%-%29%36%36%35%37%37%37%37%36%

Changes in the type of
1524-364666566mail sent
2%14%21%5%-%9%7%6%6%7%6%6%6%6%

Better quality of
5829-31110131313131313service
7%26%19%12%-%9%12%16%13%15%14%15%14%13%

Became more aware of
-1-1-11-111111alternatives
-%2%-%1%-%2%1%-%1%1%1%1%1%1%

Due to internal cost
122211-5135141213121314cutting
17%6%19%15%-%17%14%7%14%13%13%14%13%14%

92-9-4118111111111111Convenience
13%6%-%12%-%14%13%13%11%13%12%13%12%11%

2310225-82923332529242933Other (PLEASE SPECIFY)
33%30%24%33%-%25%32%35%33%28%30%27%30%32%

Don't Know (DO NOT READ
-*-*--*-******OUT)
-%1%-%*%-%-%*%-%*%*%*%*%*%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 87  (continuation)                                                                                                                                                   Page 1510

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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*bac*b*acb*a*b*a*baSignificance Level: 95%
2973639293637292715134102Unweighted total
3667626342844313613*45103Weighted total

152323*14131510127-1737Price increases
41%34%38%6%40%45%33%33%34%52%-%38%36%

Changes in the type of
2433-15-4--46mail sent
6%6%5%48%-%3%12%-%11%-%-%9%6%

Better quality of
6742637462-813service

17%11%7%44%18%10%15%12%16%17%-%17%13%

Became more aware of
-1-1--1-----1alternatives
-%1%-%11%-%-%1%-%-%-%-%-%1%

Due to internal cost
31191475231-314cutting
9%17%15%13%12%24%12%7%7%5%-%7%14%

655-637272-811Convenience
17%8%8%-%19%10%15%6%18%14%-%19%11%

102221*127916105*1433Other (PLEASE SPECIFY)
29%34%33%1%35%25%21%54%29%41%100%31%32%

Don't Know (DO NOT READ
-*----*-----*OUT)
-%*%-%-%-%-%*%-%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 87  (continuation)                                                                                                                                                   Page 1511

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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
12975786411101211102Unweighted total

91364128161211146103Weighted total

46632312434*37Price increases
41%50%96%78%18%35%62%34%29%29%24%8%36%

Changes in the type of
-2--1-*-1-2*6mail sent
-%16%-%-%4%-%10%-%7%-%13%8%6%

Better quality of
12-*-2*41-4-13service
6%18%-%3%-%28%16%66%6%-%24%-%13%

Became more aware of
--------1---1alternatives
-%-%-%-%-%-%-%-%5%-%-%-%1%

Due to internal cost
3--1-2--432*14cutting

28%-%-%15%-%27%-%-%31%28%11%8%14%

1222----2*2-11Convenience
10%17%29%63%-%-%-%-%15%4%13%-%11%

2-*1101*2256533Other (PLEASE SPECIFY)
20%-%4%20%78%8%13%33%17%43%40%84%32%

Don't Know (DO NOT READ
-----*------*OUT)
-%-%-%-%-%2%-%-%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 87  (continuation)                                                                                                                                                   Page 1512

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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*baSignificance Level: 95%
28202133102Unweighted total
28241932103Weighted total

1686737Price increases
57%32%33%23%36%

Changes in the type of
21126mail sent
7%2%5%7%6%

Better quality of
325413service

10%10%24%11%13%

Became more aware of
--1-1alternatives
-%-%3%-%1%

Due to internal cost
334514cutting
9%11%20%17%14%

522211Convenience
18%9%10%7%11%

21141633Other (PLEASE SPECIFY)
8%46%22%49%32%

Don't Know (DO NOT READ
-*--*OUT)
-%1%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 87  (continuation)                                                                                                                                                   Page 1513

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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
9357182738163865Unweighted total
2469253*125558Weighted total

Changed FROM a meter to
a different method of

*----*--*11payment
31%-%-%-%-%6%-%-%10%2%2%

Changed TO a meter from
a different method of

-----------payment
-%-%-%-%-%-%-%-%-%-%-%

1469253*125457Neither
62%100%100%100%100%91%100%100%85%98%98%

*----*--*-*Don't know
7%-%-%-%-%3%-%-%5%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 88                                                                                                                                                                   Page 1514

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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
10883943394184365Unweighted total

24349442144*106458Weighted total

Changed FROM a meter to
a different method of

--1*----*----1payment
-%-%34%*%-%-%-%-%5%-%-%-%-%2%

Changed TO a meter from
a different method of

--------------payment
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

24249442144*106457Neither
94%100%66%100%100%100%100%100%95%100%100%100%100%98%

*------------*Don't know
6%-%-%-%-%-%-%-%-%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 88  (continuation)                                                                                                                                                   Page 1515

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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
65918472453197-7-65Unweighted total
15713452132243-5-58Weighted total

Changed FROM a meter to
a different method of

-111-1--1---1payment
-%2%4%1%-%19%-%-%19%-%-%-%2%

Changed TO a meter from
a different method of

-------------payment
-%-%-%-%-%-%-%-%-%-%-%-%-%

15613442122243-5-57Neither
100%98%96%98%100%81%100%100%81%-%100%-%98%

-*-*---*----*Don't know
-%*%-%*%-%-%-%*%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 88  (continuation)                                                                                                                                                   Page 1516

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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*ba*baSignificance Level: 95%
20133116465Unweighted total
20132525658Weighted total

Changed FROM a meter to
a different method of

-11-11payment
-%4%3%-%2%2%

Changed TO a meter from
a different method of

------payment
-%-%-%-%-%-%

20132425557Neither
99%96%97%100%98%98%

*---**Don't know
1%-%-%-%*%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 88  (continuation)                                                                                                                                                   Page 1517

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: 12/07/19



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%
2127171758----16144465Unweighted total
1524192553----23104358Weighted total

Changed FROM a meter to
a different method of

-1*--1-------11payment
-%4%1%-%-%2%-%-%-%-%-%-%-%3%2%

Changed TO a meter from
a different method of

---------------payment
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1523192452----23104257Neither
99%96%99%100%98%98%-%-%-%-%100%96%100%97%98%

*---*------*--*Don't know
1%-%-%-%2%-%-%-%-%-%-%4%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 88  (continuation)                                                                                                                                                   Page 1518

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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*e*dcbaSignificance Level: 95%
-2-1444351272654444965Unweighted total
-3-2233244222343343758Weighted total

Changed FROM a meter to
a different method of

------11*-1111payment
-%-%-%-%-%-%3%3%2%-%2%3%3%2%

Changed TO a meter from
a different method of

--------------payment
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-3-2233143222342323657Neither
-%100%-%100%100%100%97%97%97%100%97%97%97%98%

------********Don't know
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 88  (continuation)                                                                                                                                                   Page 1519

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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-16171011-----222265Unweighted total
-913813-----*12258Weighted total

Changed FROM a meter to
a different method of

--1----------1payment
-%-%8%-%-%-%-%-%-%-%-%-%-%2%

Changed TO a meter from
a different method of

--------------payment
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-912813-----*12257Neither
-%99%92%100%100%-%-%-%-%-%50%100%100%98%

-*--------*--*Don't know
-%1%-%-%-%-%-%-%-%-%50%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 88  (continuation)                                                                                                                                                   Page 1520

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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*ba*c*b*a*e*d*c*b*aSignificance Level: 95%
15356012212-685765Unweighted total
*435539*14-3104658Weighted total

Changed FROM a meter to
a different method of

-1-1--------1payment
-%2%-%2%-%-%-%-%-%-%-%-%2%

Changed TO a meter from
a different method of

-------------payment
-%-%-%-%-%-%-%-%-%-%-%-%-%

*415529*14-3104657Neither
100%97%98%98%100%63%100%-%96%100%100%100%98%

-**--*--*---*Don't know
-%*%2%-%-%37%-%-%4%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 88  (continuation)                                                                                                                                                   Page 1521

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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*a*b*a*b*a*b*aSignificance Level: 95%
-1148229171128465Unweighted total
-6369914*109358Weighted total

Changed FROM a meter to
a different method of

--11------1payment
-%-%3%10%-%-%-%-%-%-%2%

Changed TO a meter from
a different method of

-----------payment
-%-%-%-%-%-%-%-%-%-%-%

-6358914*109357Neither
-%98%97%88%99%100%100%99%99%100%98%

-****--**-*Don't know
-%2%*%1%1%-%-%1%1%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 88  (continuation)                                                                                                                                                   Page 1522

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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cba*cba*d*c*b*a*d*cb*aSignificance Level: 95%
23841234449-82017-10422265Unweighted total
13128193437-71514-5331358Weighted total

Changed FROM a meter to
a different method of

-11-11------111payment
-%2%3%-%3%3%-%-%-%-%-%-%3%8%2%

Changed TO a meter from
a different method of

---------------payment
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

13027193236-71514-5321257Neither
84%98%96%99%97%97%-%99%99%99%-%98%97%92%98%

******-***-****Don't know
16%*%*%1%*%*%-%1%1%1%-%2%*%1%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 88  (continuation)                                                                                                                                                   Page 1523

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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*baba*e*d*c*b*aSignificance Level: 95%
--263940394715101365Unweighted total
--24353030561371158Weighted total

Changed FROM a meter to
a different method of

--1*11-----1payment
-%-%4%1%2%3%-%-%-%-%-%2%

Changed TO a meter from
a different method of

------------payment
-%-%-%-%-%-%-%-%-%-%-%-%

--22343028561371157Neither
-%-%95%99%98%96%100%98%99%100%100%98%

--*-**-**--*Don't know
-%-%*%-%*%*%-%2%1%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 88  (continuation)                                                                                                                                                   Page 1524

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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*d*cbaedcbaSignificance Level: 95%
5114354-165837645361546165Unweighted total
4513247-104734564351445158Weighted total

Changed FROM a meter to
a different method of

1--1--1-111111payment
3%-%-%3%-%-%3%-%2%3%2%3%2%2%

Changed TO a meter from
a different method of

--------------payment
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4413246-104634554250435057Neither
97%99%100%97%-%99%97%100%98%97%97%97%97%98%

-*-*-**-******Don't know
-%1%-%*%-%1%*%-%*%*%*%*%*%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 88  (continuation)                                                                                                                                                   Page 1525

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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*bac*b*a*c*b*a*b*a*b*aSignificance Level: 95%
1550476112821161051965Unweighted total
174143312212314105*1058Weighted total

Changed FROM a meter to
a different method of

-11--11-----1payment
-%3%3%-%-%3%2%-%-%-%-%-%2%

Changed TO a meter from
a different method of

-------------payment
-%-%-%-%-%-%-%-%-%-%-%-%-%

174042311202214105*1057Neither
100%97%97%100%99%97%98%99%99%100%100%99%98%

-*--*--**--**Don't know
-%*%-%-%1%-%-%1%1%-%-%1%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 88  (continuation)                                                                                                                                                   Page 1526

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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
86434564738765Unweighted total
68416316729558Weighted total

Changed FROM a meter to
a different method of

*---1---*---1payment
7%-%-%-%9%-%-%-%3%-%-%-%2%

Changed TO a meter from
a different method of

-------------payment
-%-%-%-%-%-%-%-%-%-%-%-%-%

68416316729557Neither
93%100%100%100%91%100%100%100%97%100%99%100%98%

----------*-*Don't know
-%-%-%-%-%-%-%-%-%-%1%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
1812171865Unweighted total
1910131658Weighted total

Changed FROM a meter to
a different method of

*1*-1payment
2%5%1%-%2%

Changed TO a meter from
a different method of

-----payment
-%-%-%-%-%

199131557Neither
98%95%99%99%98%

---**Don't know
-%-%-%1%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1----1--123Unweighted total
*----*--*11Weighted total

Changes in the type of
*----*--**1mail sent

100%-%-%-%-%100%-%-%100%47%56%

Became more aware of
*--------**alternatives

100%-%-%-%-%-%-%-%-%47%39%

-----------Price increases
-%-%-%-%-%-%-%-%-%-%-%

Better quality of
-----------service
-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
-----------cutting
-%-%-%-%-%-%-%-%-%-%-%

-----------Cost implications
-%-%-%-%-%-%-%-%-%-%-%

First class is not much
-----------quicker than second
-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-----------shop
-%-%-%-%-%-%-%-%-%-%-%

-----------Convenience
-%-%-%-%-%-%-%-%-%-%-%

---------11Other
-%-%-%-%-%-%-%-%-%53%44%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 89                                                                                                                                                                   Page 1529

QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
--21----1----3Unweighted total
--1*----*----1Weighted total

Changes in the type of
--**----*----1mail sent
-%-%47%100%-%-%-%-%100%-%-%-%-%56%

Became more aware of
--*----------*alternatives
-%-%47%-%-%-%-%-%-%-%-%-%-%39%

--------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
--------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
--------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
--------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Convenience
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--1----------1Other
-%-%53%-%-%-%-%-%-%-%-%-%-%44%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-312-1--2---3Unweighted total
-111-1--1---1Weighted total

Changes in the type of
-1-1----1---1mail sent
-%56%-%100%-%-%-%-%100%-%-%-%56%

Became more aware of
-*-*----*---*alternatives
-%39%-%71%-%-%-%-%71%-%-%-%39%

-------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
-------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
-------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
-------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Convenience
-%-%-%-%-%-%-%-%-%-%-%-%-%

-11--1------1Other
-%44%100%-%-%100%-%-%-%-%-%-%44%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
-12-33Unweighted total
-11-11Weighted total

Changes in the type of
--1-11mail sent
-%-%100%-%56%56%

Became more aware of
--*-**alternatives
-%-%71%-%39%39%

------Price increases
-%-%-%-%-%-%

Better quality of
------service
-%-%-%-%-%-%

Due to internal cost
------cutting
-%-%-%-%-%-%

------Cost implications
-%-%-%-%-%-%

First class is not much
------quicker than second
-%-%-%-%-%-%

Depends on what stamp is
available / available in

------shop
-%-%-%-%-%-%

------Convenience
-%-%-%-%-%-%

-1--11Other
-%100%-%-%44%44%

------Don't know
-%-%-%-%-%-%
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QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-21--3-------33Unweighted total
-1*--1-------11Weighted total

Changes in the type of
-**--1-------11mail sent
-%47%100%-%-%56%-%-%-%-%-%-%-%56%56%

Became more aware of
-*---*-------**alternatives
-%47%-%-%-%39%-%-%-%-%-%-%-%39%39%

---------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
---------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
---------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
---------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

---------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Convenience
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1---1-------11Other
-%53%-%-%-%44%-%-%-%-%-%-%-%44%44%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
------231-2223Unweighted total
------11*-1111Weighted total

Changes in the type of
------*1*-***1mail sent
-%-%-%-%-%-%47%56%100%-%47%47%47%56%

Became more aware of
------***-****alternatives
-%-%-%-%-%-%47%39%100%-%47%47%47%39%

--------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
--------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
--------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
--------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Convenience
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------11--1111Other
-%-%-%-%-%-%53%44%-%-%53%53%53%44%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
--2----------3Unweighted total
--1----------1Weighted total

Changes in the type of
--*----------1mail sent
-%-%47%-%-%-%-%-%-%-%-%-%-%56%

Became more aware of
--*----------*alternatives
-%-%47%-%-%-%-%-%-%-%-%-%-%39%

--------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
--------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
--------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
--------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Convenience
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--1----------1Other
-%-%53%-%-%-%-%-%-%-%-%-%-%44%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-2-3--------3Unweighted total
-1-1--------1Weighted total

Changes in the type of
-*-1--------1mail sent
-%47%-%56%-%-%-%-%-%-%-%-%56%

Became more aware of
-*-*--------*alternatives
-%47%-%39%-%-%-%-%-%-%-%-%39%

-------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
-------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
-------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
-------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Convenience
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1--------1Other
-%53%-%44%-%-%-%-%-%-%-%-%44%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--22------3Unweighted total
--11------1Weighted total

Changes in the type of
--**------1mail sent
-%-%47%47%-%-%-%-%-%-%56%

Became more aware of
--**------*alternatives
-%-%47%47%-%-%-%-%-%-%39%

-----------Price increases
-%-%-%-%-%-%-%-%-%-%-%

Better quality of
-----------service
-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
-----------cutting
-%-%-%-%-%-%-%-%-%-%-%

-----------Cost implications
-%-%-%-%-%-%-%-%-%-%-%

First class is not much
-----------quicker than second
-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-----------shop
-%-%-%-%-%-%-%-%-%-%-%

-----------Convenience
-%-%-%-%-%-%-%-%-%-%-%

--11------1Other
-%-%53%53%-%-%-%-%-%-%44%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%
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QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-12-22------223Unweighted total
-11-11------111Weighted total

Changes in the type of
--*-**------**1mail sent
-%-%47%-%47%47%-%-%-%-%-%-%47%47%56%

Became more aware of
--*-**------***alternatives
-%-%47%-%47%47%-%-%-%-%-%-%47%47%39%

---------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
---------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
---------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
---------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

---------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Convenience
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-11-11------111Other
-%100%53%-%53%53%-%-%-%-%-%-%53%53%44%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
--2112-----3Unweighted total
--1*11-----1Weighted total

Changes in the type of
--**-*-----1mail sent
-%-%47%100%-%47%-%-%-%-%-%56%

Became more aware of
--*--*-----*alternatives
-%-%47%-%-%47%-%-%-%-%-%39%

------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
------------service
-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%

------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

------------shop
-%-%-%-%-%-%-%-%-%-%-%-%

------------Convenience
-%-%-%-%-%-%-%-%-%-%-%-%

--1-11-----1Other
-%-%53%-%100%53%-%-%-%-%-%44%

------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%
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QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
3--3--3-333333Unweighted total
1--1--1-111111Weighted total

Changes in the type of
1--1--1-111111mail sent

56%-%-%56%-%-%56%-%56%56%56%56%56%56%

Became more aware of
*--*--*-******alternatives

39%-%-%39%-%-%39%-%39%39%39%39%39%39%

--------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
--------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
--------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
--------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Convenience
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1--1--1-111111Other
44%-%-%44%-%-%44%-%44%44%44%44%44%44%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
-33--21-----3Unweighted total
-11--11-----1Weighted total

Changes in the type of
-11--1------1mail sent
-%56%56%-%-%100%-%-%-%-%-%-%56%

Became more aware of
-**--*------*alternatives
-%39%39%-%-%71%-%-%-%-%-%-%39%

-------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
-------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
-------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
-------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Convenience
-%-%-%-%-%-%-%-%-%-%-%-%-%

-11---1-----1Other
-%44%44%-%-%-%100%-%-%-%-%-%44%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q2 2019Q1 2019Q4 2018Jun' 2019Feb' 2019Oct' 2018Total base

*c*b*a*c*b*aSignificance Level: 95%
1111113Unweighted total
*1**1*1Weighted total

Changes in the type of
*-**-*1mail sent

100%-%100%100%-%100%56%

Became more aware of
*--*--*alternatives

100%-%-%100%-%-%39%

-------Price increases
-%-%-%-%-%-%-%

Better quality of
-------service
-%-%-%-%-%-%-%

Due to internal cost
-------cutting
-%-%-%-%-%-%-%

-------Cost implications
-%-%-%-%-%-%-%

First class is not much
-------quicker than second
-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-------shop
-%-%-%-%-%-%-%

-------Convenience
-%-%-%-%-%-%-%

-1--1-1Other
-%100%-%-%100%-%44%

-------Don't know
-%-%-%-%-%-%-%
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QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbaedcbaSignificance Level: 95%
5421411011102143058126318532Unweighted total
201634122145284816438466Weighted total

Royal Mail unsorted bulk
*-*-21***45mail
1%-%1%-%2%3%4%3%2%1%1%

Royal Mail sorted bulk
4--4*1***1011mail

18%-%-%4%*%3%11%5%1%2%2%

abcab

Royal Mail Wholesale
---2-**--22Access
-%-%-%2%-%1%4%-%-%*%*%

ab

Bulk mail product from a
different provider

***321-**56(please specify)
*%1%*%2%2%3%-%6%2%1%1%

a

Do not use a specific
161634113140254715417442product for bulk mail
81%99%99%93%97%92%89%87%96%95%95%

eeecc
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjih*gf*e*dc*baSignificance Level: 95%
777355327383925682212642138532Unweighted total
252517398483631832413862946466Weighted total

Royal Mail unsorted bulk
-1-4-*-2---2*5mail
-%3%-%1%-%1%-%2%-%-%-%6%*%1%

Royal Mail sorted bulk
*1-1122---24-*11mail
*%2%-%3%4%7%-%-%-%16%5%-%*%2%

fm

Royal Mail Wholesale
---2---2----*2Access
-%-%-%1%-%-%-%2%-%-%-%-%*%*%

Bulk mail product from a
different provider

-*152-2-*----6(please specify)
-%*%4%1%5%-%6%-%1%-%-%-%-%1%

Do not use a specific
252417376443429792411822846442product for bulk mail

100%95%96%95%91%93%94%95%99%84%95%94%100%95%

hi
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
67465149383242371810439106913532Unweighted total
394271003662133311110326547466Weighted total

Royal Mail unsorted bulk
*5233-**--2-5mail
*%1%2%1%1%-%3%*%-%-%4%-%1%

Royal Mail sorted bulk
*11294-*2--5-11mail
1%3%2%2%2%-%2%2%-%-%9%-%2%

eh

Royal Mail Wholesale
*2-22-----*-2Access
*%*%-%1%1%-%-%-%-%-%*%-%*%

Bulk mail product from a
different provider

-6*53--*--2-6(please specify)
-%1%*%1%2%-%-%*%-%-%4%-%1%

Do not use a specific
38404953472013311108326457442product for bulk mail
99%95%96%95%94%100%95%98%100%100%83%100%95%

bbbb
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
18011523312520532Unweighted total
15610120616450466Weighted total

Royal Mail unsorted bulk
4**-55mail
3%*%*%-%1%1%

a

Royal Mail sorted bulk
74*-1111mail
5%4%*%-%3%2%

aa

Royal Mail Wholesale
2-*-22Access
1%-%*%-%*%*%

Bulk mail product from a
different provider

3*2-66(please specify)
2%*%1%-%1%1%

Do not use a specific
1399620416426442product for bulk mail

89%96%99%100%95%95%

c
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
18227080628504--32122154350532Unweighted total
12125787514451--32*10107345466Weighted total

Royal Mail unsorted bulk
23-**5----*-235mail
2%1%-%2%1%1%-%-%-%-%100%-%2%1%1%

Royal Mail sorted bulk
93-229--2--*6311mail
7%1%-%47%16%2%-%-%87%-%-%1%6%1%2%

abai

Royal Mail Wholesale
2*---2------2*2Access
2%*%-%-%-%*%-%-%-%-%-%-%2%*%*%

ba

Bulk mail product from a
different provider

32-*15----*1326(please specify)
3%1%-%2%4%1%-%-%-%-%100%5%2%1%1%

Do not use a specific
10525087212431--*2-993337442product for bulk mail

87%97%100%51%80%95%-%-%13%100%-%94%88%98%95%

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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
173152250361452529245459325436532Unweighted total
284101332317382463214387275364466Weighted total

Royal Mail unsorted bulk
---2-*13523235mail
-%-%-%18%-%1%*%1%1%1%1%1%1%1%

Royal Mail sorted bulk
2-*--*981151111911mail

100%-%4%-%-%*%3%2%2%2%3%4%3%2%

Royal Mail Wholesale
-2-----2222222Access
-%25%-%-%-%-%-%1%*%1%1%1%1%*%

Bulk mail product from a
different provider

-1--*-53636336(please specify)
-%7%-%-%2%-%2%1%1%1%1%1%1%1%

Do not use a specific
-5481332303366440202366256347442product for bulk mail
-%68%96%82%98%99%96%96%95%94%94%93%95%95%
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3132116119891--1149230532Unweighted total
47510111494*--*2*7204466Weighted total

Royal Mail unsorted bulk
-*2*------*-25mail
-%*%2%*%-%-%-%-%-%-%24%-%1%1%

Royal Mail sorted bulk
-425--------511mail
-%5%2%4%-%-%-%-%-%-%-%-%2%2%

a

Royal Mail Wholesale
2-----------22Access

53%-%-%-%-%-%-%-%-%-%-%-%1%*%

Bulk mail product from a
different provider

-123------*-36(please specify)
-%1%2%2%-%-%-%-%-%-%24%-%1%1%

Do not use a specific
2709410694*--*2*7192442product for bulk mail

47%94%93%93%100%100%-%-%100%100%76%100%94%95%

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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
2243766466917146341616080532Unweighted total
1737059407583152*35635461466Weighted total

Royal Mail unsorted bulk
-3*5*-2*-2-*5mail
-%1%*%1%1%-%1%33%-%3%-%*%1%

Royal Mail sorted bulk
-1129*-4-4***11mail
-%3%4%2%1%-%3%-%13%*%*%*%2%

abc

Royal Mail Wholesale
-2-2*-2-2--*2Access
-%1%-%1%*%-%1%-%6%-%-%*%*%

Bulk mail product from a
different provider

3351*-3*2--16(please specify)
16%1%8%*%*%-%2%33%6%-%-%1%1%

abc

Do not use a specific
1535152390573141*27605460442product for bulk mail
84%95%88%96%99%100%93%67%75%96%100%99%95%

baddd
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
-814091547616991036529532Unweighted total
-58341127691446825823466Weighted total

Royal Mail unsorted bulk
-2312*-22-5mail
-%4%1%*%3%*%-%2%3%-%1%

ab

Royal Mail sorted bulk
-29123-42211mail
-%4%3%1%3%2%-%5%4%9%2%

Royal Mail Wholesale
--2--2----2Access
-%-%1%-%-%2%-%-%-%-%*%

Bulk mail product from a
different provider

-*322133216(please specify)
-%1%1%2%3%1%43%3%4%3%1%

Do not use a specific
-53323123631394735220442product for bulk mail
-%91%95%97%91%96%57%89%89%88%95%
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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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
18297337199312422-64170159-60299118532Unweighted total
17231294167268353-59139142-3925196466Weighted total

Royal Mail unsorted bulk
*22223-222-22-5mail
1%1%1%1%1%1%-%3%1%2%-%5%1%-%1%

ab

Royal Mail sorted bulk
6773119-355-29211mail

36%3%2%2%4%3%-%4%3%3%-%6%4%2%2%

Royal Mail Wholesale
2-2222--2*--2-2Access

12%-%1%1%1%1%-%-%1%*%-%-%1%-%*%

Bulk mail product from a
different provider

-35333-*32-*336(please specify)
-%1%2%2%1%1%-%*%2%2%-%1%1%3%1%

Do not use a specific
9219277157250336-54127133-3523591442product for bulk mail

51%95%95%94%93%95%-%92%92%94%-%89%93%95%95%
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*edcbaSignificance Level: 95%
41016122923252942115103144532Unweighted total
313158229275243810077122466Weighted total

Royal Mail unsorted bulk
----222-*225mail
-%-%-%-%1%1%8%-%*%3%2%1%

Royal Mail sorted bulk
----57*232211mail
-%-%-%-%2%3%1%6%3%3%2%2%

Royal Mail Wholesale
----22--*-22Access
-%-%-%-%1%1%-%-%*%-%2%*%

Bulk mail product from a
different provider

-2--35--2326(please specify)
-%19%-%-%1%2%-%-%2%4%2%1%

Do not use a specific
31015821725922369570113442product for bulk mail

100%81%100%100%95%94%91%94%95%91%93%95%
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
4269015450-144495295527439507437505532Unweighted total
3599321380-107434257459367437362437466Weighted total

Royal Mail unsorted bulk
32-3-351555255mail
1%2%-%1%-%2%1%*%1%1%1%1%1%1%

a

Royal Mail sorted bulk
7428-51111111111111111mail
2%5%9%2%-%4%3%4%2%3%3%3%3%2%

Royal Mail Wholesale
2--2-**2222222Access
1%-%-%1%-%*%*%1%*%1%1%1%1%*%

Bulk mail product from a
different provider

5*-3-*65656666(please specify)
1%*%-%1%-%*%1%2%1%1%1%2%1%1%

Do not use a specific
3428719365-100413239435345414342413442product for bulk mail

95%93%91%96%-%93%95%93%95%94%95%94%95%95%
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
19433841538719336671105309103532Unweighted total
181285367346377325628922785466Weighted total

Royal Mail unsorted bulk
41212*412--25mail
2%*%1%2%3%*%1%1%2%-%-%2%1%

ac

Royal Mail sorted bulk
92722-744*-411mail
5%1%2%7%4%-%2%7%5%1%-%5%2%

abc

Royal Mail Wholesale
*2--2-2-----2Access
*%1%-%-%3%-%1%-%-%-%-%-%*%

c

Bulk mail product from a
different provider

-621221333336(please specify)
-%2%1%3%3%3%*%4%3%12%35%3%1%

cbb

Do not use a specific
168274356305575311548019576442product for bulk mail

93%96%97%89%87%97%96%88%90%88%65%89%95%

abaa
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*fedcbaSignificance Level: 95%
334447424155283952564154532Unweighted total
325029473032244837663832466Weighted total

Royal Mail unsorted bulk
-***--2-*-2-5mail
-%*%1%*%-%-%8%-%*%-%6%-%1%

Royal Mail sorted bulk
**24-2*2*--*11mail
1%*%8%9%-%7%*%4%*%-%-%*%2%

acacdc

Royal Mail Wholesale
2--*--------2Access
6%-%-%*%-%-%-%-%-%-%-%-%*%

Bulk mail product from a
different provider

2-**3*-----*6(please specify)
6%-%*%*%9%1%-%-%-%-%-%1%1%

cdgjk

Do not use a specific
285026432730224636663632442product for bulk mail
87%100%91%91%91%92%91%96%99%100%94%99%95%

llghijll
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
124138119151532Unweighted total
112109109136466Weighted total

Royal Mail unsorted bulk
**225mail
*%*%2%2%1%

Royal Mail sorted bulk
362*11mail
2%6%2%*%2%

a

Royal Mail Wholesale
2*--2Access
2%*%-%-%*%

Bulk mail product from a
different provider

23-*6(please specify)
2%3%-%*%1%

Do not use a specific
104100105133442product for bulk mail

94%91%96%98%95%

c
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
2-1-2512238Unweighted total
*-*-21***45Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*---**-***1mail
100%-%-%-%20%51%-%35%100%11%17%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-----------customer packs etc
-%-%-%-%-%-%-%-%-%-%-%

Publications, such as
magazines, periodicals,

*-*-2*-*-45customer newsletters
50%-%100%-%100%38%-%100%-%100%91%

-----------Other
-%-%-%-%-%-%-%-%-%-%-%

-----**---*Don't know
-%-%-%-%-%24%100%-%-%-%3%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All sending unsorted bulk mailing (QV8n=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-3-5-2-1---118Unweighted total
-1-4-*-2---2*5Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-1-*-*-------1mail
-%100%-%4%-%50%-%-%-%-%-%-%-%17%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

--------------customer packs etc
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Publications, such as
magazines, periodicals,

-1-4-*-2---2-5customer newsletters
-%86%-%92%-%50%-%100%-%-%-%100%-%91%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*--------**Don't know
-%-%-%4%-%-%-%-%-%-%-%-%100%3%
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All sending unsorted bulk mailing (QV8n=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
17353-21--2-8Unweighted total
*5233-**--2-5Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-1*11-**----1mail
-%17%4%27%23%-%50%100%-%-%-%-%17%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-------------customer packs etc
-%-%-%-%-%-%-%-%-%-%-%-%-%

Publications, such as
magazines, periodicals,

-5222-**--2-5customer newsletters
-%95%100%85%96%-%50%100%-%-%92%-%91%

-------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*------*-*Don't know
100%-%-%6%-%-%-%-%-%-%8%-%3%
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All sending unsorted bulk mailing (QV8n=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
422-88Unweighted total
4**-55Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

1*--11mail
13%100%-%-%17%17%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

------customer packs etc
-%-%-%-%-%-%

Publications, such as
magazines, periodicals,

4**-55customer newsletters
98%35%51%-%91%91%

------Other
-%-%-%-%-%-%

--*-**Don't know
-%-%49%-%3%3%
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All sending unsorted bulk mailing (QV8n=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
44-117----1-348Unweighted total
23-**5----*-235Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*1-**1----*-*11mail
8%24%-%100%100%15%-%-%-%-%100%-%4%24%17%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

---------------customer packs etc
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Publications, such as
magazines, periodicals,

22-**4----*-225customer newsletters
96%88%-%100%100%91%-%-%-%-%100%-%96%88%91%

---------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---*-------**Don't know
-%6%-%-%-%3%-%-%-%-%-%-%-%6%3%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All sending unsorted bulk mailing (QV8n=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
---1-136845358Unweighted total
---2-*13523235Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

------111*1*11mail
-%-%-%-%-%-%100%29%17%4%25%4%25%17%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

--------------customer packs etc
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Publications, such as
magazines, periodicals,

---2-*13523235customer newsletters
-%-%-%100%-%100%86%91%91%93%97%96%97%91%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------**---*Don't know
-%-%-%-%-%-%-%-%3%7%-%-%-%3%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 91  (continuation)                                                                                                                                                   Page 1563

QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All sending unsorted bulk mailing (QV8n=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-131------1-38Unweighted total
-*2*------*-25Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-***------*--1mail
-%100%4%100%-%-%-%-%-%-%100%-%-%17%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

--------------customer packs etc
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Publications, such as
magazines, periodicals,

--2*------*-25customer newsletters
-%-%100%100%-%-%-%-%-%-%100%-%93%91%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------**Don't know
-%-%-%-%-%-%-%-%-%-%-%-%7%3%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All sending unsorted bulk mailing (QV8n=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-5172-21-2-18Unweighted total
-3*5*-2*-2-*5Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-1*1--**----1mail
-%25%100%15%-%-%5%100%-%-%-%-%17%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-------------customer packs etc
-%-%-%-%-%-%-%-%-%-%-%-%-%

Publications, such as
magazines, periodicals,

-3*4*-2*-2--5customer newsletters
-%97%100%91%51%-%100%100%-%100%-%-%91%

-------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%

---**------**Don't know
-%-%-%3%49%-%-%-%-%-%-%100%3%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All sending unsorted bulk mailing (QV8n=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-25222-22-8Unweighted total
-2312*-22-5Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-*11*--**-1mail
-%20%25%100%5%-%-%5%5%-%17%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-----------customer packs etc
-%-%-%-%-%-%-%-%-%-%-%

Publications, such as
magazines, periodicals,

-23*2*-22-5customer newsletters
-%100%97%84%100%51%-%100%100%-%91%

-----------Other
-%-%-%-%-%-%-%-%-%-%-%

-----*----*Don't know
-%-%-%-%-%49%-%-%-%-%3%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 91  (continuation)                                                                                                                                                   Page 1566

QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All sending unsorted bulk mailing (QV8n=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
142435-124-13-8Unweighted total
*22223-222-22-5Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-****1--**--*-1mail
-%8%20%4%4%25%-%-%5%4%-%-%4%-%17%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

---------------customer packs etc
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Publications, such as
magazines, periodicals,

*22223-222-22-5customer newsletters
100%96%100%93%96%97%-%100%100%93%-%100%96%-%91%

---------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*-----*----*Don't know
-%-%-%7%-%-%-%-%-%7%-%-%-%-%3%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All sending unsorted bulk mailing (QV8n=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
----421-3238Unweighted total
----222-*225Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

----**--***1mail
-%-%-%-%8%20%-%-%21%5%4%17%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

------------customer packs etc
-%-%-%-%-%-%-%-%-%-%-%-%

Publications, such as
magazines, periodicals,

----222-*225customer newsletters
-%-%-%-%96%100%100%-%61%100%100%91%

------------Other
-%-%-%-%-%-%-%-%-%-%-%-%

--------*--*Don't know
-%-%-%-%-%-%-%-%39%-%-%3%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All sending unsorted bulk mailing (QV8n=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
71-6-484868488Unweighted total
32-3-351555255Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

1--*-111111*11mail
27%-%-%14%-%22%17%80%17%12%17%11%17%17%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

--------------customer packs etc
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Publications, such as
magazines, periodicals,

32-2-251555255customer newsletters
86%100%-%83%-%94%91%69%91%96%91%93%91%91%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-******-**Don't know
5%-%-%6%-%6%3%20%3%4%3%-%3%3%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All sending unsorted bulk mailing (QV8n=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
443321432--28Unweighted total
41212*412--25Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-1*1-**1*--*1mail
-%100%12%77%-%100%2%77%5%-%-%5%17%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-------------customer packs etc
-%-%-%-%-%-%-%-%-%-%-%-%-%

Publications, such as
magazines, periodicals,

41212-412--25customer newsletters
96%69%88%100%92%-%94%100%100%-%-%100%91%

-------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%

*---*-*-----*Don't know
4%-%-%-%8%-%4%-%-%-%-%-%3%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All sending unsorted bulk mailing (QV8n=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q2 2019Q1 2019Q4 2018Q3 2018May' 2019Apr' 2019Mar' 2019Dec' 2018Oct' 2018Aug' 2018Total base

*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
31221211128Unweighted total
**22***2*25Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*-****--**1mail
52%-%8%20%100%35%-%-%100%20%17%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-----------customer packs etc
-%-%-%-%-%-%-%-%-%-%-%

Publications, such as
magazines, periodicals,

*-22-*-2-25customer newsletters
74%-%92%100%-%100%-%100%-%100%91%

-----------Other
-%-%-%-%-%-%-%-%-%-%-%

-*----*---*Don't know
-%100%-%-%-%-%100%-%-%-%3%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All sending unsorted bulk mailing (QV8n=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
2--217331613Unweighted total
4--4*1***1011Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

4--4*****99mail
100%-%-%100%100%51%23%71%100%82%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

----***--23customer packs etc
-%-%-%-%100%19%39%-%-%23%22%

Publications, such as
magazines, periodicals,

---4**-*-55customer newsletters
-%-%-%100%100%31%-%75%-%47%45%

-----**---*Other
-%-%-%-%-%18%38%-%-%-%1%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All sending sorted bulk mailing (QV8n=2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
12-1012---15-113Unweighted total
*1-1122---24-*11Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*1-8-2---24--9mail
100%100%-%78%-%100%-%-%-%100%93%-%-%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-*-22-----*--3customer packs etc
-%83%-%19%100%-%-%-%-%-%4%-%-%22%

Publications, such as
magazines, periodicals,

-*-5-2---2*--5customer newsletters
-%83%-%44%-%100%-%-%-%100%3%-%-%45%

---*--------**Other
-%-%-%2%-%-%-%-%-%-%-%-%100%1%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All sending sorted bulk mailing (QV8n=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
3101125-11--6-13Unweighted total
*11294-*2--5-11Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*9274--2--3-9mail
21%82%100%74%98%-%-%100%-%-%59%-%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

*2-3--*---2-3customer packs etc
40%22%-%28%-%-%100%-%-%-%47%-%22%

Publications, such as
magazines, periodicals,

-5232-----3-5customer newsletters
-%47%100%32%53%-%-%-%-%-%57%-%45%

*--*------*-*Other
39%-%-%2%-%-%-%-%-%-%3%-%1%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All sending sorted bulk mailing (QV8n=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
643-1313Unweighted total
74*-1111Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

54*-99mail
71%97%54%-%79%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

3---33customer packs etc
36%-%-%-%22%22%

Publications, such as
magazines, periodicals,

5*--55customer newsletters
69%7%-%-%45%45%

--*-**Other
-%-%46%-%1%1%

------Don't know
-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All sending sorted bulk mailing (QV8n=2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
94-1211--1--17413Unweighted total
93-229--2--*6311Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

72-227--2--*429mail
77%87%-%100%100%74%-%-%100%-%-%100%69%87%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

21---3------213customer packs etc
22%24%-%-%-%28%-%-%-%-%-%-%30%24%22%

Publications, such as
magazines, periodicals,

5*-223--2---2*5customer newsletters
54%18%-%100%96%33%-%-%100%-%-%-%39%18%45%

-*---*-------**Other
-%6%-%-%-%2%-%-%-%-%-%-%-%6%1%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All sending sorted bulk mailing (QV8n=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
1-1--191013812111113Unweighted total
2-*--*981151111911Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

2-*--*75939979mail
100%-%100%-%-%100%75%71%79%52%81%80%77%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

------33323233customer packs etc
-%-%-%-%-%-%29%34%22%42%23%19%27%22%

Publications, such as
magazines, periodicals,

2-*---35525555customer newsletters
100%-%100%-%-%-%32%69%45%50%46%44%55%45%

--------**---*Other
-%-%-%-%-%-%-%-%1%3%-%-%-%1%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All sending sorted bulk mailing (QV8n=2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-534--------813Unweighted total
-425--------511Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-225--------39mail
-%53%89%100%-%-%-%-%-%-%-%-%52%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-2**--------23customer packs etc
-%47%7%10%-%-%-%-%-%-%-%-%42%22%

Publications, such as
magazines, periodicals,

--23--------25customer newsletters
-%-%93%61%-%-%-%-%-%-%-%-%50%45%

------------**Other
-%-%-%-%-%-%-%-%-%-%-%-%3%1%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All sending sorted bulk mailing (QV8n=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-122113-5-511113Unweighted total
-1129*-4-4***11Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-927*-2-3---9mail
-%81%100%74%23%-%55%-%58%-%-%-%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-3-3*-2-2*--3customer packs etc
-%23%-%28%39%-%42%-%42%100%-%-%22%

Publications, such as
magazines, periodicals,

-523--2-2-*-5customer newsletters
-%46%100%31%-%-%55%-%53%-%100%-%45%

---**------**Other
-%-%-%2%38%-%-%-%-%-%-%100%1%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All sending sorted bulk mailing (QV8n=2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-411426-42213Unweighted total
-29123-42211Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-*712*-22-9mail
-%4%77%67%100%8%-%53%100%-%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-231-2-2-23customer packs etc
-%91%27%76%-%81%-%47%-%100%22%

Publications, such as
magazines, periodicals,

-*512*-22-5customer newsletters
-%5%55%68%100%4%-%53%100%-%45%

-----*----*Other
-%-%-%-%-%7%-%-%-%-%1%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All sending sorted bulk mailing (QV8n=2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
59971111-476-410413Unweighted total
6773119-355-29211Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

445*97-232-2729mail
67%67%69%14%80%77%-%89%54%50%-%87%75%87%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

223223-*22-*2*3customer packs etc
33%31%36%76%19%27%-%7%43%44%-%8%23%8%22%

Publications, such as
magazines, periodicals,

223*55-222-*5*5customer newsletters
38%37%42%10%44%55%-%89%52%53%-%5%53%5%45%

---*-----*----*Other
-%-%-%6%-%-%-%-%-%4%-%-%-%-%1%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All sending sorted bulk mailing (QV8n=2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
----882355513Unweighted total
----57*232211Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

----45*-***9mail
-%-%-%-%94%70%37%-%7%8%11%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

----*3*22223customer packs etc
-%-%-%-%4%35%63%95%82%87%85%22%

Publications, such as
magazines, periodicals,

----25-****5customer newsletters
-%-%-%-%52%70%-%5%11%4%11%45%

--------*--*Other
-%-%-%-%-%-%-%-%7%-%-%1%

------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All sending sorted bulk mailing (QV8n=2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
94111-61210131113101313Unweighted total
7428-51111111111111111Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

5425-299999899mail
71%94%100%70%-%50%79%79%79%79%79%80%79%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

2*-3-333333233customer packs etc
34%4%-%33%-%55%23%23%22%23%22%19%22%22%

Publications, such as
magazines, periodicals,

32-5-155555555customer newsletters
40%54%-%67%-%12%46%47%45%46%45%44%45%45%

*--*-******-**Other
2%-%-%2%-%4%1%2%1%1%1%-%1%1%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 92  (continuation)                                                                                                                                                   Page 1583

QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All sending sorted bulk mailing (QV8n=2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
103913-10331-313Unweighted total

92722-744*-411Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

8172*-722*-29mail
95%23%96%100%8%-%94%55%52%100%-%52%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

*21-2-122--23customer packs etc
2%96%9%-%85%-%9%45%48%-%-%48%22%

Publications, such as
magazines, periodicals,

5*32*-322*-25customer newsletters
53%19%40%100%8%-%41%52%52%100%-%52%45%

*---*-*-----*Other
2%-%-%-%7%-%2%-%-%-%-%-%1%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All sending sorted bulk mailing (QV8n=2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Jul' 2018Total base

*i*h*g*f*e*d*c*b*aSignificance Level: 95%
21231111113Unweighted total
**242*2**11Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

***42-2-*9mail
100%100%20%96%100%-%100%-%100%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

--2----*-3customer packs etc
-%-%100%-%-%-%-%100%-%22%

Publications, such as
magazines, periodicals,

*-*22*---5customer newsletters
65%-%20%52%100%100%-%-%-%45%

---*-----*Other
-%-%-%4%-%-%-%-%-%1%

----------Don't know
-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All sending sorted bulk mailing (QV8n=2)

Columns Tested: a,b,c,d,e,f,g,h,i

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
543113Unweighted total
362*11Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

162*9mail
30%97%87%100%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

2-*-3customer packs etc
87%-%8%-%22%

Publications, such as
magazines, periodicals,

14*-5customer newsletters
23%69%5%-%45%

-*--*Other
-%3%-%-%1%

-----Don't know
-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All sending sorted bulk mailing (QV8n=2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
---1-11--12Unweighted total
---2-**--22Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-----------mail
-%-%-%-%-%-%-%-%-%-%-%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-----------customer packs etc
-%-%-%-%-%-%-%-%-%-%-%

Publications, such as
magazines, periodicals,

---2-----22customer newsletters
-%-%-%100%-%-%-%-%-%100%92%

-----**---*Other
-%-%-%-%-%100%100%-%-%-%8%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All sending Wholesale Access (QV8n=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
---2---1----12Unweighted total
---2---2----*2Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

--------------mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

--------------customer packs etc
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Publications, such as
magazines, periodicals,

---2---2-----2customer newsletters
-%-%-%92%-%-%-%100%-%-%-%-%-%92%

---*--------**Other
-%-%-%8%-%-%-%-%-%-%-%-%100%8%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All sending Wholesale Access (QV8n=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
11-21-----1-2Unweighted total
*2-22-----*-2Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-------------mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-------------customer packs etc
-%-%-%-%-%-%-%-%-%-%-%-%-%

Publications, such as
magazines, periodicals,

-2-22-------2customer newsletters
-%100%-%92%100%-%-%-%-%-%-%-%92%

*--*------*-*Other
100%-%-%8%-%-%-%-%-%-%100%-%8%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All sending Wholesale Access (QV8n=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
1-1-22Unweighted total
2-*-22Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

------mail
-%-%-%-%-%-%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

------customer packs etc
-%-%-%-%-%-%

Publications, such as
magazines, periodicals,

2---22customer newsletters
100%-%-%-%92%92%

--*-**Other
-%-%100%-%8%8%

------Don't know
-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All sending Wholesale Access (QV8n=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
11---2------112Unweighted total
2*---2------2*2Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

---------------mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

---------------customer packs etc
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Publications, such as
magazines, periodicals,

2----2------2-2customer newsletters
100%-%-%-%-%92%-%-%-%-%-%-%100%-%92%

-*---*-------**Other
-%100%-%-%-%8%-%-%-%-%-%-%-%100%8%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All sending Wholesale Access (QV8n=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-1-----1221112Unweighted total
-2-----2222222Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

--------------mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

--------------customer packs etc
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Publications, such as
magazines, periodicals,

-2-----2222222customer newsletters
-%100%-%-%-%-%-%100%92%92%100%100%100%92%

--------**---*Other
-%-%-%-%-%-%-%-%8%8%-%-%-%8%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All sending Wholesale Access (QV8n=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
1-----------22Unweighted total
2-----------22Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

--------------mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

--------------customer packs etc
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Publications, such as
magazines, periodicals,

2-----------22customer newsletters
100%-%-%-%-%-%-%-%-%-%-%-%92%92%

------------**Other
-%-%-%-%-%-%-%-%-%-%-%-%8%8%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All sending Wholesale Access (QV8n=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-1-21-1-1--12Unweighted total
-2-2*-2-2--*2Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-------------mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-------------customer packs etc
-%-%-%-%-%-%-%-%-%-%-%-%-%

Publications, such as
magazines, periodicals,

-2-2--2-2---2customer newsletters
-%100%-%92%-%-%100%-%100%-%-%-%92%

---**------**Other
-%-%-%8%100%-%-%-%-%-%-%100%8%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All sending Wholesale Access (QV8n=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--1--2----2Unweighted total
--2--2----2Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-----------mail
-%-%-%-%-%-%-%-%-%-%-%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-----------customer packs etc
-%-%-%-%-%-%-%-%-%-%-%

Publications, such as
magazines, periodicals,

--2--2----2customer newsletters
-%-%100%-%-%92%-%-%-%-%92%

-----*----*Other
-%-%-%-%-%8%-%-%-%-%8%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All sending Wholesale Access (QV8n=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
1-1211--11--1-2Unweighted total
2-2222--2*--2-2Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

---------------mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

---------------customer packs etc
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Publications, such as
magazines, periodicals,

2-2222--2---2-2customer newsletters
100%-%100%92%100%100%-%-%100%-%-%-%100%-%92%

---*-----*----*Other
-%-%-%8%-%-%-%-%-%100%-%-%-%-%8%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All sending Wholesale Access (QV8n=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
----11--1-12Unweighted total
----22--*-22Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

------------mail
-%-%-%-%-%-%-%-%-%-%-%-%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

------------customer packs etc
-%-%-%-%-%-%-%-%-%-%-%-%

Publications, such as
magazines, periodicals,

----22----22customer newsletters
-%-%-%-%100%100%-%-%-%-%100%92%

--------*--*Other
-%-%-%-%-%-%-%-%100%-%-%8%

------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 93  (continuation)                                                                                                                                                   Page 1597

QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All sending Wholesale Access (QV8n=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
2--2-112222122Unweighted total
2--2-**2222222Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

--------------mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

--------------customer packs etc
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Publications, such as
magazines, periodicals,

2--2---2222222customer newsletters
92%-%-%92%-%-%-%92%92%92%92%100%92%92%

*--*-******-**Other
8%-%-%8%-%100%100%8%8%8%8%-%8%8%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 93  (continuation)                                                                                                                                                   Page 1598

QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All sending Wholesale Access (QV8n=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
11--2-2-----2Unweighted total
*2--2-2-----2Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-------------mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-------------customer packs etc
-%-%-%-%-%-%-%-%-%-%-%-%-%

Publications, such as
magazines, periodicals,

-2--2-2-----2customer newsletters
-%100%-%-%92%-%92%-%-%-%-%-%92%

*---*-*-----*Other
100%-%-%-%8%-%8%-%-%-%-%-%8%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 93  (continuation)                                                                                                                                                   Page 1599

QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All sending Wholesale Access (QV8n=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q2 2019Q1 2019Jun' 2019Mar' 2019Total base

*b*a*b*aSignificance Level: 95%
11112Unweighted total
2*2*2Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-----mail
-%-%-%-%-%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-----customer packs etc
-%-%-%-%-%

Publications, such as
magazines, periodicals,

2-2-2customer newsletters
100%-%100%-%92%

-*-**Other
-%100%-%100%8%

-----Don't know
-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 93  (continuation)                                                                                                                                                   Page 1600

QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All sending Wholesale Access (QV8n=3)

Columns Tested: a,b - a,b

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
111215-3238Unweighted total
***321-**56Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

**-2-1-**23mail
100%100%-%79%-%87%-%100%68%43%49%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-*--2*--*22customer packs etc
-%100%-%-%100%29%-%-%68%46%44%

Publications, such as
magazines, periodicals,

*--1-*-*-11customer newsletters
100%-%-%21%-%23%-%40%-%11%13%

--*--*--*-*Don't know
-%-%100%-%-%13%-%-%32%-%2%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 94                                                                                                                                                                   Page 1601

QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All sending bulk mail product from a different provider (QV8n=4)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-1342-1-1----8Unweighted total
-*152-2-*----6Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-**3*-2-*----3mail
-%100%12%53%9%-%100%-%100%-%-%-%-%49%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

---22--------2customer packs etc
-%-%-%51%100%-%-%-%-%-%-%-%-%44%

Publications, such as
magazines, periodicals,

-*1----------1customer newsletters
-%100%86%-%-%-%-%-%-%-%-%-%-%13%

--*----------*Don't know
-%-%14%-%-%-%-%-%-%-%-%-%-%2%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 94  (continuation)                                                                                                                                                   Page 1602

QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All sending bulk mail product from a different provider (QV8n=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-8176--1--1-8Unweighted total
-6*53--*--2-6Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-3*31--*--2-3mail
-%49%100%48%17%-%-%100%-%-%100%-%49%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-2-22-------2customer packs etc
-%44%-%45%71%-%-%-%-%-%-%-%44%

Publications, such as
magazines, periodicals,

-1*11--*----1customer newsletters
-%13%100%11%18%-%-%100%-%-%-%-%13%

-*-**-------*Don't know
-%2%-%2%3%-%-%-%-%-%-%-%2%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 94  (continuation)                                                                                                                                                   Page 1603

QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All sending bulk mail product from a different provider (QV8n=4)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
431-88Unweighted total
3*2-66Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

**2-33mail
15%63%100%-%49%49%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

2---22customer packs etc
76%-%-%-%44%44%

Publications, such as
magazines, periodicals,

1*--11customer newsletters
16%63%-%-%13%13%

-*--**Don't know
-%37%-%-%2%2%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 94  (continuation)                                                                                                                                                   Page 1604

QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All sending bulk mail product from a different provider (QV8n=4)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
62-126----11428Unweighted total
32-*15----*1326Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

3*-**3----*-3*3mail
81%4%-%100%15%53%-%-%-%-%100%-%96%4%49%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

*2---2------*22customer packs etc
7%96%-%-%-%49%-%-%-%-%-%-%8%96%44%

Publications, such as
magazines, periodicals,

1*-*1*----*1-*1customer newsletters
19%4%-%100%100%2%-%-%-%-%100%100%-%4%13%

*----*------*-*Don't know
3%-%-%-%-%2%-%-%-%-%-%-%4%-%2%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 94  (continuation)                                                                                                                                                   Page 1605

QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All sending bulk mail product from a different provider (QV8n=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-1--1-66858678Unweighted total
-1--*-53636336Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

----*-23323133mail
-%-%-%-%100%-%52%81%49%82%49%17%81%49%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

----*-2*2-22*2customer packs etc
-%-%-%-%100%-%46%7%44%-%44%71%7%44%

Publications, such as
magazines, periodicals,

-1----*1111111customer newsletters
-%100%-%-%-%-%4%19%13%23%13%18%21%13%

------***-****Don't know
-%-%-%-%-%-%2%3%2%-%2%3%3%2%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 94  (continuation)                                                                                                                                                   Page 1606

QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All sending bulk mail product from a different provider (QV8n=4)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-332------1-48Unweighted total
-123------*-36Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-*2-------*-23mail
-%82%100%-%-%-%-%-%-%-%100%-%82%49%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-*-2---------2customer packs etc
-%37%-%81%-%-%-%-%-%-%-%-%-%44%

Publications, such as
magazines, periodicals,

--*1------*-11customer newsletters
-%-%8%19%-%-%-%-%-%-%100%-%21%13%

-*-----------*Don't know
-%18%-%-%-%-%-%-%-%-%-%-%-%2%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 94  (continuation)                                                                                                                                                   Page 1607

QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All sending bulk mail product from a different provider (QV8n=4)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
44531-412--28Unweighted total
3351*-3*2--16Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*22**-2*2--*3mail
17%81%50%40%100%-%82%100%100%-%-%14%49%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

2-2---------2customer packs etc
87%-%52%-%-%-%-%-%-%-%-%-%44%

Publications, such as
magazines, periodicals,

-1*1*-1*---11customer newsletters
-%26%2%70%100%-%21%100%-%-%-%100%13%

*-*---------*Don't know
4%-%2%-%-%-%-%-%-%-%-%-%2%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 94  (continuation)                                                                                                                                                   Page 1608

QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All sending bulk mail product from a different provider (QV8n=4)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-2732334228Unweighted total
-*322133216Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-*322**22*3mail
-%72%81%96%100%40%18%77%100%33%49%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

--*---2---2customer packs etc
-%-%7%-%-%-%90%-%-%-%44%

Publications, such as
magazines, periodicals,

--1-*1-1*11customer newsletters
-%-%21%-%4%70%-%22%4%67%13%

-***---*--*Don't know
-%28%3%4%-%-%-%4%-%-%2%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 94  (continuation)                                                                                                                                                   Page 1609

QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All sending bulk mail product from a different provider (QV8n=4)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-64556-153-2638Unweighted total
-35333-*32-*336Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-222*2-*22-*1*3mail
-%79%49%82%10%79%-%100%82%100%-%72%17%10%49%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-*2-2*------222customer packs etc
-%7%53%-%77%7%-%-%-%-%-%-%71%86%44%

Publications, such as
magazines, periodicals,

-1-111--1*--1-1customer newsletters
-%23%-%23%19%23%-%-%23%4%-%-%18%-%13%

-**-**-----****Don't know
-%3%2%-%3%3%-%-%-%-%-%28%3%4%2%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 94  (continuation)                                                                                                                                                   Page 1610

QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All sending bulk mail product from a different provider (QV8n=4)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-2--64--3438Unweighted total
-2--35--2326Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-*--23--2223mail
-%9%-%-%79%53%-%-%100%81%100%49%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-2--*2-----2customer packs etc
-%100%-%-%7%51%-%-%-%-%-%44%

Publications, such as
magazines, periodicals,

----1---*1*1customer newsletters
-%-%-%-%23%-%-%-%4%26%4%13%

----*------*Don't know
-%-%-%-%3%-%-%-%-%-%-%2%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 94  (continuation)                                                                                                                                                   Page 1611

QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All sending bulk mail product from a different provider (QV8n=4)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
71-6-385878888Unweighted total
5*-3-*65656666Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

2*-1-*32333333mail
46%100%-%22%-%78%49%51%49%54%49%49%49%49%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

2--2--22222222customer packs etc
46%-%-%82%-%-%44%47%44%49%44%44%44%44%

Publications, such as
magazines, periodicals,

1--*-*1*1*1111customer newsletters
13%-%-%6%-%20%13%2%13%3%13%13%13%13%

*--*-*********Don't know
2%-%-%3%-%22%2%2%2%2%2%2%2%2%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 94  (continuation)                                                                                                                                                   Page 1612

QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All sending bulk mail product from a different provider (QV8n=4)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
-824214352258Unweighted total
-621221333336Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-3**22**12213mail
-%49%11%43%95%100%36%12%20%79%79%20%49%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-22*---22--22customer packs etc
-%44%89%24%-%-%-%96%84%-%-%84%44%

Publications, such as
magazines, periodicals,

-1-1--1**11*1customer newsletters
-%13%-%76%-%-%62%4%3%21%21%3%13%

-*--*-*-*--**Don't know
-%2%-%-%5%-%11%-%4%-%-%4%2%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 94  (continuation)                                                                                                                                                   Page 1613

QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All sending bulk mail product from a different provider (QV8n=4)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q2 2019Q1 2019Q3 2018Jun' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Jul' 2018Total base

*c*b*a*f*e*d*c*b*aSignificance Level: 95%
2421112128Unweighted total
23*2**3**6Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

2**2**-**3mail
100%10%72%100%100%100%-%100%72%49%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-2----2*-2customer packs etc
-%80%-%-%-%-%81%100%-%44%

Publications, such as
magazines, periodicals,

*1--**1--1customer newsletters
4%20%-%-%100%100%19%-%-%13%

--*-----**Don't know
-%-%28%-%-%-%-%-%28%2%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 94  (continuation)                                                                                                                                                   Page 1614

QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All sending bulk mail product from a different provider (QV8n=4)

Columns Tested: a,b,c,d,e,f - a,b,c

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
4-12311353920Unweighted total
4-*431*1*1516Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

4--411***910mail
100%-%-%100%34%57%23%56%100%61%61%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

----***--23customer packs etc
-%-%-%-%16%12%39%-%-%16%16%

Publications, such as
magazines, periodicals,

*-*431-1-910customer newsletters
2%-%100%100%100%38%-%85%-%62%60%

-----**---*Other
-%-%-%-%-%12%38%-%-%-%1%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 95                                                                                                                                                                   Page 1615

QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All sending bulk mailing (QV8n=1,2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
15-1414-1-151120Unweighted total
*1-1523-2-242*16Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*1-9-3---24--10mail
100%100%-%57%-%94%-%-%-%100%93%-%-%61%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-*-22-----*--3customer packs etc
-%38%-%14%100%-%-%-%-%-%4%-%-%16%

Publications, such as
magazines, periodicals,

-1-9-3-2-2*2-10customer newsletters
-%85%-%59%-%94%-%100%-%100%3%100%-%60%

---*--------**Other
-%-%-%1%-%-%-%-%-%-%-%-%100%1%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All sending bulk mailing (QV8n=1,2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
3174168-32--7-20Unweighted total
*164127-12--7-16Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*10285-*2--3-10mail
21%62%52%64%70%-%33%100%-%-%43%-%61%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

*2-3--*---2-3customer packs etc
40%15%-%22%-%-%33%-%-%-%34%-%16%

Publications, such as
magazines, periodicals,

-10455-**--5-10customer newsletters
-%62%100%45%69%-%33%5%-%-%69%-%60%

*--*------*-*Other
39%-%-%1%-%-%-%-%-%-%2%-%1%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All sending bulk mailing (QV8n=1,2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
1064-2020Unweighted total
1141-1616Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

64*-1010mail
49%97%36%-%61%61%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

3---33customer packs etc
22%-%-%-%16%16%

Publications, such as
magazines, periodicals,

9**-1010customer newsletters
80%9%32%-%60%60%

--*-**Other
-%-%31%-%1%1%

------Don't know
-%-%-%-%-%-%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All sending bulk mailing (QV8n=1,2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
137-2317--1-1110720Unweighted total
115-2214--2-**9516Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

73-227--2-**5310mail
63%56%-%100%100%54%-%-%100%-%100%100%53%56%61%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

21---3------213customer packs etc
17%12%-%-%-%18%-%-%-%-%-%-%22%12%16%

Publications, such as
magazines, periodicals,

73-227--2-*-5310customer newsletters
62%56%-%100%96%54%-%-%100%-%100%-%53%56%60%

-*---*-------**Other
-%3%-%-%-%1%-%-%-%-%-%-%-%3%1%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All sending bulk mailing (QV8n=1,2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
1-11-21216201117141620Unweighted total
2-*2-*91016714131216Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

2-*--*76103109810mail
100%-%100%-%-%35%77%59%61%38%70%67%65%61%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

------33323233customer packs etc
-%-%-%-%-%-%27%24%16%29%18%16%21%16%

Publications, such as
magazines, periodicals,

2-*2-*3810587810customer newsletters
100%-%100%100%-%65%36%75%60%66%56%52%65%60%

--------**---*Other
-%-%-%-%-%-%-%-%1%2%-%-%-%1%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All sending bulk mailing (QV8n=1,2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-665------1-1020Unweighted total
-455------*-716Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-225------*-310mail
-%54%50%100%-%-%-%-%-%-%100%-%37%61%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-2**--------23customer packs etc
-%46%4%9%-%-%-%-%-%-%-%-%30%16%

Publications, such as
magazines, periodicals,

--43------*-510customer newsletters
-%-%96%65%-%-%-%-%-%-%100%-%65%60%

------------**Other
-%-%-%-%-%-%-%-%-%-%-%-%2%1%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All sending bulk mailing (QV8n=1,2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-173174-71531120Unweighted total
-142141-6*42**16Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-1027*-3*3---10mail
-%70%100%54%17%-%40%100%58%-%-%-%61%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-3-3*-2-2*--3customer packs etc
-%18%-%18%28%-%29%-%42%8%-%-%16%

Publications, such as
magazines, periodicals,

-827*-4*22*-10customer newsletters
-%56%100%53%28%-%69%100%53%92%100%-%60%

---**------**Other
-%-%-%1%27%-%-%-%-%-%-%100%1%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All sending bulk mailing (QV8n=1,2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-616647-64220Unweighted total
-512143-64216Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-1812*-22-10mail
-%13%65%80%57%7%-%38%57%-%61%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-231-2-2-23customer packs etc
-%45%21%45%-%76%-%32%-%100%16%

Publications, such as
magazines, periodicals,

-2814*-44-10customer newsletters
-%53%65%75%100%10%-%68%100%-%60%

-----*----*Other
-%-%-%-%-%6%-%-%-%-%1%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All sending bulk mailing (QV8n=1,2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
61311101416-599-513420Unweighted total
69951312-477-411216Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

455*98-232-27210mail
65%52%57%10%67%65%-%52%40%36%-%47%62%87%61%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

223223-*22-*2*3customer packs etc
32%23%27%43%16%21%-%4%31%30%-%4%19%8%16%

Publications, such as
magazines, periodicals,

355278-445-27*10customer newsletters
39%52%56%50%52%65%-%94%66%67%-%48%61%5%60%

---*-----*----*Other
-%-%-%3%-%-%-%-%-%2%-%-%-%-%1%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All sending bulk mailing (QV8n=1,2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
----12103377820Unweighted total
----7102234516Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

----56*-***10mail
-%-%-%-%67%58%5%-%10%7%8%61%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

----*3*22223customer packs etc
-%-%-%-%2%26%8%95%74%48%45%16%

Publications, such as
magazines, periodicals,

----582*12210customer newsletters
-%-%-%-%66%78%87%5%20%48%53%60%

--------*--*Other
-%-%-%-%-%-%-%-%6%-%-%1%

------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All sending bulk mailing (QV8n=1,2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
155116-91913201620142020Unweighted total
106210-71612161616131616Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

6426-31091091091010mail
58%65%100%56%-%41%61%80%61%60%61%67%61%61%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

2*-3-333333233customer packs etc
24%3%-%25%-%36%16%22%16%16%16%16%16%16%

Publications, such as
magazines, periodicals,

64-7-310610101071010customer newsletters
55%68%-%72%-%43%61%49%60%62%60%53%60%60%

*--*-******-**Other
2%-%-%2%-%2%1%1%1%1%1%-%1%1%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All sending bulk mailing (QV8n=1,2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
1371244113651-520Unweighted total
133934*1156*-616Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

8173**732*-210mail
65%43%76%94%4%100%61%58%37%100%-%37%61%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

*21-2-122--23customer packs etc
1%71%7%-%46%-%6%38%33%-%-%33%16%

Publications, such as
magazines, periodicals,

91532-734*-410customer newsletters
67%32%52%100%50%-%61%60%67%100%-%67%60%

*---*-*-----*Other
1%-%-%-%4%-%2%-%-%-%-%-%1%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All sending bulk mailing (QV8n=1,2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Aug' 2018Jul' 2018Total base

*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
224312122120Unweighted total
**34222*2*16Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

**142-2***10mail
100%100%21%96%100%-%100%50%20%100%61%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

--2----*--3customer packs etc
-%-%90%-%-%-%-%50%-%-%16%

Publications, such as
magazines, periodicals,

*-1222--2-10customer newsletters
65%-%28%52%100%100%-%-%100%-%60%

---*------*Other
-%-%-%4%-%-%-%-%-%-%1%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All sending bulk mailing (QV8n=1,2)

Columns Tested: a,b,c,d,e,f,g,h,i,j

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
845320Unweighted total
364216Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

162110mail
33%97%47%24%61%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

2-*-3customer packs etc
77%-%4%-%16%

Publications, such as
magazines, periodicals,

142210customer newsletters
29%69%49%96%60%

-*--*Other
-%3%-%-%1%

-----Don't know
-%-%-%-%-%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All sending bulk mailing (QV8n=1,2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

6549984396277710185016881766Letters
100%94%82%92%84%97%96%99%96%88%88%

abcdacacaaaa

574778362494709174413531423Large letters
88%91%66%76%66%87%87%92%86%70%71%

abcabcacaaaa

614491390528699164414361505Parcels and packets
93%86%77%82%71%86%92%88%85%75%75%

abcaaaaaa

Advertising and
promotional material,
such as catalogues,
brochures and direct

5644103437622729164716461718mail
86%85%86%92%83%90%91%89%91%86%86%

aeaa

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

403674281380527123410511103customer packs etc
61%70%62%59%51%65%69%64%65%55%55%

aaaaaaaa

Other everyday
correspondence, such as
invoices, one off bills

64491074335957610184916451721etc.
98%94%90%91%80%95%97%96%95%86%86%

abcaaaaaaa

Publications, such as
magazines, periodicals,

504599394539698154614641533customer newsletters
77%86%83%83%72%86%80%81%88%76%77%

aaaaac

Goods / business
supplies / large packets

-----------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
---------22documents / tax forms
-%-%-%-%-%-%-%-%-%*%*%

Order fulfilment
(sending ordered goods

473466310439526123311261177to customers)
71%66%56%65%59%64%62%65%65%59%59%

acaaa

-----------Refused
-%-%-%-%-%-%-%-%-%-%-%

----14*-**2122None of these
-%-%-%-%2%*%-%1%*%1%1%

b

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 96                                                                                                                                                                   Page 1630

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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

----*----**Other
-%-%-%-%*%-%-%-%-%*%*%

--2------22Don't know
-%-%1%-%-%-%-%-%-%*%*%

ab
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

8097891499150152162290146442561031961766Letters
92%90%92%88%90%88%86%88%83%89%91%86%88%88%

eee

617971121211612112423312338204791741423Large letters
69%74%73%71%69%70%66%71%70%77%73%66%78%71%

bg

688365129012813113024413140206941861505Parcels and packets
77%76%67%76%76%76%69%74%74%81%73%79%83%75%

kkkkcfgjk

Advertising and
promotional material,
such as catalogues,
brochures and direct

7693811468150157154281143452391031951718mail
86%87%83%86%90%90%82%85%82%91%85%86%87%86%

ek

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

5159509449796971769532153731251103customer packs etc
58%55%51%55%58%55%52%53%54%65%54%61%56%55%

Other everyday
correspondence, such as
invoices, one off bills

8190831466150149154280145462341062031721etc.
92%84%85%86%90%86%82%85%82%93%83%89%91%86%

cefgjklcegl

Publications, such as
magazines, periodicals,

708872130311814213726213344215821691533customer newsletters
80%82%73%76%71%82%73%79%76%90%76%69%76%77%

bgikbibgijk

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
---2---2-----2documents / tax forms
-%-%-%*%-%-%-%*%-%-%-%-%-%*%

Order fulfilment
(sending ordered goods

5364581003979710719310034158721441177to customers)
61%59%59%59%58%56%57%58%57%69%56%61%64%59%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2217-28--25-*22None of these
-%2%2%1%-%1%4%-%-%3%2%-%*%1%

fmfmaefijmaefimfm
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

-*-----------*Other
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

j

-1-2----2----2Don't know
-%*%-%*%-%-%-%-%1%-%-%-%-%*%

j
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

167159835514116831334851015738167281766Letters
82%89%87%89%86%100%87%88%91%90%88%81%88%

babcdefh

135128829011335631223540011429136221423Large letters
66%72%71%71%71%91%64%69%66%68%72%64%71%

abcdefh

136136930611995791003845812232149241505Parcels and packets
67%76%75%75%73%75%68%79%70%76%79%70%75%

bdfh

Advertising and
promotional material,
such as catalogues,
brochures and direct

152156634513736691134849615239172271718mail
75%87%85%86%84%85%87%86%88%93%91%78%86%

bah

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

97100720789644172223149321123141103customer packs etc
48%56%51%56%56%54%41%54%54%49%65%40%55%

bbaffacdefgh

Other everyday
correspondence, such as
invoices, one off bills

174154735213696851164050314134168311721etc.
86%86%87%86%86%87%72%87%82%81%89%91%86%

fffdff

Publications, such as
magazines, periodicals,

139139433311996031073642213740155311533customer newsletters
68%78%82%75%76%80%65%73%79%94%82%91%77%

bafffbdefghefefh

Goods / business
supplies / large packets

-------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
2-2--2------2documents / tax forms
1%-%*%-%-%1%-%-%-%-%-%-%*%

aaeh

Order fulfilment
(sending ordered goods

99107924193747761283539427117191177to customers)
48%60%59%59%60%46%50%61%54%64%62%56%59%

bgggg

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

51751615--43---22None of these
2%1%1%1%2%-%-%1%2%-%-%-%1%

b

-*-*------*-*Other
-%*%-%*%-%-%-%-%-%-%*%-%*%

-2-2---2----2Don't know
-%*%-%*%-%-%-%*%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 96  (continuation)                                                                                                                                                   Page 1635

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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

40325410837716891766Letters
91%92%86%72%89%88%

aab

3542188295513681423Large letters
80%79%66%52%72%71%

aab

3742118996014451505Parcels and packets
85%77%72%56%76%75%

abb

Advertising and
promotional material,
such as catalogues,
brochures and direct

38824010649316251718mail
88%87%85%87%86%86%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

2811736324610571103customer packs etc
64%63%50%43%56%55%

aab

Other everyday
correspondence, such as
invoices, one off bills

39624610547916421721etc.
90%89%84%74%87%86%

aab

Publications, such as
magazines, periodicals,

3482279376914641533customer newsletters
79%83%75%65%77%77%

ab

Goods / business
supplies / large packets

------ordered via lorry
-%-%-%-%-%-%

Legal / accounts
2---22documents / tax forms
*%-%-%-%*%*%

a

Order fulfilment
(sending ordered goods

3121586964511321177to customers)
71%58%56%42%60%59%

abb

------Refused
-%-%-%-%-%-%

4*1741722None of these
1%*%1%4%1%1%

a
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

*--*-*Other
*%-%-%*%-%*%

a

2---22Don't know
1%-%-%-%*%*%

a
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

2738066874351730--3*13123714931766Letters
93%94%81%52%90%88%-%-%100%20%29%100%94%87%88%

aaaijai

2476904864321391--3*12821611761423Large letters
85%80%57%49%81%71%-%-%91%20%29%89%85%69%71%

aaaaiai

2586715756341471--3212822512461505Parcels and packets
88%78%68%72%87%75%-%-%100%89%29%90%89%73%75%

abaaiaiai

Advertising and
promotional material,
such as catalogues,
brochures and direct

2547567086311687--3212522314641718mail
87%88%84%75%79%86%-%-%100%100%26%81%88%86%86%

a

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

1965054025281075--32*241689071103customer packs etc
67%59%48%64%73%55%-%-%91%100%3%75%66%53%55%

abaaiaiai

Other everyday
correspondence, such as
invoices, one off bills

2817836577361685--3222924514401721etc.
96%91%78%91%91%86%-%-%100%100%74%92%97%84%86%

abaaij

Publications, such as
magazines, periodicals,

2296806237271505--3222120213031533customer newsletters
78%79%74%85%69%77%-%-%91%89%74%65%80%76%77%

ac

Goods / business
supplies / large packets

---------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--2--2-------22documents / tax forms
-%-%*%-%-%*%-%-%-%-%-%-%-%*%*%

Order fulfilment
(sending ordered goods

2085294405271150--32*221819691177to customers)
71%61%52%67%70%59%-%-%91%100%11%71%71%57%59%

abaaai

---------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*516--22------*2122None of these
*%1%2%-%-%1%-%-%-%-%-%-%*%1%1%

bc
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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: 12/07/19



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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

-*---*-------**Other
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%

2-1--2------212Don't know
1%-%*%-%-%*%-%-%-%-%-%-%1%*%*%

bai
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

28514225511261180436664123274611021766Letters
100%100%100%100%92%90%97%92%94%95%96%97%96%88%

bfefdefef

28512214595298636259210466999321423Large letters
100%100%100%88%89%74%82%77%78%85%82%91%82%71%

efefacdeff

285102145937101136762510286529061505Parcels and packets
100%94%100%73%87%73%80%79%79%90%80%85%79%75%

abcefacef

Advertising and
promotional material,
such as catalogues,
brochures and direct

2851120501016111841562711126829911718mail
100%100%100%82%82%82%87%87%89%90%87%89%87%86%

c

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

2841318327187603394627955037101103customer packs etc
100%100%90%94%74%53%62%59%73%66%62%65%62%55%

babcdfff

Other everyday
correspondence, such as
invoices, one off bills

28514245410511182427627115871010371721etc.
100%100%100%100%100%89%90%92%92%90%90%92%91%86%

ab

Publications, such as
magazines, periodicals,

285112145928102138555010206449161533customer newsletters
100%100%100%81%87%74%80%80%83%79%80%84%80%77%

acdf

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-------------2documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

Order fulfilment
(sending ordered goods

265819407218223075168015057071177to customers)
100%73%100%61%80%66%62%64%66%74%63%66%62%59%

aabcef

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----2251642422None of these
-%-%-%-%-%3%*%*%*%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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

-------*-*---*Other
-%-%-%-%-%-%-%*%-%*%-%-%-%*%

------22222222Don'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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

6163293336433*-**34136431766Letters
100%96%98%97%95%100%-%100%100%100%100%100%95%88%

6155255291338*-**34125711423Large letters
98%92%85%84%74%100%-%100%100%100%100%98%84%71%

abcaa

6142237274369*-**34126051505Parcels and packets
100%84%79%79%81%100%-%100%100%100%100%98%89%75%

Advertising and
promotional material,
such as catalogues,
brochures and direct

6144267308387*-**2496121718mail
100%85%89%89%84%100%-%100%100%53%95%69%90%86%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

4101201217271*-**2254531103customer packs etc
70%60%67%63%59%100%-%100%100%47%54%37%67%55%

a

Other everyday
correspondence, such as
invoices, one off bills

4158274311411*-**3486101721etc.
70%93%91%90%90%100%-%100%100%100%100%64%90%86%

Publications, such as
magazines, periodicals,

6135249285344*--*3475351533customer newsletters
100%80%83%82%75%46%-%-%100%100%98%59%79%77%

aa

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-------------2documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

Order fulfilment
(sending ordered goods

3109194206289*--*24124991177to customers)
45%65%65%59%63%46%-%-%100%53%91%93%74%59%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-21*1-------622None of these
-%1%*%*%*%-%-%-%-%-%-%-%1%1%

b

------------**Other
-%-%-%-%-%-%-%-%-%-%-%-%*%*%
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

--2---------22Don't know
-%-%1%-%-%-%-%-%-%-%-%-%*%*%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

4511872391527222154264791741512561766Letters
100%96%89%88%97%100%94%98%89%98%95%95%88%

dd

3410121931230210133682701531412251423Large letters
76%82%72%71%91%89%81%55%78%86%89%84%71%

ad

369922251280211134004821621452321505Parcels and packets
80%80%84%74%92%89%88%100%92%91%91%86%75%

a

Advertising and
promotional material,
such as catalogues,
brochures and direct

3810742351483204124114791661402381718mail
84%87%88%86%89%77%91%98%89%94%88%89%86%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

3076516094314993044611261031671103customer packs etc
66%62%60%54%65%59%67%96%68%71%65%62%55%

Other everyday
correspondence, such as
invoices, one off bills

4411142371483208124074821591412401721etc.
98%90%89%86%91%78%90%100%92%90%89%90%86%

Publications, such as
magazines, periodicals,

349861951338181133552651341292201533customer newsletters
76%80%73%77%79%88%78%49%73%75%81%82%77%

Goods / business
supplies / large packets

-------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
---2--------2documents / tax forms
-%-%-%*%-%-%-%-%-%-%-%-%*%

Order fulfilment
(sending ordered goods

307711761001165113414681341211901177to customers)
67%62%66%58%72%71%75%95%76%75%76%71%59%

a

-------------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 - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

-44172-4-*-2422None of these
-%*%2%1%1%-%1%-%*%-%1%1%1%

--*---*---*-*Other
-%-%*%-%-%-%*%-%-%-%*%-%*%

-2211-2--2-12Don't know
-%*%1%*%*%-%*%-%-%1%-%*%*%

a
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

-122104036821744419198151581766Letters
-%96%96%97%94%96%100%96%95%93%88%

-11287733018740319189141541423Large letters
-%89%81%87%81%87%100%91%89%87%71%

bbb

-10385331120042316182145521505Parcels and packets
-%82%79%82%87%91%85%88%92%82%75%

a

Advertising and
promotional material,
such as catalogues,
brochures and direct

-11093532820641916184145541718mail
-%87%87%86%89%90%85%89%92%86%86%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

-7766025215530413141113411103customer packs etc
-%61%61%66%67%66%70%68%71%65%55%

Other everyday
correspondence, such as
invoices, one off bills

-11998235120741719196154571721etc.
-%94%91%93%90%90%100%95%98%90%86%

a

Publications, such as
magazines, periodicals,

-10286631317337616172132451533customer newsletters
-%80%80%82%75%81%84%83%83%72%77%

a

Goods / business
supplies / large packets

-----------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
----------2documents / tax forms
-%-%-%-%-%-%-%-%-%-%*%

Order fulfilment
(sending ordered goods

-7666222916634812155123481177to customers)
-%60%61%60%72%75%64%75%78%77%59%

-----------Refused
-%-%-%-%-%-%-%-%-%-%-%

--4342--2*22None of these
-%-%*%1%2%*%-%-%1%*%1%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

----*---*-*Other
-%-%-%-%*%-%-%-%*%-%*%

--2121-22-2Don't know
-%-%*%*%1%*%-%1%1%-%*%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

177029294957221070-135432440-1066673201766Letters
100%96%96%95%97%96%-%96%94%95%-%97%97%98%88%

14615800455678911-130398385-1046243061423Large letters
79%84%83%88%91%82%-%92%87%83%-%96%91%94%71%

aacabb

14595767471632884-134410418-965832791505Parcels and packets
79%81%80%91%85%80%-%95%90%90%-%89%85%86%75%

aba

Advertising and
promotional material,
such as catalogues,
brochures and direct

16654834465662966-134410414-956092861718mail
90%89%86%90%89%87%-%95%90%89%-%87%88%88%86%

aa

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

9455581339491689-103299311-644372281103customer packs etc
53%62%60%65%66%62%-%73%65%67%-%59%64%70%55%

bc

Other everyday
correspondence, such as
invoices, one off bills

176578734706851007-135407421-1056353091721etc.
100%90%91%90%92%91%-%95%89%91%-%96%92%95%86%

b

Publications, such as
magazines, periodicals,

17590767419623895-111369363-925762781533customer newsletters
99%81%79%81%84%81%-%78%81%78%-%85%84%86%77%

Goods / business
supplies / large packets

---------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--------------2documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

Order fulfilment
(sending ordered goods

12478586385489682-102327341-694581981177to customers)
68%65%61%74%66%61%-%72%71%74%-%64%66%61%59%

aaba

---------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-14424--46--1-22None of these
-%*%*%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 - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

--------**----*Other
-%-%-%-%-%-%-%-%*%*%-%-%-%-%*%

--2222---2--212Don't know
-%-%*%*%*%*%-%-%-%*%-%-%*%*%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

1331203168787652732821963431766Letters
98%100%85%89%96%96%92%95%95%92%97%88%

b

1231182659976253692551813131423Large letters
94%98%77%75%84%83%96%89%86%85%88%71%

bc

1331182557773254752711893251505Parcels and packets
100%100%77%72%81%80%97%98%91%89%92%75%

b

Advertising and
promotional material,
such as catalogues,
brochures and direct

1128213064379153712651923261718mail
84%88%90%87%90%87%94%92%89%90%92%86%

a

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

928202644554435472021332281103customer packs etc
68%89%84%75%62%60%62%61%68%62%64%55%

Other everyday
correspondence, such as
invoices, one off bills

931183464682553732751823231721etc.
70%100%78%98%90%90%95%94%93%85%91%86%

bbbb

Publications, such as
magazines, periodicals,

727183258472952622301673001533customer newsletters
56%88%78%92%82%80%93%80%77%78%84%77%

bcdc

Goods / business
supplies / large packets

------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-----------2documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%*%

Order fulfilment
(sending ordered goods

1126122446855742532231552661177to customers)
85%82%51%68%65%61%76%69%75%73%75%59%

------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%

--2-15--42222None of these
-%-%8%-%*%1%-%-%1%1%1%1%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

--------*-**Other
-%-%-%-%-%-%-%-%*%-%*%*%

-----2-----2Don'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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

1394243551399239517161017173414261766140517661766Letters
88%90%90%89%100%95%96%94%89%95%99%99%100%88%

aededebcde

111621544114223461383902141412691423142314051423Large letters
71%79%73%72%92%83%77%83%73%84%80%100%80%71%

bbbaceeacdee

1162220431191238414571012149415051438126914261505Parcels and packets
74%81%71%75%100%93%81%93%77%100%81%89%81%75%

bbbabceeacee

Advertising and
promotional material,
such as catalogues,
brochures and direct

134624052136523871585992171813811583130715681718mail
85%89%87%86%100%93%88%91%88%92%89%92%89%86%

bbaceace

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

86516231880225010366291103923106190310571103customer packs etc
55%60%51%56%100%60%58%58%57%61%60%63%60%55%

eace

Other everyday
correspondence, such as
invoices, one off bills

135224250137223781595997172113801598133415841721etc.
86%89%82%87%100%91%89%92%89%92%90%94%90%86%

baceacde

Publications, such as
magazines, periodicals,

121221839123323421414895153312431411120413971533customer newsletters
77%80%64%78%100%82%79%82%79%83%79%85%79%77%

bbaceace

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-22--2222-2222documents / tax forms
-%1%3%-%-%*%*%*%*%-%*%*%*%*%

ba

Order fulfilment
(sending ordered goods

909174329362296111575411771046111295411011177to customers)
58%64%53%59%93%71%62%69%61%69%62%67%62%59%

bbbaceace

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

172-15---------22None of these
1%1%-%1%-%-%-%-%-%-%-%-%-%1%

------********Other
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

21-1---------2Don't know
*%*%-%*%-%-%-%-%-%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

771995144790220313127017332179263371766Letters
84%92%89%94%83%90%88%89%89%87%100%88%88%

baa

620803114377195263100914127369182931423Large letters
68%74%70%80%74%75%70%73%76%76%69%77%71%

bcb

668837118985223256108015929979253141505Parcels and packets
73%77%73%88%84%73%75%82%83%86%96%83%75%

bccbc

Advertising and
promotional material,
such as catalogues,
brochures and direct

770948139486230311123016631876243311718mail
84%88%86%89%87%89%85%86%89%83%91%87%86%

b

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

4836218897313619178312221257192261103customer packs etc
53%57%55%75%52%55%54%63%59%62%73%59%55%

bacb

Other everyday
correspondence, such as
invoices, one off bills

776945139890224300124016931784213431721etc.
85%87%86%94%85%86%86%88%88%92%80%90%86%

ac

Publications, such as
magazines, periodicals,

684848125075200278110214727465222861533customer newsletters
75%78%77%78%76%80%76%76%76%71%84%75%77%

Goods / business
supplies / large packets

-------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-22--2------2documents / tax forms
-%*%*%-%-%*%-%-%-%-%-%-%*%

b

Order fulfilment
(sending ordered goods

5386399386816820283313424563192551177to customers)
59%59%58%70%64%58%58%69%68%69%70%67%59%

cbc

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

13918-4812232-322None of these
1%1%1%-%1%2%1%1%1%2%-%1%1%

b

-*--*-*--*-**Other
-%*%-%-%*%-%*%-%-%1%-%*%*%

-21-2-2-2--22Don't know
-%*%*%-%1%-%*%-%*%-%-%*%*%

c
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

1661841151741811141091461551751181301766Letters
87%95%98%97%93%90%84%80%83%84%83%87%88%

abcdeflabcdefghlabcdefglabcdefe

1501551021431369292113118125971011423Large letters
79%80%87%80%70%73%71%61%63%60%69%67%71%

abcdeabcdefhabcdefghlabcdeccec

143153971511549199145126145107931505Parcels and packets
75%79%83%84%79%72%76%79%68%70%76%62%75%

aacdacdgacdglacdaaada

Advertising and
promotional material,
such as catalogues,
brochures and direct

163166951541751211181531551741181251718mail
86%86%81%86%90%95%91%84%83%84%83%84%86%

djabcdeijklacdj

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

10911969931118370869912363801103customer packs etc
57%62%59%51%57%66%54%47%53%59%44%54%55%

bbebebabdefibe

Other everyday
correspondence, such as
invoices, one off bills

1761701101501751091111531541681241211721etc.
92%88%94%84%90%86%85%84%82%80%88%81%86%

acdefiacacdefgiacd

Publications, such as
magazines, periodicals,

153135971281531021141381411491111121533customer newsletters
80%70%83%71%79%80%88%75%75%71%79%74%77%

kcikkabcdehik

Goods / business
supplies / large packets

-------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-----------22documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%1%*%

Order fulfilment
(sending ordered goods

1341266310512974779411311378701177to customers)
70%66%54%58%66%59%59%51%60%54%55%47%59%

abcdefgijacejaabcejaaa

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%

52---1-461-422None of these
2%1%-%-%-%*%-%2%3%*%-%2%1%

hijbfhijhij
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

---------*--*Other
-%-%-%-%-%-%-%-%-%*%-%-%*%

----1----2--2Don't know
-%-%-%-%*%-%-%-%-%1%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

4654684104231766Letters
93%94%82%85%88%

abab

4073713233221423Large letters
81%74%65%64%71%

abcab

3933973693461505Parcels and packets
79%79%74%69%75%

aab

Advertising and
promotional material,
such as catalogues,
brochures and direct

4244494274181718mail
85%90%85%84%86%

abd

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

2962872552661103customer packs etc
59%57%51%53%55%

bb

Other everyday
correspondence, such as
invoices, one off bills

4564354184121721etc.
91%87%84%82%86%

abc

Publications, such as
magazines, periodicals,

3853833933721533customer newsletters
77%77%79%74%77%

Goods / business
supplies / large packets

-----ordered via lorry
-%-%-%-%-%

Legal / accounts
---22documents / tax forms
-%-%-%*%*%

Order fulfilment
(sending ordered goods

3243082842611177to customers)
65%62%57%52%59%

aba

-----Refused
-%-%-%-%-%

7110522None of these
1%*%2%1%1%

cc

---**Other
-%-%-%*%*%
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

-1-22Don'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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153741183694655997214138612181817Unweighted total

6549984396277710185016881766Weighted total

Urgent delivery - on the
same day or a specific

16622837715339247262time the next day
24%12%23%19%12%20%30%19%18%15%15%

adaaaabe

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

17431129161244613423447system)
26%8%32%29%26%30%41%35%27%25%25%

ddddaaba

Timed delivery (i.e. to
arrive by specific time

14320708115257227241/day)
21%6%20%16%13%19%26%26%15%13%14%

adaddaabab

604396410598739174616051678Standard delivery
92%89%98%93%95%94%96%93%94%95%95%

ded

15315758413337251264International delivery
22%7%15%17%13%16%29%17%14%15%15%

addabce

113753*122124Cross-Border Delivery
2%3%3%1%1%4%5%4%3%1%1%

aaaa

-----------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
---42*--*66READ OUT)
-%-%-%1%*%*%-%-%*%*%*%

Don't Know (DO NOT READ
33*8223*124245OUT)
5%7%*%2%3%3%2%4%4%2%3%

bcbc
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
225230233112911511512621510737199671481817Unweighted total

8097891499150152162290146442561031961766Weighted total

Urgent delivery - on the
same day or a specific

15141222128221936116541531262time the next day
18%15%14%15%18%14%12%12%8%14%21%14%16%15%

eeeefgjk

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

19252238052513656128902352447system)
23%26%25%25%35%34%22%19%8%18%35%22%27%25%

eeeeefgjmefgmeeedefgjkle
m

Timed delivery (i.e. to
arrive by specific time

1412102052928192396601021241/day)
18%12%12%14%19%18%12%8%6%14%23%10%11%14%

efefefefabefgjk

l

7894851421145144158272142402371011831678Standard delivery
97%97%95%95%97%94%98%94%97%91%93%98%94%95%

cd

15131122512251732152801823264International delivery
19%14%12%15%8%17%10%11%10%4%31%18%12%15%

defgikiabdefgh

ijklm

24------------24Cross-Border Delivery
30%-%-%-%-%-%-%-%-%-%-%-%-%1%

abcdefgh

ijkl

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
---62-2*--*-26READ OUT)
-%-%-%*%1%-%1%*%-%-%*%-%1%*%

Don't Know (DO NOT READ
13238*4274292645OUT)
2%3%3%3%*%3%1%3%3%5%4%2%3%3%

i
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
229158847313447381196644316543201401817Unweighted total
167159835514116831334851015738167281766Weighted total

Urgent delivery - on the
same day or a specific

36227592039940267256193262time the next day
21%14%17%14%15%30%5%13%16%16%12%10%15%

afabdefhf

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

53393983491734951233715376447system)
32%25%28%25%25%37%10%24%23%40%22%22%25%

afbdefhffbdefhf

Timed delivery (i.e. to
arrive by specific time

35206431989334168215152241/day)
21%13%12%14%14%25%2%13%14%13%9%9%14%

afabdefhfff

161151733913396481224848515135158271678Standard delivery
96%95%95%95%95%92%100%95%96%93%95%98%95%

g

39225472179721489176253264International delivery
23%14%13%15%14%15%9%18%11%16%15%10%15%

ad

2229158*-101-4*24Cross-Border Delivery
1%1%2%1%1%*%-%2%1%-%3%2%1%

a

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
2442---6*---6READ OUT)
1%*%1%*%-%-%-%1%*%-%-%-%*%

aah

Don't Know (DO NOT READ
342935164*162*5*45OUT)
2%3%3%3%2%3%*%3%2%*%3%2%3%
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QV9b1. Which of the following types of services does each of the types of mail you receive fall into?  Letters
Base: All who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
42526711065917581817Unweighted total
40325410837716891766Weighted total

Urgent delivery - on the
same day or a specific

824912710252262time the next day
20%19%12%13%15%15%

aa

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1248023415432447system)
31%32%22%20%26%25%

aa

Timed delivery (i.e. to
arrive by specific time

67411273239241/day)
17%16%12%4%14%14%

aab

37823410407116071678Standard delivery
94%92%96%92%95%95%

bc

84591174260264International delivery
21%23%11%6%15%15%

aab

851112324Cross-Border Delivery
2%2%1%1%1%1%

------Other (PLEASE SPECIFY)
-%-%-%-%-%-%

None of these (DO NOT
-42246READ OUT)
-%1%*%3%*%*%

aca

Don't Know (DO NOT READ
16524*4445OUT)

4%2%2%1%3%3%
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QV9b1. Which of the following types of services does each of the types of mail you receive fall into?  Letters
Base: All who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
3768525899571760--4234831914411817Unweighted total
2738066874351730--3*13123714931766Weighted total

Urgent delivery - on the
same day or a specific

6312970*10252---**1053199262time the next day
23%16%10%7%29%15%-%-%-%43%12%32%22%13%15%

abaaiaiai

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

89209148113433--***1276358447system)
33%26%22%24%37%25%-%-%17%43%38%39%32%24%25%

abaiaiai

Timed delivery (i.e. to
arrive by specific time

551097715236--***550186241/day)
20%13%11%13%14%14%-%-%9%43%12%15%21%12%14%

abai

2497746554301648--3*12621914291678Standard delivery
91%96%95%100%84%95%-%-%100%100%100%82%92%96%95%

ccbcjcjbcj

601366817257--***753204264International delivery
22%17%10%20%21%15%-%-%9%100%12%21%22%14%15%

abaai

4155-*24-----*42024Cross-Border Delivery
2%2%1%-%1%1%-%-%-%-%-%1%2%1%1%

---------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
*6---6------*66READ OUT)
*%1%-%-%-%*%-%-%-%-%-%-%*%*%*%

a

Don't Know (DO NOT READ
91224-441-----453645OUT)
3%1%3%-%11%2%-%-%-%-%-%12%2%2%3%

bbabiabi
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525398611771263503672134184012281817Unweighted total
28514225511261180436664123274611021766Weighted total

Urgent delivery - on the
same day or a specific

-22131216219165121182134166262time the next day
-%25%48%5%12%22%14%16%15%18%15%18%15%15%

c

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

-243417275309111181305216264447system)
-%22%92%23%19%30%24%26%25%27%25%29%24%25%

ac

Timed delivery (i.e. to
arrive by specific time

--413715116669110166114153241/day)
-%-%90%5%13%13%13%14%16%17%13%15%14%14%

24513224810711121413614116570910461678Standard delivery
100%53%100%94%100%87%95%95%95%92%95%95%95%95%

bbddd

---331017118977133186138155264International delivery
-%-%-%18%12%17%15%16%18%20%15%18%14%15%

acfac

---**2152071218121624Cross-Border Delivery
-%-%-%1%2%4%1%2%2%2%1%2%1%1%

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-----*24*42226READ OUT)
-%-%-%-%-%*%*%*%*%1%*%*%*%*%

Don't Know (DO NOT READ
---1-4293392433162745OUT)
-%-%-%4%-%7%3%3%2%4%3%2%2%3%

a

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 97  (continuation)                                                                                                                                                   Page 1665

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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62633303424002-1128176431817Unweighted total
6163293336433*-**34136431766Weighted total

Urgent delivery - on the
same day or a specific

239504447*--*-*2118262time the next day
32%24%17%13%11%46%-%-%100%-%6%15%18%15%

abca

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

-59757795*-**-*3178447system)
-%36%26%23%22%100%-%100%100%-%9%20%28%25%

abc

Timed delivery (i.e. to
arrive by specific time

-28394949*--*-*2108241/day)
-%17%13%15%11%46%-%-%100%-%6%17%17%14%

a

4146280327409*-**22105991678Standard delivery
68%90%96%97%94%100%-%100%100%53%55%82%93%95%

ddd

-36434759*--*-*2130264International delivery
-%22%15%14%14%46%-%-%100%-%9%19%20%15%

abc

-3546-----*-1224Cross-Border Delivery
-%2%2%1%1%-%-%-%-%-%2%-%2%1%

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-**2------2-26READ OUT)
-%*%*%1%-%-%-%-%-%-%42%-%*%*%

Don't Know (DO NOT READ
-106512----2-22045OUT)
-%6%2%1%3%-%-%-%-%47%-%18%3%3%

abc
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
5112902291588261243865961671462581817Unweighted total
4511872391527222154264791741512561766Weighted total

Urgent delivery - on the
same day or a specific

51774122149467*18273144262time the next day
11%15%17%14%22%26%16%2%23%15%21%17%15%

a

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1628969377645111*25593463447system)
35%24%29%25%29%35%26%8%31%34%23%25%25%

ab

Timed delivery (i.e. to
arrive by specific time

51613820442465*17252445241/day)
12%14%16%13%19%25%15%2%21%14%16%18%14%

4411212221456202153974711621412361678Standard delivery
98%94%93%95%91%98%93%100%89%93%93%92%95%

91775121333397*29432931264International delivery
20%15%21%14%15%21%23%2%37%25%19%12%15%

acabca

*17321417-143424Cross-Border Delivery
1%1%1%1%2%6%2%-%1%2%2%2%1%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-242--4--22-6READ OUT)
-%*%2%*%-%-%1%-%-%1%1%-%*%

a

Don't Know (DO NOT READ
1336397*17-666645OUT)
2%3%2%3%3%1%4%-%7%3%4%2%3%

a
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QV9b1. Which of the following types of services does each of the types of mail you receive fall into?  Letters
Base: All who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-163115341121645523219160611817Unweighted total
-122104036821744419198151581766Weighted total

Urgent delivery - on the
same day or a specific

-371571022890335208262time the next day
-%30%15%28%13%20%19%18%13%13%15%

bbb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

-55247155561237673717447system)
-%45%24%42%26%28%35%34%25%29%25%

bb

Timed delivery (i.e. to
arrive by specific time

-35144923078437248241/day)
-%29%14%25%14%18%21%19%16%14%14%

bb

-11698635520241018187143541678Standard delivery
-%95%95%96%93%92%96%94%95%93%95%

-771479649828594017264International delivery
-%63%14%26%22%18%42%30%27%29%15%

abb

-916638133124Cross-Border Delivery
-%8%2%2%2%2%4%2%2%1%1%

ab

-----------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
--2-22-2-26READ OUT)
-%-%*%-%1%*%-%1%-%3%*%

b

Don't Know (DO NOT READ
-2254618134245OUT)
-%2%2%1%3%4%4%2%2%3%3%
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QV9b1. Which of the following types of services does each of the types of mail you receive fall into?  Letters
Base: All who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1883910125218101195-147452450-1357503311817Unweighted total
177029294957221070-135432440-1066673201766Weighted total

Urgent delivery - on the
same day or a specific

511515897131163-339183-3512286262time the next day
28%16%17%20%18%15%-%24%21%19%-%33%18%27%15%

abb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

3185246138210253-47131139-49196136447system)
17%26%27%28%29%24%-%35%30%31%-%46%29%42%25%

abb

Timed delivery (i.e. to
arrive by specific time

59713986111150-357785-3210275241/day)
28%14%15%17%15%14%-%26%18%19%-%30%15%23%14%

bbb

136708804586841014-127396414-1016333091678Standard delivery
77%95%95%93%95%95%-%94%92%94%-%96%95%96%95%

611316198133151-60107102-6912385264International delivery
36%16%17%20%18%14%-%45%25%23%-%66%18%26%15%

aaababb

*1514101216-687-911524Cross-Border Delivery
1%2%2%2%2%2%-%5%2%2%-%8%2%2%1%

aab

---------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-2-222--42--2-6READ OUT)
-%*%-%*%*%*%-%-%1%*%-%-%*%-%*%

Don't Know (DO NOT READ
-2122191627-21714-216345OUT)
-%3%2%4%2%2%-%1%4%3%-%2%2%1%3%
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QV9b1. Which of the following types of services does each of the types of mail you receive fall into?  Letters
Base: All who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1125243781394461722962363621817Unweighted total
1331203168787652732821963431766Weighted total

Urgent delivery - on the
same day or a specific

43711001501727705280262time the next day
28%9%36%3%15%17%33%37%25%27%23%15%

ac

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

6714417023323389575112447system)
46%23%68%12%25%27%45%51%34%38%33%25%

abc

Timed delivery (i.e. to
arrive by specific time

2533931301626604567241/day)
14%16%17%10%13%15%31%35%21%23%20%14%

aabc

1330182965582747672631893151678Standard delivery
99%95%90%94%95%94%92%92%93%96%92%95%

a

47411021483142675780264International delivery
33%22%20%4%15%17%59%58%24%29%23%15%

abcabc

*1**14123257724Cross-Border Delivery
4%3%1%2%2%1%6%3%2%3%2%1%

ac

------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
----2*--2-26READ OUT)
-%-%-%-%*%*%-%-%1%-%1%*%

Don't Know (DO NOT READ
-2*21923*-961145OUT)
-%5%1%6%3%3%*%-%3%3%3%3%
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QV9b1. Which of the following types of services does each of the types of mail you receive fall into?  Letters
Base: All who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1482226441487345417611057178914841817148818171817Unweighted total
1394243551399239517161017173414261766140517661766Weighted total

Urgent delivery - on the
same day or a specific

189489190-152256262259241262238262262time the next day
14%20%17%14%-%39%15%26%15%17%15%17%15%15%

babb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

3208312330-219433447443394447381447447system)
23%34%22%24%-%55%25%44%26%28%25%27%25%25%

babb

Timed delivery (i.e. to
arrive by specific time

178427185-151237241241223241212241241/day)
13%17%14%13%-%38%14%24%14%16%14%15%14%14%

abb

132822951132823861678966164813511678133216781678Standard delivery
95%94%93%95%100%98%98%95%95%95%95%95%95%95%

aa

1905310202*264264216262235264228264264International delivery
14%22%19%14%7%67%15%21%15%16%15%16%15%15%

babb

213-20-242418242124212424Cross-Border Delivery
1%1%-%1%-%6%1%2%1%1%1%2%1%1%

ab

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
22*4---2426266READ OUT)
*%1%*%*%-%-%-%*%*%*%*%*%*%*%

Don't Know (DO NOT READ
384238-12214454245374545OUT)

3%2%3%3%-%*%1%1%3%3%3%3%3%3%
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QV9b1. Which of the following types of services does each of the types of mail you receive fall into?  Letters
Base: All who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
7501067146993232337128618831582243301817Unweighted total
771995144790220313127017332179263371766Weighted total

Urgent delivery - on the
same day or a specific

93169202174337188355714758262time the next day
12%17%14%19%19%12%15%20%18%18%25%17%15%

bcc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

18326434827698630753108269117447system)
24%26%24%30%31%27%24%31%34%33%32%35%25%

c

Timed delivery (i.e. to
arrive by specific time

8815319793432178295712756241/day)
11%15%14%10%15%10%14%17%18%15%25%17%14%

bc

731947137884208299120516329977263131678Standard delivery
95%95%95%93%94%96%95%95%93%97%99%93%95%

115149190195354172367817781264International delivery
15%15%13%21%24%17%14%21%24%21%28%24%15%

ccb

11131914615342*524Cross-Border Delivery
1%1%1%1%2%2%1%2%1%2%*%1%1%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
6-4-2*424--46READ OUT)
1%-%*%-%1%*%*%1%1%-%-%1%*%

a

Don't Know (DO NOT READ
22223735535582*1045OUT)

3%2%3%3%2%2%3%3%3%3%1%3%3%
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QV9b1. Which of the following types of services does each of the types of mail you receive fall into?  Letters
Base: All who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1501591651551541591241271861521251611817Unweighted total
1661841151741811141091461551751181301766Weighted total

Urgent delivery - on the
same day or a specific

26341218261292119253723262time the next day
16%19%11%10%15%11%8%14%12%14%32%17%15%

ffgijfacdefghijk

l

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

446720343719163734425046447system)
27%36%18%20%20%17%15%26%22%24%43%36%25%

fgcdfghijfcdefghijlcdfghij

Timed delivery (i.e. to
arrive by specific time

24371321261261822222317241/day)
14%20%12%12%14%11%5%12%14%12%19%13%14%

ffgjfffffgf

1581811121591711101051371421701121221678Standard delivery
95%99%98%91%94%96%96%94%92%97%95%94%95%

adehididi

28341521181471521303426264International delivery
17%19%13%12%10%12%6%10%14%17%29%20%15%

fefhffefhcdefghijkl

33231112141224Cross-Border Delivery
2%2%2%2%*%1%1%1%1%2%1%2%1%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
2-----2-2*--6READ OUT)
1%-%-%-%-%-%2%-%1%*%-%-%*%

Don't Know (DO NOT READ
23-783*5642445OUT)
1%1%-%4%4%3%*%4%4%3%1%3%3%

fjfjjfjfjjj
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
4744684374381817Unweighted total
4654684104231766Weighted total

Urgent delivery - on the
same day or a specific

73564885262time the next day
16%12%12%20%15%

bc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1319187138447system)
28%19%21%33%25%

bcbc

Timed delivery (i.e. to
arrive by specific time

74594662241/day)
16%13%11%15%14%

b

4514393844041678Standard delivery
97%94%94%96%95%

bc

77544390264International delivery
17%11%11%21%15%

bcbc

845724Cross-Border Delivery
2%1%1%2%1%

-----Other (PLEASE SPECIFY)
-%-%-%-%-%

None of these (DO NOT
2-4*6READ OUT)
*%-%1%*%*%

c

Don't Know (DO NOT READ
518121045OUT)
1%4%3%2%3%

dd
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
13769100305362538651303439671505Unweighted total

574778362494709174413531423Weighted total

Urgent delivery - on the
same day or a specific

12518585512327184197time the next day
21%11%23%16%11%18%36%14%15%14%14%

aadaabce

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1652499128204511333352system)
29%10%31%27%26%28%44%28%25%25%25%

ddddabce

Timed delivery (i.e. to
arrive by specific time

10314566210235175186/day)
18%6%18%15%13%15%25%16%12%13%13%

dddabe

554376337462648164112731337Standard delivery
96%91%97%93%94%92%92%94%92%94%94%

1038505011335167178International delivery
17%7%11%14%10%15%36%15%11%12%12%

adabce

112743*111921Cross-Border Delivery
2%3%3%2%1%4%6%3%3%1%1%

aaa

-----------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
*--23*--*77READ OUT)
*%-%-%1%1%1%-%-%1%*%*%

Don't Know (DO NOT READ
1*25153*123235OUT)
2%1%3%1%3%4%2%3%4%2%2%

a
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
18119518694394981001759234167541291505Unweighted total

617971121211612112423312338204791741423Weighted total

Urgent delivery - on the
same day or a specific

12810165161315286440935197time the next day
20%11%15%14%14%11%12%12%4%10%19%12%20%14%

efhjleeeeelel

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

181818298363227571311651146352system)
29%23%26%25%31%26%22%24%10%30%32%14%27%25%

beeeebeeeeebejle

Timed delivery (i.e. to
arrive by specific time

12710157161815237641922186/day)
20%9%14%13%14%15%12%10%6%15%20%11%13%13%

efjleeeefjl

577568113711211411622011236186781631337Standard delivery
93%94%96%94%96%95%94%94%91%95%91%99%94%94%

c

159714711194186*551419178International delivery
25%11%9%12%9%16%4%8%5%*%27%18%11%12%

gadefgijkdegdefgdefgadefghig
ljkl

21------------21Cross-Border Delivery
35%-%-%-%-%-%-%-%-%-%-%-%-%1%

abcdefgh

ijkl

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
11-6----4-2*-7READ OUT)
1%1%-%*%-%-%-%-%3%-%1%*%-%*%

afjk

Don't Know (DO NOT READ
22131*4444-9*435OUT)
3%2%1%3%*%4%3%2%3%-%4%1%2%2%

k
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
185132040211036151115535713135167321505Unweighted total
135128829011335631223540011429136221423Weighted total

Urgent delivery - on the
same day or a specific

27170511467130355212113197time the next day
20%13%17%13%13%24%9%14%19%8%8%13%14%

aabcefhb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

443088127113852688339214352system)
33%24%28%24%25%42%18%22%29%31%16%17%25%

ababdefhbb

Timed delivery (i.e. to
arrive by specific time

34152361506727*5921*101186/day)
25%12%12%13%12%22%1%15%18%1%8%3%13%

acfabcfhbcfabcf

126121127610615201153338011126128221337Standard delivery
94%94%95%94%92%94%93%95%97%92%94%100%94%

h

28149281496516*6512*171178International delivery
21%12%10%13%12%13%1%16%10%1%13%3%12%

afcfacfhff

12061571-101-3*21Cross-Border Delivery
1%2%2%1%1%*%-%2%1%-%2%*%1%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
25256--1*-1-7READ OUT)
1%*%1%*%1%-%-%*%*%-%*%-%*%

Don't Know (DO NOT READ
629628183*121-1-35OUT)
4%2%2%3%3%2%1%3%1%-%1%-%2%
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3752338824514601505Unweighted total
3542188295513681423Weighted total

Urgent delivery - on the
same day or a specific

6933906190197time the next day
20%15%11%12%14%14%

a

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1105817815337352system)
31%26%21%27%25%25%

a

Timed delivery (i.e. to
arrive by specific time

6331893183186/day)
18%14%11%5%13%13%

a

3242027904912881337Standard delivery
92%93%95%88%94%94%

c

5741735173178International delivery
16%19%9%9%13%12%

aa

75912121Cross-Border Delivery
2%2%1%1%2%1%

------Other (PLEASE SPECIFY)
-%-%-%-%-%-%

None of these (DO NOT
*25-77READ OUT)
*%1%1%-%1%*%

Don't Know (DO NOT READ
10519*3435OUT)

3%2%2%1%2%2%
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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: 12/07/19



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%
3427384258521453--3234429011631505Unweighted total
2476904864321391--3*12821611761423Weighted total

Urgent delivery - on the
same day or a specific

53865717189---**746143197time the next day
22%12%12%15%23%14%-%-%-%100%12%24%21%12%14%

abaiaiai

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

75172105110343---**966277352system)
30%25%22%15%31%25%-%-%-%100%12%33%30%24%25%

aai

Timed delivery (i.e. to
arrive by specific time

43806315181---**538142186/day)
18%12%13%15%17%13%-%-%-%100%12%17%18%12%13%

bai

2206574594281309--3*12419311171337Standard delivery
89%95%95%100%87%94%-%-%100%100%100%85%89%95%94%

ccbcjbcj

44993416172---**539133178International delivery
18%14%7%15%18%12%-%-%-%100%12%19%18%11%12%

aaai

5134-*21-----*41721Cross-Border Delivery
2%2%1%-%1%2%-%-%-%-%-%1%2%1%1%

---------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
*25--7------*77READ OUT)
*%*%1%-%-%1%-%-%-%-%-%-%*%1%*%

Don't Know (DO NOT READ
91214-233-----272635OUT)
4%2%3%-%6%2%-%-%-%-%-%7%3%2%2%

b
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All 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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18524367310211084435615116879610671505Unweighted total
28512214595298636259210466999321423Weighted total

Urgent delivery - on the
same day or a specific

-2211111371435496153119139197time the next day
-%25%48%4%5%23%14%15%15%16%15%17%15%14%

ac

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

-*4311524525487154269209239352system)
-%1%90%25%6%33%26%26%24%26%26%30%26%25%

ccacef

Timed delivery (i.e. to
arrive by specific time

-*2*161321374993142114127186/day)
-%1%41%4%4%14%14%14%14%16%14%16%14%13%

2451221438989283375499856548811337Standard delivery
100%52%100%94%100%95%94%94%93%93%94%94%95%94%

---31213713253103143120120178International delivery
-%-%-%21%4%5%14%13%15%17%14%17%13%12%

bacfacf

---**2151961117121621Cross-Border Delivery
-%-%-%1%2%5%2%2%2%2%2%2%2%1%

a

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
------33**3137READ OUT)
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

Don't Know (DO NOT READ
-2-1-21923111723142235OUT)
-%22%-%6%-%4%2%2%3%3%2%2%2%2%
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
52513022903202-1128165871505Unweighted total
6155255291338*-**34125711423Weighted total

Urgent delivery - on the
same day or a specific

238373245*--*-**95197time the next day
33%24%14%11%13%46%-%-%100%-%6%2%17%14%

abc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

-56617082*--*-2*151352system)
-%36%24%24%24%46%-%-%100%-%51%4%27%25%

abc

Timed delivery (i.e. to
arrive by specific time

-26403542*--*-**92186/day)
-%17%16%12%12%46%-%-%100%-%6%2%16%13%

4140244282315*-**22125321337Standard delivery
67%90%96%97%93%100%-%100%100%53%55%98%93%94%

dd

-27402848*--*-**102178International delivery
-%18%16%10%14%46%-%-%100%-%9%3%18%12%

bb

-3536-----*-1121Cross-Border Delivery
-%2%2%1%2%-%-%-%-%-%2%-%2%1%

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-*-21-------*7READ OUT)
-%*%-%1%*%-%-%-%-%-%-%-%*%*%

Don't Know (DO NOT READ
-93*11----2-*1635OUT)
-%6%1%*%3%-%-%-%-%47%-%2%3%2%

bcb
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
4511231931312250233414861491412351505Unweighted total
3410121931230210133682701531412251423Weighted total

Urgent delivery - on the
same day or a specific

71463016742450*16161846197time the next day
21%14%15%14%20%30%13%7%23%11%13%20%14%

abcc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

122565729565584*23422662352system)
36%25%30%24%31%36%23%7%33%28%19%28%25%

ab

Timed delivery (i.e. to
arrive by specific time

91332915636453*14152142186/day)
26%13%15%13%17%27%15%7%20%10%15%19%13%

acc

339521771160195133402631361322141337Standard delivery
95%94%92%94%93%97%92%100%91%89%94%95%94%

c

71363214532368*20321833178International delivery
22%13%17%12%15%23%18%7%28%21%13%15%12%

ab

*17318515*132421Cross-Border Delivery
1%2%2%1%2%7%1%3%2%2%2%2%1%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-317--*--*-*7READ OUT)
-%*%*%1%-%-%*%-%-%*%-%*%*%

Don't Know (DO NOT READ
1236295*13-462635OUT)
2%2%3%2%2%1%3%-%6%4%1%2%2%
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-15299837119142323205147581505Unweighted total
-11287733018740319189141541423Weighted total

Urgent delivery - on the
same day or a specific

-32129852172629198197time the next day
-%29%15%26%11%18%30%15%14%14%14%

bbb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

-60220143471057573211352system)
-%54%25%43%25%26%35%30%23%20%25%

abb

Timed delivery (i.e. to
arrive by specific time

-40117832169627179186/day)
-%35%13%25%11%17%33%14%12%16%13%

abb

-10783231417237418177129511337Standard delivery
-%95%95%95%92%93%96%94%92%93%94%

-631157330717382313178International delivery
-%56%13%22%16%18%39%20%16%24%12%

abb

-1015538133121Cross-Border Delivery
-%9%2%1%2%2%4%2%2%1%1%

ab

-----------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-121**-1*-7READ OUT)
-%*%*%*%*%*%-%*%*%-%*%

Don't Know (DO NOT READ
-2214512157235OUT)
-%2%2%1%3%3%4%3%5%3%2%
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QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
167378944877681040-138426404-1337113171505Unweighted total
14615800455678911-130398385-1046243061423Weighted total

Urgent delivery - on the
same day or a specific

98912779114133-267269-3210480197time the next day
62%14%16%17%17%15%-%20%18%18%-%31%17%26%14%

bb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

7157218117199229-40108117-52182141352system)
48%26%27%26%29%25%-%31%27%30%-%50%29%46%25%

abb

Timed delivery (i.e. to
arrive by specific time

57111577107120-286271-369684186/day)
34%12%14%17%16%13%-%22%16%18%-%35%15%27%13%

bb

12585763424634860-121373358-965892911337Standard delivery
85%95%95%93%94%94%-%93%94%93%-%93%94%95%94%

48512379115117-498676-6410974178International delivery
31%14%15%17%17%13%-%38%22%20%-%61%18%24%12%

aaababb

*1315101216-787-1011621Cross-Border Delivery
1%2%2%2%2%2%-%5%2%2%-%9%2%2%1%

abab

---------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-23*13--**-1*17READ OUT)
-%*%*%*%*%*%-%-%*%*%-%1%*%*%*%

Don't Know (DO NOT READ
-1415121422-61113-213135OUT)
-%2%2%3%2%2%-%4%3%3%-%2%2%*%2%

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 - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1024233171484062682702253411505Unweighted total
1231182659976253692551813131423Weighted total

Urgent delivery - on the
same day or a specific

457*761161420514063197time the next day
29%15%40%1%13%15%26%29%20%22%20%14%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

291031401982330815795352system)
17%29%57%11%23%26%42%44%32%32%30%25%

a

Timed delivery (i.e. to
arrive by specific time

-761621041420553556186/day)
-%21%31%3%10%14%27%29%22%19%18%13%

ba

1229152456772752662331752891337Standard delivery
97%95%80%93%95%95%96%95%91%97%92%94%

ac

6341771122834494769178International delivery
51%9%23%3%13%15%52%50%19%26%22%12%

abcabc

*1*112134356821Cross-Border Delivery
4%3%1%4%2%2%7%4%2%3%3%1%

c

------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
----22----*7READ OUT)
-%-%-%-%*%*%-%-%-%-%*%*%

Don't Know (DO NOT READ
*222131622941135OUT)
2%5%10%7%2%2%4%3%3%2%3%2%
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
121920137123724061458949149813391505150514881505Unweighted total
111621544114223461383902141412691423142314051423Weighted total

Urgent delivery - on the
same day or a specific

1473713148-115192197195188197197196197time the next day
13%17%29%13%-%33%14%22%14%15%14%14%14%14%

aabb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

2616513266-169338352351322352352348352system)
23%30%30%23%-%49%24%39%25%25%25%25%25%25%

babb

Timed delivery (i.e. to
arrive by specific time

1343812138-118184186186174186186186186/day)
12%18%28%12%-%34%13%21%13%14%13%13%13%13%

baabb

106019140107923281337844132811851337133713191337Standard delivery
95%89%92%94%100%95%97%94%94%93%94%94%94%94%

aa

1273910130-178178153175165178178177178International delivery
11%18%23%11%-%51%13%17%12%13%12%12%13%12%

baabb

192-17-212115211921212121Cross-Border Delivery
2%1%-%1%-%6%2%2%2%1%1%1%1%1%

ab

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
71-7-475777777READ OUT)
1%*%-%1%-%1%*%1%1%1%*%*%1%*%

Don't Know (DO NOT READ
2212424-31113353535353535OUT)

2%5%8%2%-%1%1%1%2%3%2%2%2%2%

ba
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
625880119782207286105216127575192941505Unweighted total
620803114377195263100914127369182931423Weighted total

Urgent delivery - on the
same day or a specific

67129155113028146213812739197time the next day
11%16%14%14%15%11%14%15%14%17%35%13%14%

b

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

141211276195566247387917784352system)
23%26%24%25%28%25%24%27%29%25%40%29%25%

Timed delivery (i.e. to
arrive by specific time

65121146103026141173612737186/day)
10%15%13%12%15%10%14%12%13%17%35%13%13%

b

58974810786918224395113325462182681337Standard delivery
95%93%94%89%93%92%94%95%93%90%96%92%94%

b

69109122153835113284414647178International delivery
11%14%11%20%20%13%11%20%16%20%35%16%12%

ccb

91316146133321421Cross-Border Delivery
1%2%1%1%2%2%1%2%1%3%3%1%1%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
256-143-21-27READ OUT)
*%1%1%-%*%1%*%-%1%1%-%1%*%

b

Don't Know (DO NOT READ
12222644524584*1135OUT)

2%3%2%6%2%2%2%4%3%6%1%4%2%
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
136132151130122136109100150108991321505Unweighted total
1501551021431369292113118125971011423Weighted total

Urgent delivery - on the
same day or a specific

2629151320941614152114197time the next day
17%19%15%9%15%9%4%14%12%12%22%14%14%

ffgifffffdfgif

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

376621283217202624243423352system)
25%42%21%20%24%18%21%23%21%20%35%23%25%

acdefghijlacdefgij

Timed delivery (i.e. to
arrive by specific time

21331772183151614209186/day)
14%21%17%5%16%9%4%13%14%11%20%9%13%

fiacfgifififififafgi

14415099135124858610110912090951337Standard delivery
96%97%97%95%91%92%94%90%92%96%93%94%94%

eedegh

1435141212123712192015178International delivery
10%23%14%8%9%13%4%6%10%16%21%15%12%

defghilefffefdefhilef

432212*2131221Cross-Border Delivery
3%2%2%1%1%2%*%1%1%3%1%2%1%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
2-21-*-----27READ OUT)
1%-%2%1%-%*%-%-%-%-%-%2%*%

Don't Know (DO NOT READ
-1-274*7442235OUT)
-%*%-%2%5%5%*%6%4%4%2%2%2%

fjklfjklfjkljljl
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
4193883593391505Unweighted total
4073713233221423Weighted total

Urgent delivery - on the
same day or a specific

70423451197time the next day
17%11%11%16%14%

bcb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

124777081352system)
31%21%22%25%25%

bc

Timed delivery (i.e. to
arrive by specific time

71373543186/day)
18%10%11%13%13%

bc

3933442963041337Standard delivery
97%93%92%94%94%

bc

64372255178International delivery
16%10%7%17%12%

bcbc

943621Cross-Border Delivery
2%1%1%2%1%

-----Other (PLEASE SPECIFY)
-%-%-%-%-%

None of these (DO NOT
41-27READ OUT)
1%*%-%1%*%

Don't Know (DO NOT READ
11412835OUT)
*%4%4%3%2%

ddd
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
139701053243875346812534110131547Unweighted total

614491390528699164414361505Weighted total

Urgent delivery - on the
same day or a specific

191027114131194511362381time the next day
31%23%30%29%25%28%40%28%26%25%25%

abe

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

282354246296395925835874system)
47%51%59%63%56%57%51%58%57%58%58%

e

Timed delivery (i.e. to
arrive by specific time

17626121146173410390407/day)
28%13%29%31%28%25%31%25%24%27%27%

dddd

502875287414558123411031158Standard delivery
83%62%82%74%78%79%86%76%79%77%77%

bddd

126188610616349284300International delivery
20%12%20%22%20%23%36%22%21%20%20%

abce

112783*122326Cross-Border Delivery
2%2%2%2%2%4%4%4%4%2%2%

aa

--*--*--*22Other (PLEASE SPECIFY)
-%-%*%-%-%*%-%-%1%*%*%

None of these (DO NOT
*--4-*--*78READ OUT)
*%-%-%1%-%*%-%-%*%1%1%

a

Don't Know (DO NOT READ
5238142*113638OUT)
9%5%3%2%3%3%1%5%3%3%3%

ab
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
192197177981981001041849834164591401547Unweighted total

688365129012813113024413140206941861505Weighted total

Urgent delivery - on the
same day or a specific

20192032231353766126751347381time the next day
30%23%31%25%24%27%29%27%9%16%37%14%25%25%

beebebeeebebeabdeijle

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

35543774983797914165191415093874system)
52%65%56%58%65%60%61%58%50%48%68%53%50%58%

aemaemabdefjk

m

Timed delivery (i.e. to
arrive by specific time

212120346324745561613722143407/day)
31%25%30%27%25%36%34%23%12%34%35%22%23%27%

eeeeeaefjefeeaefjle

595955984991031061839826144791471158Standard delivery
87%72%85%76%78%78%81%75%75%66%70%84%79%77%

acdefhijcdfjlccd

l

22171224922322233152731633300International delivery
33%20%19%19%17%24%17%13%12%5%35%17%18%20%

dabdefgijdddefabdefgi

kljkl

26------------26Cross-Border Delivery
38%-%-%-%-%-%-%-%-%-%-%-%-%2%

abcdefgh

ijkl

---2--2*----*2Other (PLEASE SPECIFY)
-%-%-%*%-%-%1%*%-%-%-%-%*%*%

j

None of these (DO NOT
1116---42----8READ OUT)
1%1%1%*%-%-%-%2%1%-%-%-%-%1%

Don't Know (DO NOT READ
11234342*4-11*1038OUT)
2%1%3%3%2%3%2%*%3%-%5%*%5%3%

ffffflfl
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
18513624091138620875839413536181341547Unweighted total
136136930611995791003845812232149241505Weighted total

Urgent delivery - on the
same day or a specific

46335783041342714131256405381time the next day
34%24%25%25%23%27%37%29%20%19%27%23%25%

adh

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

83791166707331611627564189414874system)
61%58%54%59%57%61%43%60%52%57%63%57%58%

ffff

Timed delivery (i.e. to
arrive by specific time

5535381326139274153275437407/day)
40%26%26%27%24%27%10%33%22%16%29%30%27%

affcdfhfff

112104625290644378333539724108191158Standard delivery
82%76%82%76%76%78%86%77%80%76%72%78%77%

ab

3326753247106154109147412300International delivery
25%20%17%21%18%15%12%24%11%22%28%10%20%

ddfhadfgh

22481781111114126Cross-Border Delivery
1%2%3%1%1%1%2%2%1%2%3%2%2%

2**2*--*--2-2Other (PLEASE SPECIFY)
1%*%*%*%*%-%-%*%-%-%1%-%*%

aeh

None of these (DO NOT
173551-2*-1-8READ OUT)
*%1%1%*%1%1%-%*%*%-%*%-%1%

Don't Know (DO NOT READ
137632151*127-3138OUT)
1%3%2%3%3%1%1%3%5%-%2%2%3%
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3842269234615011547Unweighted total
3742118996014451505Weighted total

Urgent delivery - on the
same day or a specific

1086120613368381time the next day
29%29%23%22%25%25%

a

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

21913250933841874system)
59%63%57%54%58%58%

Timed delivery (i.e. to
arrive by specific time

120652145402407/day)
32%31%24%9%28%27%

aab

2941606825111071158Standard delivery
79%76%76%85%77%77%

94521466294300International delivery
25%25%16%11%20%20%

aa

741512526Cross-Border Delivery
2%2%2%2%2%2%

2-*-22Other (PLEASE SPECIFY)
1%-%*%-%*%*%

a

None of these (DO NOT
215-88READ OUT)
1%*%1%-%1%1%

Don't Know (DO NOT READ
10622*3838OUT)

3%3%2%1%3%3%
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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: 12/07/19



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%
3427214849531494--4234428912051547Unweighted total
2586715756341471--3212822512461505Weighted total

Urgent delivery - on the
same day or a specific

85165131216366---2*1370296381time the next day
33%25%23%42%46%25%-%-%-%100%38%47%31%24%25%

ababiabiai

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

156416302520854--32*15136718874system)
60%62%53%87%58%58%-%-%91%100%38%52%61%58%58%

aa

Timed delivery (i.e. to
arrive by specific time

81182144211396---2*970326407/day)
31%27%25%39%33%27%-%-%-%100%12%32%31%26%27%

a

1965084533271131--121241699611158Standard delivery
76%76%79%61%80%77%-%-%21%100%100%84%75%77%77%

8013487210290--*2*770221300International delivery
31%20%15%43%29%20%-%-%9%100%12%26%31%18%20%

abaaai

4148-*25-----*42126Cross-Border Delivery
2%2%1%-%*%2%-%-%-%-%-%1%2%2%2%

2---2*-----2*-2Other (PLEASE SPECIFY)
1%-%-%-%6%*%-%-%-%-%-%7%*%-%*%

ababiabi

None of these (DO NOT
*34-*8-----*-88READ OUT)
*%*%1%-%*%1%-%-%-%-%-%*%-%1%1%

Don't Know (DO NOT READ
11721-236-----292838OUT)

4%1%4%-%5%2%-%-%-%-%-%7%4%2%3%

bb
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
1752236729961083437643113974510321547Unweighted total
285102145937101136762510286529061505Weighted total

Urgent delivery - on the
same day or a specific

-22141520826997180232156206381time the next day
-%27%50%10%19%33%22%27%26%29%23%24%23%25%

aacabc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

2*441421528584207377574377502874system)
100%2%96%35%69%47%56%58%56%60%56%58%55%58%

ba

Timed delivery (i.e. to
arrive by specific time

-*-2213241273101199256179223407/day)
-%1%-%17%7%28%26%27%28%32%25%27%25%27%

ccacf

-44718347067832724557734906891158Standard delivery
-%48%96%69%85%77%75%77%74%73%75%75%76%77%

d

-*233718420772167199145161300International delivery
-%1%41%26%16%15%20%20%20%27%19%22%18%20%

acefa

---**1162361318101626Cross-Border Delivery
-%-%-%2%2%2%2%2%2%2%2%2%2%2%

------2*-*2-22Other (PLEASE SPECIFY)
-%-%-%-%-%-%*%*%-%*%*%-%*%*%

None of these (DO NOT
------65226448READ OUT)
-%-%-%-%-%-%1%*%1%*%1%1%*%1%

Don't Know (DO NOT READ
-2-1-32628162031182938OUT)
-%24%-%7%-%6%3%3%4%3%3%3%3%3%
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62262822893362-1128166151547Unweighted total
6142237274369*-**34126051505Weighted total

Urgent delivery - on the
same day or a specific

239705665*--*-24173381time the next day
32%27%30%20%18%46%-%-%100%-%49%32%29%25%

aab

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

271148148206*--*-47365874system)
26%50%62%54%56%46%-%-%100%-%93%60%60%58%

bd

Timed delivery (i.e. to
arrive by specific time

-38767370*--*-24193407/day)
-%27%32%27%19%46%-%-%100%-%49%30%32%27%

aaa

3116181206268*-**22104401158Standard delivery
42%82%77%75%73%100%-%100%100%53%53%78%73%77%

a

-37494964*--*-24161300International delivery
-%26%21%18%17%46%-%-%100%-%49%35%27%20%

ab

-2645-------1326Cross-Border Delivery
-%2%2%2%1%-%-%-%-%-%-%-%2%2%

----2-------*2Other (PLEASE SPECIFY)
-%-%-%-%*%-%-%-%-%-%-%-%*%*%

None of these (DO NOT
-2121-----*-28READ OUT)
-%1%*%1%*%-%-%-%-%-%2%-%*%1%

Don't Know (DO NOT READ
-95611----2-*1938OUT)
-%6%2%2%3%-%-%-%-%47%-%2%3%3%

bc
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
4710922201327253233666941571422441547Unweighted total
369922251280211134004821621452321505Weighted total

Urgent delivery - on the
same day or a specific

822468313565118234463859381time the next day
21%23%30%24%27%40%30%52%41%28%26%26%25%

abc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

21553140734128923925011480130874system)
60%56%62%57%61%69%60%52%61%70%55%56%58%

ab

Timed delivery (i.e. to
arrive by specific time

824967340635131231584762407/day)
21%25%30%27%30%38%33%50%37%36%32%27%27%

26747166992158132844711031001771158Standard delivery
73%75%74%78%75%96%71%100%86%63%69%76%77%

abcc

719261239396122*38543244300International delivery
19%19%27%19%18%45%31%6%46%33%22%19%20%

acabcab

*17422617*152526Cross-Border Delivery
1%2%2%2%3%6%2%2%1%3%1%2%2%

2-2*--*-*---2Other (PLEASE SPECIFY)
5%-%1%*%-%-%*%-%*%-%-%-%*%

aa

None of these (DO NOT
-617-*2-*2--8READ OUT)
-%1%*%1%-%1%*%-%*%1%-%-%1%

Don't Know (DO NOT READ
13053310*10-462938OUT)
2%3%2%3%5%1%2%-%5%3%1%4%3%
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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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-14596935620543721205154561547Unweighted total
-10385331120042316182145521505Weighted total

Urgent delivery - on the
same day or a specific

-41196113511278554515381time the next day
-%40%23%36%25%30%47%30%31%29%25%

bb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

-7147221112125481159133874system)
-%69%55%68%61%60%53%63%63%65%58%

bb

Timed delivery (i.e. to
arrive by specific time

-43208115541429634921407/day)
-%41%24%37%27%34%59%34%34%41%27%

bb

-916592461343191213396341158Standard delivery
-%88%77%79%67%75%76%73%66%67%77%

abb

-5715091621046615515300International delivery
-%55%18%29%31%24%35%34%38%29%20%

abb

-814749133*26Cross-Border Delivery
-%8%2%2%2%2%4%2%2%*%2%

ab

--2-**--*-2Other (PLEASE SPECIFY)
-%-%*%-%*%*%-%-%*%-%*%

None of these (DO NOT
-1312--22-8READ OUT)
-%1%*%*%1%-%-%1%1%-%1%

a

Don't Know (DO NOT READ
-2287416144238OUT)
-%2%3%2%2%4%5%2%3%4%3%
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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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
167168555017161005-147436433-1266653001547Unweighted total
14595767471632884-134410418-965832791505Weighted total

Urgent delivery - on the
same day or a specific

9146183142153203-65134143-35137101381time the next day
63%25%24%30%24%23%-%49%33%34%-%37%24%36%25%

ababbb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

10343430278363489-97238283-63340185874system)
70%58%56%59%57%55%-%72%58%68%-%65%58%66%58%

bbb

Timed delivery (i.e. to
arrive by specific time

5154193159176220-69140161-47159107407/day)
35%26%25%34%28%25%-%52%34%38%-%49%27%38%27%

abababb

9477589349478673-109338295-814522181158Standard delivery
67%80%77%74%76%76%-%81%82%71%-%84%77%78%77%

aa

6123160121143161-71129134-5413284300International delivery
44%21%21%26%23%18%-%53%32%32%-%56%23%30%20%

aaababb

-1413111016-7910-610526Cross-Border Delivery
-%2%2%2%2%2%-%5%2%2%-%7%2%2%2%

ab

---*---***----2Other (PLEASE SPECIFY)
-%-%-%*%-%-%-%*%*%*%-%-%-%-%*%

None of these (DO NOT
*34244-**2-1318READ OUT)
1%1%*%*%1%*%-%*%*%*%-%1%1%*%1%

Don't Know (DO NOT READ
-1722161829-51216-216538OUT)
-%3%3%3%3%3%-%4%3%4%-%2%3%2%3%
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225233068980763752902303471547Unweighted total
1331182557773254752711893251505Weighted total

Urgent delivery - on the
same day or a specific

61226140182254110075109381time the next day
46%39%13%26%24%25%46%54%37%40%34%25%

abc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

8199133274184157178126194874system)
63%60%48%53%57%57%76%75%66%67%60%58%

aa

Timed delivery (i.e. to
arrive by specific time

51644148198274211172110407/day)
34%52%22%18%26%27%50%56%41%38%34%27%

aabc

1226141746956746641911632571158Standard delivery
94%84%75%70%81%77%85%85%71%86%79%77%

ccacc

810351131513148896297300International delivery
64%30%15%19%20%21%58%64%33%33%30%20%

abcabc

-**113103276826Cross-Border Delivery
-%1%1%2%2%1%6%3%3%3%2%2%

----**--*--2Other (PLEASE SPECIFY)
-%-%-%-%*%*%-%-%*%-%-%*%

None of these (DO NOT
--1-35-*2228READ OUT)
-%-%3%-%1%1%-%*%1%1%1%1%

Don't Know (DO NOT READ
-2221621231321238OUT)
-%5%10%8%3%3%3%5%5%1%4%3%

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 - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1234209371261344114941039154115471496133914841547Unweighted total
1162220431191238414571012149415051438126914261505Weighted total

Urgent delivery - on the
same day or a specific

2856215295-194375381380381364334358381time the next day
25%28%35%25%-%50%26%38%25%25%25%26%25%25%

abb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

65214421692*294850874868874821741811874system)
56%65%50%58%7%77%58%86%58%58%57%58%57%58%

bbbc

Timed delivery (i.e. to
arrive by specific time

3067115324*196400407405407386349377407/day)
26%32%35%27%7%51%27%40%27%27%27%27%26%27%

abb

90516534922*343115871711481158109895610891158Standard delivery
78%75%80%77%7%89%79%71%77%77%76%75%76%77%

aba

2106212226*300295267300300281253280300International delivery
18%28%28%19%7%78%20%26%20%20%20%20%20%20%

babb

213-21-262520262624212326Cross-Border Delivery
2%1%-%2%-%7%2%2%2%2%2%2%2%2%

ab

**--2*2*222222Other (PLEASE SPECIFY)
*%*%-%-%100%*%*%*%*%*%*%*%*%*%

None of these (DO NOT
71-8-482888888READ OUT)
1%*%-%1%-%1%1%*%1%1%1%1%1%1%

a

Don't Know (DO NOT READ
316423--202383838363838OUT)

3%3%9%2%-%-%1%*%3%3%3%3%3%3%

aac
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QV9b3. Which of the following types of services does each of the types of mail you receive fall into?  Parcels and packets
Base: All who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
640907120788233282108617329781233121547Unweighted total
668837118985223256108015929979253141505Weighted total

Urgent delivery - on the
same day or a specific

177204285237354280478429990381time the next day
27%24%24%28%33%21%26%30%28%37%36%29%25%

cc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

408466676471441416251002014410212874system)
61%56%57%56%65%55%58%63%67%55%39%67%58%

aca

Timed delivery (i.e. to
arrive by specific time

1822263122173662934885341094407/day)
27%27%26%25%33%26%27%30%28%44%41%30%27%

cb

5356239206516720082912021263212211158Standard delivery
80%74%77%76%75%78%77%76%71%80%83%70%77%

a

145156207276448198548622793300International delivery
22%19%17%32%29%19%18%34%29%28%28%30%20%

ccbc

91720156173421526Cross-Border Delivery
1%2%2%1%2%2%2%2%1%2%2%2%2%

*2-2*2-*2*2-2Other (PLEASE SPECIFY)
*%*%-%2%*%1%-%*%1%*%8%-%*%

cb

None of these (DO NOT
258-*44*21-28READ OUT)
*%1%1%-%*%2%*%*%1%1%-%1%1%

b

Don't Know (DO NOT READ
8303252728352*738OUT)
1%4%3%5%1%3%3%2%2%2%1%2%3%

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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1331341421361321321121201551211081221547Unweighted total
143153971511549199145126145107931505Weighted total

Urgent delivery - on the
same day or a specific

464727372716232934383621381time the next day
32%31%28%25%17%17%23%20%27%26%34%23%25%

egheghghgegh

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

8910761707946519372846853874system)
62%70%63%46%51%50%52%64%57%58%64%56%58%

giacdfghigighigi

Timed delivery (i.e. to
arrive by specific time

455329373623233432384017407/day)
32%35%30%24%23%25%24%24%25%26%37%18%27%

aahaadefghi

112123771101217380988610891781158Standard delivery
79%81%80%73%78%80%81%68%68%75%85%83%77%

dedededdededeidei

33461230201392030284019300International delivery
23%30%13%20%13%15%9%14%24%19%38%20%20%

fhjcefghijfefhjffacdefghijl

33221313231226Cross-Border Delivery
2%2%2%1%1%3%1%2%1%2%1%2%2%

-----*--2*--2Other (PLEASE SPECIFY)
-%-%-%-%-%*%-%-%1%*%-%-%*%

None of these (DO NOT
-2221---1-*-8READ OUT)
-%1%2%2%*%-%-%-%*%-%*%-%1%

Don't Know (DO NOT READ
42*58*22272238OUT)
3%1%*%3%5%*%2%2%2%5%2%2%3%

gjgj
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
4094003873511547Unweighted total
3933973693461505Weighted total

Urgent delivery - on the
same day or a specific

120808696381time the next day
31%20%23%28%25%

bcc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

257195217205874system)
65%49%59%59%58%

ccc

Timed delivery (i.e. to
arrive by specific time

127958995407/day)
32%24%24%28%27%

bc

3133042632781158Standard delivery
80%77%71%80%77%

bb

91645987300International delivery
23%16%16%25%20%

bcbc

865626Cross-Border Delivery
2%2%1%2%2%

-*2*2Other (PLEASE SPECIFY)
-%*%*%*%*%

None of these (DO NOT
431*8READ OUT)
1%1%*%*%1%

Don't Know (DO NOT READ
71471138OUT)
2%3%2%3%3%
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

Open everything on the
6450108411560749174816031677same day it was received
99%96%91%87%75%92%89%93%92%83%84%

abcabaaaaa

Open only the things
that look important on

*2536772**1141143the same day
*%3%4%8%10%2%2%2%3%7%7%

eecdebce

Open only parcels on the
*-11121-*11819same day
*%-%*%*%2%1%-%1%1%1%1%

b

Put things I've received
aside until I have time

1*527964112158162to open them
1%*%4%6%13%5%9%4%4%8%8%

debcdebe

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 100                                                                                                                                                                  Page 1705

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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

Open everything on the
799284142213013916328315542219951941677same day it was received
90%85%86%83%78%80%87%86%89%86%78%80%87%84%

bchijccciccici

Open only the things
that look important on

45512914178349426612143the same day
4%5%5%8%8%10%4%10%5%9%9%5%5%7%

mgklmm

Open only parcels on the
*3*1522-22-22419same day
1%2%*%1%1%1%-%1%1%-%1%2%2%1%

jkk

Put things I've received
aside until I have time

4891412116161293351513162to open them
5%7%9%8%13%9%9%4%5%6%12%13%6%8%

ffaefmffaefjmfm
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

Open everything on the
165151235613216351234351514728153311677same day it was received

81%84%88%83%80%93%78%89%85%68%81%92%84%

acbcfhbcfhcccf

Open only the things
that look important on

12131271167356209721-143the same day
6%7%7%7%9%4%10%4%5%17%11%-%7%

aeaeadegadeg

Open only parcels on the
2166138-*5312-19same day
1%1%1%1%1%-%*%1%2%1%1%-%1%

Put things I've received
aside until I have time

2413818144785737146133162to open them
12%8%4%9%10%4%12%6%8%14%7%8%8%

abeggg
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

Open everything on the
39323410259115861677same day it was received

89%85%82%85%84%84%

a

Open only the things
that look important on

2919905138143the same day
6%7%7%5%7%7%

Open only parcels on the
1414*1819same day
*%2%1%*%1%1%

c

Put things I've received
aside until I have time

201712210151162to open them
4%6%10%10%8%8%

c
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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: 12/07/19



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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

Open everything on the
2737366688351641--3232823814031677same day it was received

93%85%79%99%90%84%-%-%96%100%100%88%94%82%84%

abaai

Open only the things
that look important on

75679*2142--*--26136143the same day
3%7%9%1%4%7%-%-%4%-%-%5%2%8%7%

cbcbb

Open only parcels on the
*711--19------*1819same day
*%1%1%-%-%1%-%-%-%-%-%-%*%1%1%

c

Put things I've received
aside until I have time

126387-2160-----210150162to open them
4%7%10%-%6%8%-%-%-%-%-%7%4%9%8%

cbcbb
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

Open everything on the
285122350996111341159410966669851677same day it was received

100%92%100%85%97%83%85%87%88%85%86%87%86%84%

ab

Open only the things
that look important on

-1-2-277751959825266143the same day
-%8%-%15%-%3%7%6%4%8%6%7%6%7%

aefe

Open only parcels on the
-----2101328126919same day
-%-%-%-%-%3%1%1%1%1%1%1%1%1%

a

Put things I've received
aside until I have time

----1684833238914682162to open them
-%-%-%-%3%11%7%6%7%5%7%6%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,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

Open everything on the
6164269292365*-**2285811677same day it was received

100%97%89%84%80%100%-%100%100%47%58%65%86%84%

abcab

Open only the things
that look important on

-*132643-----2156143the same day
-%*%4%7%9%-%-%-%-%-%42%4%8%7%

ddcd

Open only parcels on the
-*416-------819same day
-%*%1%*%1%-%-%-%-%-%-%-%1%1%

Put things I've received
aside until I have time

-5152843----2-432162to open them
-%3%5%8%9%-%-%-%-%53%-%31%5%8%

dcd
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

Open everything on the
3610602231454201113814821471372231677same day it was received
80%86%83%84%88%74%84%100%92%83%86%83%84%

ac

Open only the things
that look important on

3792312015242-3161128143the same day
6%6%9%7%6%11%9%-%3%9%7%10%7%

d

Open only parcels on the
-12217126-*42219same day
-%1%1%1%*%11%1%-%*%2%1%1%1%

Put things I've received
aside until I have time

6842014213124-411914162to open them
14%7%7%8%6%4%5%-%5%6%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,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

Open everything on the
-10893032119639514176139501677same day it was received
-%85%86%85%85%85%76%85%88%80%84%

Open only the things
that look important on

-964242138*22912143the same day
-%7%6%6%9%8%*%11%6%18%7%

b

Open only parcels on the
--91*8--*-19same day
-%-%1%*%*%2%-%-%*%-%1%

Put things I've received
aside until I have time

-97633142449101162to open them
-%7%7%9%6%5%24%4%6%2%8%
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

Open everything on the
17645824439647962-109386393-946012721677same day it was received
96%88%85%85%87%87%-%77%84%85%-%87%87%84%84%

cc

Open only the things
that look important on

14361444964-203842-93932143the same day
4%6%6%8%7%6%-%14%8%9%-%8%6%10%7%

abb

Open only parcels on the
-510869--64-*4319same day
-%1%1%2%1%1%-%-%1%1%-%*%1%1%1%

Put things I've received
aside until I have time

-3870284276-122824-54518162to open them
-%5%7%5%6%7%-%9%6%5%-%5%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 - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

Open everything on the
1321153262777945612491852991677same day it was received
98%66%65%93%88%85%81%78%84%87%84%84%

Open only the things
that look important on

-5534362613301530143the same day
-%14%20%7%6%7%11%17%10%7%8%7%

ab

Open only parcels on the
**--48--42619same day
2%*%-%-%1%1%-%-%1%1%2%1%

Put things I've received
aside until I have time

-64-416544141121162to open them
-%19%15%-%6%7%8%5%5%5%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 - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

Open everything on the
132722248134023441507900163512711506122714901677same day it was received

84%82%79%85%93%83%84%83%84%84%84%86%84%84%

Open only the things
that look important on

105236106-361288413910212692126143the same day
7%9%10%7%-%9%7%8%7%7%7%6%7%7%

Open only parcels on the
161-16-3151319171591519same day

1%*%-%1%-%1%1%1%1%1%1%1%1%1%

Put things I've received
aside until I have time

128257118*331448815011413695135162to open them
8%9%11%7%7%8%8%8%8%8%8%7%8%8%
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

Open everything on the
747930137285212300120916030472223221677same day it was received

81%86%84%88%80%86%84%83%85%79%84%84%84%

b

Open only the things
that look important on

74691069281811013383232143the same day
8%6%6%9%11%5%8%7%11%4%9%8%7%

ca

Open only parcels on the
10816*3*1622*-219same day

1%1%1%*%1%*%1%1%1%*%-%1%1%

Put things I've received
aside until I have time

867613532230111181516225162to open them
9%7%8%3%8%9%8%10%4%17%7%7%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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

Open everything on the
1681581031561671071041391491741181341677same day it was received

88%82%88%87%86%84%80%76%80%83%83%89%84%

dedeeedef

Open only the things
that look important on

7186101510161211171010143the same day
4%10%5%6%8%8%12%7%6%8%7%7%7%

ldijl

Open only parcels on the
-3*12-*44*3*19same day
-%1%*%1%1%-%*%2%2%*%2%*%1%

glgl

Put things I've received
aside until I have time

16138129109282218106162to open them
9%7%7%7%5%8%7%15%12%8%7%4%8%

abfghijkah
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

Open everything on the
4294303934251677same day it was received

86%86%79%85%84%

bbb

Open only the things
that look important on

31354037143the same day
6%7%8%7%7%

Open only parcels on the
348419same day
1%1%2%1%1%

Put things I've received
aside until I have time

37316034162to open them
7%6%12%7%8%

acd

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
721556123488832218266Unweighted total
1211641866114317323Weighted total

As soon as possible -
*-629924113146151likely the following day

34%-%53%46%50%65%75%58%64%46%47%

a

Within a few days of
*2321651-*1107109receiving them

32%100%25%33%35%21%-%14%28%34%34%

At the end of the week
*-*8221***4142/within the week

34%-%5%12%12%15%25%28%8%13%13%

--267----2222At least a week later
-%-%17%9%4%-%-%-%-%7%7%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*mlkj*i*h*gf*e*dc*b*aSignificance Level: 95%
19333018423181536136411220266Unweighted total

9161428537352448207622428323Weighted total

As soon as possible -
5126127221691811229911151likely the following day

56%78%44%45%61%47%38%38%56%34%46%36%37%47%

cfjk

Within a few days of
22410011891875211110109receiving them

26%13%32%35%29%23%39%38%35%63%34%45%37%34%

lll

At the end of the week
213362239-*92742/within the week

19%9%20%13%6%5%14%20%-%3%15%10%26%13%

--12229222-42-22At least a week later
-%-%4%8%5%25%8%4%9%-%6%9%-%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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*c*b*aSignificance Level: 95%
3822857209125715552111283266Unweighted total
38285512731591012622614363323Weighted total

As soon as possible -
1913118133702637165112151likely the following day
50%46%35%49%44%17%52%59%61%39%30%83%47%

Within a few days of
910024855562188713*109receiving them

23%35%46%31%35%60%15%29%33%48%35%17%34%

a

At the end of the week
43853722243227-42/within the week

10%13%10%14%14%24%33%5%6%13%18%-%13%

61641812--4--6-22At least a week later
17%6%9%7%8%-%-%6%-%-%17%-%7%

a
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
483218111255266Unweighted total
494022616307323Weighted total

As soon as possible -
3524909142151likely the following day
70%59%40%56%46%47%

aa

Within a few days of
714847101109receiving them

15%34%37%44%33%34%

cc

At the end of the week
3138-4242/within the week
7%2%17%-%14%13%

b

4214-2222At least a week later
8%5%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,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*k*ji*h*g*f*e*d*c*baSignificance Level: 95%
2410713516260--1--518242266Unweighted total
19126178*4320--*--416304323Weighted total

As soon as possible -
136573*3148--*--310138151likely the following day
65%51%41%100%73%46%-%-%100%-%-%73%63%45%47%

Within a few days of
34759-1108-----13105109receiving them

18%37%33%-%14%34%-%-%-%-%-%14%19%35%34%

At the end of the week
11031-*42-----*14142/within the week
6%8%17%-%13%13%-%-%-%-%-%13%4%13%13%

b

2516--22------22022At least a week later
11%4%9%-%-%7%-%-%-%-%-%-%14%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 - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-2-2210147152508416396144266Unweighted total
-1-211017017154104184103157323Weighted total

As soon as possible -
-*--*481893555855473151likely the following day
-%16%-%-%17%41%47%52%65%53%46%52%46%47%

ac

Within a few days of
-1-21260461436653154109receiving them
-%84%-%100%83%19%35%27%26%34%35%30%34%34%

At the end of the week
-----*25283725132442/within the week
-%-%-%-%-%2%15%16%6%7%14%12%15%13%

d

-----4592696722At least a week later
-%-%-%-%-%38%3%5%3%6%5%6%4%7%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 101  (continuation)                                                                                                                                                  Page 1725

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
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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*cba*h*g*f*e*d*c*baSignificance Level: 95%
-8295373----11379266Unweighted total
-5325592----22496323Weighted total

As soon as possible -
-3193132----2-449151likely the following day
-%56%59%57%35%-%-%-%-%100%-%100%51%47%

a

Within a few days of
-*101441-----2-34109receiving them
-%5%31%25%45%-%-%-%-%-%100%-%35%34%

b

At the end of the week
--31012-------742/within the week
-%-%11%18%13%-%-%-%-%-%-%-%8%13%

-2--7-------622At least a week later
-%39%-%-%7%-%-%-%-%-%-%-%6%7%

b
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*baba*c*ba*e*d*c*baSignificance Level: 95%
71563323326454-8221638266Unweighted total
91754527829472-7302245323Weighted total

As soon as possible -
481161359145-5171320151likely the following day

45%46%34%49%33%16%63%-%69%56%61%44%47%

Within a few days of
*65149517316-*8819109receiving them
5%37%30%34%59%84%22%-%3%25%39%43%34%

At the end of the week
52113302-5-23-242/within the week

50%12%28%11%9%-%7%-%28%11%-%4%13%

a

-9419--6--2-422At least a week later
-%5%8%7%-%-%9%-%-%7%-%9%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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cba*ba*b*a*b*aSignificance Level: 95%
-151365626583261612266Unweighted total
-181495835695311913323Weighted total

As soon as possible -
-1170351738215115151likely the following day
-%59%47%61%48%55%51%50%56%43%47%

Within a few days of
-549151026-734109receiving them
-%26%33%26%29%37%-%24%14%36%34%

At the end of the week
-223661244*42/within the week
-%12%15%9%18%2%49%13%20%4%13%

-17224-42222At least a week later
-%3%4%3%5%6%-%13%9%18%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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*d*cba*d*cbaSignificance Level: 95%
2881236792140-245956-138248266Unweighted total
1861408097149-327171-148853323Weighted total

As soon as possible -
13669465269-163937-95033151likely the following day

100%42%49%57%53%46%-%50%54%53%-%60%57%62%47%

Within a few days of
-3550273154-102422-32412109receiving them
-%41%36%33%32%36%-%30%34%31%-%18%27%23%34%

At the end of the week
-13143820-447-310542/within the week
-%15%10%4%8%13%-%13%6%10%-%22%11%10%13%

c

-27467-244--4222At least a week later
-%3%5%6%6%4%-%7%6%6%-%-%5%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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
186391121912423045266Unweighted total
*1183881351117482857323Weighted total

As soon as possible -
-842397069321935151likely the following day
-%77%45%96%44%52%58%55%68%67%62%47%

Within a few days of
-24*35444613717109receiving them
-%22%47%4%39%33%38%34%26%24%29%34%

At the end of the week
**1-1313*212142/within the week

100%1%8%-%14%10%4%11%1%9%1%13%

----27--2-422At least a week later
-%-%-%-%3%5%-%-%5%-%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 - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
212389200167238154255202234178232266Unweighted total
2504913241*72287185308233277196276323Weighted total

As soon as possible -
121238114*4013891146121131102130151likely the following day

49%46%67%48%100%56%48%49%47%52%47%52%47%47%

Within a few days of
8516282-19976110174936093109receiving them
34%32%16%34%-%26%34%33%33%32%34%30%34%34%

At the end of the week
259229-63721402539283842/within the week
10%18%17%12%-%9%13%11%13%11%14%14%14%13%

182-15-6151320131561522At least a week later
7%4%-%6%-%9%5%7%7%5%5%3%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 - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacb*ab*a*baSignificance Level: 95%
137129205144438200264117446266Unweighted total
170153257125349237335519459323Weighted total

As soon as possible -
767412172320107242211226151likely the following day
45%48%47%59%43%40%45%71%40%56%46%43%47%

Within a few days of
64448632020797192215109receiving them
38%29%33%22%38%42%33%22%34%13%54%25%34%

At the end of the week
21223226731296-1542/within the week
12%14%12%19%11%14%13%7%16%32%-%25%13%

91318-4220-6--422At least a week later
5%9%7%-%8%4%9%-%11%-%-%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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*edc*b*aSignificance Level: 95%
202712181923192932302116266Unweighted total
233414232620254537352416323Weighted total

As soon as possible -
1518911611826211376151likely the following day
65%52%65%46%22%54%33%59%55%38%29%38%47%

Within a few days of
3123111251111813138109receiving them

14%34%20%45%47%23%43%25%22%37%54%47%34%

At the end of the week
33224264592142/within the week

12%8%16%9%14%10%24%8%13%26%10%4%13%

22--43-44-2222At least a week later
9%6%-%-%17%14%-%8%10%-%8%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,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
59608067266Unweighted total
717010775323Weighted total

As soon as possible -
42275526151likely the following day
59%39%51%35%47%

aca

Within a few days of
18283033109receiving them
25%40%28%44%34%

bd

At the end of the week
88151242/within the week

11%11%14%16%13%

477422At least a week later
6%10%7%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

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

761036537115141149Always
10%11%8%8%7%9%12%7%9%7%7%

8613477010136177187Very often
12%11%11%10%9%12%11%14%12%9%9%

a

8191873152171411369386Sometimes
13%36%15%15%20%21%11%22%22%19%19%

abceedd

18635143228264716562588Not very often
27%12%29%30%31%33%38%35%31%29%29%

dddd

251541175237162212644660Never
38%30%34%37%32%20%16%13%24%34%33%

cbcde

N/A / Don't know / Can't
**41741112731remember
*%*%3%*%1%4%11%8%2%1%2%

abababeab
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

868127210153266191026149Always
9%6%8%7%1%6%8%10%4%11%7%9%11%7%

iiiieiiiieil

1210815625152336162191010187Very often
14%9%9%9%15%8%12%11%9%4%7%8%5%9%

acjacjaa

202224319232832464312643240386Sometimes
23%21%25%19%14%16%17%14%24%23%23%27%18%19%

fiffijfififi

2332265064556551054523762576588Not very often
27%30%27%30%27%32%29%32%26%47%27%21%34%29%

bcegijklmb

233629572656455110637974269660Never
26%33%30%34%39%37%29%33%36%15%35%35%31%33%

dddmdmdmddmdmdd

N/A / Don't know / Can't
1122761822-6*231remember
1%1%2%2%4%*%4%1%1%-%2%*%1%2%

ffjl
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

9140411075717*4313485149Always
4%8%10%7%7%13%1%7%8%10%4%14%7%

afbefhfffbf

2016741146901754413*116187Very often
10%9%10%9%11%13%9%8%8%*%6%16%9%

bcebccbce

35350863001483615903973711386Sometimes
17%19%21%19%19%27%28%16%23%17%20%31%19%

eheeeh

5353511847123936191705014527588Not very often
26%30%29%30%30%27%35%30%29%33%28%22%29%

8257811454624924152145617806660Never
40%32%28%34%31%18%27%37%33%39%42%17%33%

abgaghagagafgh

N/A / Don't know / Can't
427625123115*-*-31remember
2%1%1%2%1%2%1%3%*%-%*%-%2%

bd
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

3822867141149Always
9%8%7%7%7%7%

513610113174187Very often
12%13%8%12%9%9%

aa

846723125361386Sometimes
19%24%18%23%19%19%

a

1457836019569588Not very often
33%28%29%18%30%29%

b

1126945843617660Never
25%25%37%40%33%33%

bc

N/A / Don't know / Can't
12216*3031remember

3%1%1%*%2%2%

a
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

417830*6142----*635108149Always
14%9%4%3%16%7%-%-%-%-%8%20%14%6%7%

abaaiaiai

38955422185---2-*36149187Very often
13%11%6%24%6%9%-%-%-%80%-%1%14%9%9%

aaaci

50187148*5380--*-*545335386Sometimes
17%22%18%6%13%19%-%-%12%-%3%15%18%20%19%

a

7626724539579--2**667512588Not very often
26%31%29%40%23%30%-%-%79%20%18%19%27%30%29%

77225358*14646--*--1463583660Never
26%26%42%3%36%33%-%-%9%-%-%44%25%34%33%

bcbbb

N/A / Don't know / Can't
1010112228----2*82131remember

3%1%1%24%6%1%-%-%-%-%71%1%3%1%2%

abaiai
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

--*56694114405811173100149Always
-%-%4%33%24%10%8%9%9%8%9%10%9%7%

ab

-22326119143567813584125187Very often
-%26%41%19%9%11%10%11%12%11%11%11%11%9%

-2*4620249272105135282158265386Sometimes
-%24%2%28%27%34%21%21%23%19%22%21%23%19%

ad

2322817377407158211413257371588Not very often
100%43%52%17%35%28%32%32%34%30%32%33%32%29%

-1-11831332698205323185267660Never
-%8%-%4%4%13%27%25%21%29%25%24%23%33%

bcabcef

N/A / Don't know / Can't
----*3142281116121431remember
-%-%-%-%1%4%1%2%2%2%1%2%1%2%

a
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

229303218-----*453149Always
26%17%10%9%4%-%-%-%-%-%2%34%8%7%

abcaa

430412337-----**78187Very often
65%18%13%7%8%-%-%-%-%-%2%2%11%9%

abab

*46697988-----22131386Sometimes
2%27%23%23%19%-%-%-%-%-%44%19%19%19%

a

*3895135144*--*--3208588Not very often
7%23%32%39%32%46%-%-%100%-%-%25%31%29%

dacdd

-225875168*-*-323197660Never
-%13%19%21%37%54%-%100%-%100%47%22%29%33%

ddbcd

N/A / Don't know / Can't
-4832-----*-1131remember
-%2%3%1%*%-%-%-%-%-%4%-%2%2%

aa
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

11102112717-40-1591419149Always
1%9%8%7%7%-%9%-%17%5%9%7%7%

abc

41302016729147212171632187Very often
10%11%8%10%13%8%10%46%13%9%10%12%9%

52773435143488*9304155386Sometimes
11%22%13%20%19%26%19%2%11%17%26%20%19%

bdd

2638781507756130221724769588Not very often
57%31%30%29%33%43%29%47%24%41%29%26%29%

aabd

7316107553603142*31444090660Never
16%26%40%32%26%23%31%5%35%25%25%34%33%

a

N/A / Don't know / Can't
2155264*6-*52431remember
4%1%2%1%2%1%1%-%*%3%1%1%2%
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

-14944123331311710149Always
-%11%9%11%10%7%8%15%11%16%7%

-15115352751512173187Very often
-%12%11%9%12%11%28%6%11%5%9%

-342538635100*462911386Sometimes
-%27%23%23%15%21%3%22%19%18%19%

-40347139691429615520588Not very often
-%32%32%37%30%31%50%30%35%32%29%

-2025772741312543818660Never
-%16%24%19%32%28%11%26%24%29%33%

ac

N/A / Don't know / Can't
-314638*11*31remember
-%3%1%2%1%2%*%1%1%1%2%
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

557953773100-53341-87033149Always
26%8%10%7%10%9%-%3%7%9%-%8%10%10%7%

c

2881036184123-135747-137525187Very often
14%12%11%12%11%11%-%9%12%10%-%12%11%8%9%

2167218111155259-259085-2214675386Sometimes
10%23%23%21%21%23%-%18%20%18%-%20%21%23%19%

4243311160242356-49134159-43223115588Not very often
25%33%32%31%33%32%-%35%29%34%-%39%32%35%29%

4167225142179261-47135128-2216568660Never
24%23%23%27%24%23%-%33%30%28%-%20%24%21%33%

N/A / Don't know / Can't
-91291012-284-110831remember
-%1%1%2%1%1%-%2%2%1%-%1%1%2%2%
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

2-*25688*2211225149Always
15%-%1%6%8%10%*%3%7%5%7%7%

ee

22118396610352347187Very often
14%5%3%2%12%11%11%13%12%11%13%9%

15871652121216594579386Sometimes
4%16%34%21%23%23%22%21%20%21%22%19%

314719232284242710673109588Not very often
22%43%31%56%32%31%43%35%36%34%31%29%

a

611731692211221705690660Never
44%36%31%9%24%24%22%28%24%26%25%33%

N/A / Don't know / Can't
---210121166631remember
-%-%-%6%1%1%2%1%2%3%2%2%
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

121176108-3813790143110139119137149Always
8%6%10%7%-%9%8%8%7%7%8%8%8%7%

15919*166-35159100182139168140166187Very often
10%7%*%10%-%8%9%9%9%9%9%10%9%9%

b

3135915316-76360193377286363305363386Sometimes
20%22%25%20%-%18%20%18%19%19%20%21%21%19%

4588914483-133546359580473544461537588Not very often
29%33%24%31%-%32%30%33%30%31%31%32%30%29%

50482254842125566327630477543377536660Never
32%30%41%31%100%30%32%30%32%32%30%26%30%33%

bbbb

N/A / Don't know / Can't
225-24-92616301926212631remember

1%2%-%1%-%2%1%1%2%1%1%2%1%2%
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

53961208201910226436245149Always
6%9%7%9%7%5%7%14%12%7%8%12%7%

bbc

781091546282913321298431187Very often
8%10%9%6%10%8%9%11%8%9%14%8%9%

182203331203472286275412254386Sometimes
20%19%20%21%13%21%20%14%15%14%7%14%19%

aa

264324487267211341658106235111588Not very often
29%30%30%27%27%32%29%30%30%25%19%29%29%

32633451036107113488551223913133660Never
36%31%31%37%41%33%34%29%34%43%50%35%33%

ac

N/A / Don't know / Can't
141726*3222652*731remember

2%2%2%*%1%1%2%3%1%3%1%2%2%

c
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

211214191414391311108149Always
11%6%12%11%7%11%2%5%7%5%7%6%7%

efaceffef

17191112191614910241225187Very often
9%10%9%7%10%13%11%5%5%12%8%16%9%

dedebdeijl

414020283823294525423421386Sometimes
21%21%17%15%20%18%22%25%13%20%24%14%19%

ddadiad

575944535241385361533444588Not very often
30%30%38%29%27%32%29%29%33%26%24%29%29%

bch

566127666632456172765048660Never
29%32%23%37%34%26%35%33%39%36%35%32%33%

gjjjgjgjj

N/A / Don't know / Can't
-2125116522431remember
-%1%1%1%2%1%1%3%2%1%2%3%2%

llll
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

47472529149Always
9%9%5%6%7%

abab

46473461187Very often
9%9%7%12%9%

b

100889998386Sometimes
20%18%20%20%19%

159146152131588Not very often
32%29%30%26%29%

a

144164178173660Never
29%33%36%35%33%

dd

N/A / Don't know / Can't
4711831remember
1%1%2%2%2%

d
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142751233665095877113837812811868Unweighted total

60501094356927610184817701846Weighted total

31*772*1124256am - 8.59am
5%1%*%2%1%2%2%3%2%1%1%

ac

3234692694094661129104910959am - 11.59am
54%70%63%62%59%61%65%61%60%59%59%

e

20122510815519141342944812pm - 2.59pm
34%25%23%25%22%25%15%25%27%24%24%

abcd

**268**-*21223pm - 5.59pm
*%*%2%1%1%*%1%-%*%1%1%

----2----226pm - 5.59am
-%-%-%-%*%-%-%-%-%*%*%

4213451129225245254Don't know
7%4%12%10%16%12%18%10%11%14%14%

bde
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
228245239115611211413122011539200711541868Unweighted total

84104931565147153169305159472651112091846Weighted total

321192226*--25256am - 8.59am
3%2%1%1%1%1%1%2%*%-%-%2%2%1%

cjccc

5063609238310110418184271436313710959am - 11.59am
59%61%64%59%57%66%61%59%52%56%54%57%66%59%

cecece

24262237531314385381066314144812pm - 2.59pm
29%25%24%24%21%20%25%28%24%21%25%28%20%24%

a

133154-344----223pm - 5.59pm
2%3%3%1%3%-%2%1%2%-%-%-%-%1%

acjacjaccc

---2--------226pm - 5.59am
-%-%-%*%-%-%-%-%-%-%-%-%1%*%

6108230271917293411561424254Don't know
7%9%8%15%18%12%10%10%21%23%21%13%11%14%

fklmfklmafgklmfgklmafghjkl

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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
242162649113777891166844417344189431868Unweighted total
188165838114647541285351116741156321846Weighted total

22381714-271-*1256am - 8.59am
1%1%2%1%2%-%4%1%*%-%*%2%1%

bdg

11398222087544087313049726911810959am - 11.59am
60%59%58%60%58%68%59%59%58%64%58%55%59%

493991113371853115122436311444812pm - 2.59pm
26%24%29%23%25%24%29%24%26%14%20%43%24%

abcdegh

-227147**4522-223pm - 5.59pm
-%1%2%1%1%*%1%1%3%5%1%-%1%

eheh

-22----2----26pm - 5.59am
-%*%*%-%-%-%-%*%-%-%-%-%*%

a

23231332201071047221733-254Don't know
12%14%9%15%14%8%7%14%12%18%21%-%14%

baaaaadefgh
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41027011707217961868Unweighted total
39625811669717481846Weighted total

6415125256am - 8.59am
2%1%1%1%1%1%

25115168552104310959am - 11.59am
63%59%59%54%60%59%

90592932742144812pm - 2.59pm
23%23%25%28%24%24%

2514121223pm - 5.59pm
1%2%1%1%1%1%

-2--226pm - 5.59am
-%1%-%-%*%*%

a

473716017237254Don't know
12%14%14%17%14%14%
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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: 12/07/19



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%
3468536698491819--4224129715221868Unweighted total
2497997987301816--3222321915971846Weighted total

41011-*25-----*322256am - 8.59am
1%1%1%-%1%1%-%-%-%-%-%1%2%1%1%

1664694607241071--3221714292910959am - 11.59am
67%59%58%100%82%59%-%-%100%100%100%77%65%58%59%

ababiaia

56204188-3445-----35439244812pm - 2.59pm
23%26%24%-%9%25%-%-%-%-%-%11%25%25%24%

cjjcj

2154-220-----2*20223pm - 5.59pm
1%2%1%-%6%1%-%-%-%-%-%7%*%1%1%

aabiabi

-2---2-------226pm - 5.59am
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%

2199135-1253-----120233254Don't know
8%12%17%-%3%14%-%-%-%-%-%4%9%15%14%

cbcbjbj
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18424378811871261514630134983812311868Unweighted total
28414225911371183451616124674511131846Weighted total

---*-1182259191217256am - 8.59am
-%-%-%1%-%2%2%2%1%1%2%2%2%1%

2649174566370128937574746866810959am - 11.59am
100%78%92%62%77%77%58%59%64%61%60%63%60%59%

aa

-2*5322922998915430416627344812pm - 2.59pm
-%22%8%35%14%4%26%25%20%25%24%22%25%24%

bbeeee

-----4141656181416223pm - 5.59pm
-%-%-%-%-%7%1%1%1%1%1%2%1%1%

a

------22-222-26pm - 5.59am
-%-%-%-%-%-%*%*%-%*%*%*%-%*%

---*26148144637015683138254Don't know
-%-%-%1%9%10%13%12%14%11%12%11%12%14%
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62613303444082-1128146041868Unweighted total
6166292338443*-**34125961846Weighted total

-3557-------9256am - 8.59am
-%2%2%1%1%-%-%-%-%-%-%-%1%1%

4117174202249*-**241135710959am - 11.59am
58%71%60%60%56%100%-%100%100%47%100%96%60%59%

abc

*337271129----2-*15144812pm - 2.59pm
5%20%25%21%29%-%-%-%-%53%-%4%25%24%

bd

-23104-------6223pm - 5.59pm
-%1%1%3%1%-%-%-%-%-%-%-%1%1%

---2--------226pm - 5.59am
-%-%-%1%-%-%-%-%-%-%-%-%*%*%

212394954-------70254Don't know
37%7%13%14%12%-%-%-%-%-%-%-%12%14%

ddd
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
1613331251743252243534871531352511868Unweighted total
1112351161730215153852691601392451846Weighted total

-195201-8-*513256am - 8.59am
-%2%4%1%*%-%2%-%1%3%*%1%1%

a

87386810271198247*50978314510959am - 11.59am
79%60%59%59%55%52%64%14%72%61%59%59%59%

ca

230225423683822837367144812pm - 2.59pm
20%24%22%24%32%23%21%86%12%23%26%29%24%

addd

-182202-4-3*-3223pm - 5.59pm
-%1%2%1%1%-%1%-%5%*%-%1%1%

abc

-2-2-2----2-26pm - 5.59am
-%*%-%*%-%12%-%-%-%-%1%-%*%

*1561623824244-8221823254Don't know
1%13%13%14%11%12%11%-%11%13%13%9%14%
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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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-161115940716047020226154651868Unweighted total
-120105336515146516207144631846Weighted total

-217354-853256am - 8.59am
-%2%2%1%3%1%-%4%3%5%1%

a

-796362368928612131813810959am - 11.59am
-%65%60%65%59%62%73%64%56%60%59%

-292527739115243381644812pm - 2.59pm
-%24%24%21%26%25%14%21%26%26%24%

-2162-6-4-2223pm - 5.59pm
-%2%2%1%-%1%-%2%-%3%1%

b

-----2----26pm - 5.59am
-%-%-%-%-%*%-%-%-%-%*%

-9132471852220204254Don't know
-%7%12%13%12%11%13%10%14%6%14%
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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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-134433417-1297513281868Unweighted total
177319655197441111-127417397-976693161846Weighted total

-121351217-248-4105256am - 8.59am
-%2%1%1%2%2%-%2%1%2%-%4%1%2%1%

13446575315468668-70258238-6142420710959am - 11.59am
77%61%60%61%63%60%-%55%62%60%-%63%63%66%59%

2161243129166271-2310198-181416244812pm - 2.59pm
12%22%25%25%22%24%-%18%24%25%-%18%21%19%24%

-131561416-364-2146223pm - 5.59pm
-%2%2%1%2%1%-%3%2%1%-%2%2%2%1%

--222---22--2226pm - 5.59am
-%-%*%*%*%-%-%-%*%*%-%-%*%1%*%

a

2981166283138-284648-137835254Don't know
12%13%12%12%11%12%-%22%11%12%-%13%12%11%14%

ab
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097663732962413601868Unweighted total
1331243571591355752772053451846Weighted total

2---1214*2144256am - 8.59am
17%-%-%-%2%2%*%3%1%2%1%1%

c

7191224440545323816412121510959am - 11.59am
52%61%52%68%62%60%58%51%59%59%62%59%

-445157222101374538044812pm - 2.59pm
-%14%18%14%22%24%18%18%27%26%23%24%

----131332346223pm - 5.59pm
-%-%-%-%2%1%6%2%1%2%2%1%

ac

-----2--2-226pm - 5.59am
-%-%-%-%-%*%-%-%1%-%1%*%

4876931181019332337254Don't know
32%24%30%18%13%13%18%25%12%11%11%14%

abc
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1622246481625243917081033182214421724141917071868Unweighted total
1575271601579*3801658992179513801653132916351846Weighted total

232222-723112514232123256am - 8.59am
1%1%3%1%-%2%1%1%1%1%1%2%1%1%

94714822983-2261006614107784499580998310959am - 11.59am
60%55%36%62%-%59%61%62%60%61%60%61%60%59%

b

3787019360-9239923043432640632040144812pm - 2.59pm
24%26%32%23%-%24%24%23%24%24%25%24%25%24%

184215-420102017201720223pm - 5.59pm
1%1%4%1%-%1%1%1%1%1%1%1%1%1%

a

2--2-2222222226pm - 5.59am
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

2064715195*49208124237177206159206254Don't know
13%17%25%12%100%13%13%13%13%13%12%12%13%14%

a
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
7901078155879211338134218223871182521868Unweighted total
8351011155874204320134617023465202511846Weighted total

13122221817144-5256am - 8.59am
2%1%1%3%*%2%1%*%2%7%-%2%1%

ab

4836129094513517579911614539915810959am - 11.59am
58%61%58%61%66%55%59%68%62%60%46%63%59%

cbc

20324538119469032529541795844812pm - 2.59pm
24%24%24%25%23%28%24%17%23%26%44%23%24%

aa

71518-4*2022222223pm - 5.59pm
1%1%1%-%2%*%1%1%1%3%10%1%1%

c

2-2----2----26pm - 5.59am
*%-%*%-%-%-%-%1%-%-%-%-%*%

b

1271272278194718620293*27254Don't know
15%13%15%11%9%15%14%12%12%4%1%11%14%

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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1591571631501531581301411961581351681868Unweighted total
1821791141681731201191631681911331351846Weighted total

25214411321*256am - 8.59am
1%3%2%*%2%4%1%*%2%1%1%*%1%

aai

10897561001137070103100115897710959am - 11.59am
59%54%49%60%65%58%59%63%60%60%66%57%59%

jkjjjjk

38563644313229354037244744812pm - 2.59pm
21%31%31%27%18%26%24%21%24%19%18%35%24%

bcehlbcehlbcdehl

22*--512-522223pm - 5.59pm
1%1%*%-%-%4%1%1%-%3%2%2%1%

dhijdhi

----2-------26pm - 5.59am
-%-%-%-%1%-%-%-%-%-%-%-%*%

3219202324918242533189254Don't know
18%10%18%14%14%8%16%14%15%17%14%7%14%

agagaaagaagaga
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
4794614674611868Unweighted total
4754614494601846Weighted total

10943256am - 8.59am
2%2%1%1%1%

26028327228010959am - 11.59am
55%61%61%61%59%

d

13010710410744812pm - 2.59pm
27%23%23%23%24%

5539223pm - 5.59pm
1%1%1%2%1%

-2--26pm - 5.59am
-%*%-%-%*%

71566760254Don't know
15%12%15%13%14%
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142751233665105877113837812821869Unweighted total

60501094356947610184817721848Weighted total

--4510*--*2525Very Dissatisfied
-%-%4%1%1%1%-%-%1%1%1%

e

2-3691**13435Fairly Dissatisfied
3%-%2%1%1%2%1%1%2%2%2%

Neither Satisfied Nor
851348797124198205Dissatisfied

13%11%12%11%11%9%15%9%8%11%11%

201852160257273718655683Fairly Satisfied
34%36%47%37%37%36%32%37%37%37%37%

abe

3026382173384051025859898Very Satisfied
50%53%35%50%49%52%51%54%52%48%49%

cccc

Don't Know (DO NOT READ
---------22OUT)
-%-%-%-%-%-%-%-%-%*%*%

504490377595678164315141581NET: Satisfied
84%89%82%87%86%89%83%91%89%85%86%

2-710202**15960NET: Dissatisfied
3%-%6%2%3%2%1%1%3%3%3%

d
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a
recipient and sender?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
228245239115711211413122011639200711541869Unweighted total

84104931567147153169305162472651112091848Weighted total

*112344222-8*225Very Dissatisfied
*%1%1%1%3%3%1%1%1%-%3%*%1%1%

mmm

*21324424-*102635Fairly Dissatisfied
1%2%1%2%3%3%1%1%-%1%4%2%3%2%

em

Neither Satisfied Nor
8141017217171523163471718205Dissatisfied

10%14%11%11%12%11%9%7%10%6%18%15%9%11%

fafgjkm

29352759241586611051241174877683Fairly Satisfied
35%33%29%38%28%38%39%36%32%50%44%43%37%37%

ikkeikleiklik

46525574680708416693198444106898Very Satisfied
55%50%58%48%55%46%50%55%57%40%32%40%51%49%

bccbcdhjccccbcbcjc

Don't Know (DO NOT READ
---2-----2---2OUT)
-%-%-%*%-%-%-%-%-%4%-%-%-%*%

acefghijkl

m

758681133812112815127614442201921831581NET: Satisfied
89%83%87%85%83%84%89%91%89%90%76%83%88%86%

clccccijlcc

1325588462*172860NET: Dissatisfied
1%3%2%4%5%5%2%2%1%1%6%2%4%3%

mmmefjkmm
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a
recipient and sender?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
242162749113787901166844417344189431869Unweighted total
188166038114677561285351116741156321848Weighted total

-25322121*4*26-25Very Dissatisfied
-%2%1%1%2%*%*%1%*%5%4%-%1%

degdeh

630926162-114-2-35Fairly Dissatisfied
3%2%2%2%2%2%-%2%3%-%1%-%2%

Neither Satisfied Nor
14191301769518442154236205Dissatisfied

8%11%8%12%13%14%8%8%9%9%14%17%11%

beee

73609129553278622018046126815683Fairly Satisfied
39%37%34%38%37%48%37%35%28%30%43%45%37%

dcdehdd

948042086903544629275101235812898Very Satisfied
50%48%55%47%47%36%55%54%61%56%37%38%49%

abgbgabghabghbg

Don't Know (DO NOT READ
-22-2-------2OUT)
-%*%*%-%*%-%-%-%-%-%-%-%*%

a

168141333812436321084945414736126271581NET: Satisfied
89%85%88%85%84%84%92%89%88%86%80%83%86%

abbhb

6551348273*15528-60NET: Dissatisfied
3%3%3%3%4%2%*%3%3%5%5%-%3%
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a
recipient and sender?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41027011717217971869Unweighted total
39625811689717511848Weighted total

1041161925Very Dissatisfied
2%2%1%6%1%1%

aa

752313535Fairly Dissatisfied
2%2%2%1%2%2%

Neither Satisfied Nor
52261192203205Dissatisfied
13%10%10%2%12%11%

b

16212139337646683Fairly Satisfied
41%47%34%38%37%37%

aa

16610162052846898Very Satisfied
42%39%53%53%48%49%

bc

Don't Know (DO NOT READ
--2-22OUT)
-%-%*%-%*%*%

32822310138914921581NET: Satisfied
83%86%87%91%85%86%

c

1793465460NET: Dissatisfied
4%3%3%7%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: 12/07/19



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%
3468536708491820--4224129715231869Unweighted total
2497998007301819--3222321915991848Weighted total

10115-223-----281525Very Dissatisfied
4%1%1%-%6%1%-%-%-%-%-%7%4%1%1%

abaiaiai

61614--35------63035Fairly Dissatisfied
2%2%2%-%-%2%-%-%-%-%-%-%3%2%2%

Neither Satisfied Nor
259783-1204-----124181205Dissatisfied
10%12%10%-%3%11%-%-%-%-%-%4%11%11%11%

109304269418665--*221491573683Fairly Satisfied
44%38%34%63%61%37%-%-%12%100%95%60%42%36%37%

aabiabi

10037242739889--2-*791799898Very Satisfied
40%47%53%37%31%49%-%-%88%-%5%29%41%50%49%

cbcbcjbcj

Don't Know (DO NOT READ
--2--2-------22OUT)
-%-%*%-%-%*%-%-%-%-%-%-%-%*%*%

2096766967271554--3222018213721581NET: Satisfied
84%85%87%100%91%85%-%-%100%100%100%89%83%86%86%

152619-259-----2144560NET: Dissatisfied
6%3%2%-%6%3%-%-%-%-%-%7%6%3%3%

abai
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18424378811871262514630134983812311869Unweighted total
28414225911371186451616124674511131848Weighted total

-2---21921121522182225Very Dissatisfied
-%22%-%-%-%3%2%2%3%3%2%2%2%1%

----21192371322141735Fairly Dissatisfied
-%-%-%-%8%1%2%2%1%2%2%2%2%2%

ab

Neither Satisfied Nor
-1*136125133527313585120205Dissatisfied
-%6%4%7%14%10%11%11%11%12%11%11%11%11%

-2-7623425419187252463293417683Fairly Satisfied
-%25%-%52%28%39%37%35%41%41%37%39%37%37%

ff

24461128548590194262603334536898Very Satisfied
100%46%96%42%50%47%48%50%43%43%48%45%48%49%

bdeded

Don't Know (DO NOT READ
-------------2OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

264131751973100938151410666279531581NET: Satisfied
100%71%96%93%78%87%86%85%84%84%86%84%86%86%

-2--223844192844324060NET: Dissatisfied
-%22%-%-%8%4%3%4%4%5%4%4%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,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62613303444082-1128146041869Unweighted total
6166292338443*-**34125961848Weighted total

-8644----2-21225Very Dissatisfied
-%5%2%1%1%-%-%-%-%47%-%16%2%1%

ab

-7447-------1335Fairly Dissatisfied
-%4%1%1%2%-%-%-%-%-%-%-%2%2%

abc

Neither Satisfied Nor
*15423246-----*270205Dissatisfied
3%9%14%10%10%-%-%-%-%-%6%20%12%11%

168111141143*-**224244683Fairly Satisfied
10%41%38%42%32%100%-%100%100%53%45%34%41%37%

aa

667130157243-----23257898Very Satisfied
87%40%44%46%55%-%-%-%-%-%49%30%43%49%

bcd

Don't Know (DO NOT READ
-------------2OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

6135241298386*-**2475001581NET: Satisfied
97%82%82%88%87%100%-%100%100%53%94%64%84%86%

cdd

-1510811----2-22560NET: Dissatisfied
-%9%3%2%2%-%-%-%-%47%-%16%4%3%

abc

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 104  (continuation)                                                                                                                                                  Page 1771

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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
1613331251744252243534871531352511869Unweighted total
1112351161732215153852691601392451848Weighted total

-2210154-11-56-425Very Dissatisfied
-%2%8%1%2%-%3%-%8%4%-%2%1%

aabb

-222336*7-342435Fairly Dissatisfied
-%2%2%2%3%1%2%-%4%2%2%1%2%

Neither Satisfied Nor
21331818731340-12181529205Dissatisfied

22%11%16%11%14%19%10%-%17%11%11%12%11%

246139643858159*275260113683Fairly Satisfied
23%37%34%37%39%53%41%13%39%32%43%46%37%

c

659747851904167223806295898Very Satisfied
56%48%40%49%42%27%44%87%33%50%45%39%49%

ad

Don't Know (DO NOT READ
---2--------2OUT)
-%-%-%*%-%-%-%-%-%-%-%-%*%

81058861495175123272491331212081581NET: Satisfied
78%86%74%86%81%80%85%100%71%83%88%85%86%

bddd

-44124810*18-8102860NET: Dissatisfied
-%4%10%3%5%1%5%-%12%6%2%3%3%

aab
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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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-161115940716047020226154651869Unweighted total
-120105336515146516207144631848Weighted total

-221588-108-25Very Dissatisfied
-%2%2%1%5%2%-%5%5%-%1%

a

-1173210-32235Fairly Dissatisfied
-%*%2%1%2%2%-%1%2%4%2%

Neither Satisfied Nor
-13110532054220205205Dissatisfied
-%11%10%15%13%12%11%9%14%8%11%

b

-58392146601925875432683Fairly Satisfied
-%48%37%40%40%41%29%42%37%51%37%

b

-475131586120110886023898Very Satisfied
-%39%49%43%41%43%59%42%42%36%49%

c

Don't Know (DO NOT READ
----------2OUT)
-%-%-%-%-%-%-%-%-%-%*%

-10590530412139314175114551581NET: Satisfied
-%87%86%83%80%85%89%85%79%88%86%

-23881018-1210260NET: Dissatisfied
-%2%4%2%7%4%-%6%7%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 - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-134433417-1297513281869Unweighted total
177319655197441111-127417397-976693161848Weighted total

21514101822-668--17725Very Dissatisfied
11%2%1%2%2%2%-%4%1%2%-%-%2%2%1%

b

21015111417-21010-512635Fairly Dissatisfied
11%1%2%2%2%2%-%1%2%2%-%5%2%2%2%

b

Neither Satisfied Nor
2671066385120-113454-67538205Dissatisfied

12%9%11%12%11%11%-%8%8%14%-%6%11%12%11%

b

*290357221293415-63183155-41261133683Fairly Satisfied
3%40%37%43%39%37%-%50%44%39%-%42%39%42%37%

aa

11348472214333535-46183171-46305132898Very Satisfied
64%48%49%41%45%48%-%36%44%43%-%47%46%42%49%

c

Don't Know (DO NOT READ
--------------2OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

12638829436626951-109366327-875662661581NET: Satisfied
67%87%86%84%84%86%-%86%88%82%-%89%85%84%86%

a

42529203240-81617-5291360NET: Dissatisfied
21%3%3%4%4%4%-%6%4%4%-%5%4%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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097663732962413601869Unweighted total
1331243571591355752772053451848Weighted total

262-16152484425Very Dissatisfied
14%18%8%-%2%2%3%5%3%2%1%1%

a

--**10142272835Fairly Dissatisfied
-%-%1%1%1%2%3%3%3%1%2%2%

Neither Satisfied Nor
2663669678342939205Dissatisfied

18%20%24%8%9%10%13%10%12%14%11%11%

415712279342253911394151683Fairly Satisfied
32%47%31%35%39%37%46%52%41%46%44%37%

55919344446192311676144898Very Satisfied
36%16%37%56%48%49%34%31%42%37%42%49%

Don't Know (DO NOT READ
-----------2OUT)
-%-%-%-%-%-%-%-%-%-%-%*%

920163162378944622281702951581NET: Satisfied
68%63%68%91%87%86%80%83%82%83%85%86%

262*2629461561260NET: Dissatisfied
14%18%8%1%4%3%7%7%5%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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626243917091033182314431725142017081869Unweighted total
1577271601581*3801660992179713831655133116371848Weighted total

111425--42113252125212525Very Dissatisfied
1%5%41%-%-%1%1%1%1%2%2%2%2%1%

ba

161935--122913352230233035Fairly Dissatisfied
1%7%59%-%-%3%2%1%2%2%2%2%2%2%

baa

Neither Satisfied Nor
13967--*52182111196148184145183205Dissatisfied

9%25%-%-%100%14%11%11%11%11%11%11%11%11%

b

560123-683-143618381672533611515605683Fairly Satisfied
35%45%-%43%-%38%37%38%37%39%37%39%37%37%

bb

85048-898-169809473869659804627794898Very Satisfied
54%18%-%57%-%44%49%48%48%48%49%47%49%49%

ab

Don't Know (DO NOT READ
2------------2OUT)
*%-%-%-%-%-%-%-%-%-%-%-%-%*%

1410171-1581-3121427855154111911416114213991581NET: Satisfied
89%63%-%100%-%82%86%86%86%86%86%86%85%86%

abcc

273360--165126604355445560NET: Dissatisfied
2%12%100%-%-%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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
7911078155979211338134318223871182521869Unweighted total
8371011156074204320134917023465202511848Weighted total

718114102176462825Very Dissatisfied
1%2%1%5%5%1%1%3%2%9%10%3%1%

ccbcb

1520274412167222235Fairly Dissatisfied
2%2%2%6%2%4%1%4%1%3%13%1%2%

cbb

Neither Satisfied Nor
7912617582252132212411526205Dissatisfied

9%12%11%10%11%16%10%13%10%17%27%10%11%

bb

28739655933841114977198256101683Fairly Satisfied
34%39%36%44%41%35%37%42%42%38%32%40%37%

b

449450787268414268565105214114898Very Satisfied
54%44%50%35%41%44%51%38%45%33%19%46%49%

aabac

Don't Know (DO NOT READ
-22--2------2OUT)
-%*%*%-%-%1%-%-%-%-%-%-%*%

b

736845134559168253118313620346102151581NET: Satisfied
88%84%86%79%82%79%88%80%87%71%51%86%86%

aaca

2238388141434136841060NET: Dissatisfied
3%4%2%11%7%4%2%7%3%12%22%4%3%

ccbb
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a
recipient and sender?
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1591571631501541581301411961581351681869Unweighted total
1821791141681761201191631681911331351848Weighted total

-8-32--462-*25Very Dissatisfied
-%5%-%2%1%-%-%3%3%1%-%*%1%

abfgjlgjlabfgjl

-1672222432435Fairly Dissatisfied
-%1%5%4%1%2%2%1%2%1%2%3%2%

cehklkll

Neither Satisfied Nor
24208191619151723221410205Dissatisfied
13%11%7%11%9%16%12%10%14%11%10%7%11%

aj

614939567544535458775858683Fairly Satisfied
33%27%34%34%43%36%45%33%34%40%44%43%37%

keklkkk

9710161828155488677885962898Very Satisfied
54%56%53%49%46%46%41%53%46%46%44%45%49%

fabff

Don't Know (DO NOT READ
-----------22OUT)
-%-%-%-%-%-%-%-%-%-%-%1%*%

158150100139156991021401351651181191581NET: Satisfied
87%84%87%83%89%82%86%86%81%86%88%88%86%

dd

-96104226952460NET: Dissatisfied
-%5%5%6%2%2%2%4%6%2%2%3%3%

lllllll
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
4794624674611869Unweighted total
4754634494601848Weighted total

8510225Very Dissatisfied
2%1%2%1%1%

a

7128935Fairly Dissatisfied
1%2%2%2%2%

Neither Satisfied Nor
52535545205Dissatisfied
11%12%12%10%11%

149175165193683Fairly Satisfied
31%38%37%42%37%

dd

259218212209898Very Satisfied
55%47%47%45%49%

abc

Don't Know (DO NOT READ
---22OUT)
-%-%-%*%*%

4083943774021581NET: Satisfied
86%85%84%87%86%

1516181160NET: Dissatisfied
3%3%4%2%3%
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QRM2. Thinking generally about the service your organisation receives as a whole, how satisfied are you with the overall quality of the services you receive from Royal Mail as a
recipient and sender?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142751233665105877113837812821869Unweighted total

60501094356947610184817721848Weighted total

1273151**14142Very Dissatisfied
1%4%7%1%2%2%5%1%2%2%2%

babec

3-1025323*138083Fairly Dissatisfied
5%-%9%6%5%5%4%3%5%5%5%

ddd

Neither Satisfied Nor
11411538011137236247Dissatisfied
19%8%10%12%12%15%14%16%14%13%13%

acd

182544164223243615597621Fairly Satisfied
30%50%41%38%32%31%29%31%32%34%34%

abe

271937187327354922786820Very Satisfied
44%38%34%43%47%46%42%48%46%44%44%

c

Don't Know (DO NOT READ
*-*31821*13334OUT)
*%-%*%1%3%2%6%1%2%2%2%

abce

454481351549587143713831441NET: Satisfied
75%88%74%81%79%77%71%79%77%78%78%

ce

421728475113120125NET: Dissatisfied
6%4%16%6%7%6%9%4%7%7%7%

abde
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
228245239115711211413122011639200711541869Unweighted total

84104931567147153169305162472651112091848Weighted total

2213747734242442Very Dissatisfied
2%2%1%2%3%4%4%1%2%5%1%2%2%2%

35371874946196983Fairly Dissatisfied
4%5%4%5%6%4%2%3%2%12%7%6%4%5%

efgjkm

Neither Satisfied Nor
9151321020192432138552119247Dissatisfied

11%14%14%13%14%13%14%10%8%16%21%19%9%13%

aefjmae

253231533465145111589904084621Fairly Satisfied
30%31%33%34%31%34%27%36%36%19%34%36%40%34%

ddglm

4348456856467841507921904090820Very Satisfied
51%46%48%44%44%44%49%49%49%45%34%36%43%44%

bcjcccccc

Don't Know (DO NOT READ
21130425*4272434OUT)
3%1%1%2%3%1%3%*%2%4%3%2%2%2%

ffffff

688075121811011812926013730180801741441NET: Satisfied
81%77%81%78%75%78%76%85%85%64%68%72%83%78%

cdccdcdbcdgijlbcdcd

585108121311138823812125NET: Dissatisfied
6%8%5%7%8%9%7%4%5%16%9%8%6%7%

aefjkm
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
242162749113787901166844417344189431869Unweighted total
188166038114677561285351116741156321848Weighted total

240834135*12425-42Very Dissatisfied
1%2%2%2%2%4%*%2%2%5%3%-%2%

97421623263169210583Fairly Dissatisfied
5%4%5%4%4%5%5%3%6%4%7%16%5%

bdegh

Neither Satisfied Nor
27220521951216756253255247Dissatisfied
14%13%14%13%16%5%13%11%15%6%16%14%13%

egggggg

5556610251925258151793975414621Fairly Satisfied
29%34%27%35%33%45%29%35%23%16%35%43%34%

bcdcdefhcdcdcd

9172919462631551282448825629820Very Satisfied
49%44%51%43%42%39%53%48%53%59%39%27%44%

aaahabghabgh

Don't Know (DO NOT READ
331430222*424*-34OUT)
2%2%1%2%3%2%*%1%1%9%*%-%2%

bebdefgh

147129529611455671094342312731116231441NET: Satisfied
78%78%78%78%75%85%82%83%76%76%74%70%78%

abhabh

1111529964512328134165125NET: Dissatisfied
6%7%8%7%6%9%5%5%8%9%10%16%7%

eeh
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41027011717217971869Unweighted total
39625811689717511848Weighted total

1842043842Very Dissatisfied
4%2%2%4%2%2%

ab

112053-8383Fairly Dissatisfied
3%8%5%-%5%5%

ac

Neither Satisfied Nor
53421479238247Dissatisfied
13%16%13%9%14%13%

1548237428592621Fairly Satisfied
39%32%32%29%34%34%

a

15910554851769820Very Satisfied
40%41%47%52%44%44%

c

Don't Know (DO NOT READ
252753034OUT)
1%2%2%5%2%2%

ca

3131879227913621441NET: Satisfied
79%72%79%81%78%78%

b

2824734121125NET: Dissatisfied
7%9%6%4%7%7%
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
3468536708491820--4224129715231869Unweighted total
2497998007301819--3222321915991848Weighted total

141712-339-----3102842Very Dissatisfied
5%2%1%-%11%2%-%-%-%-%-%14%5%2%2%

abaiabiai

84035--83------87583Fairly Dissatisfied
3%5%4%-%-%5%-%-%-%-%-%-%4%5%5%

Neither Satisfied Nor
321209524243---2-228215247Dissatisfied
13%15%12%28%14%13%-%-%-%90%-%9%13%13%13%

99275247211610--**2888522621Fairly Satisfied
40%34%31%35%37%34%-%-%12%10%95%37%40%33%34%

aai

95339386311809--2-*983726820Very Satisfied
38%42%48%37%39%44%-%-%88%-%5%39%38%45%44%

bcbb

Don't Know (DO NOT READ
1925--34------13434OUT)
*%1%3%-%-%2%-%-%-%-%-%-%*%2%2%

bcb

1946146345221419--3*21717112481441NET: Satisfied
78%77%79%72%75%78%-%-%100%10%100%76%78%78%78%

225747-3122-----319103125NET: Dissatisfied
9%7%6%-%11%7%-%-%-%-%-%14%8%6%7%

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,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18424378811871262514630134983812311869Unweighted total
28414225911371186451616124674511131848Weighted total

-2--*42434161830222842Very Dissatisfied
-%22%-%-%*%6%2%3%4%3%2%3%3%2%

a

----*15952193460375483Fairly Dissatisfied
-%-%-%-%*%1%5%4%4%6%5%5%5%5%

Neither Satisfied Nor
--*456143145618815998130247Dissatisfied
-%-%4%30%23%11%13%12%14%14%13%13%12%13%

-1*5916400390170214431261401621Fairly Satisfied
-%8%4%38%41%28%35%33%38%35%35%35%36%34%

2644731489546171253544316478820Very Satisfied
100%70%92%32%35%53%43%46%38%41%44%42%43%44%

dee

Don't Know (DO NOT READ
---*-1211914922112234OUT)
-%-%-%1%-%1%2%2%3%1%2%1%2%2%

2641016488899363414679755778791441NET: Satisfied
100%78%96%70%76%81%78%79%76%76%78%78%79%78%

-2--*583863552905982125NET: Dissatisfied
-%22%-%-%1%8%7%7%8%8%7%8%7%7%
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62613303444082-1128146041869Unweighted total
6166292338443*-**34125961848Weighted total

*71274----2-21442Very Dissatisfied
3%4%4%2%1%-%-%-%-%47%-%16%2%2%

aa

-6121428------*3483Fairly Dissatisfied
-%4%4%4%6%-%-%-%-%-%-%2%6%5%

Neither Satisfied Nor
*18435543----22-84247Dissatisfied
2%11%15%16%10%-%-%-%-%53%42%-%14%13%

aa

27292112153*-**-*4209621Fairly Satisfied
37%43%32%33%34%100%-%100%100%-%9%37%35%34%

abc

460133145203-----25245820Very Satisfied
58%36%46%43%46%-%-%-%-%-%49%46%41%44%

dd

Don't Know (DO NOT READ
-31613-------934OUT)
-%2%*%2%3%-%-%-%-%-%-%-%2%2%

ccc

6132226257355*-**-2104541441NET: Satisfied
95%79%77%76%80%100%-%100%100%-%58%83%76%78%

*13242132----2-249125NET: Dissatisfied
3%8%8%6%7%-%-%-%-%47%-%17%8%7%
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
1613331251744252243534871531352511869Unweighted total
1112351161732215153852691601392451848Weighted total

-307345*12-58*542Very Dissatisfied
-%2%6%2%2%3%3%-%8%5%*%2%2%

aabb

-6057816315*2491983Fairly Dissatisfied
-%5%4%5%7%23%4%3%3%3%6%8%5%

c

Neither Satisfied Nor
41552122630156-14232229247Dissatisfied

41%13%18%13%14%9%15%-%20%14%16%12%13%

442734587834126229474590621Fairly Satisfied
41%35%29%34%39%29%33%93%42%30%33%37%34%

254246774795168*18766098820Very Satisfied
18%44%40%45%37%36%44%4%27%47%43%40%44%

ddd

Don't Know (DO NOT READ
-222322-7-122534OUT)
-%2%2%2%1%-%2%-%1%1%1%2%2%

6969811361162102942481231051881441NET: Satisfied
59%78%69%79%75%65%76%97%69%77%76%77%78%

b

-901211321427*812923125NET: Dissatisfied
-%7%11%7%10%26%7%3%11%7%7%10%7%
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-161115940716047020226154651869Unweighted total
-120105336515146516207144631848Weighted total

-2279414-94342Very Dissatisfied
-%2%3%2%3%3%-%4%3%5%2%

-125223529-65283Fairly Dissatisfied
-%10%5%6%4%6%-%3%4%4%5%

b

Neither Satisfied Nor
-22123492958628299247Dissatisfied
-%18%12%13%19%13%39%14%20%15%13%

ba

-45366141511633814724621Fairly Satisfied
-%38%35%39%34%35%16%39%33%38%34%

-38462139591947805624820Very Satisfied
-%31%44%38%39%42%46%39%39%39%44%

ac

Don't Know (DO NOT READ
-222427-22-34OUT)
-%2%2%1%1%1%-%1%2%-%2%

-8382828011035710161104481441NET: Satisfied
-%69%79%77%73%77%61%78%72%77%78%

cc

-148032943-1596125NET: Dissatisfied
-%11%8%9%6%9%-%7%6%9%7%
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-134433417-1297513281869Unweighted total
177319655197441111-127417397-976693161848Weighted total

-2022162228-4911-422842Very Dissatisfied
-%3%2%3%3%3%-%3%2%3%-%4%3%3%2%

23252313754-62423-7312483Fairly Dissatisfied
11%4%5%6%5%5%-%5%6%6%-%7%5%8%5%

b

Neither Satisfied Nor
2981187098130-255962-158837247Dissatisfied

11%13%12%14%13%12%-%20%14%16%-%16%13%12%13%

6255332190260398-47138137-31227122621Fairly Satisfied
35%35%34%37%35%36%-%37%33%34%-%32%34%38%34%

8310425205316478-42178157-38290121820Very Satisfied
44%42%44%40%42%43%-%33%43%40%-%39%43%38%44%

c

Don't Know (DO NOT READ
-161671122-278-211434OUT)
-%2%2%1%1%2%-%2%2%2%-%2%2%1%2%

14565757396576877-89316294-695172431441NET: Satisfied
79%77%78%76%77%79%-%70%76%74%-%71%77%77%78%

25174465982-103434-115333125NET: Dissatisfied
11%7%8%9%8%7%-%8%8%9%-%11%8%10%7%
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097663732962413601869Unweighted total
1331243571591355752772053451848Weighted total

2422222044981042Very Dissatisfied
14%12%8%6%3%2%7%5%3%4%3%2%

---131464220102383Fairly Dissatisfied
-%-%-%2%4%5%8%3%7%5%7%5%

Neither Satisfied Nor
274297113916374146247Dissatisfied

17%21%17%6%14%12%16%21%14%20%13%13%

ac

41691324030818329969118621Fairly Satisfied
29%51%38%37%34%34%33%43%36%34%34%34%

55917309409192010773142820Very Satisfied
40%16%38%49%43%45%34%27%39%36%41%44%

d

Don't Know (DO NOT READ
----16162*44734OUT)
-%-%-%-%2%2%3%*%2%2%2%2%

921183054971836532061422601441NET: Satisfied
69%67%76%86%77%79%66%70%74%69%75%78%

2423536686291833125NET: Dissatisfied
14%12%8%9%7%7%14%8%11%9%10%7%
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626243917091033182314431725142017081869Unweighted total
1577271601581*3801660992179713831655133116371848Weighted total

2319209-73623403240304042Very Dissatisfied
1%7%34%1%-%2%2%2%2%2%2%2%2%2%

ba

5924934-227453836376637683Fairly Dissatisfied
4%9%15%2%-%6%4%5%5%5%5%5%5%5%

ba

Neither Satisfied Nor
1836517154*66214123239175208171203247Dissatisfied

12%24%27%10%55%17%13%12%13%13%13%13%12%13%

baab

5101117556*124561335608481560485554621Fairly Satisfied
32%41%11%35%45%33%34%34%34%35%34%36%34%34%

bb

773487800-156748441799609745563739820Very Satisfied
49%18%11%51%-%41%45%44%44%44%45%42%45%44%

ab

Don't Know (DO NOT READ
305*28-52716282327192734OUT)

2%2%1%2%-%1%2%2%2%2%2%1%2%2%

1283158141356*2811309776140710901305104812921441NET: Satisfied
81%58%23%86%45%74%79%78%78%79%79%79%79%78%

abc

82433043-29110761249511692115125NET: Dissatisfied
5%16%49%3%-%8%7%8%7%7%7%7%7%7%

ba
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
7911078155979211338134318223871182521869Unweighted total
8371011156074204320134917023465202511848Weighted total

12302721312255864942Very Dissatisfied
1%3%2%3%6%4%2%3%3%9%21%4%2%

bcb

23607257265259-*883Fairly Dissatisfied
3%6%5%6%3%8%4%3%4%-%1%3%5%

bab

Neither Satisfied Nor
110137210112654175183716842247Dissatisfied

13%14%13%14%13%17%13%11%16%25%42%17%13%

2793425083078114442618817387621Fairly Satisfied
33%34%33%41%38%36%33%36%38%26%14%35%34%

39842371127791076307792254102820Very Satisfied
48%42%46%36%39%34%47%46%40%38%21%41%44%

acc

Don't Know (DO NOT READ
151932*28242*2-234OUT)

2%2%2%*%1%2%2%1%*%3%-%1%2%

b

67776512185715722110721391804171891441NET: Satisfied
81%76%78%77%77%69%79%82%77%63%36%75%78%

acca

359099719377710166417125NET: Dissatisfied
4%9%6%9%9%12%6%6%7%9%23%7%7%

bab
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1591571631501541581301411961581351681869Unweighted total
1821791141681761201191631681911331351848Weighted total

-73315*4683242Very Dissatisfied
-%4%2%2%*%4%*%3%4%4%2%1%2%

hllhllhlfhll

887497116589283Fairly Dissatisfied
4%5%6%2%5%6%9%4%3%4%6%2%5%

aadia

Neither Satisfied Nor
261714251819131032282026247Dissatisfied
14%10%12%15%10%15%11%6%19%15%15%19%13%

eeeehkeeehk

655437466237464659714652621Fairly Satisfied
36%30%33%27%35%31%39%28%35%37%35%38%34%

ii

799253888349468765735252820Very Satisfied
44%52%46%53%47%41%39%54%39%38%39%38%44%

abcdfabcdfgabcdfg

Don't Know (DO NOT READ
3*-224210144234OUT)
2%*%-%1%1%3%2%6%*%2%3%2%2%

djkadhijkj

145146901341458692133124144981041441NET: Satisfied
80%82%79%80%83%72%78%82%74%75%74%76%78%

ggg

815107101111101116124125NET: Dissatisfied
4%8%9%4%6%9%10%6%6%8%9%3%7%

aaaaaa
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
4794624674611869Unweighted total
4754634494601848Weighted total

109111342Very Dissatisfied
2%2%2%3%2%

2320221983Fairly Dissatisfied
5%4%5%4%5%

Neither Satisfied Nor
57625573247Dissatisfied
12%13%12%16%13%

157145151169621Fairly Satisfied
33%31%34%37%34%

225221199176820Very Satisfied
47%48%44%38%44%

aa

Don't Know (DO NOT READ
48131034OUT)
1%2%3%2%2%

d

3813653493451441NET: Satisfied
80%79%78%75%78%

33283231125NET: Dissatisfied
7%6%7%7%7%
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Delivery time (when you receive your mail delivery) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142751233665105877113837812821869Unweighted total

60501094356947610184817721848Weighted total

21658****3131Very Dissatisfied
4%1%5%1%1%1%2%1%*%2%2%

aabbbe

42611211**16364Fairly Dissatisfied
7%3%5%3%3%2%1%1%2%4%3%

abe

Neither Satisfied Nor
6215516310127199209Dissatisfied

10%4%13%12%9%13%13%12%14%11%11%

d

181741157229273717587614Fairly Satisfied
30%35%38%36%33%35%34%37%35%33%33%

292840206367364923870906Very Satisfied
49%56%36%47%53%48%47%49%47%49%49%

cccc

Don't Know (DO NOT READ
*-2461*-12223OUT)
*%-%2%1%1%1%4%-%1%1%1%

c

474581363596638164014571520NET: Satisfied
79%91%74%83%86%83%80%87%82%82%82%

cecce

721117292**19496NET: Dissatisfied
11%5%10%4%4%2%3%2%2%5%5%

ababbe
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
228245239115711211413122011639200711541869Unweighted total

84104931567147153169305162472651112091848Weighted total

2*127224-4-84431Very Dissatisfied
3%*%1%2%1%1%2%-%2%-%3%4%2%2%

flfffflfl

232571010*11--176264Fairly Dissatisfied
3%3%2%4%7%7%*%4%-%-%6%5%1%3%

egaegkaegkegaegkaeg

Neither Satisfied Nor
515818114232617158421522209Dissatisfied
6%14%9%12%9%15%15%6%9%17%16%13%10%11%

fmfmfmfmfmfkmf

2534285274552391086010954770614Fairly Satisfied
30%33%30%34%31%34%23%35%37%22%36%42%34%33%

ggggdgkm

49515475374639816583279739107906Very Satisfied
58%49%58%48%50%41%58%54%51%57%37%35%51%49%

bchjbcbchjbcbcbchjbchbcbcbc

Don't Know (DO NOT READ
11-222224-25-423OUT)
1%1%-%1%1%1%1%1%-%4%2%-%2%1%

ekkk

738582128011911513827214337192861771520NET: Satisfied
87%81%87%82%81%75%81%89%88%79%73%78%85%82%

bchjcbchjcbcghijlchch

5438412134114-2510596NET: Dissatisfied
6%3%4%5%8%8%2%4%2%-%9%9%3%5%

aeglaeglaegladefgjk

l
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
242162749113787901166844417344189431869Unweighted total
188166038114677561285351116741156321848Weighted total

4271021131*9*24231Very Dissatisfied
2%2%3%1%2%*%*%2%*%5%2%7%2%

ddefgh

460559305-1410*5-64Fairly Dissatisfied
2%4%1%4%4%4%-%3%6%*%3%-%3%

bf

Neither Satisfied Nor
16193371731079348174212209Dissatisfied

9%12%10%12%14%7%5%9%10%9%13%5%11%

efg

61552109504242581716349115714614Fairly Satisfied
33%33%29%34%32%45%31%32%30%27%36%43%33%

bcdeh

98808214692349543427688246715906Very Satisfied
52%49%56%47%46%42%64%54%53%59%43%45%49%

abghbgh

Don't Know (DO NOT READ
419617142-22-3-23OUT)
2%1%2%1%2%1%-%*%1%-%2%-%1%

e

160136032311975911125043813736124291520NET: Satisfied
85%82%85%82%78%87%95%86%82%86%79%88%82%

hbdehbh

8881580445*231029296NET: Dissatisfied
4%5%4%5%6%4%*%4%6%5%6%7%5%

ffff
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41027011717217971869Unweighted total
39625811689717511848Weighted total

661942731Very Dissatisfied
2%2%2%4%2%2%

201133-6464Fairly Dissatisfied
5%4%3%-%4%3%

a

Neither Satisfied Nor
50391159201209Dissatisfied
13%15%10%9%11%11%

a

1347939528586614Fairly Satisfied
34%31%34%29%33%33%

18411859354852906Very Satisfied
46%46%51%55%49%49%

Don't Know (DO NOT READ
441332023OUT)
1%2%1%3%1%1%

3171979888214381520NET: Satisfied
80%76%85%84%82%82%

bc

26175249296NET: Dissatisfied
7%7%4%4%5%5%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following
areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
3468536708491820--4224129715231869Unweighted total
2497998007301819--3222321915991848Weighted total

81310-230-----272331Very Dissatisfied
3%2%1%-%6%2%-%-%-%-%-%7%3%1%2%

aaiai

53327-*64-----*55964Fairly Dissatisfied
2%4%3%-%2%4%-%-%-%-%-%2%2%4%3%

Neither Satisfied Nor
3210176-2208-----230177209Dissatisfied
13%13%10%-%7%11%-%-%-%-%-%9%14%11%11%

91275247413601--*22879522614Fairly Satisfied
37%34%31%63%43%33%-%-%12%100%95%37%36%33%33%

110367429311895--2-*999796906Very Satisfied
44%46%54%37%38%49%-%-%88%-%5%38%45%50%49%

bc

Don't Know (DO NOT READ
21011-221-----2*2123OUT)
1%1%1%-%6%1%-%-%-%-%-%7%*%1%1%

abiabi

2016436767241496--3221717713191520NET: Satisfied
81%80%85%100%81%82%-%-%100%100%100%75%81%82%82%

b

134537-294-----2118296NET: Dissatisfied
5%6%5%-%7%5%-%-%-%-%-%9%5%5%5%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following
areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18424378811871262514630134983812311869Unweighted total
28414225911371186451616124674511131848Weighted total

-2---2222691326182431Very Dissatisfied
-%22%-%-%-%3%2%2%2%2%2%2%2%2%

----214037172043293164Fairly Dissatisfied
-%-%-%-%8%1%4%3%4%3%3%4%3%3%

b

Neither Satisfied Nor
-**3112126130577914291125209Dissatisfied
-%1%4%21%4%20%11%11%13%13%11%12%11%11%

ac

-1*7819391380162216425260389614Fairly Satisfied
-%8%4%48%36%32%34%32%36%35%34%35%35%33%

26441126548602198283601339535906Very Satisfied
100%69%92%32%51%44%48%51%44%46%48%46%48%49%

be

Don't Know (DO NOT READ
----**9118597923OUT)
-%-%-%-%*%*%1%1%2%1%1%1%1%1%

c

26411194593998135949910265999241520NET: Satisfied
100%77%96%79%87%76%83%83%80%81%82%80%83%82%

-2--226363263369475596NET: Dissatisfied
-%22%-%-%8%4%6%5%6%5%6%6%5%5%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following
areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62613303444082-1128146041869Unweighted total
6166292338443*-**34125961848Weighted total

-6686----2--1231Very Dissatisfied
-%4%2%2%1%-%-%-%-%47%-%-%2%2%

*691216-------2064Fairly Dissatisfied
3%4%3%3%4%-%-%-%-%-%-%-%3%3%

Neither Satisfied Nor
-24453340-----*673209Dissatisfied
-%14%15%10%9%-%-%-%-%-%4%52%12%11%

aab

25698114154*-**2**213614Fairly Satisfied
39%34%33%34%35%100%-%100%100%53%7%3%36%33%

472135167224-----45274906Very Satisfied
58%43%46%49%51%-%-%-%-%-%89%45%46%49%

Don't Know (DO NOT READ
-2*42-------523OUT)
-%1%*%1%*%-%-%-%-%-%-%-%1%1%

6128233281379*-**2464871520NET: Satisfied
97%77%80%83%85%100%-%100%100%53%96%48%82%82%

cd

*12142022----2--3296NET: Dissatisfied
3%7%5%6%5%-%-%-%-%47%-%-%5%5%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following
areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
1613331251744252243534871531352511869Unweighted total
1112351161732215153852691601392451848Weighted total

-26526715-341531Very Dissatisfied
-%2%5%1%3%7%1%-%5%3%*%2%2%

ab

24175810-10-357664Fairly Dissatisfied
20%3%6%3%5%-%3%-%4%3%5%2%3%

Neither Satisfied Nor
31392018926152-14191135209Dissatisfied

24%11%17%11%12%6%13%-%20%12%8%14%11%

ab

242335579787130*26544590614Fairly Satisfied
20%34%30%33%36%50%34%13%38%34%32%37%33%

4597498589061872227873107906Very Satisfied
36%48%42%50%42%37%49%87%32%49%53%44%49%

dd

Don't Know (DO NOT READ
-9*235-*-*-2323OUT)
-%1%*%1%2%-%*%-%*%-%1%1%1%

a

61020841436168133172491321181971520NET: Satisfied
56%83%72%83%78%87%83%100%70%83%85%80%82%

bddd

267128417115-6971096NET: Dissatisfied
20%5%10%5%8%7%4%-%9%6%5%4%5%

a
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following
areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-161115940716047020226154651869Unweighted total
-120105336515146516207144631848Weighted total

-221949-64-31Very Dissatisfied
-%2%2%3%3%2%-%3%3%-%2%

-83113218222-64Fairly Dissatisfied
-%7%3%4%2%4%14%1%2%-%3%

b

Neither Satisfied Nor
-161164323564272110209Dissatisfied
-%13%11%12%15%12%24%13%14%17%11%

-50366142531631735121614Fairly Satisfied
-%42%35%39%35%35%4%35%35%34%33%

-445101576921410986631906Very Satisfied
-%37%48%43%45%46%59%47%46%49%49%

c

Don't Know (DO NOT READ
-*9-14-1**23OUT)
-%*%1%-%*%1%-%*%*%1%1%

-9487629912137710171116521520NET: Satisfied
-%78%83%82%80%81%62%83%81%83%82%

-105223627286-96NET: Dissatisfied
-%8%5%6%4%6%14%4%4%-%5%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following
areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-134433417-1297513281869Unweighted total
177319655197441111-127417397-976693161848Weighted total

21321111824-479-114931Very Dissatisfied
11%2%2%2%2%2%-%3%2%2%-%1%2%3%2%

22531202931-71213-11231864Fairly Dissatisfied
11%3%3%4%4%3%-%5%3%3%-%11%4%6%3%

ab

Neither Satisfied Nor
-791096191125-174958-168635209Dissatisfied
-%11%11%12%12%11%-%13%12%15%-%16%13%11%11%

4266341192260389-48148138-29228124614Fairly Satisfied
25%36%35%37%35%35%-%38%35%35%-%30%34%39%33%

9341459231339533-50196176-41311129906Very Satisfied
54%47%48%45%46%48%-%40%47%44%-%42%47%41%49%

Don't Know (DO NOT READ
-65579-*52-*7223OUT)
-%1%*%1%1%1%-%*%1%1%-%*%1%1%1%

14607799423598922-99344315-705392531520NET: Satisfied
79%83%83%81%80%83%-%78%82%79%-%72%81%80%82%

c

43852314755-111922-11372796NET: Dissatisfied
21%5%5%6%6%5%-%9%5%6%-%12%6%8%5%

b
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following
areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097663732962413601869Unweighted total
1331243571591355752772053451848Weighted total

-322141624112731Very Dissatisfied
-%11%8%6%2%2%4%5%4%1%2%2%

b

-44*232835159964Fairly Dissatisfied
-%14%15%1%3%3%5%6%5%5%3%3%

Neither Satisfied Nor
45*2781051111332645209Dissatisfied

31%16%1%6%11%12%19%15%12%13%13%11%

412111124631220319881125614Fairly Satisfied
31%38%45%33%34%34%36%41%35%39%36%33%

57718345448202412182157906Very Satisfied
38%22%31%53%48%49%36%32%44%40%46%49%

d

Don't Know (DO NOT READ
---*95***5323OUT)
-%-%-%1%1%1%*%*%*%2%1%1%

c

919183059176040552191622821520NET: Satisfied
69%59%76%86%83%83%72%74%79%79%82%82%

-85337445925121696NET: Dissatisfied
-%25%23%8%5%5%9%11%9%6%5%5%

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 - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626243917091033182314431725142017081869Unweighted total
1577271601581*3801660992179713831655133116371848Weighted total

92318--72417312427232731Very Dissatisfied
1%8%30%-%-%2%1%2%2%2%2%2%2%2%

ba

32321513-205841644758485864Fairly Dissatisfied
2%12%25%1%-%5%4%4%4%3%3%4%4%3%

ba

Neither Satisfied Nor
1525712126*53186116201159182151179209Dissatisfied

10%21%20%8%100%14%11%12%11%11%11%11%11%11%

ba

518966544-127564321600467555469551614Fairly Satisfied
33%35%10%34%-%33%34%32%33%34%34%35%34%33%

b

849578877-172814485883672822631812906Very Satisfied
54%21%14%55%-%45%49%49%49%49%50%47%50%49%

ab

Don't Know (DO NOT READ
176*21-2141217141081023OUT)

1%2%*%1%-%1%1%1%1%1%1%1%1%1%

1367153141421-2991378806148411391378110113631520NET: Satisfied
87%56%24%90%-%79%83%81%83%82%83%83%83%82%

abc

41553413-278258967085718596NET: Dissatisfied
3%20%56%1%-%7%5%6%5%5%5%5%5%5%

ba
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following
areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
7911078155979211338134318223871182521869Unweighted total
8371011156074204320134917023465202511848Weighted total

72423276214242331Very Dissatisfied
1%2%1%2%3%2%2%2%1%6%12%1%2%

bb

24415825144387--764Fairly Dissatisfied
3%4%4%2%2%4%3%5%3%-%-%3%3%

Neither Satisfied Nor
931171601532401462424181126209Dissatisfied
11%12%10%20%16%12%11%14%10%28%54%10%11%

ccb

2523625052778112440577921384614Fairly Satisfied
30%36%32%36%38%35%33%34%34%32%13%34%33%

b

446460797277814168376121224130906Very Satisfied
53%45%51%36%38%44%51%45%52%34%19%52%49%

aabca

Don't Know (DO NOT READ
1491724716*1***23OUT)

2%1%1%2%2%2%1%*%*%*%1%*%1%

69882113035415625411231332004362141520NET: Satisfied
83%81%83%73%76%79%83%79%86%66%32%85%82%

aba

3164813122064129421096NET: Dissatisfied
4%6%5%5%6%6%5%7%4%6%12%4%5%

b
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following
areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1591571631501541581301411961581351681869Unweighted total
1821791141681761201191631681911331351848Weighted total

285-25*5-4*-31Very Dissatisfied
1%4%4%-%1%4%*%3%-%2%*%-%2%

abdfiabdfiabdfiadid

547104522677564Fairly Dissatisfied
3%2%6%6%2%4%2%1%4%4%5%4%3%

e

Neither Satisfied Nor
19147122514161625222316209Dissatisfied
10%8%6%7%14%12%13%10%15%11%17%12%11%

jjijkijk

536141615241434255714747614Fairly Satisfied
29%34%35%37%30%35%36%26%33%37%35%35%33%

ee

969055829355579878845365906Very Satisfied
53%50%48%49%53%46%48%60%47%44%40%48%49%

bbabcdg

Don't Know (DO NOT READ
72-2-**-343223OUT)
4%1%-%1%-%*%*%-%2%2%2%1%1%

efghjj

14915196144145961001401341541001121520NET: Satisfied
82%84%84%86%82%80%84%86%80%81%75%83%82%

bbbb

712121069386117596NET: Dissatisfied
4%6%10%6%3%8%2%5%4%6%5%4%5%

adfhlf
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
4794624674611869Unweighted total
4754634494601848Weighted total

1576431Very Dissatisfied
3%1%1%1%2%

a

1618112064Fairly Dissatisfied
3%4%2%4%3%

Neither Satisfied Nor
40515761209Dissatisfied

8%11%13%13%11%

dd

155155140164614Fairly Satisfied
33%33%31%36%33%

242230233202906Very Satisfied
51%50%52%44%49%

aa

Don't Know (DO NOT READ
923923OUT)
2%1%1%2%1%

c

3963853733661520NET: Satisfied
83%83%83%80%82%

3025172496NET: Dissatisfied
6%5%4%5%5%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following
areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142751233665105877113837812821869Unweighted total

60501094356947610184817721848Weighted total

*24181-**2425Very Dissatisfied
*%4%3%*%1%1%-%1%1%1%1%

abebe

4-45142**22729Fairly Dissatisfied
7%-%3%1%2%2%2%1%3%2%2%

abda

Neither Satisfied Nor
34447486114143149Dissatisfied
5%7%4%11%7%8%10%8%8%8%8%

ace

181014107159162410396412Fairly Satisfied
30%20%13%25%23%21%18%22%21%22%22%

ccc

211739173265305818666696Very Satisfied
36%35%36%40%38%40%49%43%37%38%38%

ab

Don't Know (DO NOT READ
131744102201212415516537OUT)
21%34%41%23%29%28%21%25%30%29%29%

eabe

402753281424466122810621108NET: Satisfied
66%55%49%64%61%61%67%65%58%60%60%

ccc

4286212**25254NET: Dissatisfied
7%4%7%1%3%3%2%2%4%3%3%

abab
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Table 107                                                                                                                                                                  Page 1810

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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
228245239115711211413122011639200711541869Unweighted total

84104931567147153169305162472651112091848Weighted total

*231962324-2--25Very Dissatisfied
1%2%3%1%4%1%2%1%3%-%1%-%-%1%

ajmacfjma

231241374422*229Fairly Dissatisfied
2%3%1%2%*%2%4%1%2%4%1%*%1%2%

kcjk

Neither Satisfied Nor
41061301092113146271516149Dissatisfied
4%9%6%8%7%6%12%4%9%13%10%13%8%8%

fmfmfkmfmfmfkm

24272233832432551319763337412Fairly Satisfied
29%26%24%22%22%28%15%17%19%19%29%30%18%22%

afgjfggafgafgjafg

3538405835653721276522813175696Very Satisfied
42%37%43%37%38%35%42%42%41%46%31%28%36%38%

bcbccbc

Don't Know (DO NOT READ
192322473434341107439783179537OUT)
23%23%23%30%29%28%24%35%27%18%29%28%38%29%

klmdgklmdgklm

5965639218897971799731157651121108NET: Satisfied
70%63%67%59%60%63%57%59%60%65%59%58%54%60%

acfgijaj

2634365116824*254NET: Dissatisfied
2%5%4%3%4%3%6%2%5%4%1%*%1%3%

acjabcfja
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
242162749113787901166844417344189431869Unweighted total
188166038114677561285351116741156321848Weighted total

223223111*54-4-25Very Dissatisfied
1%1%*%2%1%1%*%1%2%-%3%-%1%

623623151-63-4129Fairly Dissatisfied
3%1%2%2%2%*%-%1%2%-%3%4%2%

Neither Satisfied Nor
151342911986433210383149Dissatisfied

8%8%8%8%11%3%5%6%6%6%5%11%8%

bdeg

43369793331632891173814337412Fairly Satisfied
23%22%21%23%22%21%17%23%23%34%21%22%22%

f

7861815953827751262075695515696Very Satisfied
41%37%42%37%37%40%49%41%34%22%35%45%38%

ccbcdhcc

Don't Know (DO NOT READ
4549210743020444151445616526537OUT)
24%30%28%29%27%34%29%28%34%38%33%19%29%

a

1219872378714407835325952389221108NET: Satisfied
64%59%62%59%58%61%66%64%57%55%57%67%60%

847846262*116-8154NET: Dissatisfied
4%3%2%3%3%1%*%2%4%-%5%4%3%

e
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41027011717217971869Unweighted total
39625811689717511848Weighted total

421961925Very Dissatisfied
1%1%2%6%1%1%

a

391722729Fairly Dissatisfied
1%4%1%2%2%2%

ac

Neither Satisfied Nor
31141004145149Dissatisfied

8%5%9%4%8%8%

806426422390412Fairly Satisfied
20%25%23%23%22%22%

16210043033663696Very Satisfied
41%39%37%34%38%38%

Don't Know (DO NOT READ
1176933930507537OUT)

29%27%29%31%29%29%

2421656945510531108NET: Satisfied
61%64%59%57%60%60%

7113684654NET: Dissatisfied
2%4%3%8%3%3%

ca
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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: 12/07/19



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%
3468536708491820--4224129715231869Unweighted total
2497998007301819--3222321915991848Weighted total

31012--25------32225Very Dissatisfied
1%1%2%-%-%1%-%-%-%-%-%-%1%1%1%

31115-*29-----*32629Fairly Dissatisfied
1%1%2%-%1%2%-%-%-%-%-%1%1%2%2%

Neither Satisfied Nor
147659*4145---*-410135149Dissatisfied

6%9%7%3%13%8%-%-%-%10%-%16%4%8%8%

cbbbb

51182179*3409--*--348361412Fairly Satisfied
21%23%22%3%11%22%-%-%9%-%-%13%22%23%22%

113290293516680--3-21197583696Very Satisfied
45%36%37%66%54%37%-%-%91%-%100%51%44%36%38%

abaiai

Don't Know (DO NOT READ
6523124126531---2-459472537OUT)
26%29%30%28%21%29%-%-%-%90%-%19%27%30%29%

1644724725191089--3-2141459441108NET: Satisfied
66%59%59%70%65%60%-%-%100%-%100%63%66%59%60%

abai

62128-*54-----*64854NET: Dissatisfied
2%3%3%-%1%3%-%-%-%-%-%1%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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18424378811871262514630134983812311869Unweighted total
28414225911371186451616124674511131848Weighted total

-----2141610816101525Very Dissatisfied
-%-%-%-%-%3%1%1%2%1%1%1%1%1%

-*-1**1817451991829Fairly Dissatisfied
-%1%-%4%1%*%2%1%1%1%2%1%2%2%

Neither Satisfied Nor
---*3210689274811160100149Dissatisfied
-%-%-%1%13%3%9%8%6%8%9%8%9%8%

bee

--*141924326487134268168234412Fairly Satisfied
-%-%4%10%20%32%21%22%19%22%22%23%21%22%

a

26451124403491161247456279410696Very Satisfied
100%70%96%36%53%41%35%41%36%40%37%37%37%38%

aace

Don't Know (DO NOT READ
-2-7312352309162174376220335537OUT)
-%29%-%50%13%20%31%26%36%28%30%29%30%29%

bcabcdfff

264616436467552483817244476431108NET: Satisfied
100%70%100%46%73%73%57%64%55%62%58%60%58%60%

aacee

-*-1*23233141234183454NET: Dissatisfied
-%1%-%4%1%4%3%3%3%2%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,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62613303444082-1128146041869Unweighted total
6166292338443*-**34125961848Weighted total

-3481-------825Very Dissatisfied
-%2%1%2%*%-%-%-%-%-%-%-%1%1%

aaa

-1657-----*2329Fairly Dissatisfied
-%1%2%1%2%-%-%-%-%-%4%16%*%2%

Neither Satisfied Nor
-15303334*--*22-45149Dissatisfied
-%9%10%10%8%46%-%-%100%47%43%-%8%8%

129687992*-*--*3131412Fairly Satisfied
10%18%23%23%21%54%-%100%-%-%5%22%22%22%

465100129158-----25239696Very Satisfied
58%39%34%38%36%-%-%-%-%-%49%45%40%38%

Don't Know (DO NOT READ
2528585152----2-2170537OUT)

32%32%29%25%34%-%-%-%-%53%-%17%29%29%

b

494168208250*-*--283711108NET: Satisfied
68%57%57%61%56%54%-%100%-%-%53%66%62%60%

-410138-----*21054NET: Dissatisfied
-%3%3%4%2%-%-%-%-%-%4%16%2%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,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
1613331251744252243534871531352511869Unweighted total
1112351161732215153852691601392451848Weighted total

-16-25512-***725Very Dissatisfied
-%1%-%1%2%4%1%-%*%*%*%3%1%

-192272-2-*2*229Fairly Dissatisfied
-%2%2%2%1%-%1%-%*%2%*%1%2%

Neither Satisfied Nor
2109914021126-89724149Dissatisfied

18%9%7%8%10%9%7%-%12%5%5%10%8%

22662039237988*17372555412Fairly Satisfied
20%22%17%23%17%61%23%10%25%23%18%22%22%

345349647831162231636882696Very Satisfied
30%37%42%37%39%8%42%90%45%39%49%34%38%

a

Don't Know (DO NOT READ
337337500683104-12493875537OUT)

32%30%32%29%31%18%27%-%18%30%27%31%29%

dd

571969103912010250248100931371108NET: Satisfied
50%58%59%60%56%69%65%100%70%62%67%56%60%

caa

-34252715-*3*954NET: Dissatisfied
-%3%2%3%3%4%1%-%*%2%*%4%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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-161115940716047020226154651869Unweighted total
-120105336515146516207144631848Weighted total

-3137*7-1**25Very Dissatisfied
-%3%1%2%*%2%-%*%*%*%1%

-1161023-22-29Fairly Dissatisfied
-%1%2%3%1%1%-%1%2%-%2%

Neither Satisfied Nor
-109232103821494149Dissatisfied
-%8%9%9%7%8%11%7%6%6%8%

-2822885331013513121412Fairly Satisfied
-%23%22%23%22%22%17%25%21%34%22%

-493921226518111836228696Very Satisfied
-%41%37%33%43%39%66%40%43%45%38%

Don't Know (DO NOT READ
-2831310939134155399537OUT)
-%23%30%30%26%29%6%27%27%14%29%

a

-77619207982821313493501108NET: Satisfied
-%64%59%57%65%61%82%65%65%79%60%

b

-52917310-33*54NET: Dissatisfied
-%4%3%5%2%2%-%1%2%*%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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-134433417-1297513281869Unweighted total
177319655197441111-127417397-976693161848Weighted total

-71551015--53--9425Very Dissatisfied
-%1%2%1%1%1%-%-%1%1%-%-%1%1%1%

-9163918-244-*7529Fairly Dissatisfied
-%1%2%*%1%2%-%2%1%1%-%*%1%2%2%

c

Neither Satisfied Nor
265874460100-72535-65130149Dissatisfied

12%9%9%8%8%9%-%5%6%9%-%6%8%9%8%

*160222125168234-3510088-1916271412Fairly Satisfied
1%22%23%24%23%21%-%28%24%22%-%19%24%22%22%

12268362200278409-53171158-54262110696Very Satisfied
67%37%38%39%37%37%-%42%41%40%-%55%39%35%38%

ab

Don't Know (DO NOT READ
3222262143219333-30111109-1917897537OUT)

20%30%27%27%29%30%-%24%27%27%-%19%27%31%29%

c

12427584325446643-88271246-734241801108NET: Satisfied
68%58%61%63%60%58%-%69%65%62%-%74%63%57%60%

aba

-163181834-297-*16954NET: Dissatisfied
-%2%3%1%2%3%-%2%2%2%-%*%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 - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097663732962413601869Unweighted total
1331243571591355752772053451848Weighted total

--*-713--24425Very Dissatisfied
-%-%1%-%1%1%-%-%1%2%1%1%

-2*-716--11429Fairly Dissatisfied
-%6%1%-%1%2%-%-%*%1%1%2%

Neither Satisfied Nor
44*26080*6261528149Dissatisfied

31%11%*%7%8%9%1%8%10%7%8%8%

eeee

471031622121423635891412Fairly Satisfied
33%23%41%9%23%23%26%31%23%28%26%22%

*6416260353242610764140696Very Satisfied
1%20%18%47%36%39%44%35%39%31%40%38%

b

Don't Know (DO NOT READ
5129132192391620776379537OUT)

35%39%38%37%31%26%30%27%28%31%23%29%

aa

414142042256538491711222301108NET: Satisfied
33%43%60%57%59%62%70%66%62%60%67%60%

-2*-1429--35954NET: Dissatisfied
-%6%1%-%2%3%-%-%1%3%2%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 - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626243917091033182314431725142017081869Unweighted total
1577271601581*3801660992179713831655133116371848Weighted total

169512-1207231420141925Very Dissatisfied
1%3%9%1%-%*%1%1%1%1%1%1%1%1%

ba

1911121-52317291823202329Fairly Dissatisfied
1%4%2%1%-%1%1%2%2%1%1%2%1%2%

b

Neither Satisfied Nor
12821695*2613160145113129108129149Dissatisfied

8%8%10%6%45%7%8%6%8%8%8%8%8%8%

3357710343-103384253404320371301364412Fairly Satisfied
21%28%17%22%-%27%23%25%22%23%22%23%22%22%

b

6158212662-151618381679519625519616696Very Satisfied
39%30%20%42%-%40%37%38%38%38%38%39%38%38%

ab

Don't Know (DO NOT READ
4657226447*94484275517399486370486537OUT)

30%27%43%28%55%25%29%28%29%29%29%28%30%29%

a

949158221006-254100263310838389978209811108NET: Satisfied
60%58%36%64%-%67%60%64%60%61%60%62%60%60%

bb

3520734-64323533242344254NET: Dissatisfied
2%7%11%2%-%2%3%2%3%2%3%3%3%3%

ba
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
7911078155979211338134318223871182521869Unweighted total
8371011156074204320134917023465202511848Weighted total

619212311122****25Very Dissatisfied
1%2%1%2%1%4%1%1%*%1%2%*%1%

bb

141525*38183*2-229Fairly Dissatisfied
2%1%2%1%2%3%1%2%*%3%-%1%2%

b

Neither Satisfied Nor
62871305142810911124410149Dissatisfied

7%9%8%7%7%9%8%7%5%6%21%4%8%

19122135584970297426117365412Fairly Satisfied
23%22%23%11%24%22%22%25%26%26%14%26%22%

bb

332364580298310951965101278107696Very Satisfied
40%36%37%39%40%34%38%38%43%42%41%43%38%

Don't Know (DO NOT READ
231306449305394394466014466537OUT)

28%30%29%40%26%29%29%27%26%22%23%26%29%

ac

5245849363713117981610716144111721108NET: Satisfied
63%58%60%50%64%56%60%63%69%68%55%69%60%

ab

2034462619295*3*254NET: Dissatisfied
2%3%3%3%3%6%2%3%*%4%2%1%3%

bb
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1591571631501541581301411961581351681869Unweighted total
1821791141681761201191631681911331351848Weighted total

2433-22124**25Very Dissatisfied
1%2%2%2%-%2%2%1%1%2%*%*%1%

-*22243-526329Fairly Dissatisfied
-%*%2%1%1%3%2%-%3%1%4%2%2%

ekleklekl

Neither Satisfied Nor
101813131476918101613149Dissatisfied

5%10%12%8%8%6%5%6%11%5%12%10%8%

clcl

492419314222273341453841412Fairly Satisfied
27%14%16%18%24%18%23%20%24%23%28%31%22%

jkkkkkgjkegijk

868349655744387336624458696Very Satisfied
48%47%42%39%32%36%32%45%21%33%33%43%38%

bcdfghbcdfhdddddcdfhddd

Don't Know (DO NOT READ
344929546141424665672920537OUT)
19%27%26%32%35%34%36%28%39%35%22%15%29%

aaalablablablalabjklabl

13610867969966651067710782991108NET: Satisfied
75%60%59%57%56%55%55%65%46%56%61%73%60%

bcdfghijkdddddbcdfghijk

25542651866354NET: Dissatisfied
1%3%4%3%1%5%4%1%5%3%5%2%3%

ee
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
4794624674611869Unweighted total
4754634494601848Weighted total

956425Very Dissatisfied
2%1%1%1%1%

3881129Fairly Dissatisfied
1%2%2%2%2%

d

Neither Satisfied Nor
41343439149Dissatisfied

9%7%8%9%8%

9295101124412Fairly Satisfied
19%20%22%27%22%

cd

218166147165696Very Satisfied
46%36%33%36%38%

abc

Don't Know (DO NOT READ
112155153117537OUT)

24%33%34%25%29%

adad

3112612482891108NET: Satisfied
65%56%55%63%60%

bcbc

1213141554NET: Dissatisfied
2%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

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142751233665105877113837812821869Unweighted total

60501094356947610184817721848Weighted total

--228*--*1616Very Dissatisfied
-%-%2%1%1%*%-%-%*%1%1%

**2381-*11213Fairly Dissatisfied
*%*%2%1%1%2%-%1%2%1%1%

a

Neither Satisfied Nor
33544394112125129Dissatisfied
5%5%5%10%6%5%8%7%5%7%7%

ae

24111795134173410368385Fairly Satisfied
40%22%16%22%19%22%26%23%21%21%21%

abcd

191937183307335820726758Very Satisfied
31%39%34%42%44%43%49%47%41%41%41%

ece

Don't Know (DO NOT READ
151747108198212415526547OUT)
24%33%43%25%29%27%17%23%31%30%30%

abedd

423054278441507133010941143NET: Satisfied
71%61%49%64%64%65%75%69%62%62%62%

cccab

**45161-*12829NET: Dissatisfied
*%*%3%1%2%2%-%1%2%2%2%

e
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
228245239115711211413122011639200711541869Unweighted total

84104931567147153169305162472651112091848Weighted total

1-21342222-2--16Very Dissatisfied
1%-%2%1%3%1%1%1%1%-%1%-%-%1%

lal

*1111322---4**13Fairly Dissatisfied
1%1%1%1%2%1%1%-%-%-%1%*%*%1%

Neither Satisfied Nor
485112126151136331116129Dissatisfied
4%8%5%7%8%4%9%3%2%12%13%9%8%7%

eefeefefefhjkmefe

22242331622433562379502632385Fairly Satisfied
26%23%24%20%15%28%21%20%23%20%19%23%15%21%

aijaiai

3947396336660761217622874285758Very Satisfied
46%45%42%40%45%39%45%40%47%46%33%37%41%41%

ccccccc

Don't Know (DO NOT READ
1824244814140391094410893375547OUT)
22%23%25%31%28%26%23%36%27%22%33%30%36%30%

lmgklmglmgklm

6171629508710211218311331137671171143NET: Satisfied
72%69%66%61%60%67%66%60%70%66%52%60%56%62%

acfijacjaccccac

2132464422-6**29NET: Dissatisfied
2%1%3%2%4%3%2%1%1%-%2%*%*%2%

aafjla
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
242162749113787901166844417344189431869Unweighted total
188166038114677561285351116741156321848Weighted total

2142149*-5---216Very Dissatisfied
1%1%*%1%1%*%-%1%-%-%-%6%1%

bdegh

21111242-51-2-13Fairly Dissatisfied
1%1%*%1%*%2%-%1%*%-%1%-%1%

Neither Satisfied Nor
101192110876313011*62129Dissatisfied

6%7%6%7%10%3%2%6%6%*%4%7%7%

bcefg

543317331215328910538132811385Fairly Satisfied
29%20%19%21%20%21%17%21%23%32%18%33%21%

abbh

74684179579296542822264126813758Very Satisfied
40%41%47%39%39%42%52%43%38%30%43%40%41%

acdh

Don't Know (DO NOT READ
4450210544121841151455316535547OUT)
24%30%28%30%29%32%29%28%32%38%34%15%30%

baaaa

129101525289144982373271022596231143NET: Satisfied
68%61%66%61%59%64%70%64%61%61%61%73%62%

aa

525326133-91-2229NET: Dissatisfied
2%1%1%2%2%2%-%2%*%-%1%6%2%

d
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41027011717217971869Unweighted total
39625811689717511848Weighted total

52961016Very Dissatisfied
1%1%1%6%1%1%

a

437-1313Fairly Dissatisfied
1%1%1%-%1%1%

Neither Satisfied Nor
3211836123129Dissatisfied

8%4%7%6%7%7%

b

736924217368385Fairly Satisfied
18%27%21%17%21%21%

ac

16610248538720758Very Satisfied
42%40%42%39%41%41%

Don't Know (DO NOT READ
1177134331516547OUT)

29%28%29%31%29%30%

2391717275510891143NET: Satisfied
60%66%62%56%62%62%

951662329NET: Dissatisfied
2%2%1%6%1%2%

a

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 108  (continuation)                                                                                                                                                  Page 1828

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: 12/07/19



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%
3468536708491820--4224129715231869Unweighted total
2497998007301819--3222321915991848Weighted total

268--16------21416Very Dissatisfied
1%1%1%-%-%1%-%-%-%-%-%-%1%1%1%

364-*13-----*31013Fairly Dissatisfied
1%1%1%-%1%1%-%-%-%-%-%1%1%1%1%

Neither Satisfied Nor
176349-4125-----413112129Dissatisfied

7%8%6%-%12%7%-%-%-%-%-%16%6%7%7%

abi

49165170*5379--**-544335385Fairly Satisfied
20%21%21%4%18%21%-%-%4%10%-%22%20%21%21%

106329323514744--3-2992652758Very Satisfied
43%41%40%68%47%41%-%-%96%-%100%41%42%41%41%

Don't Know (DO NOT READ
7023124626540---2-464476547OUT)
28%29%31%28%21%30%-%-%-%90%-%19%29%30%30%

1564944945191124--3*2141369871143NET: Satisfied
63%62%62%72%66%62%-%-%100%10%100%64%62%62%62%

61212-*29-----*62429NET: Dissatisfied
2%1%1%-%1%2%-%-%-%-%-%1%3%1%2%
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18424378811871262514630134983812311869Unweighted total
28414225911371186451616124674511131848Weighted total

----211014651251116Very Dissatisfied
-%-%-%-%8%1%1%1%1%1%1%1%1%1%

ab

-*--*-1110581161013Fairly Dissatisfied
-%1%-%-%1%-%1%1%1%1%1%1%1%1%

Neither Satisfied Nor
---13485712335935478129Dissatisfied
-%-%-%4%13%7%8%6%5%6%7%7%7%7%

-**141821625593132239148215385Fairly Satisfied
-%1%4%8%19%31%19%21%21%21%19%20%19%21%

a

26451026452525165259506307458758Very Satisfied
100%69%96%38%47%44%40%44%36%42%41%41%41%41%

e

Don't Know (DO NOT READ
-2-7310363312160178385225340547OUT)
-%29%-%50%12%17%32%26%35%29%31%30%31%30%

bcabdffff

264614446687802573907454556731143NET: Satisfied
100%70%100%46%66%75%59%66%57%63%60%61%60%62%

aabcee

-*--212024111323112229NET: Dissatisfied
-%1%-%-%9%1%2%2%2%2%2%1%2%2%

ab
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62613303444082-1128146041869Unweighted total
6166292338443*-**34125961848Weighted total

-2164-------516Very Dissatisfied
-%1%*%2%1%-%-%-%-%-%-%-%1%1%

c

-36*2-----*2613Fairly Dissatisfied
-%2%2%*%*%-%-%-%-%-%4%16%1%1%

bb

Neither Satisfied Nor
-10242336----22-32129Dissatisfied
-%6%8%7%8%-%-%-%-%47%43%-%5%7%

128577778*--*-*4127385Fairly Satisfied
10%17%19%23%18%46%-%-%100%-%2%37%21%21%

473118141170*-*--23253758Very Satisfied
58%44%40%42%38%54%-%100%-%-%51%29%42%41%

Don't Know (DO NOT READ
2508891154----2-2174547OUT)

32%30%30%27%35%-%-%-%-%53%-%17%29%30%

b

4101174218247*-**-283801143NET: Satisfied
68%61%60%65%56%100%-%100%100%-%53%66%64%62%

a

-5666-----*21129NET: Dissatisfied
-%3%2%2%1%-%-%-%-%-%4%16%2%2%
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
1613331251744252243534871531352511869Unweighted total
1112351161732215153852691601392451848Weighted total

-122142-2-21-216Very Dissatisfied
-%1%2%1%1%-%1%-%3%*%-%1%1%

-11211513-15*313Fairly Dissatisfied
-%1%2%1%2%4%1%-%1%3%*%1%1%

Neither Satisfied Nor
291812113320-64717129Dissatisfied

17%7%7%7%6%19%5%-%9%2%5%7%7%

cc

-2391636939686-22262658385Fairly Satisfied
-%19%14%21%18%38%22%-%31%16%18%24%21%

bc

650053705873168225786688758Very Satisfied
51%40%46%41%41%21%44%100%36%49%47%36%41%

aa

Don't Know (DO NOT READ
338235512703105-14474076547OUT)

32%31%30%30%32%18%27%-%20%29%29%31%30%

67407010731269255247104911461143NET: Satisfied
51%60%60%62%59%59%66%100%67%65%66%60%62%

-23425715-25*529NET: Dissatisfied
-%2%3%1%3%4%1%-%3%3%*%2%2%

bb
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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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-161115940716047020226154651869Unweighted total
-120105336515146516207144631848Weighted total

-210423-22-16Very Dissatisfied
-%2%1%1%1%1%-%1%1%-%1%

-18535-53*13Fairly Dissatisfied
-%1%1%1%2%1%-%3%2%*%1%

Neither Satisfied Nor
-77129102521586129Dissatisfied
-%6%7%8%7%5%11%7%6%9%7%

-272067630102-422620385Fairly Satisfied
-%23%20%21%20%22%-%20%18%32%21%

b

-574411426919013916728758Very Satisfied
-%47%42%39%46%41%82%44%47%44%41%

Don't Know (DO NOT READ
-2631710938140151389547OUT)
-%22%30%30%25%30%6%25%26%14%30%

c

-84647218992921313393481143NET: Satisfied
-%70%61%60%65%63%82%64%65%77%62%

ab

-318958-75*29NET: Dissatisfied
-%2%2%3%3%2%-%3%3%*%2%
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-134433417-1297513281869Unweighted total
177319655197441111-127417397-976693161848Weighted total

24105510-222--3416Very Dissatisfied
11%1%1%1%1%1%-%1%1%1%-%-%*%1%1%

-485610-268-*4313Fairly Dissatisfied
-%1%1%1%1%1%-%2%1%2%-%*%1%1%1%

Neither Satisfied Nor
-5066305478-42124-24821129Dissatisfied
-%7%7%6%7%7%-%3%5%6%-%3%7%7%7%

c

*146198119147215-329184-1914062385Fairly Satisfied
2%20%20%23%20%19%-%25%22%21%-%19%21%20%21%

12296412213307457-54182168-55290124758Very Satisfied
68%40%43%41%41%41%-%43%44%42%-%57%43%39%41%

ab

Don't Know (DO NOT READ
3230270146225340-32115111-21185102547OUT)

20%31%28%28%30%31%-%25%28%28%-%21%28%32%30%

c

12442610333454673-86273252-744301861143NET: Satisfied
69%60%63%64%61%61%-%68%66%64%-%76%64%59%62%

ab

2919101120-4810-*7729NET: Dissatisfied
11%1%2%2%1%2%-%3%2%2%-%*%1%2%2%
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097663732962413601869Unweighted total
1331243571591355752772053451848Weighted total

-2--78-253316Very Dissatisfied
-%6%-%-%1%1%-%2%2%1%1%1%

-2*-410--33513Fairly Dissatisfied
-%6%1%-%1%1%-%-%1%1%1%1%

Neither Satisfied Nor
32534956*4231019129Dissatisfied

26%6%23%8%7%6%1%5%8%5%5%7%

e

15431381911415564984385Fairly Satisfied
6%16%18%8%19%21%26%21%20%24%24%21%

29416293400243211077151758Very Satisfied
18%28%19%47%41%44%44%43%40%38%44%41%

Don't Know (DO NOT READ
7129132252481622816385547OUT)

51%39%38%37%31%27%30%29%29%31%25%30%

a

31491943159138471661272341143NET: Satisfied
23%43%37%56%60%65%70%63%60%62%68%62%

c

-4*-1118-276829NET: Dissatisfied
-%12%1%-%2%2%-%2%3%3%2%2%
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626243917091033182314431725142017081869Unweighted total
1577271601581*3801660992179713831655133116371848Weighted total

8882-3128161112111116Very Dissatisfied
*%3%14%*%-%1%1%1%1%1%1%1%1%1%

ba

8519-31111111111111113Fairly Dissatisfied
*%2%1%1%-%1%1%1%1%1%1%1%1%1%

b

Neither Satisfied Nor
9731470-21107571239410995109129Dissatisfied

6%12%7%4%-%6%6%6%7%7%7%7%7%7%

b

304817329*98354224380289343275338385Fairly Satisfied
19%30%12%21%45%26%21%23%21%21%21%21%21%21%

bb

6887010722-155682419743572680558669758Very Satisfied
44%26%17%46%-%41%41%42%41%41%41%42%41%41%

ab

Don't Know (DO NOT READ
4727530448*100494273523405498381498547OUT)

30%28%49%28%55%26%30%28%29%29%30%29%30%30%

a

992151171051*25410356431123862102483310081143NET: Satisfied
63%56%29%67%45%67%62%65%62%62%62%63%62%62%

ab

1614911-52419272224222329NET: Dissatisfied
1%5%15%1%-%1%1%2%2%2%1%2%1%2%

ba
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
7911078155979211338134318223871182521869Unweighted total
8371011156074204320134917023465202511848Weighted total

7911-511322--216Very Dissatisfied
1%1%1%-%2%*%1%1%1%-%-%1%1%

c

58101328333*513Fairly Dissatisfied
1%1%1%1%1%1%1%2%1%4%2%2%1%

Neither Satisfied Nor
5277112215298416146413129Dissatisfied

6%8%7%2%7%9%6%9%6%10%22%5%7%

190194323164569283335111255385Fairly Satisfied
23%19%21%22%22%22%21%19%22%17%12%22%21%

349410646258312256466110318117758Very Satisfied
42%41%41%34%41%38%42%39%47%47%41%47%41%

Don't Know (DO NOT READ
233314459305397396505414460547OUT)

28%31%29%41%26%30%29%29%23%22%23%24%30%

ac

539604969411281918489916142101721143NET: Satisfied
64%60%62%56%63%60%63%58%69%65%53%68%62%

a

13162118321653*629NET: Dissatisfied
2%2%1%1%4%1%2%3%2%4%2%3%2%

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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1591571631501541581301411961581351681869Unweighted total
1821791141681761201191631681911331351848Weighted total

*4--2-4312--16Very Dissatisfied
*%2%-%-%1%-%3%2%*%1%-%-%1%

aabdgij

--1421--2*3113Fairly Dissatisfied
-%-%1%2%1%1%-%-%1%*%2%1%1%

Neither Satisfied Nor
7146814151081771410129Dissatisfied
4%8%5%5%8%12%8%5%10%4%11%7%7%

ceijlclcl

432828293317203439383442385Fairly Satisfied
24%16%24%17%19%14%17%21%23%20%25%31%21%

ggggkcefghik

978251696347497147715656758Very Satisfied
53%46%44%41%36%40%41%43%28%37%42%41%41%

abcdfghidddddddd

Don't Know (DO NOT READ
345029586140374862722826547OUT)
19%28%26%35%35%34%31%29%37%38%21%20%30%

ablablablalalabjlabjl

14011179979664691058611089981143NET: Satisfied
77%62%69%58%55%53%58%64%51%57%67%72%62%

cdefghikdcdghddghcdfghik

*4145143323129NET: Dissatisfied
*%2%1%2%3%1%3%2%2%1%2%1%2%
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
4794624674611869Unweighted total
4754634494601848Weighted total

527216Very Dissatisfied
1%1%2%*%1%

172413Fairly Dissatisfied
*%1%*%1%1%

d

Neither Satisfied Nor
27373431129Dissatisfied

6%8%8%7%7%

997993114385Fairly Satisfied
21%17%21%25%21%

c

230179167183758Very Satisfied
48%39%37%40%41%

abc

Don't Know (DO NOT READ
114160147126547OUT)

24%35%33%27%30%

add

3292582602971143NET: Satisfied
69%56%58%65%62%

bcbc

599629NET: Dissatisfied
1%2%2%1%2%
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Collection reliability (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142751233665105877113837812821869Unweighted total

60501094356947610184817721848Weighted total

*4612162**24749Very Dissatisfied
1%8%5%3%2%3%2%1%4%3%3%

abee

44415302**27981Fairly Dissatisfied
7%7%4%3%4%3%1%3%3%4%4%

Neither Satisfied Nor
81114569910146259270Dissatisfied

14%22%13%13%14%14%12%20%12%15%15%

bb

161232151220233515559582Fairly Satisfied
28%23%29%35%32%31%30%30%31%32%32%

241740183288345722720754Very Satisfied
41%34%36%42%41%45%49%40%45%41%41%

Don't Know (DO NOT READ
531419404112108112OUT)
9%5%12%4%6%5%6%6%4%6%6%

bab

412971334508578133712791336NET: Satisfied
69%58%65%77%73%75%79%70%76%72%72%

cdd

581027465*14126130NET: Dissatisfied
8%16%9%6%7%6%3%4%7%7%7%

ab
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
228245239115711211413122011639200711541869Unweighted total

84104931567147153169305162472651112091848Weighted total

12245582442112649Very Dissatisfied
1%2%2%3%3%5%1%1%3%4%4%2%3%3%

flmm

2357112810158-104481Fairly Dissatisfied
2%3%5%5%8%5%6%5%5%-%4%4%2%4%

alm

Neither Satisfied Nor
10221122723262633256392129270Dissatisfied
12%21%12%14%15%17%15%11%15%12%15%19%14%15%

fjkm

2827304983849461015623954248582Fairly Satisfied
33%26%32%32%26%32%27%33%35%49%36%37%23%32%

aaaaagijklala

4245406276155741396114883797754Very Satisfied
50%44%42%40%42%36%44%46%38%30%33%34%46%41%

bcdehjcccc

Don't Know (DO NOT READ
156998611138322424112OUT)
2%5%6%6%5%4%7%4%5%6%8%4%12%6%

mmmmmmefhjklm

70726911249910412024011737183791451336NET: Satisfied
83%70%74%72%68%68%71%79%72%79%69%71%69%72%

abceghijachijl

kl

3471161717121912221710130NET: Dissatisfied
3%4%8%7%11%11%7%6%8%4%8%6%5%7%

mmlmlmm
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
242162749113787901166844417344189431869Unweighted total
188166038114677561285351116741156321848Weighted total

*49544292*102-6-49Very Dissatisfied
*%3%1%3%4%1%*%2%1%-%4%-%3%

bb

77415663772184210181Fairly Dissatisfied
4%4%4%5%5%5%4%3%2%5%6%2%4%

Neither Satisfied Nor
272436420612817375235126270Dissatisfied
14%15%17%14%17%14%6%15%14%12%8%18%15%

bfbb

57525105477235482115148115514582Fairly Satisfied
30%32%28%33%31%37%39%30%29%28%35%45%32%

bde

81673174580291462122675166610754Very Satisfied
43%41%46%40%39%36%39%44%45%38%42%32%41%

a

Don't Know (DO NOT READ
1696199336963214771112OUT)

9%6%5%6%5%7%11%6%8%18%5%3%6%

habegh

13811982791057526944237712327121251336NET: Satisfied
73%72%73%72%70%73%78%74%74%66%77%77%72%

h

71232011067822762161130NET: Dissatisfied
4%7%5%8%9%6%5%5%4%5%10%2%7%

bdede
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41027011717217971869Unweighted total
39625811689717511848Weighted total

773144549Very Dissatisfied
2%3%3%4%3%3%

10185227981Fairly Dissatisfied
2%7%4%2%5%4%

c

Neither Satisfied Nor
654215514256270Dissatisfied
17%16%13%14%15%15%

1438834623560582Fairly Satisfied
36%34%30%23%32%32%

a

1539150444710754Very Satisfied
39%35%43%45%41%41%

b

Don't Know (DO NOT READ
18118011100112OUT)

5%4%7%12%6%6%

a

2961808506612701336NET: Satisfied
75%70%73%68%73%72%

1726836124130NET: Dissatisfied
4%10%7%6%7%7%

cc
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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: 12/07/19



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%
3468536708491820--4224129715231869Unweighted total
2497998007301819--3222321915991848Weighted total

52916--49------54549Very Dissatisfied
2%4%2%-%-%3%-%-%-%-%-%-%2%3%3%

94032--81------97281Fairly Dissatisfied
4%5%4%-%-%4%-%-%-%-%-%-%4%5%4%

Neither Satisfied Nor
35113122-8262-----827235270Dissatisfied
14%14%15%-%27%14%-%-%-%-%-%35%12%15%15%

abiabi

75269239510572--32-565507582Fairly Satisfied
30%34%30%71%34%31%-%-%100%100%-%23%30%32%32%

109308336210744----28100644754Very Satisfied
44%39%42%29%33%41%-%-%-%-%100%34%46%40%41%

Don't Know (DO NOT READ
164155-2110-----21496112OUT)

6%5%7%-%7%6%-%-%-%-%-%9%6%6%6%

1845775757201316--3221316511521336NET: Satisfied
74%72%72%100%67%72%-%-%100%100%100%57%75%72%72%

ccc

136849--130------13117130NET: Dissatisfied
5%9%6%-%-%7%-%-%-%-%-%-%6%7%7%

j
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18424378811871262514630134983812311869Unweighted total
28414225911371186451616124674511131848Weighted total

-2-*-23740271841234149Very Dissatisfied
-%22%-%4%-%4%3%3%6%3%3%3%4%3%

abcdf

---1225247273057405281Fairly Dissatisfied
-%-%-%4%10%4%5%4%6%5%5%5%5%4%

Neither Satisfied Nor
-2-36131691697390192125170270Dissatisfied
-%20%-%19%28%21%15%14%16%15%15%17%15%15%

a

2324720338384142201377227342582Fairly Satisfied
100%31%53%29%31%34%30%32%31%33%30%30%31%32%

-224621465491161241502297438754Very Satisfied
-%26%47%31%30%36%41%41%36%39%40%40%39%41%

e

Don't Know (DO NOT READ
---2*175562236783470112OUT)
-%-%-%14%1%1%7%5%5%6%6%5%6%6%

b

254813418048743034428785247801336NET: Satisfied
100%58%100%60%61%70%71%74%67%72%70%70%70%72%

ae

-2-12489875447986292130NET: Dissatisfied
-%22%-%7%10%7%8%7%12%8%8%8%8%7%

abcdf
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62613303444082-1128146041869Unweighted total
6166292338443*-**34125961848Weighted total

-971411-------1849Very Dissatisfied
-%5%2%4%3%-%-%-%-%-%-%-%3%3%

ac

*10111124-------3081Fairly Dissatisfied
5%6%4%3%5%-%-%-%-%-%-%-%5%4%

Neither Satisfied Nor
219535663----22*86270Dissatisfied

26%11%18%16%14%-%-%-%-%47%47%2%15%15%

d

*4696105129*-**-*3198582Fairly Satisfied
7%28%33%31%29%100%-%100%100%-%7%25%33%32%

473110134180-----27232754Very Satisfied
62%44%38%40%41%-%-%-%-%-%46%56%39%41%

Don't Know (DO NOT READ
-8161835----2-232112OUT)
-%5%6%5%8%-%-%-%-%53%-%17%5%6%

4120206239309*-**-294301336NET: Satisfied
69%72%70%71%70%100%-%100%100%-%53%81%72%72%

*19182535-------47130NET: Dissatisfied
5%12%6%7%8%-%-%-%-%-%-%-%8%7%

c
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
1613331251744252243534871531352511869Unweighted total
1112351161732215153852691601392451848Weighted total

*415459*8-24*1149Very Dissatisfied
4%3%4%3%4%1%2%-%3%2%*%5%3%

b

-577739219-2146881Fairly Dissatisfied
-%5%6%4%4%12%5%-%2%9%4%3%4%

a

Neither Satisfied Nor
*1911525533255-9212634270Dissatisfied
4%15%13%15%15%14%14%-%13%13%19%14%15%

237429553755121*26555071582Fairly Satisfied
19%30%25%32%35%31%32%13%37%34%36%29%32%

8494586967531632276049103754Very Satisfied
72%40%50%40%35%19%42%87%39%38%35%42%41%

a

Don't Know (DO NOT READ
-78310915318-46818112OUT)
-%6%2%6%7%23%5%-%5%4%6%7%6%

108688712491498285252115991741336NET: Satisfied
91%70%75%72%69%50%74%100%76%72%71%71%72%

*981211818227-418620130NET: Dissatisfied
4%8%10%7%8%13%7%-%6%11%4%8%7%

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 - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-161115940716047020226154651869Unweighted total
-120105336515146516207144631848Weighted total

-23415413-54149Very Dissatisfied
-%1%3%4%3%3%-%2%3%1%3%

-95220722-139281Fairly Dissatisfied
-%7%5%5%5%5%-%6%6%4%4%

Neither Satisfied Nor
-271595621691281914270Dissatisfied
-%23%15%15%14%15%6%13%13%22%15%

ab

-40318140431584604125582Fairly Satisfied
-%33%30%39%29%34%24%29%28%39%32%

b

-364201166917212936619754Very Satisfied
-%30%40%32%46%37%71%45%46%31%41%

aca

Don't Know (DO NOT READ
-77018629-942112OUT)
-%6%7%5%4%6%-%4%3%3%6%

-7673925611233015153107441336NET: Satisfied
-%63%70%70%74%71%94%74%74%70%72%

-1186351236-17133130NET: Dissatisfied
-%9%8%10%8%8%-%8%9%5%7%
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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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-134433417-1297513281869Unweighted total
177319655197441111-127417397-976693161848Weighted total

-2232162341-4810-220849Very Dissatisfied
-%3%3%3%3%4%-%3%2%3%-%2%3%3%3%

23448244052-111925-10352081Fairly Dissatisfied
11%5%5%5%5%5%-%9%5%6%-%10%5%6%4%

b

Neither Satisfied Nor
-11414476125169-205857-1211148270Dissatisfied
-%16%15%15%17%15%-%16%14%14%-%12%17%15%15%

5231300189227342-49138137-32191118582Fairly Satisfied
27%32%31%36%30%31%-%39%33%34%-%33%28%37%32%

abb

11290383183296438-40168151-40280108754Very Satisfied
62%40%40%35%40%39%-%31%40%38%-%41%42%34%41%

a

Don't Know (DO NOT READ
-4057323470-22619-23214112OUT)
-%5%6%6%5%6%-%2%6%5%-%2%5%4%6%

c

16521683373523780-89306287-714712261336NET: Satisfied
89%71%71%72%70%70%-%70%73%72%-%73%70%72%72%

25680406292-162735-125629130NET: Dissatisfied
11%8%8%8%8%8%-%12%6%9%-%12%8%9%7%

b
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Latest collection time (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097663732962413601869Unweighted total
1331243571591355752772053451848Weighted total

-3422326221291149Very Dissatisfied
-%8%16%6%3%3%3%2%4%4%3%3%

--243445681892081Fairly Dissatisfied
-%-%10%11%5%5%10%10%6%4%6%4%

b

Neither Satisfied Nor
76441131351117404044270Dissatisfied

53%19%18%11%16%15%20%23%14%19%13%15%

aa

210613219281233310363119582Fairly Satisfied
19%32%26%39%31%31%42%43%37%31%34%32%

b

21171128336812169070129754Very Satisfied
14%34%30%31%40%40%21%21%32%34%37%41%

dde

Don't Know (DO NOT READ
22-143592-151423112OUT)

14%7%-%1%6%6%3%-%5%7%7%6%

ddd

421132450264935481931332481336NET: Satisfied
33%66%56%70%70%71%64%64%70%65%72%72%

-3665771710291831130NET: Dissatisfied
-%8%26%18%8%8%14%13%11%9%9%7%
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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
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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%
1623246481626243917091033182314431725142017081869Unweighted total
1577271601581*3801660992179713831655133116371848Weighted total

31181219-74525494348444849Very Dissatisfied
2%7%20%1%-%2%3%2%3%3%3%3%3%3%

ba

6515856-167542806474707481Fairly Dissatisfied
4%6%13%4%-%4%5%4%4%5%4%5%5%4%

a

Neither Satisfied Nor
215558200*63241136261201236199236270Dissatisfied

14%20%13%13%45%17%15%14%15%15%14%15%14%15%

b

47710612494-133519325571439512413507582Fairly Satisfied
30%39%20%31%-%35%31%33%32%32%31%31%31%32%

b

6926213723*141673404733550680530670754Very Satisfied
44%23%21%46%55%37%41%41%41%40%41%40%41%41%

ab

Don't Know (DO NOT READ
9814889-21106591018610575103112OUT)

6%5%13%6%-%5%6%6%6%6%6%6%6%6%

a

1168168251217*27311927291305989119294411771336NET: Satisfied
74%62%41%77%55%72%72%74%73%72%72%71%72%72%

ab

96342075-2312067130107122114122130NET: Dissatisfied
6%12%33%5%-%6%7%7%7%8%7%9%7%7%

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
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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%
7911078155979211338134318223871182521869Unweighted total
8371011156074204320134917023465202511848Weighted total

1831404513342322349Very Dissatisfied
2%3%3%5%2%4%2%1%1%3%10%1%3%

2655687520547114-881Fairly Dissatisfied
3%5%4%10%2%6%4%4%5%6%-%3%4%

bac

Neither Satisfied Nor
121149226113154190243011137270Dissatisfied

14%15%14%15%15%17%14%14%13%16%3%15%15%

2413414971965102421557516773582Fairly Satisfied
29%34%32%25%32%32%31%33%32%24%34%29%32%

b

371382631318911156971105288119754Very Satisfied
44%38%40%42%44%35%42%42%45%44%42%47%41%

ac

Don't Know (DO NOT READ
59539829198110115210112OUT)

7%5%6%3%4%6%6%6%5%7%11%4%6%

61372411285015421399112717944151921336NET: Satisfied
73%72%72%67%75%66%73%75%77%67%76%77%72%

c

4486109111034879146211130NET: Dissatisfied
5%9%7%15%5%11%6%5%6%9%10%4%7%

bacab
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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
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1591571631501541581301411961581351681869Unweighted total
1821791141681761201191631681911331351848Weighted total

48733344652*49Very Dissatisfied
2%5%6%2%1%2%4%3%4%3%1%*%3%

aabhaa

6866872511610681Fairly Dissatisfied
3%5%6%3%5%6%2%3%7%3%7%4%4%

ff

Neither Satisfied Nor
262812172220261327392119270Dissatisfied
14%15%10%10%13%17%22%8%16%20%16%14%15%

eehijeeije

514344625136385157554449582Fairly Satisfied
28%24%38%37%29%30%32%31%34%29%33%36%32%

kkkk

918745787333466956735251754Very Satisfied
50%48%39%47%41%28%39%42%33%38%39%38%41%

acdgadggdgggggg

Don't Know (DO NOT READ
451119212201113410112OUT)
2%3%*%1%11%17%2%12%7%7%3%8%6%

bfijklabcdfijklbfijklfijfijfijl

142130891401247084120113128961001336NET: Satisfied
78%72%78%84%71%58%71%74%67%67%72%74%72%

cdggcdgabcdefghkggggg

10171391196101711116130NET: Dissatisfied
5%9%12%5%6%8%5%6%10%6%9%5%7%

ail
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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
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
4794624674611869Unweighted total
4754634494601848Weighted total

19815749Very Dissatisfied
4%2%3%2%3%

ac

2120182281Fairly Dissatisfied
4%4%4%5%4%

Neither Satisfied Nor
65606679270Dissatisfied
14%13%15%17%15%

138150146149582Fairly Satisfied
29%32%33%32%32%

223184171176754Very Satisfied
47%40%38%38%41%

abc

Don't Know (DO NOT READ
10413327112OUT)

2%9%7%6%6%

ddd

3613343173251336NET: Satisfied
76%72%71%71%72%

40293329130NET: Dissatisfied
8%6%7%6%7%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 109  (continuation)                                                                                                                                                  Page 1854

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
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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%
142751233665105877113837812821869Unweighted total

60501094356947610184817721848Weighted total

11414261**15556Very Dissatisfied
1%1%4%3%4%2%1%2%1%3%3%

-2210273-*25861Fairly Dissatisfied
-%5%2%2%4%3%-%2%4%3%3%

ee

Neither Satisfied Nor
1151457699135206215Dissatisfied
18%10%13%13%10%12%13%14%11%12%12%

a

1783399156223514387410Fairly Satisfied
29%16%30%23%22%29%30%30%29%22%22%

ddaaa

293051229380355823951987Very Satisfied
49%61%46%53%55%47%49%43%48%54%53%

bce

Don't Know (DO NOT READ
24526375123115120OUT)
3%8%5%6%5%7%8%8%6%6%6%

473884328535588133713391396NET: Satisfied
78%77%77%75%77%76%79%73%77%76%76%

13624534*13113117NET: Dissatisfied
1%6%6%6%8%5%1%4%6%6%6%

eeee
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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
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
228245239115711211413122011639200711541869Unweighted total

84104931567147153169305162472651112091848Weighted total

4334788291-94656Very Dissatisfied
4%3%3%3%6%5%1%3%*%-%4%4%3%3%

eege

4325261245-296761Fairly Dissatisfied
5%3%2%3%4%8%2%2%-%4%3%6%3%3%

eeeefgjkleee

Neither Satisfied Nor
811618925171936125381721215Dissatisfied

10%11%7%12%17%11%11%12%7%10%14%15%10%12%

kekkk

182320349292133754210602753410Fairly Satisfied
21%22%21%22%20%13%19%25%26%22%23%24%25%22%

hhhhh

44585682969921011511022712254110987Very Satisfied
53%56%59%53%47%60%60%49%63%58%46%49%53%53%

ccficccfij

Don't Know (DO NOT READ
6671018311296326213120OUT)
7%6%7%6%6%2%7%10%4%6%10%2%6%6%

hhbehbeh

62817511789911313422614437182811631396NET: Satisfied
74%78%81%75%67%74%79%74%89%79%69%73%78%76%

ciciciabcfghijlm

86599152051512181112117NET: Dissatisfied
9%6%5%6%10%13%3%5%*%4%7%10%6%6%

egeeeegaefgjkleeee
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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
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
242162749113787901166844417344189431869Unweighted total
188166038114677561285351116741156321848Weighted total

9471245262*18*15456Very Dissatisfied
5%3%3%3%3%2%*%3%*%1%3%14%3%

dddbcdefgh

*609522732271-1*61Fairly Dissatisfied
*%4%2%4%4%3%4%5%*%-%*%1%3%

bbdbdbd

Neither Satisfied Nor
31184451709317461174163215Dissatisfied
16%11%12%12%12%13%7%12%10%9%10%9%12%

a

34376923171733611109312399410Fairly Satisfied
18%23%24%22%23%28%21%21%19%4%25%27%22%

ccccccc

99888210777391633127994278714987Very Satisfied
53%53%55%53%52%49%57%55%56%65%56%44%53%

Don't Know (DO NOT READ
151051510547761823992120OUT)

8%6%4%7%6%6%11%3%14%21%6%5%6%

beebeghabegh

13312643021095563984138812529126231396NET: Satisfied
71%76%79%75%75%77%78%76%75%69%80%72%76%

a

1010720975362451155117NET: Dissatisfied
5%6%5%7%7%4%4%9%1%1%3%15%6%

ddbdbcdfg
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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
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41027011717217971869Unweighted total
39625811689717511848Weighted total

2362675056Very Dissatisfied
6%2%2%7%3%3%

aba

21181825961Fairly Dissatisfied
5%7%2%2%3%3%

aa

Neither Satisfied Nor
603212011204215Dissatisfied
15%13%10%11%12%12%

a

886425119390410Fairly Satisfied
22%25%21%20%22%22%

18911567255931987Very Satisfied
48%45%58%57%53%53%

bc

Don't Know (DO NOT READ
1523823117120OUT)

4%9%7%3%7%6%

cc

2781809237513221396NET: Satisfied
70%70%79%77%75%76%

bc

4423449108117NET: Dissatisfied
11%9%4%9%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
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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%
3468536708491820--4224129715231869Unweighted total
2497998007301819--3222321915991848Weighted total

152319-353-----3114256Very Dissatisfied
6%3%2%-%11%3%-%-%-%-%-%14%5%3%3%

abaiabiai

133116-*61-----*134861Fairly Dissatisfied
5%4%2%-%1%3%-%-%-%-%-%1%6%3%3%

aaai

Neither Satisfied Nor
39958026209--*-2433175215Dissatisfied
16%12%10%29%21%11%-%-%4%-%95%18%15%11%12%

aaa

64196150512398--32-752346410Fairly Satisfied
26%25%19%70%40%22%-%-%96%100%-%31%24%22%22%

aaabi

108406473*8979----*8100879987Very Satisfied
43%51%59%1%27%54%-%-%-%-%5%35%45%55%53%

cbcbcjjbcj

Don't Know (DO NOT READ
104762-*120-----*10109120OUT)

4%6%8%-%*%7%-%-%-%-%-%1%5%7%6%

c

1716036225201377--32*1515112251396NET: Satisfied
69%75%78%71%67%76%-%-%96%100%5%66%69%77%76%

ccbb

285435-4114-----42489117NET: Dissatisfied
11%7%4%-%12%6%-%-%-%-%-%16%11%6%6%

abaaiai
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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
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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%
18424378811871262514630134983812311869Unweighted total
28414225911371186451616124674511131848Weighted total

-2--242842172936252956Very Dissatisfied
-%22%-%-%8%7%2%4%4%5%3%3%3%3%

aaac

---**23841122440233161Fairly Dissatisfied
-%-%-%2%*%4%3%3%3%4%3%3%3%3%

Neither Satisfied Nor
-3-239126141828714385127215Dissatisfied
-%31%-%14%15%15%11%12%18%14%11%11%11%12%

abcf

22-6612275270109140303210266410Fairly Satisfied
100%26%-%41%30%20%24%23%24%23%24%28%24%22%

acdf

-2461027579618185299628355569987Very Satisfied
-%20%100%42%46%46%51%52%41%49%50%48%51%53%

beeeee

Don't Know (DO NOT READ
---**490734637954691120OUT)
-%-%-%1%1%7%8%6%10%6%8%6%8%6%

bdf

2441116398548882944399325668341396NET: Satisfied
100%46%100%83%75%67%75%75%65%71%75%76%75%76%

eeedee

-2-*2666832953764860117NET: Dissatisfied
-%22%-%2%9%11%6%7%6%9%6%6%5%6%

ac
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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
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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%
62613303444082-1128146041869Unweighted total
6166292338443*-**34125961848Weighted total

-1010106----2-42356Very Dissatisfied
-%6%4%3%1%-%-%-%-%47%-%32%4%3%

a

-616810-----*22161Fairly Dissatisfied
-%4%6%2%2%-%-%-%-%-%4%19%4%3%

ab

Neither Satisfied Nor
-15363953-------87215Dissatisfied
-%9%12%12%12%-%-%-%-%-%-%-%15%12%

548639493*-**-23135410Fairly Satisfied
72%29%22%28%21%100%-%100%100%-%50%23%23%22%

aca

276148163240-----23294987Very Satisfied
26%46%50%48%54%-%-%-%-%-%46%26%49%53%

d

Don't Know (DO NOT READ
*10192442----2--35120OUT)
2%6%6%7%9%-%-%-%-%53%-%-%6%6%

6125211257333*-**-464291396NET: Satisfied
98%75%72%76%75%100%-%100%100%-%96%49%72%76%

-16271816----2*645117NET: Dissatisfied
-%10%9%5%4%-%-%-%-%47%4%51%8%6%

aba
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
1613331251744252243534871531352511869Unweighted total
1112351161732215153852691601392451848Weighted total

2341145721927102756Very Dissatisfied
20%3%9%3%3%16%5%83%10%6%2%3%3%

aab

-405563120-4124361Fairly Dissatisfied
-%3%4%3%1%4%5%-%6%8%3%1%3%

caa

Neither Satisfied Nor
-1431919638148-10201640215Dissatisfied
-%12%16%11%18%8%12%-%15%12%12%17%12%

42991539553285*30262658410Fairly Satisfied
36%24%13%23%24%12%22%10%43%16%19%24%22%

babc

562462925989192*178377122987Very Satisfied
44%51%53%53%45%59%50%7%25%52%56%50%53%

ddd

Don't Know (DO NOT READ
-95511516*21-1101214120OUT)
-%8%4%7%7%1%5%-%1%6%9%6%6%

d

992377131915111277*471091031801396NET: Satisfied
80%75%66%76%70%70%72%17%68%68%75%73%76%

b

274161011033921222710117NET: Dissatisfied
20%6%14%6%5%20%10%83%17%14%5%4%6%

acabab
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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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-161115940716047020226154651869Unweighted total
-120105336515146516207144631848Weighted total

-326139202911256Very Dissatisfied
-%2%3%3%6%4%14%4%7%3%3%

-62817915-99*61Fairly Dissatisfied
-%5%3%5%6%3%-%4%6%1%3%

b

Neither Satisfied Nor
-10116562860328278215Dissatisfied
-%9%11%15%18%13%18%13%19%13%12%

bc

-4225099261141452218410Fairly Satisfied
-%35%24%27%18%24%8%22%15%28%22%

bb

-5154615769230101006531987Very Satisfied
-%42%52%43%45%50%60%48%45%50%53%

ac

Don't Know (DO NOT READ
-886231126-17113120OUT)
-%7%8%6%7%6%-%8%8%5%6%

-93796256953441114487491396NET: Satisfied
-%77%76%70%63%74%68%70%60%78%76%

abb

-955301835218192117NET: Dissatisfied
-%7%5%8%12%8%14%9%13%4%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 - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-134433417-1297513281869Unweighted total
177319655197441111-127417397-976693161848Weighted total

22128252529-102118-2211556Very Dissatisfied
11%3%3%5%3%3%-%8%5%5%-%2%3%5%3%

a

*2628232231-121619-8221461Fairly Dissatisfied
1%4%3%4%3%3%-%9%4%5%-%8%3%4%3%

bb

Neither Satisfied Nor
4751077185127-145065-77433215Dissatisfied

25%10%11%14%11%11%-%11%12%16%-%7%11%11%12%

7179256128210264-3810085-3618398410Fairly Satisfied
38%25%27%25%28%24%-%30%24%21%-%37%27%31%22%

aab

5375483245355569-46203193-37327139987Very Satisfied
26%51%50%47%48%51%-%36%49%49%-%38%49%44%53%

ccc

Don't Know (DO NOT READ
-5462284691-72717-64218120OUT)
-%7%6%5%6%8%-%6%6%4%-%7%6%6%6%

c

11554739373565832-84303279-745102361396NET: Satisfied
64%76%77%72%76%75%-%66%73%70%-%76%76%75%76%

24757474760-213837-104329117NET: Dissatisfied
11%6%6%9%6%5%-%17%9%9%-%11%7%9%6%

aab
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097663732962413601869Unweighted total
1331243571591355752772053451848Weighted total

282-21265714131656Very Dissatisfied
14%24%8%-%3%3%10%10%5%7%5%3%

222*292681114131461Fairly Dissatisfied
17%7%8%1%4%3%14%14%5%6%4%3%

acabc

Neither Satisfied Nor
24656910558362444215Dissatisfied

14%13%27%15%10%11%10%11%13%12%13%12%

558121692321827634987410Fairly Satisfied
35%16%32%34%24%25%33%36%23%24%25%22%

bc

212312374464162213789171987Very Satisfied
17%40%15%34%52%51%29%29%49%44%50%53%

dedede

Don't Know (DO NOT READ
**2652613*121514120OUT)
4%*%10%17%7%7%5%*%4%7%4%6%

d

717112354369634492001392581396NET: Satisfied
51%56%47%68%76%76%62%65%72%68%75%76%

e

4104*51521318292730117NET: Dissatisfied
31%31%16%1%7%6%23%24%10%13%9%6%

abcabc
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626243917091033182314431725142017081869Unweighted total
1577271601581*3801660992179713831655133116371848Weighted total

25321728-84235563748394656Very Dissatisfied
2%12%28%2%-%2%3%3%3%3%3%3%3%3%

ba

2932531-205640574856425661Fairly Dissatisfied
2%12%8%2%-%5%3%4%3%3%3%3%3%3%

ba

Neither Satisfied Nor
1516313145-50190124205161190163189215Dissatisfied

10%23%22%9%-%13%11%12%11%12%11%12%12%12%

ba

3327713343*87370212403314370316368410Fairly Satisfied
21%29%21%22%100%23%22%21%22%23%22%24%22%22%

b

9276010924-191891529957741877689865987Very Satisfied
59%22%17%58%-%50%54%53%53%54%53%52%53%53%

ab

Don't Know (DO NOT READ
11373109-23111531178311483114120OUT)

7%3%4%7%-%6%7%5%7%6%7%6%7%6%

a

1259137231267*2781261741136110541247100412331396NET: Satisfied
80%51%38%80%100%73%76%75%76%76%75%75%75%76%

ab

54632260-2898741148410481102117NET: Dissatisfied
3%23%36%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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
7911078155979211338134318223871182521869Unweighted total
8371011156074204320134917023465202511848Weighted total

253134418833159611356Very Dissatisfied
3%3%2%5%9%3%2%9%4%10%3%5%3%

cbc

3229447915311510111161Fairly Dissatisfied
4%3%3%10%5%5%2%9%4%2%4%4%3%

cbb

Neither Satisfied Nor
111104177122539147293313539215Dissatisfied

13%10%11%16%12%12%11%17%14%20%25%16%12%

b

1502593509498629133539453410Fairly Satisfied
18%26%22%13%24%27%22%20%23%14%20%21%22%

bbbb

46851984435100157746751153210122987Very Satisfied
56%51%54%47%49%49%55%44%49%50%49%49%53%

ac

Don't Know (DO NOT READ
516911072161013143-14120OUT)

6%7%7%9%1%5%7%2%6%4%-%6%6%

aaa

618779119544149242103710816842131741396NET: Satisfied
74%77%77%59%73%76%77%64%72%64%69%70%76%

bbaa

5760781127236430198124117NET: Dissatisfied
7%6%5%15%13%7%5%18%8%12%6%9%6%

ccbc
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1591571631501541581301411961581351681869Unweighted total
1821791141681761201191631681911331351848Weighted total

56*37539376356Very Dissatisfied
3%3%*%2%4%4%3%6%2%3%4%2%3%

jjjdjjj

5732106-*885761Fairly Dissatisfied
3%4%3%1%5%5%-%*%5%4%4%5%3%

efefefefefefef

Neither Satisfied Nor
2619627138152122241716215Dissatisfied
14%10%5%16%7%7%12%13%13%13%13%12%12%

ghjghjjjjjjj

393841493941191828382732410Fairly Satisfied
21%21%36%29%22%34%16%11%17%20%20%23%22%

eeabcdefhkldefeabcdefhkleee

1029857849351749888957473987Very Satisfied
56%55%50%50%53%42%63%60%52%50%55%54%53%

ggcgijggg

Don't Know (DO NOT READ
510721410717191855120OUT)
3%6%6%1%8%8%6%10%11%10%4%4%6%

iiililiabilabilabil

1411379813313291941161161341011051396NET: Satisfied
77%76%85%79%75%76%79%71%69%70%76%78%76%

bcdeghkd

10134517113911151010117NET: Dissatisfied
5%7%3%3%9%9%3%6%6%8%8%7%6%

fijfij
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
4794624674611869Unweighted total
4754634494601848Weighted total

1115151556Very Dissatisfied
2%3%3%3%3%

151882061Fairly Dissatisfied
3%4%2%4%3%

b

Neither Satisfied Nor
51495758215Dissatisfied
11%11%13%13%12%

1181286697410Fairly Satisfied
25%28%15%21%22%

babb

257227260242987Very Satisfied
54%49%58%53%53%

c

Don't Know (DO NOT READ
23264328120OUT)

5%6%10%6%6%

acd

3753563263391396NET: Satisfied
79%77%73%74%76%

b

26322335117NET: Dissatisfied
6%7%5%8%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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142751233665105877113837812821869Unweighted total

60501094356947610184817721848Weighted total

3*11293531*2100103Very Dissatisfied
5%1%10%7%5%4%7%2%5%6%6%

add

881046648125196204Fairly Dissatisfied
13%16%9%11%9%10%7%12%10%11%11%

Neither Satisfied Nor
71640128215222515538560Dissatisfied

13%32%36%29%31%29%23%30%31%30%30%

eeee

25822130203233514493515Fairly Satisfied
42%15%20%30%29%30%31%29%30%28%28%

abcdcdcd

16172698172193411427446Very Satisfied
27%35%24%23%25%25%31%24%24%24%24%

b

Don't Know (DO NOT READ
*-*461*1*1819OUT)
*%-%*%1%1%1%2%3%1%1%1%

b

4125482293744161026920962NET: Satisfied
69%50%44%53%54%55%62%54%54%52%52%

abcdc

11821759911127296307NET: Dissatisfied
18%17%20%17%14%15%14%14%15%17%17%
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
228245239115711211413122011639200711541869Unweighted total

84104931567147153169305162472651112091848Weighted total

77683101311117*11714103Very Dissatisfied
8%6%7%5%7%8%7%4%4%1%4%6%6%6%

f

10109175917253519236923204Fairly Dissatisfied
12%10%10%11%6%11%15%11%12%4%14%8%11%11%

ii

Neither Satisfied Nor
283233468353652994212973956560Dissatisfied
33%30%35%30%24%24%31%32%26%26%36%35%27%30%

hihi

272823438424343974917572961515Fairly Satisfied
32%27%24%28%28%28%26%32%30%36%21%26%29%28%

ccc

122821385514137614514592454446Very Satisfied
15%27%23%25%35%27%22%20%28%29%22%21%26%24%

mmmcfgjkmmmmmm

Don't Know (DO NOT READ
**118-2-2*254219OUT)
*%*%1%1%-%1%-%1%*%4%2%4%1%1%

gilmlmgilm

395544823928581158943111653115962NET: Satisfied
47%53%47%53%63%55%48%52%58%66%44%48%55%52%

ccbcgjkmcckmcgkmc

17171525819303646252471537307NET: Dissatisfied
21%16%16%16%13%20%21%15%16%5%18%14%18%17%

dddd
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
242162749113787901166844417344189431869Unweighted total
188166038114677561285351116741156321848Weighted total

1192257842633082121103Very Dissatisfied
6%6%7%5%6%5%6%6%5%4%8%4%6%

251793816686141057181125204Fairly Dissatisfied
13%11%10%11%11%11%18%11%11%3%8%15%11%

bcc

Neither Satisfied Nor
48512115445233471213847115814560Dissatisfied
26%31%30%30%31%37%22%27%28%27%37%42%30%

efefef

49466114401220361014246133610515Fairly Satisfied
26%28%30%27%29%28%19%28%28%31%23%31%28%

503968536116825181344714373446Very Satisfied
27%24%22%25%22%20%35%26%28%33%24%9%24%

aaghaaaa

Don't Know (DO NOT READ
4144158--10*1*-19OUT)
2%1%1%1%1%-%-%2%*%1%*%-%1%

a

100862199762387612827793267313962NET: Satisfied
53%52%52%52%51%48%53%54%56%64%47%39%52%

ab

3627263244128201387263256307NET: Dissatisfied
19%16%16%17%17%16%24%17%16%7%16%18%17%

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,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41027011717217971869Unweighted total
39625811689717511848Weighted total

141870995103Very Dissatisfied
3%7%6%9%5%6%

c

49371156198204Fairly Dissatisfied
12%14%10%6%11%11%

a

Neither Satisfied Nor
1276935627533560Dissatisfied

32%27%30%28%30%30%

1208031129487515Fairly Satisfied
30%31%27%29%28%28%

855330728419446Very Satisfied
21%20%26%28%24%24%

b

Don't Know (DO NOT READ
229-1919OUT)
*%1%1%-%1%1%

20513261856905962NET: Satisfied
52%51%53%58%52%52%

635518514293307NET: Dissatisfied
16%21%16%14%17%17%

a
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
3468536708491820--4224129715231869Unweighted total
2497998007301819--3222321915991848Weighted total

173848-2102-----21586103Very Dissatisfied
7%5%6%-%6%6%-%-%-%-%-%7%7%5%6%

3410565*1203---*-133170204Fairly Dissatisfied
14%13%8%3%4%11%-%-%-%10%-%4%15%11%11%

aaacij

Neither Satisfied Nor
73235253*4557--*--469488560Dissatisfied
29%29%32%3%13%31%-%-%9%-%-%16%31%30%30%

cjcjcj

84228204518498--3-21366432515Fairly Satisfied
34%28%25%66%60%27%-%-%91%-%100%58%30%27%28%

aabiabi

39190217-3443-----336407446Very Satisfied
16%24%27%-%11%24%-%-%-%-%-%14%16%25%24%

ccbjbj

Don't Know (DO NOT READ
24132217---2-*-1719OUT)
1%1%2%28%7%1%-%-%-%90%-%1%-%1%1%

babi

123418421521941--3-216102839962NET: Satisfied
49%52%53%66%71%52%-%-%91%-%100%73%46%52%52%

abiabi

51142114*3305---*-249256307NET: Dissatisfied
21%18%14%3%9%17%-%-%-%10%-%11%22%16%17%

aaij
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18424378811871262514630134983812311869Unweighted total
28414225911371186451616124674511131848Weighted total

-2-**256642833613255103Very Dissatisfied
-%22%-%4%1%4%5%5%6%5%5%4%5%6%

-1-*69120130588013686118204Fairly Dissatisfied
-%6%-%2%28%15%11%11%13%13%11%12%11%11%

a

Neither Satisfied Nor
-2*6814348372138189378240341560Dissatisfied
-%24%4%42%36%23%31%31%30%31%30%32%31%30%

22-7522324326139167362218317515Fairly Satisfied
100%26%-%50%21%38%29%27%31%27%29%29%29%28%

-24*31028428687145303167275446Very Satisfied
-%21%96%3%13%17%25%24%19%24%24%22%25%24%

eee

Don't Know (DO NOT READ
-----2482262619OUT)
-%-%-%-%-%3%*%1%1%*%*%*%1%1%

a

2447732608612226312665384592962NET: Satisfied
100%48%96%53%34%54%54%52%50%51%53%52%53%52%

cc

-2-161117619486113197118174307NET: Dissatisfied
-%29%-%5%29%19%15%16%19%18%16%16%16%17%

a
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62613303444082-1128146041869Unweighted total
6166292338443*-**34125961848Weighted total

-1392019----3--29103Very Dissatisfied
-%8%3%6%4%-%-%-%-%100%-%-%5%6%

c

217452943*--*--278204Fairly Dissatisfied
26%10%15%9%10%46%-%-%100%-%-%19%13%11%

ab

Neither Satisfied Nor
16287100128-----22185560Dissatisfied

10%37%30%30%29%-%-%-%-%-%42%20%31%30%

a

44780110123*-*--27157515Fairly Satisfied
64%28%27%32%28%54%-%100%-%-%56%56%26%28%

-267277128-----**145446Very Satisfied
-%15%25%23%29%-%-%-%-%-%2%4%24%24%

ddd

Don't Know (DO NOT READ
-2-22------*219OUT)
-%1%-%1%*%-%-%-%-%-%-%1%*%1%

c

472152186251*-*--27302962NET: Satisfied
64%43%52%55%57%54%-%100%-%-%58%60%51%52%

ddd

230535062*--*3-2107307NET: Dissatisfied
26%18%18%15%14%46%-%-%100%100%-%19%18%17%
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Price of postage (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
1613331251744252243534871531352511869Unweighted total
1112351161732215153852691601392451848Weighted total

160109311-22-107511103Very Dissatisfied
7%5%9%5%5%-%6%-%14%4%3%5%6%

abc

41321518926450-10231235204Fairly Dissatisfied
35%11%13%11%12%27%13%-%14%15%9%14%11%

Neither Satisfied Nor
237639521765108-16475571560Dissatisfied

21%30%34%30%35%33%28%-%23%30%39%29%30%

ad

335929486555106222393073515Fairly Satisfied
32%29%25%28%25%32%28%100%32%24%22%30%28%

13022242448196-9443755446Very Satisfied
6%24%19%24%22%8%25%-%13%27%27%22%24%

dd

Don't Know (DO NOT READ
-6*19--2-2---19OUT)
-%*%*%1%-%-%1%-%3%-%-%-%1%

abc

46615291010362022318367128962NET: Satisfied
38%54%44%53%48%40%53%100%45%51%49%52%52%

41922528237472-20301746307NET: Dissatisfied
41%16%22%16%17%27%19%-%28%19%12%19%17%

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,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-161115940716047020226154651869Unweighted total
-120105336515146516207144631848Weighted total

-255131320114133103Very Dissatisfied
-%2%5%4%9%4%4%7%9%4%6%

a

-16109441962424178204Fairly Dissatisfied
-%13%10%12%12%13%23%11%12%13%11%

Neither Satisfied Nor
-47326119501395624819560Dissatisfied
-%39%31%33%33%30%28%30%34%30%30%

b

-28294112351313563018515Fairly Satisfied
-%23%28%31%23%28%20%27%21%28%28%

-2426474341114513615446Very Satisfied
-%20%25%20%23%24%25%25%25%25%24%

Don't Know (DO NOT READ
-262-2----19OUT)
-%2%1%1%-%*%-%-%-%-%1%

-535581867024271086633962NET: Satisfied
-%44%53%51%46%52%45%52%46%53%52%

c

-181635732824373011307NET: Dissatisfied
-%15%16%16%21%18%27%18%21%18%17%
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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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-134433417-1297513281869Unweighted total
177319655197441111-127417397-976693161848Weighted total

-4138243255-32022-3307103Very Dissatisfied
-%6%4%5%4%5%-%2%5%6%-%3%5%2%6%

4911106986118-194956-148040204Fairly Dissatisfied
21%12%11%13%12%11%-%15%12%14%-%15%12%13%11%

Neither Satisfied Nor
2249285158240339-42126116-2321994560Dissatisfied

14%34%30%30%32%31%-%33%30%29%-%23%33%30%30%

ac

9210283145217317-32117107-3118299515Fairly Satisfied
51%29%29%28%29%29%-%25%28%27%-%31%27%31%28%

2137245121167275-3010394-2515674446Very Satisfied
14%19%25%23%22%25%-%23%25%24%-%26%23%23%24%

b

Don't Know (DO NOT READ
-44226-222-22219OUT)
-%1%*%*%*%1%-%2%*%1%-%2%*%1%1%

b

11347528266384592-62220201-55339173962NET: Satisfied
65%47%55%51%52%53%-%49%53%51%-%57%51%55%52%

b

413114793118174-216978-1711047307NET: Dissatisfied
21%18%15%18%16%16%-%17%16%20%-%18%16%15%17%
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097663732962413601869Unweighted total
1331243571591355752772053451848Weighted total

-52342382216812103Very Dissatisfied
-%15%8%8%6%4%4%3%6%4%3%6%

5274891001517423139204Fairly Dissatisfied
35%6%29%13%13%11%27%23%15%15%11%11%

abca

Neither Satisfied Nor
21271123127712248463111560Dissatisfied

14%38%32%32%32%30%21%32%30%31%32%30%

513792062611316805699515Fairly Satisfied
34%42%29%27%29%29%23%21%29%27%29%28%

2-171442331113534582446Very Satisfied
17%-%3%20%20%25%21%18%19%22%24%24%

b

Don't Know (DO NOT READ
----262222219OUT)
-%-%-%-%*%1%3%3%1%1%1%1%

a

7138163504942429134100181962NET: Satisfied
51%42%32%47%49%54%44%39%48%49%52%52%

bd

56971321381720583951307NET: Dissatisfied
35%20%36%21%18%15%31%26%21%19%15%17%

abaa
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626243917091033182314431725142017081869Unweighted total
1577271601581*3801660992179713831655133116371848Weighted total

76282258-20874710168886586103Very Dissatisfied
5%10%36%4%-%5%5%5%6%5%5%5%5%6%

ba

157479126*57190110194162191158191204Fairly Dissatisfied
10%17%14%8%100%15%11%11%11%12%12%12%12%11%

bab

Neither Satisfied Nor
4798121462-121505297545417492406485560Dissatisfied

30%30%36%29%-%32%30%30%30%30%30%30%30%30%

440768479-101462286505398469379467515Fairly Satisfied
28%28%14%30%-%27%28%29%28%29%28%28%29%28%

b

40937*440-75402246433328404316398446Very Satisfied
26%14%*%28%-%20%24%25%24%24%24%24%24%24%

abc

Don't Know (DO NOT READ
172-17-61361991171119OUT)

1%1%-%1%-%2%1%1%1%1%1%1%1%1%

8491139918-176864532938726873695864962NET: Satisfied
54%42%14%58%-%46%52%54%52%53%53%52%53%52%

abcc

2327530184*77277156295230279223276307NET: Dissatisfied
15%28%50%12%100%20%17%16%16%17%17%17%17%17%

baa
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
7911078155979211338134318223871182521869Unweighted total
8371011156074204320134917023465202511848Weighted total

41628291226725109514103Very Dissatisfied
5%6%5%12%6%8%5%3%4%14%23%5%6%

cabb

70134165172148126302312422204Fairly Dissatisfied
8%13%11%23%10%15%9%18%10%19%23%9%11%

bacbbb

Neither Satisfied Nor
257304475236011140346849382560Dissatisfied

31%30%30%31%29%35%30%27%36%14%13%33%30%

a

23927743097487366576314469515Fairly Satisfied
29%27%28%12%36%27%27%34%27%22%21%27%28%

bbc

220226393163448367295320463446Very Satisfied
26%22%25%22%17%15%27%17%23%31%20%25%24%

aaac

Don't Know (DO NOT READ
10914-2*152*--*19OUT)

1%1%1%-%1%*%1%1%*%-%-%*%1%

4595038232510913573387116348132962NET: Satisfied
55%50%53%34%53%42%54%51%50%52%41%53%52%

abbc

111196248263374198353322936307NET: Dissatisfied
13%19%16%35%16%23%15%21%14%33%46%14%17%

bacbbb
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1591571631501541581301411961581351681869Unweighted total
1821791141681761201191631681911331351848Weighted total

1211810678127995103Very Dissatisfied
7%6%7%6%3%6%6%7%4%5%6%4%6%

19171716172713821181318204Fairly Dissatisfied
11%10%15%9%10%22%11%5%12%10%10%13%11%

eabcdefhiklee

Neither Satisfied Nor
524530484932394664654447560Dissatisfied
29%25%26%29%28%27%33%28%38%34%33%35%30%

ghjk

535032505430344943532938515Fairly Satisfied
29%28%28%30%31%25%29%30%26%28%22%28%28%

435625425024244731443227446Very Satisfied
24%31%22%25%29%20%20%28%19%23%24%20%24%

adfgdd

Don't Know (DO NOT READ
2-22*-12226*19OUT)
1%-%2%1%*%-%1%1%1%1%5%*%1%

adfghk

96106579210454589674976165962NET: Satisfied
53%59%50%55%59%45%49%59%44%51%46%48%52%

abdgabdgbdg

322825262234202028272223307NET: Dissatisfied
18%16%22%16%13%28%17%12%16%14%16%17%17%

ehabcdefhikl
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
4794624674611869Unweighted total
4754634494601848Weighted total

32232623103Very Dissatisfied
7%5%6%5%6%

54594149204Fairly Dissatisfied
11%13%9%11%11%

Neither Satisfied Nor
126129149156560Dissatisfied

27%28%33%34%30%

dcd

134134127121515Fairly Satisfied
28%29%28%26%28%

125117102103446Very Satisfied
26%25%23%22%24%

Don't Know (DO NOT READ
424819OUT)
1%*%1%2%1%

259250228224962NET: Satisfied
55%54%51%49%52%

85826772307NET: Dissatisfied
18%18%15%16%17%
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142751233665105877113837812821869Unweighted total

60501094356947610184817721848Weighted total

*--47*-*-1313Very Dissatisfied
*%-%-%1%1%*%-%1%-%1%1%

b

-2212161--14041Fairly Dissatisfied
-%4%2%3%2%1%-%-%2%2%2%

ee

Neither Satisfied Nor
142026647124152159Dissatisfied
2%8%18%6%9%9%11%10%8%9%9%

eabdeee

262242160240304818651681Fairly Satisfied
44%45%39%37%35%40%42%44%38%37%37%

a

322243231364374824901938Very Satisfied
53%44%39%53%52%48%46%44%51%51%51%

ccc

Don't Know (DO NOT READ
*-2131**11617OUT)
1%-%2%*%*%1%1%1%1%1%1%

584485391604678164315521619NET: Satisfied
98%88%78%90%87%88%88%88%89%88%88%

abcdcc

*2216231-*15254NET: Dissatisfied
*%4%2%4%3%2%-%1%2%3%3%

e
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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
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
228245239115711211413122011639200711541869Unweighted total

84104931567147153169305162472651112091848Weighted total

11-11-2222-2-213Very Dissatisfied
1%1%-%1%-%1%1%1%1%-%1%-%1%1%

11139665102*62241Fairly Dissatisfied
1%1%1%2%4%4%3%3%1%1%2%2%1%2%

klmklmllm

Neither Satisfied Nor
6610137615112222637811159Dissatisfied
7%5%11%9%4%10%7%7%14%13%14%7%5%9%

ilailafgijlm

3339325776856591095119953882681Fairly Satisfied
40%38%34%37%46%37%35%36%32%40%36%35%39%37%

ejk

425851787656992163832012363109938Very Satisfied
51%55%54%50%44%45%54%53%51%43%47%56%52%51%

i

Don't Know (DO NOT READ
1**1524-*222-417OUT)
1%*%1%1%1%3%-%*%1%4%1%-%2%1%

ffg

7697821364133126151271134392181011911619NET: Satisfied
90%93%88%87%91%82%89%89%83%83%82%91%91%88%

chcdehjceh

21150687124*82454NET: Dissatisfied
2%1%1%3%4%5%4%4%2%1%3%2%2%3%

kkklkk
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
242162749113787901166844417344189431869Unweighted total
188166038114677561285351116741156321848Weighted total

-133107*132-*-13Very Dissatisfied
-%1%1%1%1%*%1%1%1%-%*%-%1%

635833163-154-3-41Fairly Dissatisfied
3%2%2%2%2%2%-%3%2%-%2%-%2%

Neither Satisfied Nor
1414420139771054510*91159Dissatisfied

8%9%5%9%10%8%9%9%6%*%6%3%9%

bc

65616148533283571718348116417681Fairly Satisfied
35%37%39%36%37%44%32%36%29%27%41%52%37%

dcddcdef

97841199739364563126299307914938Very Satisfied
52%51%52%50%48%43%58%51%59%72%51%44%51%

ghabegh

Don't Know (DO NOT READ
61141392-34*--17OUT)
3%1%1%1%1%2%-%*%2%*%-%-%1%

ab

162145734712726481134844514741144311619NET: Satisfied
86%88%91%87%86%88%90%87%88%99%92%97%88%

adefghhh

64811432331186-3-54NET: Dissatisfied
3%3%3%3%3%2%1%4%3%-%2%-%3%
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41027011717217971869Unweighted total
39625811689717511848Weighted total

4*921113Very Dissatisfied
1%*%1%2%1%1%

1042423941Fairly Dissatisfied
3%2%2%2%2%2%

Neither Satisfied Nor
2535976152159Dissatisfied

6%13%8%7%9%9%

ac

16611438925656681Fairly Satisfied
42%44%33%26%37%37%

aab

19010263762876938Very Satisfied
48%40%55%63%50%51%

bbca

Don't Know (DO NOT READ
1413-1717OUT)
*%1%1%-%1%1%

c

35621610268715321619NET: Satisfied
90%84%88%89%87%88%

b

1543345054NET: Dissatisfied
4%2%3%4%3%3%
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
3468536708491820--4224129715231869Unweighted total
2497998007301819--3222321915991848Weighted total

436-211-----22913Very Dissatisfied
1%*%1%-%6%1%-%-%-%-%-%7%1%1%1%

babiabi

61420-239-----243541Fairly Dissatisfied
3%2%3%-%6%2%-%-%-%-%-%8%2%2%2%

abi

Neither Satisfied Nor
237264**158--*--*23136159Dissatisfied

9%9%8%1%1%9%-%-%4%-%-%1%10%8%9%

j

107317257414667--*221092575681Fairly Satisfied
43%40%32%65%49%37%-%-%17%100%95%44%42%36%37%

aaa

109390438211926--2-*997829938Very Satisfied
44%49%55%34%38%51%-%-%79%-%5%40%44%52%51%

bcbb

Don't Know (DO NOT READ
1314--17------11617OUT)
*%*%2%-%-%1%-%-%-%-%-%-%*%1%1%

bc

2157086967261593--3221919014031619NET: Satisfied
87%89%87%99%87%88%-%-%96%100%100%84%87%88%88%

101727-350-----364454NET: Dissatisfied
4%2%3%-%12%3%-%-%-%-%-%15%3%3%3%

abiabi
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18424378811871262514630134983812311869Unweighted total
28414225911371186451616124674511131848Weighted total

-----21110481281213Very Dissatisfied
-%-%-%-%-%3%1%1%1%1%1%1%1%1%

----221727121121112041Fairly Dissatisfied
-%-%-%-%8%3%2%2%3%2%2%2%2%2%

a

Neither Satisfied Nor
-2-1131039950671107193159Dissatisfied
-%25%-%7%3%5%9%8%11%11%9%10%8%9%

-2261328412458200251464297413681Fairly Satisfied
-%29%46%47%61%47%36%39%44%41%37%40%37%37%

aaacf

2426625581587184276626353563938Very Satisfied
100%46%54%44%28%42%51%49%41%45%50%47%51%51%

cedeede

Don't Know (DO NOT READ
---*-*126121351017OUT)
-%-%-%3%-%*%1%*%*%*%1%1%1%1%

264131952993104538452710906509761619NET: Satisfied
100%75%100%90%88%89%87%88%85%86%87%87%88%88%

----232836161933193354NET: Dissatisfied
-%-%-%-%8%6%2%3%4%3%3%3%3%3%

a
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62613303444082-1128146041869Unweighted total
6166292338443*-**34125961848Weighted total

-4-54----2--613Very Dissatisfied
-%2%-%1%1%-%-%-%-%47%-%-%1%1%

cc

-1983-----*2941Fairly Dissatisfied
-%*%3%2%1%-%-%-%-%-%4%16%1%2%

add

Neither Satisfied Nor
-13303136----2-263159Dissatisfied
-%8%10%9%8%-%-%-%-%53%-%21%11%9%

179106124155*-**-42244681Fairly Satisfied
13%47%36%37%35%100%-%100%100%-%92%20%41%37%

abc

668146166240-----*5271938Very Satisfied
87%41%50%49%54%-%-%-%-%-%4%43%46%51%

dd

Don't Know (DO NOT READ
-2245-------217OUT)
-%1%1%1%1%-%-%-%-%-%-%-%*%1%

6147252290395*-**-475151619NET: Satisfied
100%89%86%86%89%100%-%100%100%-%96%63%87%88%

-49138----2*21554NET: Dissatisfied
-%3%3%4%2%-%-%-%-%47%4%16%3%3%
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
1613331251744252243534871531352511869Unweighted total
1112351161732215153852691601392451848Weighted total

-12583-5-32-313Very Dissatisfied
-%1%5%*%1%-%1%-%5%1%-%1%1%

aab

-214376*5-*54241Fairly Dissatisfied
-%2%3%2%3%1%1%-%*%3%3%1%2%

Neither Satisfied Nor
21071714118445-8141728159Dissatisfied

22%9%15%8%8%29%12%-%11%9%12%11%9%

a

545942639958148*34616195681Fairly Satisfied
47%37%36%37%44%52%39%10%49%38%44%39%37%

3622488899231812247855117938Very Satisfied
30%50%41%51%43%17%47%90%34%49%40%48%51%

bdd

Don't Know (DO NOT READ
*13*172-----2-17OUT)
1%1%*%1%1%-%-%-%-%-%1%-%1%

81082901529187103302581391162121619NET: Satisfied
77%88%77%88%87%69%86%100%83%87%84%86%88%

b

-339459*10-464554NET: Dissatisfied
-%3%8%3%4%1%3%-%6%4%3%2%3%

a
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-161115940716047020226154651869Unweighted total
-120105336515146516207144631848Weighted total

-210453-55-13Very Dissatisfied
-%2%1%1%4%1%-%3%4%-%1%

a

-2181029-22241Fairly Dissatisfied
-%2%2%3%1%2%-%1%1%4%2%

Neither Satisfied Nor
-887342740424258159Dissatisfied
-%7%8%9%18%9%23%11%18%12%9%

a

-55390161581933915530681Fairly Satisfied
-%46%37%44%38%42%21%44%38%48%37%

bb

-52537155582189845623938Very Satisfied
-%43%51%42%39%47%55%40%39%36%51%

a

Don't Know (DO NOT READ
-*101-2**--17OUT)
-%*%1%*%-%*%1%*%-%-%1%

-10792731611641112175111531619NET: Satisfied
-%89%88%87%77%88%76%85%77%84%88%

b

-42814712-87254NET: Dissatisfied
-%4%3%4%5%2%-%4%5%4%3%
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-134433417-1297513281869Unweighted total
177319655197441111-127417397-976693161848Weighted total

2885812-235--6413Very Dissatisfied
11%1%1%1%1%1%-%1%1%1%-%-%1%1%1%

-111991120-579-39741Fairly Dissatisfied
-%2%2%2%2%2%-%4%2%2%-%3%1%2%2%

Neither Satisfied Nor
-5685557193-124642-36234159Dissatisfied
-%8%9%11%10%8%-%9%11%11%-%3%9%11%9%

cc

4297350226296413-64171177-52263139681Fairly Satisfied
23%41%36%44%40%37%-%50%41%45%-%53%39%44%37%

ab

12350495222353561-45188162-38326128938Very Satisfied
66%48%51%43%47%51%-%35%45%41%-%39%49%41%51%

ccac

Don't Know (DO NOT READ
-982510--22-23417OUT)
-%1%1%*%1%1%-%-%*%*%-%2%1%1%1%

16646844449649974-108359339-905892671619NET: Satisfied
89%88%88%86%87%88%-%86%86%85%-%92%88%84%88%

a

21927141933-6915-3141154NET: Dissatisfied
11%3%3%3%3%3%-%5%2%4%-%3%2%3%3%
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097663732962413601869Unweighted total
1331243571591355752772053451848Weighted total

-3--86-243213Very Dissatisfied
-%11%-%-%1%1%-%2%1%1%1%1%

-2227173293741Fairly Dissatisfied
-%6%8%6%1%2%5%3%3%1%2%2%

Neither Satisfied Nor
266*628479331938159Dissatisfied

15%20%25%1%9%9%12%12%12%9%11%9%

7151012276321344211896147681Fairly Satisfied
50%49%44%35%39%35%62%56%43%47%43%37%

abcac

54520353480122011482149938Very Satisfied
35%13%23%58%49%53%21%26%41%40%43%51%

dedede

Don't Know (DO NOT READ
---*96---2217OUT)
-%-%-%*%1%1%-%-%-%1%1%1%

1120163262980146622311782961619NET: Satisfied
85%63%67%93%88%88%83%83%84%87%86%88%

-522152334136954NET: Dissatisfied
-%17%8%6%2%2%5%5%5%3%3%3%
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626243917091033182314431725142017081869Unweighted total
1577271601581*3801660992179713831655133116371848Weighted total

31063-3117131113111213Very Dissatisfied
*%4%10%*%-%1%1%1%1%1%1%1%1%1%

ba

2417714-53720402737273741Fairly Dissatisfied
2%6%12%1%-%1%2%2%2%2%2%2%2%2%

ba

Neither Satisfied Nor
116429112*4113983150126148124147159Dissatisfied

7%16%16%7%45%11%8%8%8%9%9%9%9%9%

ba

54813324554-157623403667537605523597681Fairly Satisfied
35%49%40%35%-%41%38%41%37%39%37%39%36%37%

b

8696910887*174838475914676841639833938Very Satisfied
55%25%17%56%55%46%50%48%51%49%51%48%51%51%

ab

Don't Know (DO NOT READ
17-411-*1131361171117OUT)

1%-%6%1%-%*%1%*%1%*%1%1%1%1%

a

1417202341441*3311461878158112131446116214301619NET: Satisfied
90%75%57%91%55%87%88%89%88%88%87%87%87%88%

ab

27271317-84827533850384954NET: Dissatisfied
2%10%21%1%-%2%3%3%3%3%3%3%3%3%

ba
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
7911078155979211338134318223871182521869Unweighted total
8371011156074204320134917023465202511848Weighted total

1126-737323-513Very Dissatisfied
*%1%*%-%3%1%1%2%1%5%-%2%1%

bcbb

1921332642710262441Fairly Dissatisfied
2%2%2%2%3%1%2%6%1%8%11%2%2%

bcb

Neither Satisfied Nor
659413210173611211298530159Dissatisfied

8%9%8%14%8%11%8%6%12%13%23%12%9%

2933895592893133476709624997681Fairly Satisfied
35%38%36%37%46%42%35%41%41%37%47%39%37%

cb

453484814348214071476105244114938Very Satisfied
54%48%52%46%40%44%53%45%45%36%20%46%51%

aaac

Don't Know (DO NOT READ
611161*513-*--*17OUT)
1%1%1%1%*%1%1%-%*%-%-%*%1%

746873137362175273119014620048132111619NET: Satisfied
89%86%88%83%86%85%88%86%86%73%66%84%88%

a

20344021273413492954NET: Dissatisfied
2%3%3%2%6%2%3%8%2%14%11%4%3%

cbcb
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1591571631501541581301411961581351681869Unweighted total
1821791141681761201191631681911331351848Weighted total

-22-2-1213*-13Very Dissatisfied
-%1%2%-%1%-%1%1%*%2%*%-%1%

24*33246429241Fairly Dissatisfied
1%2%*%2%2%2%3%4%2%1%6%2%2%

jjacghijl

Neither Satisfied Nor
141251713137625171416159Dissatisfied

8%7%4%10%7%11%6%3%15%9%11%12%9%

eejefhjkleejej

685253666941453868824654681Fairly Satisfied
37%29%46%39%39%35%38%24%40%43%34%40%37%

ebegkeeeeekekeek

97108558289646211164836360938Very Satisfied
53%60%48%49%50%53%52%68%38%43%47%45%51%

dabcdijddddabcdfghijl

Don't Know (DO NOT READ
2----**-642317OUT)
1%-%-%-%-%*%*%-%4%2%1%2%1%

efghijk

1641611071481581051071501311651091141619NET: Satisfied
90%90%94%88%90%88%90%92%78%86%81%84%88%

bdbdabcddbddbdbd

26235258559254NET: Dissatisfied
1%4%2%2%3%2%4%5%3%3%7%2%3%

agijl
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
4794624674611869Unweighted total
4754634494601848Weighted total

423413Very Dissatisfied
1%*%1%1%1%

68141241Fairly Dissatisfied
1%2%3%3%2%

Neither Satisfied Nor
31423848159Dissatisfied

7%9%8%10%9%

d

173177151181681Fairly Satisfied
36%38%34%39%37%

260235237206938Very Satisfied
55%51%53%45%51%

aa

Don't Know (DO NOT READ
2*6917OUT)
*%*%1%2%1%

ccd

4324113883871619NET: Satisfied
91%89%86%84%88%

aba

1110171654NET: Dissatisfied
2%2%4%4%3%
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142751233665105877113837812821869Unweighted total

60501094356947610184817721848Weighted total

543888354592678164315101577No Problems
91%77%80%81%85%89%86%87%90%85%85%

bcdaa

Amount / level of lost
25836393-12103106post sent
4%9%7%8%6%4%-%8%4%6%6%

dd

Delivery consistency /
reliability (e.g.
arrives as promised

-449151-*14748consistently)
-%8%4%2%2%1%-%2%1%3%3%

abeee

Wrong mail delivered /
our mail delivered

*-210151*-*3031elsewhere
*%-%2%2%2%1%3%-%1%2%2%

c

Items being delivered
1*68121*112931intact/undamaged
1%1%6%2%2%2%4%3%1%2%2%

abe

Delivery time (when you
receive your mail

*-2591**12526delivery)
1%-%2%1%1%1%2%2%1%1%1%

Lost or late delivery of
*--136****2122sent mail
*%-%-%3%1%*%1%*%*%1%1%

a

*--551***910Collection reliability
*%-%-%1%1%1%2%1%1%1%1%

2*-1-1*-*45Time of collection
3%*%-%*%-%1%2%-%1%*%*%

abca

-2-1-----33Latest collection time
-%4%-%*%-%-%-%-%-%*%*%

abce

----2*--*22Price of postage
-%-%-%-%*%*%-%-%1%*%*%

Accessibility of the
sorting office / opening

--*-2*--*22hours
-%-%*%-%*%*%-%-%*%*%*%

Wrong postage /
shortfall on incoming

----2**--22mail - having to pay
-%-%-%-%*%*%2%-%-%*%*%

abe
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142751233665105877113837812821869Unweighted total

60501094356947610184817721848Weighted total

Recorded letters not
----**--*-*being signed for
-%-%-%-%*%*%-%-%*%-%*%

Problems with the Smart
-----------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%

-----------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%

--28211-*13233Other
-%-%1%2%3%1%-%1%1%2%2%

e

61122811028125263271NET: Any problem
9%23%20%19%15%11%14%13%10%15%15%

eeebe
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
228245239115711211413122011639200711541869Unweighted total

84104931567147153169305162472651112091848Weighted total

798581133213212015127814141198931781577No Problems
94%82%87%85%90%79%89%91%87%86%75%84%85%85%

abcehjklccchchchjlcc

Amount / level of lost
46790469118-29814106post sent
4%6%7%6%3%4%5%4%5%-%11%7%7%6%

dfhijm

Delivery consistency /
reliability (e.g.
arrives as promised

1224349*84-124248consistently)
1%2%2%3%3%6%*%3%2%-%5%4%1%3%

agmgmg

Wrong mail delivered /
our mail delivered

13126442---112431elsewhere
1%3%1%2%3%3%1%-%-%-%4%2%2%2%

fffefjkmf

Items being delivered
-5125*824522-231intact/undamaged
-%5%1%2%*%5%1%1%3%4%1%-%1%2%

acfijkmabcfijkmmm

Delivery time (when you
receive your mail

-112424226*24226delivery)
-%1%1%2%1%3%1%1%3%*%1%4%1%1%

mfmfkm

Lost or late delivery of
*4-18424--224-22sent mail
*%4%-%1%3%1%2%-%-%5%1%4%-%1%

acefjkmafkmfkacefjkmaefkm

-217*2**--*2210Collection reliability
-%2%1%*%*%1%*%*%-%-%*%2%1%1%

cfjmm

-1*4---2-2*--5Time of collection
-%1%*%*%-%-%-%1%-%4%*%-%-%*%

aceghijkm

-112--------23Latest collection time
-%1%1%*%-%-%-%-%-%-%-%-%1%*%

j

---2*--*2----2Price of postage
-%-%-%*%*%-%-%*%1%-%-%-%-%*%

j

Accessibility of the
sorting office / opening

-*-2------2--2hours
-%*%-%*%-%-%-%-%-%-%1%-%-%*%
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
228245239115711211413122011639200711541869Unweighted total

84104931567147153169305162472651112091848Weighted total

Wrong postage /
shortfall on incoming

---2--**--2--2mail - having to pay
-%-%-%*%-%-%*%*%-%-%1%-%-%*%

Recorded letters not
---*------*--*being signed for
-%-%-%*%-%-%-%-%-%-%*%-%-%*%

Problems with the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2129-82*4*11-433Other
-%2%1%2%-%5%1%*%3%1%4%-%2%2%

fmfmfijkmfmfijkmfm

5191223515331926217671831271NET: Any problem
6%18%13%15%10%21%11%9%13%14%25%16%15%15%

fmmfmfgimmmaefgijkm
m
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
242162749113787901166844417344189431869Unweighted total
188166038114677561285351116741156321848Weighted total

162141534012376481014942915436131251577No Problems
86%85%89%84%86%79%92%84%92%88%84%79%85%

agagabegh

Amount / level of lost
710022844372413173106post sent
3%6%6%6%6%6%4%8%2%2%4%9%6%

dddd

Delivery consistency /
reliability (e.g.
arrives as promised

939642237*12213-48consistently)
5%2%2%3%3%5%*%2%1%1%2%-%3%

a

Wrong mail delivered /
our mail delivered

625427132-7224231elsewhere
3%2%1%2%2%1%-%1%1%4%3%6%2%

e

Items being delivered
228426144-102-1-31intact/undamaged
1%2%1%2%2%3%-%2%1%-%1%-%2%

Delivery time (when you
receive your mail

*2671911125222226delivery)
*%2%2%1%1%*%3%1%1%5%2%7%1%

ebdegh

Lost or late delivery of
*215169*26*-*422sent mail
*%1%1%1%1%*%3%1%*%-%*%12%1%

bdbcdegh

*102852*2--1-10Collection reliability
*%1%1%1%1%1%*%*%-%-%*%-%1%

*51441*-----5Time of collection
*%*%*%*%1%*%*%-%-%-%-%-%*%

-313-3------3Latest collection time
-%*%*%*%-%3%-%-%-%-%-%-%*%

bdeh

*2*2*--2----2Price of postage
*%*%*%*%*%-%-%*%-%-%-%-%*%

Accessibility of the
sorting office / opening

*2*22-----*-2hours
*%*%*%*%*%-%-%-%-%-%*%-%*%

Wrong postage /
shortfall on incoming

-2-2*---2---2mail - having to pay
-%*%-%*%*%-%-%-%1%-%-%-%*%

eh
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
242162749113787901166844417344189431869Unweighted total
188166038114677561285351116741156321848Weighted total

Recorded letters not
-*-**-------*being signed for
-%*%-%*%*%-%-%-%-%-%-%-%*%

Problems with the Smart
-------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%

528132162-51-9-33Other
3%2%*%2%2%2%-%1%*%-%6%-%2%

bdefh

262454123010827482135257271NET: Any problem
14%15%11%16%14%21%8%16%8%12%16%21%15%

bddfhdddf
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41027011717217971869Unweighted total
39625811689717511848Weighted total

29220910548214951577No Problems
74%81%90%84%85%85%

cbc

Amount / level of lost
4417456100106post sent
11%7%4%6%6%6%

aa

Delivery consistency /
reliability (e.g.
arrives as promised

17102084048consistently)
4%4%2%9%2%3%

aaa

Wrong mail delivered /
our mail delivered

1041622931elsewhere
3%2%1%2%2%2%

Items being delivered
9121022831intact/undamaged
2%5%1%2%2%2%

aa

Delivery time (when you
receive your mail

1221022426delivery)
3%1%1%2%1%1%

a

Lost or late delivery of
10110-2222sent mail

3%*%1%-%1%1%

ab

352-1010Collection reliability
1%2%*%-%1%1%

a

3*2-55Time of collection
1%*%*%-%*%*%

3-1-33Latest collection time
1%-%*%-%*%*%

a

2**-22Price of postage
*%*%*%-%*%*%

a

Accessibility of the
sorting office / opening

2-*-22hours
*%-%*%-%*%*%

a

Wrong postage /
shortfall on incoming

**2-22mail - 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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41027011717217971869Unweighted total
39625811689717511848Weighted total

Recorded letters not
-*--**being signed for
-%*%-%-%*%*%

Problems with the Smart
------Stamp online system
-%-%-%-%-%-%

------Don't know / na
-%-%-%-%-%-%

1032023033Other
2%1%2%2%2%2%

1054911516255271NET: Any problem
26%19%10%16%15%15%

aba
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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: 12/07/19



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%
3468536708491820--4224129715231869Unweighted total
2497998007301819--3222321915991848Weighted total

1736787271131564--*-*1216014041577No Problems
69%85%91%8%44%86%-%-%17%-%5%55%73%88%85%

cbcbcjcjbcj

Amount / level of lost
38432641393--*2292469106post sent
15%5%3%57%45%5%-%-%4%90%95%42%11%4%6%

abaabiabiai

Delivery consistency /
reliability (e.g.
arrives as promised

122314-246-----2103648consistently)
5%3%2%-%8%3%-%-%-%-%-%10%4%2%3%

aaiaia

Wrong mail delivered /
our mail delivered

6169--31------62531elsewhere
2%2%1%-%-%2%-%-%-%-%-%-%3%2%2%

Items being delivered
11146--31------111931intact/undamaged

5%2%1%-%-%2%-%-%-%-%-%-%5%1%2%

abai

Delivery time (when you
receive your mail

5157*224---*-232126delivery)
2%2%1%3%7%1%-%-%-%10%-%8%1%1%1%

abiabi

Lost or late delivery of
9582219--2--*61322sent mail
3%1%1%32%8%1%-%-%79%-%-%*%3%1%1%

abaiai

172-*10-----*1910Collection reliability
*%1%*%-%1%1%-%-%-%-%-%1%*%1%1%

*32--5------*55Time of collection
*%*%*%-%-%*%-%-%-%-%-%-%*%*%*%

31---3------313Latest collection time
1%*%-%-%-%*%-%-%-%-%-%-%1%*%*%

abai

2*---2------2*2Price of postage
1%*%-%-%-%*%-%-%-%-%-%-%1%*%*%

abai

Accessibility of the
sorting office / opening

*2---2------*22hours
*%*%-%-%-%*%-%-%-%-%-%-%*%*%*%

Wrong postage /
shortfall on incoming

**2--2------*22mail - 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,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
3468536708491820--4224129715231869Unweighted total
2497998007301819--3222321915991848Weighted total

Recorded letters not
-*---*-------**being signed for
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%

Problems with the Smart
---------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

21516-*32-----*13133Other
1%2%2%-%2%2%-%-%-%-%-%2%1%2%2%

7612174616255--2221060195271NET: Any problem
31%15%9%92%56%14%-%-%83%100%95%45%27%12%15%

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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18424378811871262514630134983812311869Unweighted total
28414225911371186451616124674511131848Weighted total

-448205296299036047610505959401577No Problems
-%53%96%56%92%88%85%84%80%77%84%80%85%85%

bdbdebde

Amount / level of lost
-4-41460713556735760106post sent
-%46%-%27%5%7%5%6%8%9%6%8%5%6%

acfa

Delivery consistency /
reliability (e.g.
arrives as promised

-----*3538182635273248consistently)
-%-%-%-%-%*%3%3%4%4%3%4%3%3%

Wrong mail delivered /
our mail delivered

--*2-*2424121426222431elsewhere
-%-%4%14%-%*%2%2%3%2%2%3%2%2%

Items being delivered
----*22829132030232931intact/undamaged
-%-%-%-%1%4%2%2%3%3%2%3%3%2%

Delivery time (when you
receive your mail

------19196919101526delivery)
-%-%-%-%-%-%2%2%1%1%2%1%1%1%

Lost or late delivery of
2-----12187814121222sent mail

100%-%-%-%-%-%1%2%1%1%1%2%1%1%

-----*86*687710Collection reliability
-%-%-%-%-%*%1%1%*%1%1%1%1%1%

e

-*----35223335Time of collection
-%1%-%-%-%-%*%*%*%*%*%*%*%*%

------31-23333Latest collection time
-%-%-%-%-%-%*%*%-%*%*%*%*%*%

------*2*****2Price of postage
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

Accessibility of the
sorting office / opening

------22222222hours
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

Wrong postage /
shortfall on incoming

------*******2mail - having to pay
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

Recorded letters not
------***-*-**being signed for
-%-%-%-%-%-%*%*%*%-%*%-%*%*%
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18424378811871262514630134983812311869Unweighted total
28414225911371186451616124674511131848Weighted total

Problems with the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---**1171871719171533Other
-%-%-%3%2%1%2%2%2%3%2%2%1%2%

a

24*62717419691140196150172271NET: Any problem
100%47%4%44%8%12%15%16%20%23%16%20%15%15%

acacfacf
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62613303444082-1128146041869Unweighted total
6166292338443*-**34125961848Weighted total

6117235296397*-*-2*74661577No Problems
97%70%80%88%90%54%-%100%-%53%6%63%78%85%

dcdcd

Amount / level of lost
*22181419----22250106post sent
3%14%6%4%4%-%-%-%-%47%49%19%8%6%

abc

Delivery consistency /
reliability (e.g.
arrives as promised

-815103-----2-2448consistently)
-%5%5%3%1%-%-%-%-%-%43%-%4%3%

aaa

Wrong mail delivered /
our mail delivered

-51145-------1431elsewhere
-%3%4%1%1%-%-%-%-%-%-%-%2%2%

ab

Items being delivered
-31198-----221631intact/undamaged
-%2%4%3%2%-%-%-%-%-%42%16%3%2%

Delivery time (when you
receive your mail

-2846*--*-2-726delivery)
-%1%3%1%1%46%-%-%100%-%43%-%1%1%

Lost or late delivery of
-5522-----*-822sent mail
-%3%2%1%*%-%-%-%-%-%2%-%1%1%

ab

-*5-2-------610Collection reliability
-%*%2%-%*%-%-%-%-%-%-%-%1%1%

b

-1*2*-------25Time of collection
-%*%*%1%*%-%-%-%-%-%-%-%*%*%

-3----------23Latest collection time
-%2%-%-%-%-%-%-%-%-%-%-%*%*%

abc

-*-*--------*2Price of postage
-%*%-%*%-%-%-%-%-%-%-%-%*%*%

Accessibility of the
sorting office / opening

---2*-------22hours
-%-%-%1%*%-%-%-%-%-%-%-%*%*%

Wrong postage /
shortfall on incoming

-*----------*2mail - 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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62613303444082-1128146041869Unweighted total
6166292338443*-**34125961848Weighted total

Recorded letters not
---*---------*being signed for
-%-%-%*%-%-%-%-%-%-%-%-%-%*%

Problems with the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-6138------*1733Other
-%4%*%1%2%-%-%-%-%-%-%2%3%2%

bcc

*49584246*--*244130271NET: Any problem
3%30%20%12%10%46%-%-%100%47%94%37%22%15%

abcab
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
1613331251744252243534871531352511869Unweighted total
1112351161732215153852691601392451848Weighted total

91042841493179112852401191092051577No Problems
80%84%72%86%83%72%74%100%58%74%79%84%85%

baddcd

Amount / level of lost
271159214141-1712918106post sent

20%6%13%5%7%7%11%-%25%8%6%7%6%

aabc

Delivery consistency /
reliability (e.g.
arrives as promised

-3524612*13-5104748consistently)
-%3%2%3%6%2%3%-%7%7%3%3%3%

Wrong mail delivered /
our mail delivered

-26*31528--46431elsewhere
-%2%*%2%2%11%2%-%-%2%5%2%2%

d

Items being delivered
*3010202117-574531intact/undamaged
2%2%9%1%1%8%4%-%7%4%3%2%2%

aca

Delivery time (when you
receive your mail

-19224*-9-24-226delivery)
-%2%2%1%*%-%2%-%3%3%-%1%1%

cb

Lost or late delivery of
-14*21**8-422-22sent mail
-%1%*%1%*%1%2%-%6%1%1%-%1%

ca

-8*101*5-*5*110Collection reliability
-%1%*%1%*%2%1%-%*%3%*%*%1%

a

-3-5*-2--*2-5Time of collection
-%*%-%*%*%-%*%-%-%*%1%-%*%

-3-32------23Latest collection time
-%*%-%*%1%-%-%-%-%-%-%1%*%

-*-2**--*--*2Price of postage
-%*%-%*%*%1%-%-%*%-%-%*%*%

Accessibility of the
sorting office / opening

-2*2--2--*2-2hours
-%*%*%*%-%-%1%-%-%*%1%-%*%
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
1613331251744252243534871531352511869Unweighted total
1112351161732215153852691601392451848Weighted total

Wrong postage /
shortfall on incoming

-*-2**-----*2mail - having to pay
-%*%-%*%*%1%-%-%-%-%-%*%*%

Recorded letters not
-*-*--------*being signed for
-%*%-%*%-%-%-%-%-%-%-%-%*%

Problems with the Smart
-------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%

-192307-11-181833Other
-%2%2%2%3%-%3%-%1%5%*%3%2%

b

21933223936499-29413040271NET: Any problem
20%16%28%14%17%28%26%-%42%26%21%16%15%

acabca
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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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-161115940716047020226154651869Unweighted total
-120105336515146516207144631848Weighted total

-9689529310836716151102381577No Problems
-%80%85%80%72%79%98%73%71%61%85%

a

Amount / level of lost
-952271937*23198106post sent
-%8%5%7%12%8%2%11%13%12%6%

Delivery consistency /
reliability (e.g.
arrives as promised

-73214422-52948consistently)
-%6%3%4%3%5%-%3%1%14%3%

b

Wrong mail delivered /
our mail delivered

-4241068-54231elsewhere
-%3%2%3%4%2%-%3%3%3%2%

Items being delivered
-52913812*118331intact/undamaged
-%4%3%3%6%3%2%5%6%4%2%

Delivery time (when you
receive your mail

-3155*9-8*626delivery)
-%3%1%1%*%2%-%4%*%9%1%

b

Lost or late delivery of
-210526-42222sent mail
-%2%1%1%2%1%-%2%2%3%1%

-*7523-32110Collection reliability
-%*%1%1%2%1%-%2%2%1%1%

-*12-2-*2*5Time of collection
-%*%*%1%-%*%-%*%1%*%*%

--3--2----3Latest collection time
-%-%*%-%-%*%-%-%-%-%*%

--**-*-*-*2Price of postage
-%-%*%*%-%*%-%*%-%*%*%

Accessibility of the
sorting office / opening

--22*2-**-2hours
-%-%*%1%*%*%-%*%*%-%*%

Wrong postage /
shortfall on incoming

--**-*----2mail - 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 - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-161115940716047020226154651869Unweighted total
-120105336515146516207144631848Weighted total

Recorded letters not
-**-------*being signed for
-%*%*%-%-%-%-%-%-%-%*%

Problems with the Smart
-----------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%

-----------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%

-*136315-34*33Other
-%*%1%2%2%3%-%1%3%*%2%

-25158724397*564225271NET: Any problem
-%20%15%20%28%21%2%27%29%39%15%

b
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-134433417-1297513281869Unweighted total
177319655197441111-127417397-976693161848Weighted total

13621828405595939-90323302-735402441577No Problems
74%85%86%78%80%85%-%71%78%76%-%75%81%77%85%

bc

Amount / level of lost
23747435660-93438-84428106post sent

11%5%5%8%8%5%-%7%8%10%-%8%7%9%6%

aa

Delivery consistency /
reliability (e.g.
arrives as promised

-2128222732-71521-6251648consistently)
-%3%3%4%4%3%-%5%4%5%-%6%4%5%3%

Wrong mail delivered /
our mail delivered

-1619122224-2129-4221231elsewhere
-%2%2%2%3%2%-%2%3%2%-%4%3%4%2%

Items being delivered
-1523162329-72012-5211431intact/undamaged
-%2%2%3%3%3%-%6%5%3%-%5%3%5%2%

Delivery time (when you
receive your mail

*91391015-239-26726delivery)
1%1%1%2%1%1%-%2%1%2%-%2%1%2%1%

Lost or late delivery of
271181212-484-412122sent mail

13%1%1%2%2%1%-%3%2%1%-%4%2%*%1%

aa

*45677-355-17210Collection reliability
1%1%1%1%1%1%-%2%1%1%-%1%1%1%1%

*21233-222-*125Time of collection
1%*%*%*%*%*%-%2%*%1%-%*%*%1%*%

-13233--2---3-3Latest collection time
-%*%*%*%*%*%-%-%1%-%-%-%1%-%*%

-*****-***--**2Price of postage
-%*%*%*%*%*%-%*%*%*%-%-%*%*%*%

Accessibility of the
sorting office / opening

-22222--*2--222hours
-%*%*%*%*%*%-%-%*%*%-%-%*%1%*%

Wrong postage /
shortfall on incoming

-*****--**--*-2mail - having to pay
-%*%*%*%*%*%-%-%*%*%-%-%*%-%*%

Recorded letters not
-**--*--------*being signed for
-%*%*%-%-%*%-%-%-%-%-%-%-%-%*%
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-134433417-1297513281869Unweighted total
177319655197441111-127417397-976693161848Weighted total

Problems with the Smart
---------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1013151715-8119-*131133Other
-%1%1%3%2%1%-%6%3%2%-%*%2%3%2%

aab

5110136115149172-379496-2412972271NET: Any problem
26%15%14%22%20%15%-%29%22%24%-%25%19%23%15%

aa

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 113  (continuation)                                                                                                                                                  Page 1919

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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097663732962413601869Unweighted total
1331243571591355752772053451848Weighted total

1016153061077637532131592661577No Problems
73%51%64%87%85%85%68%71%77%78%77%85%

Amount / level of lost
4582354049281424106post sent

27%17%35%5%5%4%8%12%10%7%7%6%

Delivery consistency /
reliability (e.g.
arrives as promised

24*220304416131848consistently)
14%12%1%6%3%3%8%5%6%6%5%3%

Wrong mail delivered /
our mail delivered

---*17182*861031elsewhere
-%-%-%*%2%2%4%1%3%3%3%2%

Items being delivered
-4**172355861731intact/undamaged
-%13%1%*%2%3%9%7%3%3%5%2%

bc

Delivery time (when you
receive your mail

2--29142273426delivery)
14%-%-%6%1%1%4%3%3%1%1%1%

Lost or late delivery of
--*-811*244622sent mail
-%-%*%-%1%1%*%3%1%2%2%1%

--*2373231510Collection reliability
-%-%1%6%*%1%5%3%1%1%1%1%

bc

----11***225Time of collection
-%-%-%-%*%*%*%*%*%1%1%*%

----13----23Latest collection time
-%-%-%-%*%*%-%-%-%-%1%*%

--*--******2Price of postage
-%-%1%-%-%*%*%*%*%*%*%*%

Accessibility of the
sorting office / opening

----22--2222hours
-%-%-%-%*%*%-%-%1%1%1%*%

Wrong postage /
shortfall on incoming

----**---**2mail - having to pay
-%-%-%-%*%*%-%-%-%*%*%*%

Recorded letters not
-----*-----*being signed for
-%-%-%-%-%*%-%-%-%-%-%*%
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097663732962413601869Unweighted total
1331243571591355752772053451848Weighted total

Problems with the Smart
------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%

------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%

-2-*14174478533Other
-%6%-%1%2%2%7%5%3%4%1%2%

aa

415951061371822654679271NET: Any problem
27%49%36%13%15%15%32%29%23%22%23%15%
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626243917091033182314431725142017081869Unweighted total
1577271601581*3801660992179713831655133116371848Weighted total

1577-271410*3001416810153411621410111613941577No Problems
100%-%45%89%45%79%85%82%85%84%85%84%85%85%

abac

Amount / level of lost
-1061768*31947310386969096106post sent
-%39%28%4%55%8%6%7%6%6%6%7%6%6%

bab

Delivery consistency /
reliability (e.g.
arrives as promised

-48724-184635463845394548consistently)
-%18%12%2%-%5%3%4%3%3%3%3%3%3%

bab

Wrong mail delivered /
our mail delivered

-31222-112925292728252831elsewhere
-%11%3%1%-%3%2%3%2%2%2%2%2%2%

b

Items being delivered
-31224-122720312631273131intact/undamaged
-%11%3%2%-%3%2%2%2%2%2%2%2%2%

bb

Delivery time (when you
receive your mail

-26410-92214261922172226delivery)
-%10%7%1%-%2%1%1%1%1%1%1%1%1%

ba

Lost or late delivery of
-22310-41713221719131922sent mail
-%8%5%1%-%1%1%1%1%1%1%1%1%1%

ba

-1033-3108101010101010Collection reliability
-%4%4%*%-%1%1%1%1%1%1%1%1%1%

ba

-514-*52555555Time of collection
-%2%1%*%-%*%*%*%*%*%*%*%*%*%

b

-312--33333333Latest collection time
-%1%1%*%-%-%*%*%*%*%*%*%*%*%

b

-2*2-***2****2Price of postage
-%1%*%*%-%*%*%*%*%*%*%*%*%*%

b

Accessibility of the
sorting office / opening

-2-2-222222222hours
-%1%-%*%-%*%*%*%*%*%*%*%*%*%

b
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626243917091033182314431725142017081869Unweighted total
1577271601581*3801660992179713831655133116371848Weighted total

Wrong postage /
shortfall on incoming

-2-2-22*222*22mail - having to pay
-%1%-%*%-%*%*%*%*%*%*%*%*%*%

ba

Recorded letters not
-*---*********being signed for
-%*%-%-%-%*%*%*%*%*%*%*%*%*%

Problems with the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-33717-72820312124202233Other
-%12%11%1%-%2%2%2%2%2%1%2%1%2%

ba

-27133171*80244181263220245215243271NET: Any problem
-%100%55%11%55%21%15%18%15%16%15%16%15%15%

babb
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
7911078155979211338134318223871182521869Unweighted total
8371011156074204320134917023465202511848Weighted total

722855137146155272117612017841141831577No Problems
86%85%88%62%76%85%87%71%76%63%72%73%85%

abbaaa

Amount / level of lost
41656415251760292213328106post sent

5%6%4%21%12%5%4%17%9%20%16%11%6%

ccbcb

Delivery consistency /
reliability (e.g.
arrives as promised

232537-1111307112-1348consistently)
3%2%2%-%5%4%2%4%5%3%-%5%3%

bc

Wrong mail delivered /
our mail delivered

15162154524242-431elsewhere
2%2%1%6%2%2%2%1%2%3%-%2%2%

ac

Items being delivered
13182326221765-1131intact/undamaged

2%2%1%3%3%1%2%4%3%7%-%4%2%

bc

Delivery time (when you
receive your mail

121420*64166622626delivery)
1%1%1%*%3%1%1%4%3%3%10%2%1%

b

Lost or late delivery of
615202*61334--422sent mail
1%1%1%3%*%2%1%2%2%-%-%2%1%

a

3782*2523*-310Collection reliability
*%1%*%3%*%1%*%1%1%*%-%1%1%

ac

225---5*2--25Time of collection
*%*%*%-%-%-%*%*%1%-%-%1%*%

-33---3-----3Latest collection time
-%*%*%-%-%-%*%-%-%-%-%-%*%

2*2-**-2*--*2Price of postage
*%*%*%-%*%*%-%1%*%-%-%*%*%

b

Accessibility of the
sorting office / opening

2-*-2-2-*--*2hours
*%-%*%-%1%-%*%-%*%-%-%*%*%

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 - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
7911078155979211338134318223871182521869Unweighted total
8371011156074204320134917023465202511848Weighted total

Wrong postage /
shortfall on incoming

2*2---2-----2mail - having to pay
*%*%*%-%-%-%*%-%-%-%-%-%*%

Recorded letters not
-**---*-----*being signed for
-%*%*%-%-%-%*%-%-%-%-%-%*%

Problems with the Smart
-------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%

1715244581954**433Other
2%2%2%5%2%3%1%3%2%*%2%2%2%

c

115156190284949172505624667271NET: Any problem
14%15%12%38%24%15%13%29%24%37%28%27%15%

accbcb

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 113  (continuation)                                                                                                                                                  Page 1925

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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1591571631501541581301411961581351681869Unweighted total
1821791141681761201191631681911331351848Weighted total

15814999149149991041441491601041121577No Problems
87%83%87%89%85%83%88%88%89%83%78%83%85%

bbbbbb

Amount / level of lost
106581416131291111106post sent

5%3%5%5%8%*%5%8%7%5%8%8%6%

gggggggggg

Delivery consistency /
reliability (e.g.
arrives as promised

9157115*145--48consistently)
5%9%6%*%1%4%*%1%2%3%-%-%3%

abefhiabcdefhiabefhiabfiaa

Wrong mail delivered /
our mail delivered

2521*-42246431elsewhere
1%3%2%*%*%-%3%1%1%2%4%3%2%

gghghigh

Items being delivered
*4*13331*75231intact/undamaged
*%2%*%*%2%3%2%*%*%4%4%2%2%

ddeijldeijl

Delivery time (when you
receive your mail

-62144-1242-26delivery)
-%3%2%*%3%3%-%1%1%2%1%-%1%

afilalafil

Lost or late delivery of
---4-8-2*1*622sent mail
-%-%-%3%-%7%-%1%*%1%*%4%1%

dhjklbcdefhjklbdfhjkl

*-22-*-**-2210Collection reliability
*%-%2%1%-%*%-%*%*%-%1%2%1%

--21-2-**---5Time of collection
-%-%2%*%-%2%-%*%*%-%-%-%*%

---12---1---3Latest collection time
-%-%-%*%1%-%-%-%*%-%-%-%*%

--*----*-2--2Price of postage
-%-%*%-%-%-%-%*%-%1%-%-%*%

Accessibility of the
sorting office / opening

----2-----*-2hours
-%-%-%-%1%-%-%-%-%-%*%-%*%

Wrong postage /
shortfall on incoming

--------*-2-2mail - having to pay
-%-%-%-%-%-%-%-%*%-%1%-%*%

Recorded letters not
--------*---*being signed for
-%-%-%-%-%-%-%-%*%-%-%-%*%
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1591571631501541581301411961581351681869Unweighted total
1821791141681761201191631681911331351848Weighted total

Problems with the Smart
-------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%

3415124-264233Other
2%2%1%3%*%2%3%-%1%3%3%2%2%

eeee

243015192721141918323023271NET: Any problem
13%17%13%11%15%17%12%12%11%17%22%17%15%

defijl
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
4794624674611869Unweighted total
4754634494601848Weighted total

4063973983761577No Problems
85%86%89%82%85%

a

Amount / level of lost
21233131106post sent

4%5%7%7%6%

Delivery consistency /
reliability (e.g.
arrives as promised

3265548consistently)
7%1%1%1%3%

abc

Wrong mail delivered /
our mail delivered

9181331elsewhere
2%*%2%3%2%

ccc

Items being delivered
5741531intact/undamaged
1%1%1%3%2%

bd

Delivery time (when you
receive your mail

894526delivery)
2%2%1%1%1%

Lost or late delivery of
-132722sent mail
-%3%*%2%1%

bdd

32*410Collection reliability
1%*%*%1%1%

23*-5Time of collection
*%1%*%-%*%

-31-3Latest collection time
-%1%*%-%*%

*-*22Price of postage
*%-%*%*%*%

Accessibility of the
sorting office / opening

-2-*2hours
-%*%-%*%*%

Wrong postage /
shortfall on incoming

--*22mail - having to pay
-%-%*%*%*%

Recorded letters not
--*-*being signed for
-%-%*%-%*%
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
4794624674611869Unweighted total
4754634494601848Weighted total

Problems with the Smart
-----Stamp online system
-%-%-%-%-%

-----Don't know / na
-%-%-%-%-%

8761233Other
2%2%1%3%2%

69665184271NET: Any problem
15%14%11%18%15%

b
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QRM4. Have you experienced any problems with your service from Royal Mail (as a sender or recipient of mail) in the last 6 months?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
1692060776591739181246Unweighted total

61122811028125263271Weighted total

***592**12122Very Dissatisfied
3%1%2%7%9%20%13%16%23%8%8%

aa

2-*6181**13132Fairly Dissatisfied
36%-%*%7%17%9%8%6%11%12%12%

Neither Satisfied Nor
*3410121*113436Dissatisfied
2%22%19%12%12%15%8%23%12%13%13%

*628181-**3839Fairly Satisfied
3%55%10%10%17%8%-%12%8%15%14%

**8126****3233Very Satisfied
4%4%37%15%6%3%8%3%2%12%12%

e

Have not Contacted / Not
Applicable (DO NOT READ

3273437411298102OUT)
49%18%32%41%37%42%64%31%42%37%37%

Don't Know (DO NOT READ
*--62*-**88OUT)
3%-%-%7%2%3%-%7%2%3%3%

*71021241***7171NET: Satisfied
7%59%47%26%23%11%8%15%10%27%26%

be

2**11272*125254NET: Dissatisfied
39%1%2%14%26%29%21%22%34%20%20%
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*ml*kj*i*h*g*f*e*dc*b*aSignificance Level: 95%
16372816513171621167451119246Unweighted total

5191223515331926217671831271Weighted total

22118*52--*52422Very Dissatisfied
30%9%10%8%1%14%9%-%-%4%8%12%12%8%

1-230*622-*94632Fairly Dissatisfied
12%-%12%13%1%20%10%7%-%2%14%23%19%12%

ll

Neither Satisfied Nor
131314-466-9-236Dissatisfied

15%19%7%13%27%-%21%21%30%-%14%-%6%13%

*133548228-52439Fairly Satisfied
4%6%24%15%26%24%10%8%37%-%8%11%13%14%

14127-822-232833Very Satisfied
12%21%8%12%-%23%9%6%-%33%5%12%27%12%

c

Have not Contacted / Not
Applicable (DO NOT READ

1858774713743267102OUT)
27%45%39%37%45%13%40%51%33%61%48%31%22%37%

Don't Know (DO NOT READ
---8-2*2--22*8OUT)
-%-%-%4%-%6%1%8%-%-%3%11%1%3%

154624154482941271NET: Satisfied
16%27%32%26%26%48%19%14%37%33%13%23%40%26%

22348*1132-*1561054NET: Dissatisfied
43%9%22%20%2%34%19%7%-%6%22%35%32%20%
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*cb*aSignificance Level: 95%
29217571899919569126306246Unweighted total
262454123010827482135257271Weighted total

419320131*41-3-22Very Dissatisfied
14%8%7%9%12%2%2%5%7%-%13%-%8%

-32527822152**232Fairly Dissatisfied
-%13%12%12%8%7%45%19%14%4%2%26%12%

bh

Neither Satisfied Nor
63053118--15--3-36Dissatisfied

23%12%12%13%17%-%-%18%-%-%11%-%13%

*393361311-11*-2239Fairly Satisfied
1%16%7%16%12%39%-%14%4%-%8%25%14%

6271023105-13--2233Very Satisfied
24%11%24%10%10%20%-%15%-%-%8%32%12%

a

Have not Contacted / Not
Applicable (DO NOT READ

8941488439220105131102OUT)
30%38%33%38%40%32%53%24%75%94%51%17%37%

ee

Don't Know (DO NOT READ
26262--4-*2-8OUT)
9%2%5%3%2%-%-%5%-%2%7%-%3%

66513592316-24*-4471NET: Satisfied
24%27%30%26%21%59%-%29%4%-%16%57%26%

4508462122203*4254NET: Dissatisfied
14%21%19%20%20%9%47%24%21%4%15%26%20%
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Professionalism and handling of any query / complaint (QRM5. Thinking about contacting Royal Mail with a service query, request or complaint, and your experiences in the last six
months, please rate Royal Mail on the following aspects)
Base: All using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
96481008238246Unweighted total

1054911516255271Weighted total

831122022Very Dissatisfied
7%7%10%14%8%8%

15610-3232Fairly Dissatisfied
15%12%9%-%12%12%

Neither Satisfied Nor
13101282836Dissatisfied
13%20%11%50%11%13%

19515-3939Fairly Satisfied
19%10%13%-%15%14%

15413-3333Very Satisfied
14%9%12%-%13%12%

Have not Contacted / Not
Applicable (DO NOT READ

321949696102OUT)
31%38%43%36%38%37%

Don't Know (DO NOT READ
224-88OUT)
2%4%4%-%3%3%

35928-7171NET: Satisfied
33%18%24%-%28%26%

2392225254NET: Dissatisfied
22%19%19%14%20%20%
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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: 12/07/19



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%
7911057516230--2211163167246Unweighted total
7612174616255--2221060195271Weighted total

61062419---2-221622Very Dissatisfied
8%8%9%30%22%7%-%-%-%90%-%18%4%8%8%

121010-428-----482032Fairly Dissatisfied
15%8%14%-%24%11%-%-%-%-%-%39%13%10%12%

Neither Satisfied Nor
131852431--*-2282336Dissatisfied
17%15%6%32%27%12%-%-%4%-%100%23%14%12%13%

15169-237-----2132439Fairly Satisfied
19%13%12%-%11%15%-%-%-%-%-%18%22%12%14%

101492230--2--*82233Very Satisfied
14%11%12%35%14%12%-%-%96%-%-%1%14%11%12%

Have not Contacted / Not
Applicable (DO NOT READ

195033**101---*-*1983102OUT)
25%41%45%3%2%40%-%-%-%10%-%1%31%42%37%

cc

Don't Know (DO NOT READ
242--8------268OUT)
2%4%3%-%-%3%-%-%-%-%-%-%3%3%3%

2529172467--2--2214671NET: Satisfied
33%24%23%35%25%26%-%-%96%-%-%19%35%24%26%

1820172846---2-6103654NET: Dissatisfied
23%16%23%30%46%18%-%-%-%90%-%57%17%19%20%
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
14144917018589126193148170246Unweighted total
24*62717419691140196150172271Weighted total

-----4131481517161322Very Dissatisfied
-%-%-%-%-%50%8%7%9%10%9%11%7%8%

-*----1529141616101532Fairly Dissatisfied
-%2%-%-%-%-%9%15%15%11%8%7%8%12%

bcb

Neither Satisfied Nor
-*---*242471524182036Dissatisfied
-%3%-%-%-%1%14%12%7%11%12%12%12%13%

--*2--252892528272339Fairly Satisfied
-%-%100%38%-%-%14%14%10%18%14%18%14%14%

2----*2528101927222633Very Satisfied
100%-%-%-%-%1%14%14%11%13%14%15%15%12%

Have not Contacted / Not
Applicable (DO NOT READ

-4-22367664047785269102OUT)
-%95%-%31%100%47%39%34%44%34%40%35%40%37%

Don't Know (DO NOT READ
---2--46446468OUT)
-%-%-%31%-%-%2%3%4%3%3%3%4%3%

2-*2-*5057194355504971NET: Satisfied
100%-%100%38%-%1%29%29%21%31%28%33%29%26%

e

-*---42943223033262854NET: Dissatisfied
-%2%-%-%-%50%17%22%24%22%17%17%16%20%
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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 - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
1555840391--1153116246Unweighted total
*49584246*--*244130271Weighted total

-7254----2*-1322Very Dissatisfied
-%14%3%11%9%-%-%-%-%100%4%-%10%8%

c

*4524-----*21332Fairly Dissatisfied
100%9%9%4%9%-%-%-%-%-%3%51%10%12%

Neither Satisfied Nor
-3994-----4-1236Dissatisfied
-%6%15%22%8%-%-%-%-%-%91%-%9%13%

d

-15238-------2539Fairly Satisfied
-%29%3%6%18%-%-%-%-%-%-%-%19%14%

bcc

-51544-----*21733Very Satisfied
-%9%26%9%8%-%-%-%-%-%3%44%13%12%

abd

Have not Contacted / Not
Applicable (DO NOT READ

-14241822*--*--*47102OUT)
-%29%41%42%49%100%-%-%100%-%-%5%36%37%

Don't Know (DO NOT READ
-222--------48OUT)
-%4%3%5%-%-%-%-%-%-%-%-%3%3%

-1917712-----*24171NET: Satisfied
-%39%29%16%26%-%-%-%-%-%3%44%32%26%

b

*11768----2*22654NET: Dissatisfied
100%22%12%15%18%-%-%-%-%100%7%51%20%20%
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*dc*baSignificance Level: 95%
21912921736981-29312640246Unweighted total
21933223936499-29413040271Weighted total

-172203*11-531722Very Dissatisfied
-%9%6%8%8%4%12%-%16%6%2%17%8%

-163294*11-744*32Fairly Dissatisfied
-%8%9%12%11%11%11%-%23%11%15%*%12%

a

Neither Satisfied Nor
*24630-115-743236Dissatisfied

12%12%19%12%-%17%15%-%23%9%9%6%13%

c

-288319-16-494839Fairly Satisfied
-%14%24%13%25%-%16%-%14%21%12%21%14%

2254293114-284533Very Satisfied
88%13%12%12%9%26%14%-%7%20%13%12%12%

Have not Contacted / Not
Applicable (DO NOT READ

-78109215230-5121217102OUT)
-%40%30%38%41%41%31%-%17%29%42%44%37%

Don't Know (DO NOT READ
-6-82-2--22*8OUT)
-%3%-%3%6%-%2%-%-%5%7%*%3%

253126012130-61771371NET: Satisfied
88%27%36%25%34%26%30%-%21%41%25%32%26%

-335497122-1175754NET: Dissatisfied
-%17%15%21%19%15%23%-%39%17%17%17%20%
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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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cbaba*bab*aSignificance Level: 95%
-271577236901503619246Unweighted total
-25158724397*564225271Weighted total

-3136212-52322Very Dissatisfied
-%11%8%9%6%13%-%9%5%11%8%

-*124312-53632Fairly Dissatisfied
-%1%8%6%8%12%-%9%8%25%12%

Neither Satisfied Nor
-417787*106636Dissatisfied
-%18%10%10%19%7%100%18%14%25%13%

-42311817-810239Fairly Satisfied
-%15%15%15%18%17%-%15%23%10%14%

-62417811-98-33Very Satisfied
-%26%15%24%19%11%-%15%19%-%12%

Have not Contacted / Not
Applicable (DO NOT READ

-563251136-17115102OUT)
-%21%40%34%26%37%-%30%26%21%37%

Don't Know (DO NOT READ
-26222-2228OUT)
-%8%4%3%4%2%-%3%4%8%3%

-1048281628-1718271NET: Satisfied
-%41%30%39%37%28%-%30%42%10%26%

-32510624-106954NET: Dissatisfied
-%11%16%14%14%25%-%18%13%35%20%
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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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*d*cbaSignificance Level: 95%
5121137107147169-338393-2813169246Unweighted total
5110136115149172-379496-2412972271Weighted total

-812121613-41011-212922Very Dissatisfied
-%7%8%11%11%8%-%11%10%11%-%10%9%13%8%

-510141015-5513-110*32Fairly Dissatisfied
-%5%8%13%7%9%-%13%5%14%-%3%8%*%12%

a

Neither Satisfied Nor
21816131820-2911-113836Dissatisfied

41%16%12%11%12%12%-%7%9%12%-%4%10%11%13%

-1621212723-41616-4251339Fairly Satisfied
-%15%15%18%18%14%-%10%17%17%-%18%19%18%14%

2923152226-71713-6221233Very Satisfied
51%8%17%13%15%15%-%18%18%14%-%26%17%17%12%

b

Have not Contacted / Not
Applicable (DO NOT READ

*4951355269-133427-74627102OUT)
8%44%38%30%35%40%-%37%36%28%-%31%36%38%37%

Don't Know (DO NOT READ
-44446-244-2228OUT)
-%4%3%4%3%4%-%5%4%4%-%8%2%3%3%

22543365049-103330-11472571NET: Satisfied
51%23%32%31%33%29%-%28%35%31%-%44%36%35%26%

-1422272628-91424-3211054NET: Dissatisfied
-%12%16%24%17%16%-%23%15%25%-%13%17%13%20%
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
38951141351720674869246Unweighted total
415951061371822654679271Weighted total

-2**91244116722Very Dissatisfied
-%11%2%6%8%9%21%18%16%13%9%8%

*2-267*291632Fairly Dissatisfied
3%14%-%48%5%5%3%10%13%1%7%12%

b

Neither Satisfied Nor
26221116*272836Dissatisfied

51%37%22%43%11%12%1%9%11%4%11%13%

--2-1823446121439Fairly Satisfied
-%-%29%-%17%16%21%17%9%26%18%14%

c

-4*-122233751533Very Satisfied
-%25%1%-%12%16%15%13%11%11%19%12%

Have not Contacted / Not
Applicable (DO NOT READ

224*465357231825102OUT)
46%13%47%3%44%38%28%33%35%39%31%37%

Don't Know (DO NOT READ
----442-2248OUT)
-%-%-%-%4%3%11%-%3%4%5%3%

-43-30456713173071NET: Satisfied
-%25%30%-%28%33%37%30%20%38%37%26%

cc

*4*21420461971254NET: Dissatisfied
3%25%2%54%14%14%24%28%30%15%16%20%

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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*ba*ba*dcbaedcbaSignificance Level: 95%
-24628157179223168240209227201226246Unweighted total
-27133171*80244181263220245215243271Weighted total

-22109*62115211720162022Very Dissatisfied
-%8%30%5%100%8%8%8%8%8%8%8%8%8%

-32215-92818322428222832Fairly Dissatisfied
-%12%6%9%-%11%11%10%12%11%11%10%11%12%

Neither Satisfied Nor
-36424-153125332732263236Dissatisfied
-%13%11%14%-%18%13%14%13%12%13%12%13%13%

-39-28-93525373033333239Fairly Satisfied
-%14%-%17%-%11%14%14%14%14%14%15%13%14%

-33226-112924332830293033Very Satisfied
-%12%5%15%-%14%12%13%12%13%12%14%12%12%

Have not Contacted / Not
Applicable (DO NOT READ

-1021663-2792719989948294102OUT)
-%37%48%37%-%34%38%39%38%40%38%38%39%37%

Don't Know (DO NOT READ
-8-6-484848688OUT)
-%3%-%4%-%5%3%2%3%2%3%3%3%3%

-71254-206449705963626171NET: Satisfied
-%26%5%32%-%25%26%27%27%27%26%29%25%26%

-541224*154833524148394854NET: Dissatisfied
-%20%36%14%100%18%20%18%20%19%20%18%20%20%
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
100146179214145158434225653246Unweighted total
115156190284949172505624667271Weighted total

8141525511732*522Very Dissatisfied
7%9%8%7%11%10%6%13%6%7%5%7%8%

21111697918411111132Fairly Dissatisfied
18%7%9%30%14%19%10%9%20%3%11%16%12%

a

Neither Satisfied Nor
14222221211178144-1836Dissatisfied
12%14%11%7%24%22%10%16%25%16%-%26%13%

cb

1425263104241086-1239Fairly Satisfied
12%16%14%10%20%8%14%21%14%26%-%17%14%

9242127223844-633Very Satisfied
8%15%11%7%14%3%13%17%8%18%-%9%12%

c

Have not Contacted / Not
Applicable (DO NOT READ

445883117167510127512102OUT)
38%37%44%39%15%34%44%20%21%30%84%18%37%

aa

Don't Know (DO NOT READ
626-22424--48OUT)
5%1%3%-%4%4%2%4%7%-%-%6%3%

234947516647191211-1871NET: Satisfied
20%31%25%17%33%12%27%38%21%44%-%26%26%

bcc

292531101214291114311654NET: Dissatisfied
25%16%17%37%24%29%17%22%26%10%16%23%20%
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
182118152421131928232521246Unweighted total
243015192721141918323023271Weighted total

-4*-2*21144422Very Dissatisfied
-%12%2%-%9%1%14%3%6%13%14%15%8%

32322424244*32Fairly Dissatisfied
11%7%18%12%7%20%14%22%13%12%13%1%12%

Neither Satisfied Nor
-8116-2545*436Dissatisfied
-%27%4%3%22%-%14%27%22%16%2%17%13%

53*-53-4674239Fairly Satisfied
21%9%1%-%17%14%-%19%35%23%14%10%14%

34-22521*26633Very Satisfied
11%15%-%12%9%24%14%3%*%6%20%24%12%

Have not Contacted / Not
Applicable (DO NOT READ

117914109654998102OUT)
48%24%62%73%37%41%45%24%24%30%31%33%37%

Don't Know (DO NOT READ
222-*--*--2-8OUT)
9%7%13%-%*%-%-%1%-%-%6%-%3%

87*278246910871NET: Satisfied
32%24%1%12%26%38%14%22%35%29%34%34%26%

36324445388454NET: Dissatisfied
11%19%20%12%15%21%28%26%19%25%27%16%20%
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
57606069246Unweighted total
69665184271Weighted total

4341222Very Dissatisfied
6%4%7%14%8%

c

789832Fairly Dissatisfied
11%12%17%9%12%

Neither Satisfied Nor
96111036Dissatisfied

13%10%21%11%13%

87101439Fairly Satisfied
11%11%19%16%14%

71031333Very Satisfied
10%14%5%16%12%

Have not Contacted / Not
Applicable (DO NOT READ

28321526102OUT)
40%48%30%31%37%

ab

Don't Know (DO NOT READ
6**28OUT)
9%*%*%2%3%

bc

1517132771NET: Satisfied
22%26%25%32%26%

1111122054NET: Dissatisfied
16%16%24%23%20%
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
1692060776591739181246Unweighted total

61122811028125263271Weighted total

*-*261-**1011Very Dissatisfied
2%-%2%2%6%7%-%12%7%4%4%

---*21*-*33Fairly Dissatisfied
-%-%-%1%2%9%21%-%10%1%1%

aa

Neither Satisfied Nor
**27101-*12728Dissatisfied
1%1%10%9%10%9%-%8%11%10%10%

28419222*115860Fairly Satisfied
37%72%17%23%21%18%8%25%17%22%22%

*11021261**16971Very Satisfied
7%10%47%26%26%16%20%16%15%26%26%

Have not Contacted / Not
Applicable (DO NOT READ

325263031128386OUT)
49%18%24%32%29%38%51%31%38%32%32%

Don't Know (DO NOT READ
*--66*-**1212OUT)
3%-%-%7%6%3%-%7%2%4%4%

291440483*12128130NET: Satisfied
45%81%64%49%47%34%28%41%32%49%48%

e

*-*281**11314NET: Dissatisfied
2%-%2%3%8%16%21%12%17%5%5%

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,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*ml*kj*i*h*g*f*e*dc*b*aSignificance Level: 95%
16372816513171621167451119246Unweighted total

5191223515331926217671831271Weighted total

*1-10-2---*32211Very Dissatisfied
2%5%-%4%-%7%-%-%-%4%5%11%6%4%

-*-3*2-*--*-*3Fairly Dissatisfied
-%3%-%1%1%7%-%*%-%-%*%-%1%1%

Neither Satisfied Nor
1112524*42-13--28Dissatisfied

22%4%10%11%14%13%1%14%11%-%19%-%-%10%

l

14353484762116660Fairly Satisfied
14%21%22%22%26%23%20%27%30%28%16%33%19%22%

2546041272521141271Very Satisfied
36%27%29%26%26%37%39%6%26%36%16%25%40%26%

Have not Contacted / Not
Applicable (DO NOT READ

185735271272274786OUT)
27%40%39%31%33%7%40%45%33%32%40%21%22%32%

Don't Know (DO NOT READ
---12-2*2--22412OUT)
-%-%-%5%-%6%1%8%-%-%3%11%13%4%

296113820119124211018130NET: Satisfied
49%48%51%48%51%60%59%33%56%64%32%58%59%48%

*1-13*5-*-*42214NET: Dissatisfied
2%8%-%5%1%14%-%*%-%4%5%11%6%5%
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*cb*aSignificance Level: 95%
29217571899919569126306246Unweighted total
262454123010827482135257271Weighted total

293861*41---11Very Dissatisfied
7%4%7%3%5%2%2%4%6%-%-%-%4%

*3131--2*---3Fairly Dissatisfied
1%1%2%1%1%-%-%3%2%-%-%-%1%

Neither Satisfied Nor
42412715--62-6-28Dissatisfied

15%10%3%12%14%-%-%7%13%-%23%-%10%

be

*606542214-174*1260Fairly Satisfied
1%24%14%24%21%51%-%21%29%4%3%25%22%

bb

8621555208231--6471Very Satisfied
32%25%37%24%18%28%49%38%-%-%23%58%26%

h

Have not Contacted / Not
Applicable (DO NOT READ

97713733852186511186OUT)
35%31%32%32%36%18%49%22%50%94%44%17%32%

e

Don't Know (DO NOT READ
2102106--4-*2-12OUT)
9%4%5%4%5%-%-%5%-%2%7%-%4%

81222110942222484*66130NET: Satisfied
33%50%51%48%39%79%49%59%29%4%26%83%48%

bh

21241061*61---14NET: Dissatisfied
8%5%9%4%6%2%2%7%8%-%-%-%5%
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
96481008238246Unweighted total

1054911516255271Weighted total

2182811Very Dissatisfied
2%1%7%14%3%4%

13*-33Fairly Dissatisfied
1%5%*%-%1%1%

a

Neither Satisfied Nor
591482028Dissatisfied
5%18%12%49%8%10%

c

29922-6060Fairly Satisfied
28%17%19%-%23%22%

38112226971Very Satisfied
36%21%20%11%27%26%

a

Have not Contacted / Not
Applicable (DO NOT READ

27144348286OUT)
25%29%38%25%32%32%

Don't Know (DO NOT READ
444-1212OUT)
4%8%4%-%5%4%

6719442129130NET: Satisfied
64%39%39%11%50%48%

ab

23921214NET: Dissatisfied
2%6%7%14%5%5%
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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: 12/07/19



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%
7911057516230--2211163167246Unweighted total
7612174616255--2221060195271Weighted total

244-29-----21811Very Dissatisfied
3%4%6%-%10%4%-%-%-%-%-%16%1%4%4%

3----3------3-3Fairly Dissatisfied
5%-%-%-%-%1%-%-%-%-%-%-%6%-%1%

bai

Neither Satisfied Nor
4177--28------42428Dissatisfied
6%14%10%-%-%11%-%-%-%-%-%-%7%12%10%

2324144654---222163760Fairly Satisfied
30%20%19%60%37%21%-%-%-%90%100%23%28%19%22%

2823192862--2--6204271Very Satisfied
37%19%26%37%51%24%-%-%100%-%-%60%33%22%26%

b

Have not Contacted / Not
Applicable (DO NOT READ

144627**86---*-*137386OUT)
18%38%37%3%2%34%-%-%-%10%-%1%22%37%32%

ccb

Don't Know (DO NOT READ
282--12------21012OUT)
2%7%3%-%-%5%-%-%-%-%-%-%3%5%4%

514733615116--22283680130NET: Satisfied
67%39%45%97%88%46%-%-%100%90%100%83%61%41%48%

abai

644-212-----24814NET: Dissatisfied
7%4%6%-%10%5%-%-%-%-%-%16%7%4%5%
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
14144917018589126193148170246Unweighted total
24*62717419691140196150172271Weighted total

-----27104898911Very Dissatisfied
-%-%-%-%-%24%4%5%5%6%4%6%5%4%

------33133133Fairly Dissatisfied
-%-%-%-%-%-%2%2%1%2%1%*%2%1%

Neither Satisfied Nor
-*----181671518121428Dissatisfied
-%2%-%-%-%-%10%8%7%11%9%8%8%10%

---*-24242222544383660Fairly Satisfied
-%-%-%8%-%28%24%21%25%18%23%25%21%22%

2**2-*4258184147424171Very Satisfied
100%3%100%30%-%1%24%29%20%29%24%28%24%26%

Have not Contacted / Not
Applicable (DO NOT READ

-4-2235659354066436186OUT)
-%95%-%31%100%47%32%30%38%28%34%29%36%32%

Don't Know (DO NOT READ
---2--684886812OUT)
-%-%-%31%-%-%4%4%4%6%4%4%5%4%

2**2-2841004166918077130NET: Satisfied
100%3%100%38%-%29%48%51%45%47%47%53%45%48%

-----210145111291214NET: Dissatisfied
-%-%-%-%-%24%6%7%6%8%6%6%7%5%
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
1555840391--1153116246Unweighted total
*49584246*--*244130271Weighted total

-5*4*----2--611Very Dissatisfied
-%9%*%9%*%-%-%-%-%100%-%-%5%4%

cc

-*2--------213Fairly Dissatisfied
-%1%4%-%-%-%-%-%-%-%-%51%1%1%

Neither Satisfied Nor
--477-------1528Dissatisfied
-%-%7%17%16%-%-%-%-%-%-%-%12%10%

ddd

*1912310-----*-2560Fairly Satisfied
100%38%22%7%21%-%-%-%-%-%7%-%19%22%

b

-1117108-----423671Very Satisfied
-%22%30%24%18%-%-%-%-%-%93%44%27%26%

Have not Contacted / Not
Applicable (DO NOT READ

-11191620*--*--*3986OUT)
-%22%34%38%45%100%-%-%100%-%-%5%30%32%

d

Don't Know (DO NOT READ
-422--------812OUT)
-%8%3%5%-%-%-%-%-%-%-%-%6%4%

*30301318-----4260130NET: Satisfied
100%60%52%31%40%-%-%-%-%-%100%44%47%48%

b

-534*----2-2714NET: Dissatisfied
-%10%5%9%*%-%-%-%-%100%-%51%6%5%

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,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*dc*baSignificance Level: 95%
21912921736981-29312640246Unweighted total
21933223936499-29413040271Weighted total

-9294-3-2-2411Very Dissatisfied
-%5%5%4%12%-%3%-%6%-%7%10%4%

-3-3**3-3--*3Fairly Dissatisfied
-%1%-%1%*%4%3%-%10%-%-%*%1%

Neither Satisfied Nor
-18325-213-44-728Dissatisfied
-%9%9%11%-%39%13%-%15%10%-%17%10%

c

*446549*16-566860Fairly Satisfied
12%23%20%22%24%3%16%-%17%15%22%20%22%

24512598231-12148771Very Satisfied
88%23%36%25%22%52%31%-%42%33%29%17%26%

Have not Contacted / Not
Applicable (DO NOT READ

-66107613*27-312111486OUT)
-%34%30%32%35%3%27%-%10%29%36%35%32%

Don't Know (DO NOT READ
-8-122-6--62*12OUT)
-%4%-%5%6%-%6%-%-%14%7%*%4%

a

2891811217247-17201515130NET: Satisfied
100%46%56%47%46%55%48%-%59%48%50%37%48%

-122125*6-5-2414NET: Dissatisfied
-%6%5%5%12%4%6%-%17%-%7%11%5%
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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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cbaba*bab*aSignificance Level: 95%
-271577236901503619246Unweighted total
-25158724397*564225271Weighted total

-*9326-22211Very Dissatisfied
-%*%6%4%4%6%-%3%4%9%4%

--*221-22*3Fairly Dissatisfied
-%-%*%3%5%1%-%4%5%1%1%

Neither Satisfied Nor
-212487-94928Dissatisfied
-%9%8%6%19%7%-%17%10%35%10%

a

-43613421*45260Fairly Satisfied
-%17%23%17%10%21%100%8%11%8%22%

-1138271527-2116671Very Satisfied
-%45%24%38%34%27%-%38%39%25%26%

b

Have not Contacted / Not
Applicable (DO NOT READ

-55520930-1511386OUT)
-%20%35%28%22%31%-%27%26%14%32%

Don't Know (DO NOT READ
-28226-22212OUT)
-%8%5%3%4%6%-%3%4%8%4%

-1574401947*26218130NET: Satisfied
-%62%47%55%44%49%100%46%50%33%48%

-*9547-44214NET: Dissatisfied
-%*%6%7%10%7%-%8%9%10%5%
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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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*d*cbaSignificance Level: 95%
5121137107147169-338393-2813169246Unweighted total
5110136115149172-379496-2412972271Weighted total

-47689--44--8311Very Dissatisfied
-%4%5%5%6%5%-%-%4%4%-%-%6%4%4%

-*3313--13--**3Fairly Dissatisfied
-%*%2%3%*%2%-%-%1%3%-%-%*%*%1%

Neither Satisfied Nor
-1412111214-2712-*9428Dissatisfied
-%13%9%9%8%8%-%7%8%13%-%2%7%6%10%

-1836233836-41414-7341860Fairly Satisfied
-%16%26%20%25%21%-%12%15%14%-%28%26%25%22%

42831354241-153230-10382371Very Satisfied
96%25%22%30%28%24%-%40%34%31%-%40%29%32%26%

Have not Contacted / Not
Applicable (DO NOT READ

*4143294361-112825-5362286OUT)
4%37%32%26%29%36%-%31%30%26%-%23%28%30%32%

Don't Know (DO NOT READ
-46868-488-24212OUT)
-%4%4%7%4%5%-%10%8%8%-%8%3%3%4%

44666577977-194644-167141130NET: Satisfied
96%42%49%50%53%45%-%52%49%46%-%68%55%57%48%

-599912--57--9314NET: Dissatisfied
-%4%7%8%6%7%-%-%5%7%-%-%7%4%5%
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
38951141351720674869246Unweighted total
415951061371822654679271Weighted total

-2-*77--54211Very Dissatisfied
-%11%-%6%7%5%-%-%7%9%3%4%

--*-**--3**3Fairly Dissatisfied
-%-%2%-%*%*%-%-%5%*%1%1%

Neither Satisfied Nor
-4-*1013*-62628Dissatisfied
-%25%-%2%10%9%3%-%9%5%8%10%

*2421635247101860Fairly Satisfied
3%14%50%41%16%25%11%18%11%22%23%22%

26*2303171121122371Very Satisfied
51%37%1%48%28%22%38%49%32%25%29%26%

Have not Contacted / Not
Applicable (DO NOT READ

224*38455519162186OUT)
46%13%47%3%36%33%27%24%30%35%27%32%

Don't Know (DO NOT READ
----484242812OUT)
-%-%-%-%4%6%21%9%6%4%10%4%

28444665915282241130NET: Satisfied
54%51%51%89%44%48%49%68%43%47%52%48%

-2**77--84314NET: Dissatisfied
-%11%2%6%7%5%-%-%12%9%4%5%
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*ba*ba*dcbaedcbaSignificance Level: 95%
-24628157179223168240209227201226246Unweighted total
-27133171*80244181263220245215243271Weighted total

-1192-*951191191111Very Dissatisfied
-%4%27%1%-%*%4%3%4%4%4%4%4%4%

-31**233333333Fairly Dissatisfied
-%1%2%*%100%3%1%2%1%2%1%2%1%1%

Neither Satisfied Nor
-28216-112616242026202628Dissatisfied
-%10%6%9%-%14%11%9%9%9%11%10%11%10%

-60-35-155341584650445060Fairly Satisfied
-%22%-%21%-%19%22%23%22%21%20%20%20%22%

-71456-236153715964606271Very Satisfied
-%26%12%33%-%29%25%30%27%27%26%28%26%26%

Have not Contacted / Not
Applicable (DO NOT READ

-861654-237957837579697986OUT)
-%32%48%31%-%28%32%32%32%34%32%32%32%32%

Don't Know (DO NOT READ
-1228-612412812101212OUT)
-%4%6%5%-%7%5%2%5%4%5%5%5%4%

-130491-3811495129105114104112130NET: Satisfied
-%48%12%53%-%48%47%52%49%48%47%48%46%48%

-14102*2129141214121414NET: Dissatisfied
-%5%29%1%100%3%5%5%5%6%6%6%6%5%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 115  (continuation)                                                                                                                                                  Page 1956

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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
100146179214145158434225653246Unweighted total
115156190284949172505624667271Weighted total

-116-462222*411Very Dissatisfied
-%7%3%-%9%12%1%4%4%7%5%5%4%

bb

3*12***32--23Fairly Dissatisfied
3%*%*%8%1%1%*%6%4%-%-%4%1%

b

Neither Satisfied Nor
111720-89172112-1328Dissatisfied

9%11%11%-%16%18%10%4%20%7%-%19%10%

a

283245581437856*960Fairly Satisfied
25%20%24%17%17%29%22%17%9%24%3%13%22%

29424082164321218*2571Very Satisfied
25%27%21%29%42%13%25%42%38%32%8%38%26%

cbc

Have not Contacted / Not
Applicable (DO NOT READ

3452691161166910751186OUT)
30%34%37%39%11%23%38%19%18%30%84%16%32%

aa

Don't Know (DO NOT READ
1028222644--412OUT)

9%1%4%7%4%4%3%8%7%-%-%6%4%

a

57738513292181292614134130NET: Satisfied
50%47%45%47%59%42%47%59%47%56%11%50%48%

31172563552*614NET: Dissatisfied
3%7%4%8%10%13%1%10%8%7%5%9%5%

bb
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
182118152421131928232521246Unweighted total
243015192721141918323023271Weighted total

-2--*-2-*3-411Very Dissatisfied
-%7%-%-%*%-%15%-%1%8%-%15%4%

2**--*--**--3Fairly Dissatisfied
9%2%2%-%-%1%-%-%1%*%-%-%1%

Neither Satisfied Nor
*9*142*153-328Dissatisfied
2%29%1%3%16%10%1%4%25%10%-%14%10%

22*-5524712111060Fairly Satisfied
10%6%3%-%17%22%14%22%38%37%38%43%22%

583467492511671Very Satisfied
22%25%19%24%22%35%27%49%12%17%36%25%26%

Have not Contacted / Not
Applicable (DO NOT READ

11791410764484186OUT)
48%24%62%73%37%33%45%23%23%27%14%3%32%

Don't Know (DO NOT READ
222-2--*--4-12OUT)
9%7%13%-%7%-%-%1%-%-%13%-%4%

893411126149172216130NET: Satisfied
32%32%22%24%39%57%40%71%50%54%73%68%48%

23*-**2-*3-414NET: Dissatisfied
9%9%2%-%*%1%15%-%2%9%-%15%5%
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
57606069246Unweighted total
69665184271Weighted total

2*2611Very Dissatisfied
3%*%4%7%4%

c

3***3Fairly Dissatisfied
4%*%*%*%1%

Neither Satisfied Nor
975728Dissatisfied

13%10%11%8%10%

59133360Fairly Satisfied
7%14%26%39%22%

dcd

1618152271Very Satisfied
23%27%30%26%26%

Have not Contacted / Not
Applicable (DO NOT READ

2830151386OUT)
40%46%29%16%32%

aa

Don't Know (DO NOT READ
62*412OUT)
9%3%*%4%4%

b

21272855130NET: Satisfied
30%41%55%65%48%

dcd

5*2614NET: Dissatisfied
8%*%5%7%5%

cc
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142751233665105877113837812821869Unweighted total

60501094356947610184817721848Weighted total

--2*5----1212Very low
-%-%2%*%1%-%-%-%-%1%1%

be

2-13121*-13132Quite low
3%-%1%1%2%1%2%-%1%2%2%

b

8415366010226168178Neither low nor high
13%9%14%8%9%13%18%12%12%9%10%

aa

222050189291303819746776Quite high
37%40%46%43%42%40%35%43%40%42%42%

282541207325344822814848Very high
47%51%38%48%47%45%45%44%46%46%46%

Don't Know (DO NOT READ
--*--*--*22OUT)
-%-%*%-%-%*%-%-%*%*%*%

504591396617658164115601624NET: High
84%91%84%91%89%86%80%88%86%88%88%

ced

2-33171*-14344NET: Low
3%-%2%1%2%1%2%-%1%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,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
228245239115711211413122011639200711541869Unweighted total

84104931567147153169305162472651112091848Weighted total

*11942----2-212Very low
1%1%1%1%3%1%-%-%-%-%1%-%1%1%

fj

-3*2827422*62432Quite low
-%3%1%2%2%4%2%1%1%1%2%2%2%2%

kmmfkmmmmm

612815214191521121421512178Neither low nor high
7%12%9%10%9%13%9%7%7%2%16%14%6%10%

aadefjkm

32433666562607311465261294889776Quite high
38%42%39%42%42%39%43%37%40%54%49%43%43%42%

ffkm

46444771165657716883198646102848Very high
54%43%50%45%44%43%46%55%51%39%32%41%49%46%

chjlcccccbchjlcc

Don't Know (DO NOT READ
*--2-----2---2OUT)
*%-%-%*%-%-%-%-%-%4%-%-%-%*%

acefghijkl

m

778883137612712515028314844215941911624NET: High
92%84%89%88%86%82%89%93%91%93%81%85%92%88%

chlccbchjlchchl

*423769422*82544NET: Low
1%4%2%2%4%6%2%1%1%1%3%2%2%2%

fmfmfjkm
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
242162749113787901166844417344189431869Unweighted total
188166038114677561285351116741156321848Weighted total

-121119*-2*---12Very low
-%1%*%1%1%*%-%*%*%-%-%-%1%

626626121-1242--32Quite low
3%2%2%2%2%1%-%2%2%5%-%-%2%

bbb

22156281508617932112183178Neither low nor high
12%9%7%10%11%13%17%6%6%5%12%10%10%

eedee

74702153623328612019961157221776Quite high
40%42%40%42%43%47%38%39%37%36%46%64%42%

bcdefh

8676219165731950242659023678848Very high
46%46%50%45%42%39%45%52%54%55%43%26%46%

aaaabghabghaa

Don't Know (DO NOT READ
-22*2-------2OUT)
-%*%*%*%*%-%-%-%-%-%-%-%*%

a

160146434412806471104446415238138291624NET: High
85%88%90%87%86%86%83%91%91%91%88%90%88%

fh

638736211-1542--44NET: Low
3%2%2%2%3%1%-%3%3%5%-%-%2%

bbbb
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41027011717217971869Unweighted total
39625811689717511848Weighted total

3264812Very low
1%1%1%4%*%1%

a

11416-3232Quite low
3%2%1%-%2%2%

32271115174178Neither low nor high
8%11%9%5%10%10%

17611947336740776Quite high
44%46%41%37%42%42%

17410656052796848Very high
44%41%48%54%45%46%

b

Don't Know (DO NOT READ
--2-22OUT)
-%-%*%-%*%*%

35022410338915361624NET: High
88%87%88%91%88%88%

1562343944NET: Low
4%2%2%4%2%2%

a
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
3468536708491820--4224129715231869Unweighted total
2497998007301819--3222321915991848Weighted total

633-210-----24612Very low
2%*%*%-%6%1%-%-%-%-%-%7%2%*%1%

abaiabiai

7177-*31-----*72432Quite low
3%2%1%-%1%2%-%-%-%-%-%1%3%2%2%

aa

208276-*178-----*20158178Neither low nor high
8%10%9%-%*%10%-%-%-%-%-%1%9%10%10%

cjjcj

118343315723754--3221695659776Quite high
47%43%39%97%77%41%-%-%96%100%95%71%43%41%42%

aabiabi

98354397*5843--*-*593751848Very high
39%44%50%3%17%46%-%-%4%-%5%21%42%47%46%

bccjcjcj

Don't Know (DO NOT READ
-*2--2-------22OUT)
-%*%*%-%-%*%-%-%-%-%-%-%-%*%*%

2156977127281597--3222118814091624NET: High
87%87%89%100%93%88%-%-%100%100%100%91%86%88%88%

132011-242-----2113044NET: Low
5%2%1%-%6%2%-%-%-%-%-%8%5%2%2%

abaaiai
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18424378811871262514630134983812311869Unweighted total
28414225911371186451616124674511131848Weighted total

-2---2710971181112Very low
-%22%-%-%-%3%1%1%2%1%1%1%1%1%

af

---*-1202081421151732Quite low
-%-%-%3%-%1%2%2%2%2%2%2%1%2%

-***3410111239641087090178Neither low nor high
-%1%4%4%13%7%9%9%9%10%9%9%8%10%

22-9930479488224262532325490776Quite high
100%29%-%64%44%52%42%41%50%43%43%44%44%42%

abcdf

-444922530556171268574326505848Very high
-%48%96%29%43%38%47%47%38%43%46%44%45%46%

eeee

Don't Know (DO NOT READ
-------------2OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

2641319531009104439553011066519951624NET: High
100%77%96%93%87%89%89%88%88%86%89%87%89%88%

d

-2-*-22729172132232844NET: Low
-%22%-%3%-%4%2%2%4%3%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,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62613303444082-1128146041869Unweighted total
6166292338443*-**34125961848Weighted total

-425-----2-2412Very low
-%3%1%1%-%-%-%-%-%47%-%16%1%1%

aca

-5853-----*-1432Quite low
-%3%3%1%1%-%-%-%-%-%4%-%2%2%

aa

*17282241------460178Neither low nor high
3%10%9%7%9%-%-%-%-%-%-%38%10%10%

167131152182*-**223255776Quite high
10%41%45%45%41%100%-%100%100%53%47%23%43%42%

672125154217-----23263848Very high
87%44%43%46%49%-%-%-%-%-%49%24%44%46%

Don't Know (DO NOT READ
-------------2OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

6140255306398*-**2455181624NET: High
97%84%87%91%90%100%-%100%100%53%96%46%87%88%

dd

-10993----2*21844NET: Low
-%6%3%3%1%-%-%-%-%47%4%16%3%2%

aaa

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 116  (continuation)                                                                                                                                                  Page 1966

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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
1613331251744252243534871531352511869Unweighted total
1112351161732215153852691601392451848Weighted total

-112104-3-3--412Very low
-%1%1%1%2%-%1%-%5%-%-%2%1%

bc

2199236*8-363232Quite low
20%1%7%1%3%1%2%-%4%4%2%1%2%

aa

21061316532132-1216828178Neither low nor high
22%9%11%10%15%5%8%-%18%10%6%11%10%

ab

1531457318610165*306263106776Quite high
9%43%39%42%40%68%43%13%44%39%45%43%42%

5568488018741762217764104848Very high
49%46%41%46%40%25%46%87%30%48%46%43%46%

ddd

Don't Know (DO NOT READ
---2--------2OUT)
-%-%-%*%-%-%-%-%-%-%-%-%*%

61100931532173143422511381272111624NET: High
58%89%80%88%80%93%89%100%73%86%92%86%88%

bcddd

229103310*11-663644NET: Low
20%2%9%2%5%1%3%-%9%4%2%3%2%

aab
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The quality of the mail services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-161115940716047020226154651869Unweighted total
-120105336515146516207144631848Weighted total

--11326-22-12Very low
-%-%1%1%1%1%-%1%1%-%1%

-5139311243232Quite low
-%4%1%3%2%2%14%2%2%4%2%

b

-977331748216175178Neither low nor high
-%8%7%9%11%10%11%8%11%8%10%

-71471193641985935831776Quite high
-%59%45%53%42%43%31%45%40%50%42%

bb

-36482127672017916624848Very high
-%30%46%35%44%43%44%44%46%39%46%

ac

Don't Know (DO NOT READ
----------2OUT)
-%-%-%-%-%-%-%-%-%-%*%

-10795232013039912185123551624NET: High
-%89%90%88%86%86%75%89%86%88%88%

-52312417264244NET: Low
-%4%2%3%3%4%14%3%3%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 - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-134433417-1297513281869Unweighted total
177319655197441111-127417397-976693161848Weighted total

-866811-262--8312Very low
-%1%1%1%1%1%-%1%1%*%-%-%1%1%1%

41317131517-6714-4111032Quite low
21%2%2%3%2%2%-%5%2%4%-%4%2%3%2%

*5876557090-123643-65832178Neither low nor high
*%8%8%11%9%8%-%9%9%11%-%6%9%10%10%

5327419227325490-64183173-48294151776Quite high
26%45%43%44%44%44%-%51%44%43%-%49%44%48%42%

9324445218326503-43184166-39298121848Very high
52%44%46%42%44%45%-%34%44%42%-%41%44%38%46%

c

Don't Know (DO NOT READ
--------------2OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

14651864445650993-107367339-875922711624NET: High
78%89%90%86%87%89%-%85%88%85%-%90%88%86%88%

c

42124192328-81316-4191344NET: Low
21%3%2%4%3%2%-%6%3%4%-%4%3%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 - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097663732962413601869Unweighted total
1331243571591355752772053451848Weighted total

222-1162244412Very low
14%5%8%-%2%1%3%2%1%2%1%1%

-6**111546113932Quite low
-%20%1%1%2%2%7%8%4%1%3%2%

bab

2842527346332633178Neither low nor high
17%27%17%7%7%8%7%8%12%13%9%10%

591112315398303811798150776Quite high
38%29%47%35%44%44%54%51%42%48%43%42%

46620325421162311274149848Very high
31%19%27%58%45%46%28%31%40%36%43%46%

e

Don't Know (DO NOT READ
-----------2OUT)
-%-%-%-%-%-%-%-%-%-%-%*%

915183264181945612291722991624NET: High
69%48%75%93%90%90%82%81%83%84%87%88%

282*2222681571344NET: Low
14%25%8%1%3%2%11%10%6%3%4%2%

abab
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626243917091033182314431725142017081869Unweighted total
1577271601581*3801660992179713831655133116371848Weighted total

3911--*9612101291212Very low
*%3%18%-%-%*%1%1%1%1%1%1%1%1%

ba

1319179-113017322430253032Quite low
1%7%29%1%-%3%2%2%2%2%2%2%2%2%

ba

108702053*4315592169127152127151178Neither low nor high
7%26%32%3%100%11%9%9%9%9%9%10%9%10%

ba

6411368683-176709434760598696567689776Quite high
41%50%14%43%-%46%43%44%42%43%42%43%42%42%

bb

810384836-150757443825623765602755848Very high
51%14%7%53%-%40%46%45%46%45%46%45%46%46%

abc

Don't Know (DO NOT READ
2----****-*-*2OUT)
*%-%-%-%-%*%*%*%*%-%*%-%*%*%

1451173121519-3261466877158412211461116914441624NET: High
92%64%21%96%-%86%88%88%88%88%88%88%88%88%

ab

1628289-113923443442344244NET: Low
1%10%47%1%-%3%2%2%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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
7911078155979211338134318223871182521869Unweighted total
8371011156074204320134917023465202511848Weighted total

310624274-2-212Very low
*%1%*%2%2%*%*%2%-%3%-%1%1%

ccbb

1714203851710922932Quite low
2%1%1%4%4%1%1%6%4%3%11%4%2%

cbc

711071568144312214177518178Neither low nor high
8%11%10%11%7%13%9%8%7%10%24%7%10%

b

328448647368814655276100329110776Quite high
39%44%41%49%43%46%41%45%43%49%46%44%42%

b

418430729269012365167107234111848Very high
50%43%47%34%44%39%48%39%46%35%19%44%46%

abac

Don't Know (DO NOT READ
-22--2*-----2OUT)
-%*%*%-%-%1%*%-%-%-%-%-%*%

b

746878137662178270120314220755132221624NET: High
89%87%88%83%87%84%89%84%89%84%65%88%88%

ac

202427512624149421144NET: Low
2%2%2%6%6%2%2%8%4%6%11%4%2%

ccbc
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1591571631501541581301411961581351681869Unweighted total
1821791141681761201191631681911331351848Weighted total

-4-----223*-12Very low
-%2%-%-%-%-%-%1%1%1%*%-%1%

a

*543442*224132Quite low
*%3%4%2%2%3%2%*%1%1%3%1%2%

aelelel

1513614171713122523816178Neither low nor high
8%7%6%8%10%14%11%7%15%12%6%11%10%

bjkbejklj

806850687255516172826255776Quite high
44%38%43%40%41%46%43%38%43%43%46%41%42%

869054838244538766825962848Very high
47%50%47%50%47%37%45%53%39%43%44%46%46%

dggdg

Don't Know (DO NOT READ
----------*22OUT)
-%-%-%-%-%-%-%-%-%-%*%1%*%

166158104151154991041491381641211171624NET: High
91%88%91%90%88%83%88%91%82%86%90%87%88%

dgdgddgd

*9434423545144NET: Low
*%5%4%2%2%3%2%2%3%2%4%1%2%

alallal
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
4794624674611869Unweighted total
4754634494601848Weighted total

4-5312Very low
1%-%1%1%1%

cc

9114732Quite low
2%2%1%1%2%

34485046178Neither low nor high
7%10%11%10%10%

d

198195184199776Quite high
42%42%41%43%42%

229209206203848Very high
48%45%46%44%46%

Don't Know (DO NOT READ
---22OUT)
-%-%-%*%*%

4284043904021624NET: High
90%87%87%87%88%

141191044NET: Low
3%2%2%2%2%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 116  (continuation)                                                                                                                                                  Page 1974

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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142751233665105877113837812821869Unweighted total

60501094356947610184817721848Weighted total

1*7141621*16062Very low
2%*%6%3%2%2%7%*%2%3%3%

adbce

104538696*24172179Quite low
17%8%5%9%10%8%3%11%8%10%10%

abcd

92042138224222514565586Neither low nor high
15%41%38%32%32%29%24%28%30%32%32%

eeee

271230161217284618576604Quite high
46%24%27%37%31%37%44%32%37%32%33%

acdcd

13132682163172510389407Very high
21%27%24%19%24%23%21%28%21%22%22%

Don't Know (DO NOT READ
--*241*-*1011OUT)
-%-%*%1%1%1%2%-%1%1%1%

40255624338145611289651010NET: High
67%50%51%56%55%60%64%60%59%54%55%

abcda

1141252858125232240NET: Low
19%8%11%12%12%11%10%12%10%13%13%

abd
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
228245239115711211413122011639200711541869Unweighted total

84104931567147153169305162472651112091848Weighted total

435506*1184-92962Very low
5%3%5%3%4%*%7%3%3%-%3%2%5%3%

hhhhjh

511815413172028152291217179Quite low
6%11%9%10%9%11%12%9%9%5%11%11%8%10%

m

303237488464757895014843863586Neither low nor high
35%31%39%31%31%31%34%29%31%30%32%34%30%32%

fj

2831255194448431155623883865604Quite high
34%30%26%33%30%31%25%38%35%48%33%34%31%33%

kgkagijkl

17251934638393666368511954407Very high
20%24%20%22%26%25%21%21%22%16%19%17%26%22%

Don't Know (DO NOT READ
*1*10-22---42-11OUT)
*%1%1%1%-%1%1%-%-%-%1%2%-%1%

f

4557438658287781819231139571191010NET: High
54%55%46%55%56%57%46%59%57%65%53%51%57%55%

kgkgkk

9141320419173235192381427240NET: Low
11%14%14%13%13%11%19%12%12%5%14%13%13%13%

dm
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
242162749113787901166844417344189431869Unweighted total
188166038114677561285351116741156321848Weighted total

45812502711205-8162Very low
2%4%3%3%4%1%1%4%3%-%5%3%3%

20159351447316543163193179Quite low
10%10%9%10%10%13%9%8%10%6%12%11%10%

63523132454244471914748135314586Neither low nor high
34%31%35%31%32%37%35%29%29%32%34%44%32%

e

5954412348126540716258184110604Quite high
32%33%32%33%35%31%13%32%35%44%26%31%33%

bffffbfff

39368773301432420134397363407Very high
21%22%20%22%19%19%38%26%24%18%23%11%22%

abcdghah

Don't Know (DO NOT READ
28384*25--*-11OUT)
1%1%1%1%1%*%3%1%-%-%*%-%1%

bdh

999122008114086427296972677141010NET: High
52%55%52%55%54%50%51%58%58%62%49%42%55%

ab

232174719410017663213274240NET: Low
12%13%12%13%13%13%10%12%13%6%17%14%13%
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
41027011717217971869Unweighted total
39625811689717511848Weighted total

10124045862Very low
2%4%3%4%3%3%

403310310168179Quite low
10%13%9%11%10%10%

a

1267138024563586Neither low nor high
32%27%32%24%32%32%

1439136333571604Quite high
36%35%31%34%33%33%

755027826380407Very high
19%19%24%27%22%22%

c

Don't Know (DO NOT READ
325-1111OUT)
1%1%*%-%1%1%

219141641599511010NET: High
55%55%55%61%54%55%

504514415226240NET: Low
13%17%12%15%13%13%

a
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
3468536708491820--4224129715231869Unweighted total
2497998007301819--3222321915991848Weighted total

132524-260-----2114962Very low
5%3%3%-%6%3%-%-%-%-%-%7%5%3%3%

307673**178---*-*29149179Quite low
12%9%9%3%1%10%-%-%-%10%-%1%13%9%10%

cjacj

71250266-8579-----863516586Neither low nor high
28%31%33%-%26%32%-%-%-%-%-%34%29%32%32%

90286227515588--3-21075513604Quite high
36%36%28%70%51%32%-%-%100%-%100%46%34%32%33%

aaabi

43162202-3404-----340364407Very high
17%20%25%-%9%22%-%-%-%-%-%12%18%23%22%

bcjj

Don't Know (DO NOT READ
218229---2-**911OUT)
1%*%1%28%7%*%-%-%-%90%-%1%*%1%1%

bbabi

133448429518992--3-2131158771010NET: High
54%56%54%70%61%55%-%-%100%-%100%58%53%55%55%

4310197*2239---*-241198240NET: Low
17%13%12%3%7%13%-%-%-%10%-%8%19%12%13%

abaij
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18424378811871262514630134983812311869Unweighted total
28414225911371186451616124674511131848Weighted total

-2-**23039152235193262Very low
-%22%-%4%1%4%3%3%3%4%3%3%3%3%

---*4510611244641157494179Quite low
-%-%-%1%21%8%9%9%10%10%9%10%8%10%

a

-1*4719346385152190377228346586Neither low nor high
-%7%4%26%34%32%30%32%34%31%30%31%31%32%

2429518400375158202440268393604Quite high
100%50%42%67%22%30%35%32%35%33%35%36%35%33%

fff

-22*51325027280136272153241407Very high
-%20%53%3%22%22%22%23%18%22%22%21%22%22%

ee

Don't Know (DO NOT READ
-----2432362611OUT)
-%-%-%-%-%4%*%*%1%*%*%*%1%1%

a

264109316516472383377134216351010NET: High
100%70%96%70%44%52%57%55%53%55%57%57%57%55%

-2-157136151598615193126240NET: Low
-%22%-%4%22%12%12%13%13%14%12%13%11%13%
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62613303444082-1128146041869Unweighted total
6166292338443*-**34125961848Weighted total

-114138----2--2062Very low
-%6%1%4%2%-%-%-%-%47%-%-%3%3%

acc

218322142*--*2-260179Quite low
26%11%11%6%10%46%-%-%100%53%-%19%10%10%

bb

*5690104126-----**189586Neither low nor high
5%34%31%31%28%-%-%-%-%-%2%2%32%32%

451102129154*-*--29190604Quite high
69%30%35%38%35%54%-%100%-%-%54%75%32%33%

d

-286469111-----2*133407Very high
-%17%22%20%25%-%-%-%-%-%44%3%22%22%

d

Don't Know (DO NOT READ
-2-22------*211OUT)
-%1%-%1%*%-%-%-%-%-%-%1%*%1%

c

479166198265*-*--493241010NET: High
69%48%57%59%60%54%-%100%-%-%98%78%54%55%

ddd

229363451*--*3-280240NET: Low
26%17%12%10%11%46%-%-%100%100%-%19%13%13%

ab
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
1613331251744252243534871531352511869Unweighted total
1112351161732215153852691601392451848Weighted total

23312505*17-874362Very low
22%3%10%3%2%1%4%-%12%4%3%1%3%

aabc

21141216723438-10121033179Quite low
17%9%10%10%10%26%10%-%15%7%7%13%10%

bc

337433554715113-14574573586Neither low nor high
23%30%28%32%33%36%29%-%20%36%32%30%32%

d

343737567714127*22564678604Quite high
31%35%32%33%33%27%33%17%31%35%33%32%33%

12712238546288213283458407Very high
6%22%19%22%22%11%23%83%19%18%25%24%22%

Don't Know (DO NOT READ
-6*10--3-2-*-11OUT)
-%*%*%1%-%-%1%-%3%-%*%-%1%

ac

470859951117621423485801361010NET: High
38%57%51%55%54%38%56%100%50%53%58%55%55%

41462421627455-19181336240NET: Low
39%12%21%12%13%26%14%-%27%11%10%15%13%

aabc
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The price of the postal services provided by Royal Mail in the last 12 months (QRM6. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Royal Mail on
each of the following aspects:)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-161115940716047020226154651869Unweighted total
-120105336515146516207144631848Weighted total

-1327814398362Very low
-%1%3%2%5%3%15%4%6%4%3%

-1585361846220186179Quite low
-%13%8%10%12%10%11%10%13%9%10%

-39327131411495643924586Neither low nor high
-%32%31%36%27%32%30%31%27%38%32%

-44372129551463765118604Quite high
-%37%35%35%37%31%19%37%36%29%33%

-1923159281084382713407Very high
-%16%22%16%19%23%24%18%19%20%22%

a

Don't Know (DO NOT READ
-262*2--*-11OUT)
-%2%1%1%*%*%-%-%*%-%1%

-6360318883254711478311010NET: High
-%52%57%52%55%55%43%55%54%49%55%

a

-17117432660429268240NET: Low
-%14%11%12%17%13%27%14%18%13%13%
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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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-134433417-1297513281869Unweighted total
177319655197441111-127417397-976693161848Weighted total

-2329161932-41219-319562Very low
-%3%3%3%3%3%-%3%3%5%-%4%3%2%3%

67793547493-174042-116636179Quite low
32%11%10%10%10%8%-%13%10%11%-%11%10%11%10%

-242285168228346-38127132-2120799586Neither low nor high
-%33%30%32%31%31%-%30%30%33%-%22%31%31%32%

cc

7254342167267393-46142121-43233110604Quite high
41%35%35%32%36%35%-%37%34%30%-%44%35%35%33%

b

5131212113153241-199381-1714163407Very high
28%18%22%22%21%22%-%15%22%20%-%17%21%20%22%

b

Don't Know (DO NOT READ
-44226-223-22211OUT)
-%1%*%*%*%1%-%2%*%1%-%2%*%1%1%

b

12385554280420634-65235201-603741741010NET: High
68%53%57%54%56%57%-%51%56%51%-%61%56%55%55%

b

61001227093124-215261-158641240NET: Low
32%14%13%13%13%11%-%17%13%15%-%15%13%13%13%
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097663732962413601869Unweighted total
1331243571591355752772053451848Weighted total

-42*2329441251162Very low
-%14%8%1%3%3%7%5%4%2%3%3%

256278811315312929179Quite low
17%17%27%7%11%9%23%19%11%14%8%10%

acaa

2761623027511249666115586Neither low nor high
16%24%26%46%32%30%21%32%35%32%33%32%

ee

9147824832119238461116604Quite high
67%45%31%23%35%35%35%31%30%30%34%33%

--2813520168524272407Very high
-%-%8%24%19%22%11%10%19%20%21%22%

d

Don't Know (DO NOT READ
----262222211OUT)
-%-%-%-%*%1%3%3%1%1%1%1%

a

91491638352225311361031881010NET: High
67%45%39%47%54%57%46%41%49%50%54%55%

d

210821001111718443440240NET: Low
17%31%34%7%14%12%30%24%16%17%12%13%

abca
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626243917091033182314431725142017081869Unweighted total
1577271601581*3801660992179713831655133116371848Weighted total

46161834-134823623750324962Very low
3%6%30%2%-%3%3%2%3%3%3%2%3%3%

ba

1384111114*5116798172141167139163179Quite low
9%15%18%7%100%13%10%10%10%10%10%10%10%10%

baab

5058214478-126520305565420504402499586Neither low nor high
32%30%23%30%-%33%31%31%31%30%30%30%31%32%

5129212550-121552356593482559471554604Quite high
32%34%20%35%-%32%33%36%33%35%34%35%34%33%

b

369385394-67366204395297371284367407Very high
23%14%8%25%-%18%22%21%22%21%22%21%22%22%

abc

Don't Know (DO NOT READ
82-11-27411553511OUT)
1%1%-%1%-%1%*%*%1%*%*%*%*%1%

88113017944-1889185619887809307569211010NET: High
56%48%28%60%-%50%55%57%55%56%56%57%56%55%

abcc

1835729148*64215122234178216171212240NET: Low
12%21%49%9%100%17%13%12%13%13%13%13%13%13%

baab
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
7911078155979211338134318223871182521869Unweighted total
8371011156074204320134917023465202511848Weighted total

26364868163987941162Very low
3%4%3%8%4%5%3%4%3%14%22%4%3%

cb

641141546193411827287425179Quite low
8%11%10%8%9%11%9%16%12%11%22%10%10%

bb

2533334973156117428417412471586Neither low nor high
30%33%32%41%28%37%32%24%32%18%18%28%32%

aaaa

268336501148897437657530591604Quite high
32%33%32%18%43%30%32%38%32%46%28%36%33%

bbcb

21818935218335632027497252407Very high
26%19%23%24%16%17%24%16%21%10%10%21%22%

aaaca

Don't Know (DO NOT READ
838*-*72*--*11OUT)
1%*%1%1%-%*%*%1%*%-%-%*%1%

48552585331121153757921243681431010NET: High
58%52%55%42%59%48%56%54%53%56%38%57%55%

abbc

90150202122749157343517836240NET: Low
11%15%13%16%13%15%12%20%15%26%43%14%13%

bbb
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1591571631501541581301411961581351681869Unweighted total
1821791141681761201191631681911331351848Weighted total

64543469486262Very low
3%3%4%3%2%4%5%6%2%4%4%1%3%

a

1713820159131125201117179Quite low
9%7%7%12%8%8%11%7%15%10%8%13%10%

eghjk

485337504845384064685343586Neither low nor high
27%30%32%30%27%38%32%24%38%36%40%32%32%

ehlehleehl

645637546546405645573647604Quite high
35%31%32%32%37%39%34%34%27%30%27%35%33%

dbd

475328384515194828372526407Very high
26%29%24%23%26%12%16%29%17%19%19%19%22%

dfgabcdfgggdfgabcdfg

Don't Know (DO NOT READ
---2*-2-222111OUT)
-%-%-%1%*%-%2%-%1%1%2%1%1%

11010965921106159104739362731010NET: High
61%61%57%55%63%51%50%64%44%49%46%54%55%

bcdbcdddbcdfgbcdfg

231713241814192029281619240NET: Low
13%10%11%14%10%11%16%12%17%14%12%14%13%

k
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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
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
4794624674611869Unweighted total
4754634494601848Weighted total

1512191662Very low
3%3%4%3%3%

38434948179Quite low
8%9%11%10%10%

138143142164586Neither low nor high
29%31%31%36%32%

d

157165141140604Quite high
33%36%31%30%33%

127989487407Very high
27%21%21%19%22%

abc

Don't Know (DO NOT READ
-24511OUT)
-%*%1%1%1%

dd

2842632362281010NET: High
60%57%52%49%55%

aba

53556863240NET: Low
11%12%15%14%13%
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
211116426389102455150239Unweighted total

335193181257785Weighted total

-1-*3*-**56Very good
-%21%-%*%10%6%-%3%8%7%7%

b

1*1251**11314Fairly good
23%3%20%10%16%18%19%20%16%16%16%

*115112*112223Neither good nor poor
10%42%18%24%36%24%12%25%26%28%27%

112532*111618Fairly poor
33%20%46%25%10%26%21%25%27%21%21%

a

1*1751**11517Very poor
30%10%14%35%15%16%28%14%14%20%20%

a

***141***78Don't know
5%3%2%5%12%12%20%13%10%9%9%

111282**11819NET: Good
23%24%20%11%27%23%19%23%24%23%23%

2131183*123135NET: Poor
62%30%60%60%25%41%49%39%41%41%41%

a
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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: 12/07/19
*note - the price of the stamp changed during fieldwork



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
239------------239Unweighted total

85------------85Weighted total

6------------6Very good
7%-%-%-%-%-%-%-%-%-%-%-%-%7%

14------------14Fairly good
16%-%-%-%-%-%-%-%-%-%-%-%-%16%

23------------23Neither good nor poor
27%-%-%-%-%-%-%-%-%-%-%-%-%27%

18------------18Fairly poor
21%-%-%-%-%-%-%-%-%-%-%-%-%21%

17------------17Very poor
20%-%-%-%-%-%-%-%-%-%-%-%-%20%

8------------8Don't know
9%-%-%-%-%-%-%-%-%-%-%-%-%9%

19------------19NET: Good
23%-%-%-%-%-%-%-%-%-%-%-%-%23%

35------------35NET: Poor
41%-%-%-%-%-%-%-%-%-%-%-%-%41%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 118  (continuation)                                                                                                                                                  Page 1991

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: 12/07/19
*note - the price of the stamp changed during fieldwork



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*cb*aSignificance Level: 95%
292109114810112654194366239Unweighted total
107628573551236210285Weighted total

15242--3--1-6Very good
7%6%6%7%6%-%-%12%-%-%7%-%7%

2125961-3112-14Fairly good
20%16%17%16%18%21%-%13%13%29%22%-%16%

41991411**72-2123Neither good nor poor
47%25%32%25%31%10%6%28%38%-%20%27%27%

2165138213212*18Fairly poor
19%21%17%23%22%33%46%12%38%25%25%4%21%

1166116115111117Very poor
6%21%21%19%16%13%42%23%11%46%13%69%20%

*82621*3--1-8Don't know
1%10%7%10%7%24%6%12%-%-%13%-%9%

31761381-6113-19NET: Good
27%22%23%23%24%21%-%25%13%29%29%-%23%

232112414218324235NET: Poor
26%43%38%42%38%46%88%35%49%71%38%73%41%
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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: 12/07/19
*note - the price of the stamp changed during fieldwork



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
56411409230239Unweighted total
19145148185Weighted total

3-3156Very good
13%-%6%12%6%7%

b

22921214Fairly good
13%16%18%49%15%16%

6513-2323Neither good nor poor
29%35%25%-%29%27%

341111718Fairly poor
15%29%22%15%21%21%

321111617Very poor
18%13%21%24%19%20%

214-88Don't know
12%7%8%-%9%9%

521231719NET: Good
26%16%24%62%21%23%

662223335NET: Poor
33%42%43%38%41%41%
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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
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*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%
471207215234----1442192239Unweighted total
124232*184----**117385Weighted total

*33--6------*56Very good
2%7%8%-%-%7%-%-%-%-%-%-%2%7%7%

176-*14-----*11314Fairly good
12%16%18%-%12%16%-%-%-%-%-%29%12%17%16%

2166-*23-----*22223Neither good nor poor
14%39%18%-%8%28%-%-%-%-%-%20%15%30%27%

acb

396-*18-----*31518Fairly poor
25%21%20%-%12%21%-%-%-%-%-%29%27%20%21%

359--17------31417Very poor
27%11%28%-%-%20%-%-%-%-%-%-%29%18%20%

bb

233*17----**258Don't know
20%6%9%100%67%8%-%-%-%-%100%23%16%7%9%

b

2108-*19-----*11819NET: Good
13%23%26%-%12%23%-%-%-%-%-%29%14%24%23%

61315-*35-----*62835NET: Poor
53%32%48%-%12%41%-%-%-%-%-%29%56%39%41%

bba
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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: 12/07/19
*note - the price of the stamp changed during fieldwork



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
---63151441877684168104158239Unweighted total
---1144966252856315285Weighted total

------32*23216Very good
-%-%-%-%-%-%6%3%1%9%5%8%3%7%

aee

---**16124475714Fairly good
-%-%-%9%45%22%12%18%16%14%13%15%14%16%

---*-116167918101723Neither good nor poor
-%-%-%15%-%29%33%25%29%31%31%33%33%27%

---1-*1413671571518Fairly poor
-%-%-%60%-%6%29%20%22%25%27%24%29%21%

----*18156494817Very poor
-%-%-%-%8%30%15%23%25%15%16%13%15%20%

bb

---**137224238Don't know
-%-%-%17%47%13%6%11%7%6%7%7%6%9%

---**191446107919NET: Good
-%-%-%9%45%22%18%22%17%23%18%23%16%23%

---1*22228121124112335NET: Poor
-%-%-%60%8%36%44%43%47%40%43%37%44%41%
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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
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*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%
-33414054-----1281239Unweighted total
-9131420-----*12785Weighted total

-*12*-------26Very good
-%1%6%12%2%-%-%-%-%-%-%-%9%7%

-1313-----*-414Fairly good
-%13%20%6%13%-%-%-%-%-%100%-%14%16%

-1458-------923Neither good nor poor
-%13%32%35%37%-%-%-%-%-%-%-%32%27%

dd

-3336------*718Fairly poor
-%31%26%21%29%-%-%-%-%-%-%13%26%21%

-3132-------417Very poor
-%33%6%25%9%-%-%-%-%-%-%-%15%20%

acac

-11*2------*18Don't know
-%9%9%1%9%-%-%-%-%-%-%87%5%9%

-1333-----*-619NET: Good
-%14%26%18%15%-%-%-%-%-%100%-%23%23%

-6468------*1135NET: Poor
-%64%32%46%38%-%-%-%-%-%-%13%41%41%

ac
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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: 12/07/19
*note - the price of the stamp changed during fieldwork



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*e*d*c*baSignificance Level: 95%
101583120838541111201735239Unweighted total

254107512115*3761285Weighted total

*315-12--1116Very good
5%5%6%7%-%72%12%-%-%10%19%5%7%

c

-71121*2-*21114Fairly good
-%13%14%17%12%10%16%-%4%21%20%9%16%

*171225*4-*22423Neither good nor poor
5%32%11%30%37%7%27%-%6%33%32%35%27%

b

1143153*4*12*418Fairly poor
34%27%28%20%24%10%27%100%33%21%8%35%21%

-91163-1-111217Very poor
-%17%6%21%25%-%7%-%38%7%14%15%20%

ba

1344*-2-*1**8Don't know
56%6%36%5%1%-%11%-%19%8%8%2%9%

a

*10217114-*22219NET: Good
5%19%20%23%12%82%27%-%4%30%39%13%23%

1233316*5*221635NET: Poor
34%43%34%42%49%10%34%100%71%28%21%50%41%
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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
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*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%
-45150422757422197239Unweighted total
-155013919187285Weighted total

-*11*2*-1-6Very good
-%1%3%6%1%12%7%-%9%-%7%

-26422-22-14Fairly good
-%12%13%31%21%11%-%25%27%-%16%

bc

-817327*31123Neither good nor poor
-%56%35%26%23%35%7%34%20%84%27%

ab

-314325122*18Fairly poor
-%18%28%21%27%24%86%30%35%6%21%

-17113-11*17Very poor
-%9%15%10%8%18%-%10%9%10%20%

-1312-----8Don't know
-%5%6%5%20%-%-%-%-%-%9%

-28524*22-19NET: Good
-%13%15%37%22%23%7%25%36%-%23%

bc

-421438133*35NET: Poor
-%27%43%32%35%42%86%41%44%16%41%

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
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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%
11271176997152-336151-4110035239Unweighted total
*4241233051-112017-13291085Weighted total

-22221-112-1216Very good
-%6%6%10%8%3%-%6%4%14%-%4%8%12%7%

ab

*64357-*33-14214Fairly good
100%14%11%14%16%14%-%2%16%18%-%10%14%26%16%

cc

-131491017-465-710223Neither good nor poor
-%32%35%38%34%34%-%38%29%28%-%54%34%18%27%

ab

-12105715-363-27218Fairly poor
-%28%25%23%25%29%-%24%29%16%-%15%24%23%21%

-67448-233-14117Very poor
-%14%18%15%13%16%-%20%14%20%-%11%13%14%20%

-22-12-121-1218Don't know
-%6%5%-%4%5%-%11%8%4%-%6%7%7%9%

*87679-146-26419NET: Good
100%20%17%24%23%17%-%8%19%32%-%15%22%38%23%

cc

-181891123-596-311335NET: Poor
-%42%44%38%38%45%-%44%43%36%-%26%37%36%41%
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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
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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%
23361251061312363449239Unweighted total
11*142384413121885Weighted total

--*-221*2116Very good
-%-%35%-%6%6%12%2%18%5%4%7%

a

--*-64**31314Fairly good
-%-%38%-%15%11%2%2%23%8%17%16%

-1-113132244723Neither good nor poor
-%100%-%76%32%34%39%38%29%37%39%27%

1-**12111*14318Fairly poor
100%-%27%11%28%28%23%11%9%35%15%21%

ac

---*66*121417Very poor
-%-%-%13%13%15%11%35%17%10%20%20%

----221*1118Don't know
-%-%-%-%6%5%13%11%5%5%6%9%

--*-971*51419NET: Good
-%-%73%-%21%18%14%5%41%12%21%23%

ab

1-**17161235635NET: Poor
100%-%27%24%41%43%34%46%26%45%35%41%
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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
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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

b*a*ba*dcbaedcbaSignificance Level: 95%
209163203-111225123235189225178222239Unweighted total

765173-378040836579587885Weighted total

51-5-352645356Very good
6%12%-%7%-%7%6%6%7%6%6%5%7%7%

14*-13-613713111391314Fairly good
18%4%-%19%-%15%16%18%16%17%16%16%16%16%

222122-122312231922162123Neither good nor poor
28%34%87%30%-%33%28%31%28%29%28%27%28%27%

171-16-9178171417141718Fairly poor
22%24%-%22%-%23%21%20%21%21%22%24%22%21%

151*13-5157161215121517Very poor
20%26%13%17%-%15%19%16%20%18%19%21%19%20%

4--4-283756468Don't know
5%-%-%5%-%7%9%9%8%8%8%7%8%9%

191-18-81810191518121819NET: Good
24%16%-%25%-%23%22%24%23%23%23%21%23%23%

322*29-143215342632263235NET: Poor
42%50%13%39%-%38%40%36%41%40%41%44%41%41%
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Table 118  (continuation)                                                                                                                                                  Page 2001

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: 12/07/19
*note - the price of the stamp changed during fieldwork



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*acb*ab*a*baSignificance Level: 95%
8515419312294517618396340239Unweighted total
3055704101566512211285Weighted total

425-1-6-1--16Very good
13%3%7%-%5%-%8%-%5%-%-%5%7%

ac

6812-2311*2--214Fairly good
19%15%17%-%17%18%17%5%17%-%-%16%16%

61719*322013*-323Neither good nor poor
21%31%28%10%33%16%30%22%24%22%-%22%27%

7111521413131*418Fairly poor
22%20%21%53%9%27%20%25%22%51%15%29%21%

413151151021--117Very poor
13%23%21%26%7%34%15%34%7%-%-%6%20%

b

344*316131138Don't know
11%8%5%11%28%5%10%14%26%27%85%21%9%

101017-2317*3--319NET: Good
32%18%25%-%22%18%25%5%22%-%-%21%23%

a

11242942923331*435NET: Poor
36%43%42%79%16%61%35%58%28%51%15%35%41%

b

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 118  (continuation)                                                                                                                                                  Page 2002

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: 12/07/19
*note - the price of the stamp changed during fieldwork



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
252219211523181720221522239Unweighted total

9761047578115685Weighted total

11*-1-*1**1*6Very good
10%8%2%-%24%-%1%17%1%5%13%8%7%

1213-11122*-14Fairly good
16%24%10%27%-%13%26%11%25%23%2%-%16%

32331221311223Neither good nor poor
30%27%58%32%16%28%30%19%33%9%32%27%27%

21-213*2131218Fairly poor
24%14%-%17%26%40%4%27%17%27%17%30%21%

21121122*31117Very poor
20%21%10%18%30%16%39%27%1%27%23%11%20%

**11**--21128Don't know
1%6%20%5%4%4%-%-%23%9%13%24%9%

22131112231*19NET: Good
26%32%12%27%24%13%27%28%26%27%15%8%23%

43132424162335NET: Poor
44%35%10%35%56%56%43%53%18%55%41%41%41%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 118  (continuation)                                                                                                                                                  Page 2003

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: 12/07/19
*note - the price of the stamp changed during fieldwork



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
66595559239Unweighted total
2221202285Weighted total

21126Very good
7%5%7%7%7%

434314Fairly good
17%17%20%12%16%

866423Neither good nor poor
36%28%27%19%27%

a

354618Fairly poor
15%26%17%26%21%

444517Very poor
18%20%20%22%20%

21238Don't know
8%5%9%14%9%

555419NET: Good
24%22%27%19%23%

71081035NET: Poor
32%46%37%48%41%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 118  (continuation)                                                                                                                                                  Page 2004

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: 12/07/19
*note - the price of the stamp changed during fieldwork



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
521736891061541933102281435Unweighted total
191032115152213415430451Weighted total

***221--155Very Dissatisfied
2%1%1%2%1%3%-%-%5%1%1%

a

2-2351***2121Fairly Dissatisfied
12%-%6%2%3%3%9%6%1%5%5%

ab

Neither Satisfied Nor
13411153*124043Dissatisfied
3%27%13%9%10%12%4%18%12%9%10%

1131341497124152159Fairly Satisfied
57%27%40%35%32%32%22%47%30%35%35%

ab

5513598210117212222Very Satisfied
26%45%40%51%54%47%54%29%51%49%49%

eecc

Don't Know (DO NOT READ
----***-*-*OUT)
-%-%-%-%*%2%11%-%1%-%*%

a

16725100130172312364381NET: Satisfied
84%72%80%86%86%80%76%76%82%85%85%

3*2571**12527NET: Dissatisfied
14%1%6%4%5%6%9%6%6%6%6%

ab

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 119                                                                                                                                                                  Page 2005

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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
46483830332373563325501534435Unweighted total
14221340242535285385622343451Weighted total

1--5*--*-2--25Very Dissatisfied
4%-%-%1%1%-%-%*%-%45%-%-%5%1%

*-2202*924*2--21Fairly Dissatisfied
1%-%12%5%5%*%18%2%11%3%3%-%-%5%

afhlmacfhjlmlm

Neither Satisfied Nor
12138*7410*-96243Dissatisfied
9%11%8%9%*%13%7%12%1%-%14%28%5%10%

ei

484144142193311228618159Fairly Satisfied
31%36%29%36%34%40%18%39%30%52%45%28%41%35%

ggggg

81161962525294022-241021222Very Satisfied
56%53%50%49%60%47%57%47%58%-%38%44%48%49%

Don't Know (DO NOT READ
--**--**-----*OUT)
-%-%1%*%-%-%*%*%-%-%-%-%-%*%

12191034040463873332521738381NET: Satisfied
86%89%79%84%94%87%74%86%88%52%83%72%90%85%

g

1-2242*92422-227NET: Dissatisfied
5%-%12%6%6%*%18%2%11%48%3%-%5%6%

hlcfhjll

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
4938610932611017141602211974435Unweighted total
444078137012220101851710824451Weighted total

-541---5*-*-5Very Dissatisfied
-%1%5%*%-%-%-%2%2%-%*%-%1%

a

4185174--8-28-21Fairly Dissatisfied
8%4%6%5%3%-%-%4%-%19%9%-%5%

Neither Satisfied Nor
24163718-221**2-43Dissatisfied
5%10%8%10%14%-%19%11%2%2%3%-%10%

bb

81512813144655281392159Fairly Satisfied
19%37%35%36%36%32%52%28%48%13%48%50%35%

be

30192381845613310086332222Very Satisfied
68%47%47%50%46%68%28%54%49%66%40%50%49%

ab

Don't Know (DO NOT READ
-****-------*OUT)
-%*%*%*%*%-%-%-%-%-%-%-%*%

3834366316100208152178724381NET: Satisfied
87%84%81%85%82%100%81%82%97%79%88%100%85%

4239184--12*28-27NET: Dissatisfied
8%6%11%5%3%-%-%7%2%19%10%-%6%

a

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1536920619416435Unweighted total
1606821326425451Weighted total

3-*235Very Dissatisfied
2%-%*%7%1%1%

5214-2121Fairly Dissatisfied
3%2%7%-%5%5%

Neither Satisfied Nor
1671824143Dissatisfied
10%10%8%7%10%10%

52248110149159Fairly Satisfied
32%36%38%41%35%35%

843510012210222Very Satisfied
52%52%47%45%49%49%

Don't Know (DO NOT READ
*-*-**OUT)
*%-%*%-%*%*%

1366018122359381NET: Satisfied
84%88%85%86%84%85%

821522527NET: Dissatisfied
5%2%7%7%6%6%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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 - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
17419368937398--32428137261435Unweighted total
14222386425426--1*321117309451Weighted total

3*2-*5-----*325Very Dissatisfied
2%*%2%-%1%1%-%-%-%-%-%1%2%1%1%

1084-517-----551121Fairly Dissatisfied
7%4%4%-%19%4%-%-%-%-%-%22%4%4%5%

abi

Neither Satisfied Nor
112112*142--*--193243Dissatisfied

7%9%14%6%5%10%-%-%41%-%-%5%8%10%10%

47823036154--**3241112159Fairly Satisfied
33%37%35%86%23%36%-%-%59%43%100%11%35%36%35%

7111238*13209---*-1358151222Very Satisfied
50%50%45%7%52%49%-%-%-%57%-%60%50%49%49%

Don't Know (DO NOT READ
*-*--*------***OUT)
*%-%*%-%-%*%-%-%-%-%-%-%*%*%*%

11819469318363--**315100263381NET: Satisfied
83%87%80%94%75%85%-%-%59%100%100%72%85%85%85%

1385-522-----581427NET: Dissatisfied
9%4%6%-%20%5%-%-%-%-%-%23%7%4%6%

babi

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-3291119239331133288283216250435Unweighted total
-2*7614227321108289257194220451Weighted total

-----*33*333*5Very Dissatisfied
-%-%-%-%-%2%1%1%*%1%1%1%*%1%

-1----16147917111421Fairly Dissatisfied
-%23%-%-%-%-%7%4%6%3%6%6%7%5%

Neither Satisfied Nor
--*-131833182821161943Dissatisfied
-%-%63%-%15%19%8%10%16%10%8%8%9%10%

abcd

-*-6267811032105927482159Fairly Satisfied
-%5%-%89%36%41%34%34%30%36%36%38%37%35%

-2*1351131615114512490103222Very Satisfied
-%72%37%10%49%38%50%50%47%50%48%46%47%49%

Don't Know (DO NOT READ
---*--********OUT)
-%-%-%1%-%-%*%*%*%*%*%*%*%*%

-2*751119127183250216164186381NET: Satisfied
-%77%37%99%85%79%84%84%77%86%84%85%84%85%

e

-1---*191771219141527NET: Dissatisfied
-%23%-%-%-%2%8%5%7%4%8%7%7%6%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
1817657682-112612266435Unweighted total
*43775681*-**348273451Weighted total

-2**-------*35Very Dissatisfied
-%6%*%*%-%-%-%-%-%-%-%3%1%1%

a

-*835-------921Fairly Dissatisfied
-%*%11%6%7%-%-%-%-%-%-%-%3%5%

dd

Neither Satisfied Nor
*1839-----*12743Dissatisfied

100%3%10%5%11%-%-%-%-%-%3%12%10%10%

d

-18222429*-**2*3100159Fairly Satisfied
-%41%28%43%36%100%-%100%100%53%6%30%37%35%

-21392638----245135222Very Satisfied
-%50%50%46%46%-%-%-%-%47%91%56%49%49%

Don't Know (DO NOT READ
-**-*-------**OUT)
-%*%*%-%*%-%-%-%-%-%-%-%*%*%

-39605067*-**347235381NET: Satisfied
-%91%79%89%82%100%-%100%100%100%97%86%86%85%

c

-3835------*1127NET: Dissatisfied
-%6%11%6%7%-%-%-%-%-%-%3%4%6%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
532302501856010218562806576435Unweighted total
45212268183444240257857173451Weighted total

*332*-3*2--*5Very Dissatisfied
*%1%1%1%1%-%1%4%4%-%-%*%1%

511157*18-412121Fairly Dissatisfied
12%5%6%4%*%13%3%-%8%1%3%2%5%

Neither Satisfied Nor
12131121-262376943Dissatisfied
2%10%12%7%3%-%11%78%6%8%9%13%10%

1874986121480*23312229159Fairly Satisfied
40%35%36%34%47%83%33%17%40%37%31%39%35%

2110312110022*123-24454134222Very Satisfied
46%48%45%55%49%5%51%-%42%53%58%46%49%

b

Don't Know (DO NOT READ
-*-**----*--*OUT)
-%*%-%*%*%-%-%-%-%*%-%-%*%

39177219162434203*47776363381NET: Satisfied
86%83%82%89%96%87%85%17%82%90%89%85%85%

a

514189*111*712127NET: Dissatisfied
12%7%7%5%1%13%4%4%12%1%3%2%6%

ac

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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 - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-55228100228592322616565435Unweighted total
-4620392231561920715863451Weighted total

--*-3--32*5Very Dissatisfied
-%-%*%-%1%-%-%1%2%*%1%

-*14381496121Fairly Dissatisfied
-%1%7%3%3%1%20%5%4%1%5%

Neither Satisfied Nor
-4194244*2119443Dissatisfied
-%8%9%5%10%7%1%10%12%6%10%

-22773986193765722159Fairly Satisfied
-%47%38%42%37%33%17%37%36%35%35%

-2092461103212977435222Very Satisfied
-%44%45%50%48%58%62%47%47%56%49%

Don't Know (DO NOT READ
--*--*-*-**OUT)
-%-%*%-%-%*%-%*%-%*%*%

-4216985197511517313158381NET: Satisfied
-%92%83%92%85%91%79%84%83%92%85%

b

-*1531114128127NET: Dissatisfied
-%1%7%3%5%1%20%6%5%2%6%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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 - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
10157181137185218-76175221-5319395435Unweighted total

8135161122169190-66163226-4217591451Weighted total

-2**3*-*33-2325Very Dissatisfied
-%2%*%*%2%*%-%*%2%1%-%6%2%3%1%

-6103913-*66-211121Fairly Dissatisfied
-%5%6%2%5%7%-%*%4%3%-%4%6%1%5%

a

Neither Satisfied Nor
11514131519-41319-316543Dissatisfied
9%11%9%10%9%10%-%6%8%8%-%8%9%5%10%

25060456169-236378-166539159Fairly Satisfied
27%37%37%37%36%36%-%35%39%35%-%38%37%43%35%

56176618089-3878120-188044222Very Satisfied
64%45%47%50%48%47%-%58%48%53%-%44%46%48%49%

Don't Know (DO NOT READ
-*****--**--***OUT)
-%*%*%*%*%*%-%-%*%*%-%-%*%*%*%

7111136106141158-62141198-3414583381NET: Satisfied
91%82%84%87%84%83%-%93%86%88%-%82%83%91%85%

-91141213-*99-413327NET: Dissatisfied
-%7%7%3%7%7%-%*%6%4%-%10%8%4%6%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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 - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
5227814817520251107898435Unweighted total
6296812616016261076883451Weighted total

---*2***1**5Very Dissatisfied
-%-%-%3%2%*%1%*%1%*%1%1%

----710**33221Fairly Dissatisfied
-%-%-%-%5%6%1%1%2%4%3%5%

Neither Satisfied Nor
**411515-292743Dissatisfied
2%*%61%8%12%9%-%6%9%3%9%10%

215244760710362825159Fairly Satisfied
34%50%37%45%37%37%42%39%34%41%31%35%

414*45475914593547222Very Satisfied
64%49%2%44%43%47%56%53%55%52%57%49%

Don't Know (DO NOT READ
----**---*-*OUT)
-%-%-%-%*%*%-%-%-%*%-%*%

629271011351624956373381NET: Satisfied
98%100%39%89%80%84%98%92%89%93%88%85%

---*911**33327NET: Dissatisfied
-%-%-%3%7%7%2%1%3%4%3%6%
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
2436792652153400292426379403351398435Unweighted total
21980142502137407305437378408342400451Weighted total

2222-353555355Very Dissatisfied
1%3%17%1%-%2%1%1%1%1%1%1%1%1%

12328252111212021152121Fairly Dissatisfied
5%4%13%3%100%3%5%4%5%5%5%4%5%5%

Neither Satisfied Nor
217-24-94128413738303643Dissatisfied
10%9%-%10%-%7%10%9%9%10%9%9%9%10%

6534678-59144105155127141125141159Fairly Satisfied
30%43%44%31%-%43%35%34%35%34%35%37%35%35%

b

118334137-62196158214187202168196222Very Satisfied
54%42%25%55%-%45%48%52%49%50%49%49%49%49%

Don't Know (DO NOT READ
*--*-*********OUT)
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

1836710215-121339263369314343293337381NET: Satisfied
84%84%69%86%-%88%83%86%84%83%84%86%84%85%

146410272614272526182627NET: Dissatisfied
6%7%31%4%100%5%6%5%6%7%6%5%7%6%
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
1982372114517070275883439125361435Unweighted total
2082432265017476282913599127381451Weighted total

33*23212235-5Very Dissatisfied
1%1%*%4%1%3%*%2%1%3%20%-%1%

cbbb

318106569641721-21Fairly Dissatisfied
2%7%4%13%3%8%3%7%1%19%80%-%5%

bacb

Neither Satisfied Nor
202315819524112221--43Dissatisfied
10%9%7%17%11%7%9%12%6%23%-%-%10%

cb

8079762162261092512436-159159Fairly Satisfied
39%33%34%42%36%34%39%27%34%39%-%42%35%

1011201251284371394620715-222222Very Satisfied
49%49%55%25%49%48%49%51%58%16%-%58%49%

bba

Don't Know (DO NOT READ
***-***-**--*OUT)
*%*%*%-%*%*%*%-%*%*%-%-%*%

18220020133147632487133150-381381NET: Satisfied
87%82%89%66%84%82%88%78%92%55%-%100%85%

bbaa

6211088810862027-27NET: Dissatisfied
3%8%4%17%4%11%4%9%2%22%100%-%6%

bacbbb
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*fedcbaSignificance Level: 95%
303335343636243447424044435Unweighted total
384016394228325042513735451Weighted total

---2*-2-**-*5Very Dissatisfied
-%-%-%6%1%-%6%-%*%1%-%1%1%

22*136--42-221Fairly Dissatisfied
5%5%3%1%7%21%-%-%9%4%-%6%5%

abceijk

Neither Satisfied Nor
21353144964243Dissatisfied
6%2%18%12%8%5%13%7%20%11%10%7%10%

kk

11145162186199181813159Fairly Satisfied
30%35%30%42%50%30%18%39%21%36%49%36%35%

ddd

22248151512202721251518222Very Satisfied
59%59%49%39%34%42%63%54%50%49%41%50%49%

h

Don't Know (DO NOT READ
*---***-----*OUT)
*%-%-%-%*%*%*%-%-%-%-%-%*%

333813313620264630433431381NET: Satisfied
89%94%79%81%85%73%81%93%71%85%90%87%85%

dgdgd

22*3362-42-227NET: Dissatisfied
5%5%3%7%8%21%6%-%9%5%-%7%6%

bcejk
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
98106105126435Unweighted total
94109124124451Weighted total

-3215Very Dissatisfied
-%2%2%1%1%

494421Fairly Dissatisfied
5%9%3%3%5%

Neither Satisfied Nor
69161243Dissatisfied
6%9%13%9%10%

30463449159Fairly Satisfied
32%42%27%40%35%

bb

54416858222Very Satisfied
57%38%55%47%49%

cc

Don't Know (DO NOT READ
***-*OUT)
*%*%*%-%*%

8487102108381NET: Satisfied
89%80%82%87%85%

4126527NET: Dissatisfied
5%11%4%4%6%

a
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
521736891061541933102281435Unweighted total
191032115152213415430451Weighted total

--*32*--*78Very Dissatisfied
-%-%1%2%2%1%-%-%2%2%2%

*-*-11*-156Fairly Dissatisfied
1%-%*%-%*%4%9%-%4%1%1%

Neither Satisfied Nor
**417132-114547Dissatisfied
2%1%13%14%9%9%-%17%9%11%10%

ee

125825497115131138Fairly Satisfied
63%54%26%22%32%31%22%36%31%31%31%

abc

6519637911227221232Very Satisfied
33%45%59%55%52%50%62%47%48%52%51%

eee

Don't Know (DO NOT READ
*-*791*-11920OUT)
1%-%*%6%6%5%7%-%6%4%5%

19102789128172312353370NET: Satisfied
96%99%85%77%84%81%84%83%79%82%82%

ab

*-*331*-11314NET: Dissatisfied
1%-%1%2%2%5%9%-%5%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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
46483830332373563325501534435Unweighted total
14221340242535285385622343451Weighted total

*-16--2--2--28Very Dissatisfied
3%-%8%2%-%-%4%-%-%45%-%-%5%2%

fj

*1-5**2*1-2*-6Fairly Dissatisfied
3%2%-%1%1%*%4%*%1%-%3%1%-%1%

Neither Satisfied Nor
11144221175-102447Dissatisfied
6%6%8%11%5%4%22%9%12%-%16%10%10%10%

hlm

3651241817162610321410138Fairly Satisfied
20%27%36%31%43%32%32%30%27%55%33%19%23%31%

m

91452042030204823-251622232Very Satisfied
63%65%40%51%47%56%39%57%60%-%40%69%52%51%

cgkcgk

Don't Know (DO NOT READ
*-11924*4--4*420OUT)
3%-%9%5%5%8%*%4%-%-%7%1%10%5%

ll

12201032838473774333462032370NET: Satisfied
84%92%75%82%90%87%71%87%87%55%74%89%74%82%

acgk

11111**4*122*214NET: Dissatisfied
7%2%8%3%1%*%7%*%1%45%3%1%5%3%

fff
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
4938610932611017141602211974435Unweighted total
444078137012220101851710824451Weighted total

26531--5*-2-8Very Dissatisfied
4%1%6%1%*%-%-%3%2%-%2%-%2%

a

-6152--1*-3-6Fairly Dissatisfied
-%1%1%1%2%-%-%1%1%-%3%-%1%

Neither Satisfied Nor
443542182219223-47Dissatisfied

10%11%7%11%15%9%20%10%11%21%3%-%10%

bb

101283110636564381382138Fairly Satisfied
22%31%39%29%30%23%55%23%45%6%46%50%31%

aeh

212113719662931117734*232Very Satisfied
49%52%45%53%50%47%25%60%41%69%41%2%51%

b

Don't Know (DO NOT READ
71421844-6-*4220OUT)

15%3%3%5%4%20%-%3%-%3%5%48%5%

a

313396830298148154157712370NET: Satisfied
71%83%84%82%80%70%80%83%86%75%87%52%82%

b

212592--6*-4-14NET: Dissatisfied
4%3%6%2%2%-%-%3%3%-%5%-%3%

a

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1536920619416435Unweighted total
1606821326425451Weighted total

6-*268Very Dissatisfied
3%-%*%7%1%2%

a

1-5-66Fairly Dissatisfied
1%-%2%-%1%1%

Neither Satisfied Nor
1282784047Dissatisfied

8%12%13%30%9%10%

4518722136138Fairly Satisfied
28%27%34%8%32%31%

89399912220232Very Satisfied
55%57%47%47%52%51%

Don't Know (DO NOT READ
921021820OUT)
5%3%4%9%4%5%

1335717214356370NET: Satisfied
83%84%81%55%84%82%

6-521214NET: Dissatisfied
4%-%3%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 - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
17419368937398--32428137261435Unweighted total
14222386425426--1*321117309451Weighted total

6*2-25-----2328Very Dissatisfied
4%*%2%-%10%1%-%-%-%-%-%11%3%1%2%

bai

33--15-----1236Fairly Dissatisfied
2%1%-%-%4%1%-%-%-%-%-%4%2%1%1%

Neither Satisfied Nor
142014*245--*--2113447Dissatisfied
10%9%16%6%10%11%-%-%41%-%-%11%9%11%10%

36683336132--**3331101138Fairly Satisfied
26%30%39%84%23%31%-%-%41%43%100%12%26%33%31%

c

7712135*13220--**-1264156232Very Satisfied
54%54%40%10%51%51%-%-%18%57%-%59%54%50%51%

a

Don't Know (DO NOT READ
7113-120-----161320OUT)
5%5%3%-%3%5%-%-%-%-%-%3%5%4%5%

11318968318351--**31595257370NET: Satisfied
80%85%79%94%74%82%-%-%59%100%100%71%81%83%82%

932-310-----35514NET: Dissatisfied
6%1%2%-%13%2%-%-%-%-%-%15%5%2%3%

bai
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-3291119239331133288283216250435Unweighted total
-2*7614227321108289257194220451Weighted total

-1----54135338Very Dissatisfied
-%23%-%-%-%-%2%1%*%1%2%2%1%2%

----**56346666Fairly Dissatisfied
-%-%-%-%8%2%2%2%3%1%2%3%3%1%

Neither Satisfied Nor
--*2*22334132428192447Dissatisfied
-%-%63%27%6%14%10%11%12%8%11%10%11%10%

---33664942885755666138Fairly Satisfied
-%-%-%36%45%44%28%29%26%29%29%29%30%31%

-2*32612117260163134101114232Very Satisfied
-%77%37%36%40%40%53%54%55%56%52%52%52%51%

Don't Know (DO NOT READ
---*--91231199720OUT)
-%-%-%1%-%-%4%4%3%4%4%5%3%5%

-2*551218526688248209157180370NET: Satisfied
-%77%37%72%85%84%81%83%81%86%81%81%82%82%

-1--**101047119814NET: Dissatisfied
-%23%-%-%8%2%4%3%4%2%4%5%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
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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%
1817657682-112612266435Unweighted total
*43775681*-**348273451Weighted total

-2112-------38Very Dissatisfied
-%5%1%1%2%-%-%-%-%-%-%-%1%2%

-*41*------136Fairly Dissatisfied
-%1%5%2%1%-%-%-%-%-%-%9%1%1%

Neither Satisfied Nor
*49410------*2347Dissatisfied

100%10%11%8%13%-%-%-%-%-%-%5%8%10%

-12221428*-**2*577138Fairly Satisfied
-%28%29%24%34%100%-%100%100%53%9%58%28%31%

-22413238----242155232Very Satisfied
-%51%54%58%47%-%-%-%-%47%91%28%57%51%

Don't Know (DO NOT READ
-2*42-------1120OUT)
-%6%*%7%3%-%-%-%-%-%-%-%4%5%

c

-34634666*-**347232370NET: Satisfied
-%78%82%82%82%100%-%100%100%100%100%86%85%82%

-3422------1614NET: Dissatisfied
-%6%6%3%3%-%-%-%-%-%-%9%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 - 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%
532302501856010218562806576435Unweighted total
45212268183444240257857173451Weighted total

2353**3-2*-18Very Dissatisfied
4%2%2%2%1%10%1%-%4%1%-%1%2%

2451--4-112-6Fairly Dissatisfied
5%2%2%*%-%-%2%-%2%1%3%-%1%

Neither Satisfied Nor
*272720*221-762847Dissatisfied
*%13%10%11%1%38%9%-%12%7%3%11%10%

bc

2055954319263114281725138Fairly Satisfied
45%26%35%24%44%47%26%22%25%34%23%34%31%

aaa

1811612710522*140233494633232Very Satisfied
40%55%47%57%50%5%58%78%57%57%65%45%51%

ba

Don't Know (DO NOT READ
379112-9-**4620OUT)
6%3%3%6%5%-%4%-%*%*%6%9%5%

ccd

38171222148422204247776358370NET: Satisfied
85%81%83%81%94%52%85%100%82%91%88%79%82%

a

47104**6-312114NET: Dissatisfied
9%3%4%2%1%10%3%-%5%2%3%1%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 - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-55228100228592322616565435Unweighted total
-4620392231561920715863451Weighted total

--3-31-3318Very Dissatisfied
-%-%1%-%1%1%-%2%2%1%2%

-1613142316Fairly Dissatisfied
-%2%3%1%1%1%20%1%2%1%1%

Neither Satisfied Nor
-4241023**2719247Dissatisfied
-%9%12%10%10%*%1%13%12%3%10%

aa

-16592866193553722138Fairly Satisfied
-%36%29%31%28%35%16%27%23%34%31%

-221055112833111139433232Very Satisfied
-%47%52%55%55%59%60%55%59%53%51%

Don't Know (DO NOT READ
-37292*62420OUT)
-%7%3%2%4%4%3%3%1%7%5%

b

-3816479193521416813155370NET: Satisfied
-%83%81%86%84%94%76%81%83%88%82%

b

-18161456214NET: Dissatisfied
-%2%4%1%3%2%20%2%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 - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
10157181137185218-76175221-5319395435Unweighted total

8135161122169190-66163226-4217591451Weighted total

-3*131--33-2328Very Dissatisfied
-%2%*%1%2%*%-%-%2%1%-%5%2%2%2%

123155-124-*616Fairly Dissatisfied
7%1%2%1%3%3%-%1%1%2%-%1%3%2%1%

Neither Satisfied Nor
*1625111924-41318-418647Dissatisfied
2%12%15%9%11%13%-%6%8%8%-%10%10%7%10%

23940343850-174663-134626138Fairly Satisfied
29%29%25%28%23%27%-%25%28%28%-%31%26%28%31%

570877197104-4592134-199351232Very Satisfied
62%52%54%59%57%55%-%68%57%59%-%47%53%56%51%

Don't Know (DO NOT READ
-46465--75-29420OUT)
-%3%4%3%4%3%-%-%4%2%-%6%5%4%5%

7109127105135155-61138197-3213977370NET: Satisfied
91%81%79%86%80%81%-%93%85%87%-%78%80%85%82%

153296-157-39414NET: Dissatisfied
7%4%2%1%5%3%-%1%3%3%-%6%5%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 - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
5227814817520251107898435Unweighted total
6296812616016261076883451Weighted total

---*3*--*1*8Very Dissatisfied
-%-%-%3%3%*%-%-%*%1%*%2%

a

---133**1-*6Fairly Dissatisfied
-%-%-%6%2%2%1%1%1%-%1%1%

Neither Satisfied Nor
*44*17271295847Dissatisfied
8%14%61%2%14%17%3%8%8%7%10%10%

2824353636342118138Fairly Satisfied
28%28%37%45%28%22%19%24%32%31%22%31%

417*463871317614055232Very Satisfied
64%59%2%44%50%55%76%67%57%58%67%51%

Don't Know (DO NOT READ
----46--22*20OUT)
-%-%-%-%3%4%-%-%2%3%*%5%

62527991231624956173370NET: Satisfied
92%86%39%89%78%77%95%91%89%89%89%82%

---164**11114NET: Dissatisfied
-%-%-%10%5%2%1%1%1%1%1%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
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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%
2436792652153400292426379403351398435Unweighted total
21980142502137407305437378408342400451Weighted total

23222383878688Very Dissatisfied
1%4%17%1%93%2%2%1%2%2%2%2%2%2%

51-3*266666666Fairly Dissatisfied
2%1%-%1%7%2%1%2%1%2%1%2%1%1%

Neither Satisfied Nor
2912232-134532423839293747Dissatisfied
13%15%13%13%-%9%11%10%10%10%9%8%9%10%

4524649-4412090137111118100118138Fairly Satisfied
21%30%44%20%-%32%29%29%31%29%29%29%29%31%

128384152-68208161227198218182212232Very Satisfied
59%48%25%61%-%50%51%53%52%53%53%53%53%51%

Don't Know (DO NOT READ
92-12-72013181720192020OUT)
4%3%-%5%-%5%5%4%4%5%5%6%5%5%

1736310201-112328251364309336282330370NET: Satisfied
79%78%69%81%-%82%81%82%83%82%82%83%82%82%

732525139141314121414NET: Dissatisfied
3%4%17%2%100%4%3%3%3%3%3%3%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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
1982372114517070275883439125361435Unweighted total
2082432265017476282913599127381451Weighted total

35*53412448-8Very Dissatisfied
1%2%*%9%2%5%1%2%1%4%29%-%2%

acb

154-1231335*6Fairly Dissatisfied
1%2%2%-%1%3%1%1%1%4%18%*%1%

b

Neither Satisfied Nor
16312252033410242381847Dissatisfied

8%13%10%10%11%3%12%11%7%25%29%5%10%

cb

7068642549199920103344124138Fairly Satisfied
34%28%29%49%28%25%35%22%29%38%16%32%31%

aca

10412812214964213753206272221232Very Satisfied
50%53%54%28%55%55%49%58%57%29%8%58%51%

bba

Don't Know (DO NOT READ
137132677520*-1820OUT)

6%3%6%4%3%9%2%5%6%*%-%5%5%

ba

174196186381456123673309616345370NET: Satisfied
84%80%82%77%83%80%84%80%86%67%24%91%82%

a

4105546436712*14NET: Dissatisfied
2%4%2%9%2%8%2%3%2%8%47%*%3%

acbb
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*fedcbaSignificance Level: 95%
303335343636243447424044435Unweighted total
384016394228325042513735451Weighted total

--*21-2-2*-*8Very Dissatisfied
-%-%3%6%1%-%6%-%4%1%-%1%2%

--*-32---*-16Fairly Dissatisfied
-%-%1%-%6%9%-%-%-%*%-%2%1%

d

Neither Satisfied Nor
631-92*4665547Dissatisfied

16%6%4%-%22%7%1%9%14%11%14%15%10%

iijiiii

11931013981816111811138Fairly Satisfied
29%23%21%27%31%33%25%36%37%22%47%31%31%

cjk

192411241314202519331516232Very Satisfied
49%60%72%61%31%50%62%51%44%64%39%46%51%

habdhhbh

Don't Know (DO NOT READ
24-24*23-1-220OUT)
6%10%-%6%9%1%6%5%-%2%-%6%5%

bdd

293415342623284334443227370NET: Satisfied
78%84%92%88%62%83%88%86%81%86%86%77%82%

hhhhh

--12322-21-114NET: Dissatisfied
-%-%4%6%7%9%6%-%4%1%-%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,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
98106105126435Unweighted total
94109124124451Weighted total

*3418Very Dissatisfied
*%3%3%1%2%

*5-16Fairly Dissatisfied
*%5%-%1%1%

bd

Neither Satisfied Nor
911111647Dissatisfied

10%10%8%13%10%

24334240138Fairly Satisfied
25%30%34%32%31%

54516464232Very Satisfied
58%47%51%51%51%

Don't Know (DO NOT READ
664320OUT)
7%6%4%2%5%

7883105103370NET: Satisfied
83%77%85%83%82%

184214NET: Dissatisfied
1%7%3%1%3%

ad
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
521736891061541933102281435Unweighted total
191032115152213415430451Weighted total

*-*41*--*910Very Dissatisfied
1%-%1%4%1%2%-%-%3%2%2%

2-2121-**77Fairly Dissatisfied
12%-%6%1%1%3%-%6%3%2%2%

ab

Neither Satisfied Nor
22418162*115760Dissatisfied

13%24%13%16%11%11%9%15%10%13%13%

83922486114128134Fairly Satisfied
40%30%28%19%31%28%19%31%29%30%30%

b

7517677711227214225Very Satisfied
33%46%53%58%50%52%65%48%51%50%50%

ee

Don't Know (DO NOT READ
*--291*-*1515OUT)
1%-%-%2%6%3%7%-%3%3%3%

1482589124172312342359NET: Satisfied
73%76%80%77%82%81%84%79%81%80%80%

3-2531-*11617NET: Dissatisfied
13%-%6%5%2%5%-%6%6%4%4%

a
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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
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
46483830332373563325501534435Unweighted total
14221340242535285385622343451Weighted total

--*92-2-2*--210Very Dissatisfied
-%-%4%2%5%-%4%-%6%6%-%-%5%2%

f

1*162--2*2---7Fairly Dissatisfied
4%*%4%2%5%-%-%2%1%42%-%-%-%2%

Neither Satisfied Nor
22154*313174-105260Dissatisfied

16%10%9%13%*%5%25%20%11%-%16%20%6%13%

iiahihii

243124141914235226614134Fairly Satisfied
17%19%27%31%34%36%28%28%12%52%41%28%33%30%

emeemelme

81571942128213926-241224225Very Satisfied
60%71%52%48%51%52%40%46%69%-%39%52%56%50%

ccfgjcfgj

Don't Know (DO NOT READ
*-1142424*-2--15OUT)
3%-%4%4%5%8%4%4%1%-%4%-%-%3%

11191031936473562312501838359NET: Satisfied
76%90%79%79%85%87%68%73%82%52%80%80%89%80%

fggg

1*1154-2232--217NET: Dissatisfied
4%*%8%4%10%-%4%2%7%48%-%-%5%4%

chl
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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
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
4938610932611017141602211974435Unweighted total
444078137012220101851710824451Weighted total

2855---5*22-10Very Dissatisfied
4%2%6%1%-%-%-%3%2%19%3%-%2%

a

*7443--5--*-7Fairly Dissatisfied
*%2%4%1%2%-%-%3%-%-%*%-%2%

a

Neither Satisfied Nor
357105023-2213*9260Dissatisfied
6%14%13%13%19%-%19%11%15%2%11%48%13%

10125281064194468*27*134Fairly Satisfied
22%31%35%29%34%44%36%25%46%2%33%2%30%

25199321935211510378382225Very Satisfied
58%49%40%52%42%56%45%56%38%77%46%50%50%

bh

Don't Know (DO NOT READ
4112134--5--6-15OUT)
9%3%2%4%4%-%-%3%-%-%7%-%3%

a

353246129993208149148652359NET: Satisfied
80%80%75%81%76%100%81%80%84%79%79%52%80%

215893--10*22-17NET: Dissatisfied
5%4%10%2%2%-%-%5%2%19%3%-%4%

a
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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
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1536920619416435Unweighted total
1606821326425451Weighted total

3-7-1010Very Dissatisfied
2%-%3%-%2%2%

123267Fairly Dissatisfied
1%3%1%7%1%2%

Neither Satisfied Nor
16103265460Dissatisfied
10%14%15%22%13%13%

5319624130134Fairly Satisfied
33%27%29%15%31%30%

823610212213225Very Satisfied
51%53%48%47%50%50%

Don't Know (DO NOT READ
52821315OUT)
3%3%4%9%3%3%

1355416416343359NET: Satisfied
84%80%77%62%81%80%

42921517NET: Dissatisfied
3%3%4%7%4%4%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b,c
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£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%
17419368937398--32428137261435Unweighted total
14222386425426--1*321117309451Weighted total

532-*9-----*5510Very Dissatisfied
3%1%2%-%1%2%-%-%-%-%-%1%4%1%2%

422-34-----3147Fairly Dissatisfied
3%1%2%-%13%1%-%-%-%-%-%15%1%1%2%

abi

Neither Satisfied Nor
162914*159--*--1154360Dissatisfied
11%13%16%6%4%14%-%-%41%-%-%3%13%14%13%

33732835129--**2228101134Fairly Satisfied
23%33%33%81%22%30%-%-%59%43%92%11%24%33%30%

8010837*13212---**1367145225Very Satisfied
56%48%43%13%54%50%-%-%-%57%8%61%57%47%50%

Don't Know (DO NOT READ
493-213-----221115OUT)
3%4%3%-%7%3%-%-%-%-%-%9%2%4%3%

11318066319341--**31595246359NET: Satisfied
80%81%76%94%75%80%-%-%59%100%100%72%81%80%80%

954-314-----35817NET: Dissatisfied
6%2%4%-%13%3%-%-%-%-%-%16%5%3%4%

bai
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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
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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%
-3291119239331133288283216250435Unweighted total
-2*7614227321108289257194220451Weighted total

-----*793684510Very Dissatisfied
-%-%-%-%-%2%3%3%3%2%3%2%2%2%

-1--*-24243337Fairly Dissatisfied
-%23%-%-%4%-%1%1%2%1%1%2%1%2%

Neither Satisfied Nor
--**143146173536313160Dissatisfied
-%-%63%1%11%27%14%14%16%12%14%16%14%13%

-*-43663853274765965134Fairly Satisfied
-%5%-%62%45%43%28%27%29%26%30%30%30%30%

-2*3241171705216112893111225Very Satisfied
-%72%37%36%40%28%51%53%48%56%50%48%50%50%

Don't Know (DO NOT READ
---*--673974515OUT)
-%-%-%1%-%-%3%2%3%3%3%2%2%3%

-2*751018025583236204151176359NET: Satisfied
-%77%37%98%85%71%79%79%77%82%79%78%80%80%

-1--**1013510117817NET: Dissatisfied
-%23%-%-%4%2%4%4%5%3%4%4%4%4%
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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
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
1817657682-112612266435Unweighted total
*43775681*-**348273451Weighted total

-251-------*510Very Dissatisfied
-%6%6%1%-%-%-%-%-%-%-%3%2%2%

aa

-*-12------*47Fairly Dissatisfied
-%1%-%1%3%-%-%-%-%-%-%3%1%2%

Neither Satisfied Nor
*410913------33260Dissatisfied

100%10%13%16%16%-%-%-%-%-%-%31%12%13%

-12201727*-**2**71134Fairly Satisfied
-%28%26%30%33%100%-%100%100%53%9%6%26%30%

-24422537----245151225Very Satisfied
-%55%54%45%46%-%-%-%-%47%91%58%55%50%

Don't Know (DO NOT READ
-**42-------915OUT)
-%1%*%7%3%-%-%-%-%-%-%-%3%3%

cd

-36624264*-**345222359NET: Satisfied
-%83%80%75%79%100%-%100%100%100%100%64%82%80%

-3512------*917NET: Dissatisfied
-%7%6%2%3%-%-%-%-%-%-%5%3%4%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
532302501856010218562806576435Unweighted total
45212268183444240257857173451Weighted total

-873**5-41-*10Very Dissatisfied
-%4%3%1%1%10%2%-%8%1%-%*%2%

ab

*334**3-2*117Fairly Dissatisfied
*%1%1%2%1%2%1%-%4%*%1%1%2%

Neither Satisfied Nor
6304118*233*5173960Dissatisfied

14%14%15%10%1%38%14%4%10%20%4%12%13%

cb

2353854919254210221525134Fairly Satisfied
51%25%32%27%43%42%22%96%18%25%21%34%30%

aad

1411412510022*139-35454834225Very Satisfied
30%54%47%54%50%7%58%-%60%53%68%46%50%

ba

Don't Know (DO NOT READ
25782-7-*-4515OUT)
4%2%3%5%5%-%3%-%*%-%6%6%3%

cc

37167210149412192245666359359NET: Satisfied
81%79%78%82%93%49%80%96%78%78%89%80%80%

a

*11107118-711117NET: Dissatisfied
*%5%4%4%1%13%4%-%12%2%1%1%4%

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 - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-55228100228592322616565435Unweighted total
-4620392231561920715863451Weighted total

--526--85*10Very Dissatisfied
-%-%2%2%2%-%-%4%3%*%2%

-*3*31*3117Fairly Dissatisfied
-%*%2%*%1%1%1%1%1%1%2%

Neither Satisfied Nor
-230632342826560Dissatisfied
-%4%15%7%14%6%20%14%16%8%13%

ac

-21613456187533221134Fairly Satisfied
-%46%30%37%24%33%38%25%20%33%30%

bb

-20100491273271119132225Very Satisfied
-%44%49%54%55%57%38%54%58%51%50%

Don't Know (DO NOT READ
-34-72*42415OUT)
-%6%2%-%3%4%3%2%1%7%3%

ab

-4116083183501416412352359NET: Satisfied
-%90%79%91%79%90%76%79%78%84%80%

b

-*8291*117117NET: Dissatisfied
-%*%4%3%4%1%1%5%4%1%4%
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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
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
10157181137185218-76175221-5319395435Unweighted total

8135161122169190-66163226-4217591451Weighted total

-65345--66-24310Very Dissatisfied
-%5%3%2%2%3%-%-%4%3%-%5%2%3%2%

-13133-13*-*317Fairly Dissatisfied
-%1%2%1%2%2%-%1%2%*%-%*%1%1%2%

Neither Satisfied Nor
11924122728-51426-630560Dissatisfied
9%14%15%10%16%15%-%8%8%12%-%15%17%6%13%

a

*3644314548-174359-145233134Fairly Satisfied
3%26%27%25%27%25%-%26%27%26%-%34%30%36%30%

768817186103-4391132-198147225Very Satisfied
88%51%50%59%51%54%-%65%56%58%-%45%47%52%50%

Don't Know (DO NOT READ
-44443--63--4215OUT)
-%3%3%3%2%2%-%-%4%1%-%-%2%2%3%

7104125102131151-60134190-3313481359NET: Satisfied
91%77%78%84%78%79%-%91%82%84%-%79%77%89%80%

b

-78478-196-26317NET: Dissatisfied
-%5%5%3%4%4%-%1%6%3%-%6%4%4%4%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
5227814817520251107898435Unweighted total
6296812616016261076883451Weighted total

---*75--32310Very Dissatisfied
-%-%-%3%5%3%-%-%2%3%3%2%

**--13**1117Fairly Dissatisfied
8%*%-%-%1%2%3%2%1%1%1%2%

Neither Satisfied Nor
-4212026*2102960Dissatisfied
-%15%30%8%16%16%3%8%9%3%11%13%

4944344358292120134Fairly Satisfied
63%30%68%45%27%27%28%32%27%31%25%30%

216*460791115634050225Very Satisfied
29%55%2%44%47%49%67%58%59%58%61%50%

Don't Know (DO NOT READ
----44--22*15OUT)
-%-%-%-%3%3%-%-%2%3%*%3%

62547941221624926171359NET: Satisfied
92%85%70%89%75%76%95%90%86%89%85%80%

**-*88**33317NET: Dissatisfied
8%*%-%3%6%5%3%2%3%5%4%4%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
2436792652153400292426379403351398435Unweighted total
21980142502137407305437378408342400451Weighted total

4543-397101088810Very Dissatisfied
2%7%31%1%-%2%2%2%2%3%2%2%2%2%

b

5*-5*171777277Fairly Dissatisfied
2%*%-%2%7%1%2%*%2%2%2%*%2%2%

a

Neither Satisfied Nor
3411235-196042565355455360Dissatisfied
16%14%16%14%-%14%15%14%13%14%13%13%13%13%

5225261-411139313210411596115134Fairly Satisfied
24%31%15%24%-%30%28%30%30%28%28%28%29%30%

118365138-69202153219191208177202225Very Satisfied
54%46%38%55%-%50%50%50%50%51%51%52%51%50%

Don't Know (DO NOT READ
62-825159131315151515OUT)
3%3%-%3%93%4%4%3%3%3%4%4%4%3%

169618199-110316246351296323273317359NET: Satisfied
77%77%54%80%-%80%78%81%80%78%79%80%79%80%

9647*317817161591517NET: Dissatisfied
4%7%31%3%7%3%4%3%4%4%4%3%4%4%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
1982372114517070275883439125361435Unweighted total
2082432265017476282913599127381451Weighted total

36*27234*98210Very Dissatisfied
2%3%*%4%4%3%1%5%*%10%29%*%2%

ccbb

17232214267*7Fairly Dissatisfied
*%3%1%6%1%3%*%5%1%6%25%*%2%

acbbb

Neither Satisfied Nor
23372582654213302982560Dissatisfied
11%15%11%17%15%7%15%14%8%32%31%7%13%

b

6570752040209124108262120134Fairly Satisfied
31%29%33%40%23%26%32%26%30%28%7%32%30%

aa

10711811712954014144204211222225Very Satisfied
52%48%52%25%55%53%50%48%57%23%2%58%50%

bba

Don't Know (DO NOT READ
8774565215*21115OUT)
4%3%3%7%3%8%2%2%4%*%7%3%3%

b

172187192321356023267312472343359NET: Satisfied
83%77%85%65%78%79%82%74%87%52%9%90%80%

ba

41325944821514217NET: Dissatisfied
2%5%1%11%5%6%1%9%1%16%54%1%4%

ccbbb
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*fedcbaSignificance Level: 95%
303335343636243447424044435Unweighted total
384016394228325042513735451Weighted total

42*21------*10Very Dissatisfied
10%5%3%6%2%-%-%-%-%-%-%1%2%

bcd

--*-122--1-27Fairly Dissatisfied
-%-%1%-%1%9%6%-%-%1%-%5%2%

d

Neither Satisfied Nor
413694*58116360Dissatisfied

11%2%18%15%22%15%1%11%19%21%15%8%13%

kkkkkk

61047151181714111714134Fairly Satisfied
16%25%22%19%36%41%25%35%33%21%45%39%30%

lcijll

23249211510222519281515225Very Satisfied
62%59%55%55%35%34%69%51%44%55%40%42%50%

ghgh

Don't Know (DO NOT READ
*4*22**221-215OUT)
*%10%1%6%4%*%*%4%4%2%-%5%3%

b

293412293021304233393228359NET: Satisfied
78%84%77%74%71%76%93%85%77%76%85%81%80%

4212122--1-217NET: Dissatisfied
10%5%4%6%3%9%6%-%-%1%-%6%4%

bdd
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
98106105126435Unweighted total
94109124124451Weighted total

63-*10Very Dissatisfied
7%3%-%*%2%

ab

*3237Fairly Dissatisfied
*%3%1%2%2%

Neither Satisfied Nor
819141960Dissatisfied
8%18%11%16%13%

d

20343942134Fairly Satisfied
21%31%31%34%30%

d

56456658225Very Satisfied
60%42%53%46%50%

c

Don't Know (DO NOT READ
444315OUT)
5%4%3%2%3%

768010599359NET: Satisfied
80%73%84%80%80%

c

662317NET: Dissatisfied
7%5%1%2%4%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
521736891061541933102281435Unweighted total
191032115152213415430451Weighted total

1--6*----77Very Dissatisfied
3%-%-%5%*%-%-%-%-%2%2%

a

*-*-41***910Fairly Dissatisfied
2%-%*%-%2%4%16%9%1%2%2%

ab

Neither Satisfied Nor
433972-*23133Dissatisfied

20%27%8%8%5%10%-%4%13%7%7%

ab

821227405*14127132Fairly Satisfied
41%25%36%24%26%25%11%29%27%30%29%

b

7517638113228216229Very Satisfied
33%48%55%55%53%59%65%58%58%50%51%

eee

Don't Know (DO NOT READ
---9201*-*4040OUT)
-%-%-%8%13%2%7%-%2%9%9%

ecebe

1572991121182412343361NET: Satisfied
75%73%91%79%79%84%76%87%84%80%80%

1-*641***1617NET: Dissatisfied
5%-%*%5%3%4%16%9%1%4%4%

b
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
46483830332373563325501534435Unweighted total
14221340242535285385622343451Weighted total

-1*6--22----27Very Dissatisfied
-%2%4%2%-%-%4%2%-%-%-%-%5%2%

**19**3-2*22-10Fairly Dissatisfied
2%*%4%2%*%*%7%-%5%3%3%8%-%2%

f

Neither Satisfied Nor
221272249225-*33Dissatisfied

17%8%8%7%5%4%7%11%6%45%9%-%*%7%

aj

2421241415112611*29216132Fairly Satisfied
14%19%18%31%34%28%20%30%28%4%47%10%38%29%

mmmgjklmm

813720122302439212261720229Very Satisfied
57%61%53%50%51%55%47%46%57%48%42%74%47%51%

Don't Know (DO NOT READ
1223546892-*2440OUT)

11%9%13%9%9%12%15%11%5%-%*%8%9%9%

ccccccccc

1017932536453564322551936361NET: Satisfied
71%80%71%81%85%84%67%76%85%52%88%84%85%80%

gkm

*1115**622*22217NET: Dissatisfied
2%3%8%4%*%*%11%2%5%3%3%8%5%4%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,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%
4938610932611017141602211974435Unweighted total
444078137012220101851710824451Weighted total

-73421-3--2-7Very Dissatisfied
-%2%3%1%1%3%-%1%-%-%2%-%2%

28198--*--2-10Fairly Dissatisfied
4%2%1%3%6%-%-%*%-%-%3%-%2%

e

Neither Satisfied Nor
32992422216326-33Dissatisfied
7%7%11%6%2%9%17%9%16%20%7%-%7%

h

131192410842743791312132Fairly Satisfied
29%29%30%29%34%34%38%20%50%7%38%50%29%

ee

2220739189587311367342229Very Satisfied
50%51%49%51%47%34%27%61%34%72%41%50%51%

bh

Don't Know (DO NOT READ
436535104216--8-40OUT)
9%9%6%10%8%20%18%9%-%-%10%-%9%

3532663297100137150148654361NET: Satisfied
79%80%79%80%82%68%65%81%84%80%79%100%80%

215314101-3--4-17NET: Dissatisfied
4%4%4%4%8%3%-%2%-%-%5%-%4%

e
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1536920619416435Unweighted total
1606821326425451Weighted total

4-3-77Very Dissatisfied
3%-%1%-%2%2%

2-8-1010Fairly Dissatisfied
1%-%4%-%2%2%

Neither Satisfied Nor
1061523133Dissatisfied

6%9%7%7%7%7%

39316110122132Fairly Satisfied
24%46%28%38%29%29%

ac

863110711218229Very Satisfied
53%45%50%43%51%51%

Don't Know (DO NOT READ
20-2033740OUT)
12%-%9%11%9%9%

bb

1246216821340361NET: Satisfied
77%91%79%82%80%80%

ac

7-10-1717NET: Dissatisfied
4%-%5%-%4%4%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
17419368937398--32428137261435Unweighted total
14222386425426--1*321117309451Weighted total

52---7------527Very Dissatisfied
3%1%-%-%-%2%-%-%-%-%-%-%4%1%2%

a

244-*10-----*2810Fairly Dissatisfied
2%2%5%-%1%2%-%-%-%-%-%1%2%2%2%

Neither Satisfied Nor
71510*330--*-*342533Dissatisfied
5%7%12%5%12%7%-%-%18%-%3%13%4%8%7%

b

48642136126--**234185132Fairly Satisfied
33%29%24%76%25%30%-%-%41%43%89%16%35%27%29%

7411540115213--***1559154229Very Satisfied
52%51%46%19%62%50%-%-%41%57%8%70%50%50%51%

Don't Know (DO NOT READ
62311--40------63540OUT)
4%10%13%-%-%9%-%-%-%-%-%-%5%11%9%

ccbj

12217960421339--**318100239361NET: Satisfied
86%80%70%95%87%80%-%-%82%100%97%86%85%77%80%

a

764-*17-----*71017NET: Dissatisfied
5%3%5%-%1%4%-%-%-%-%-%1%6%3%4%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-3291119239331133288283216250435Unweighted total
-2*7614227321108289257194220451Weighted total

-----257477447Very Dissatisfied
-%-%-%-%-%13%2%2%4%2%3%2%2%2%

----*-783376510Fairly Dissatisfied
-%-%-%-%2%-%3%2%2%1%3%3%2%2%

Neither Satisfied Nor
-1-211192871723172133Dissatisfied
-%28%-%27%15%6%8%9%7%6%9%9%10%7%

--*24473884188835977132Fairly Satisfied
-%-%63%26%63%28%32%27%38%31%32%31%35%29%

f

-2*1181091725015512191103229Very Satisfied
-%72%37%20%19%53%48%54%46%54%47%47%47%51%

Don't Know (DO NOT READ
---2--141742016151040OUT)
-%-%-%28%-%-%6%5%3%7%6%8%4%9%

-2*351218226191243204150180361NET: Satisfied
-%72%100%46%82%82%80%81%84%84%79%78%82%80%

----*21215691411917NET: Dissatisfied
-%-%-%-%2%13%5%5%6%3%5%5%4%4%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
1817657682-112612266435Unweighted total
*43775681*-**348273451Weighted total

-22-2-------77Very Dissatisfied
-%5%3%-%3%-%-%-%-%-%-%-%2%2%

-*421-------310Fairly Dissatisfied
-%1%5%4%1%-%-%-%-%-%-%-%1%2%

Neither Satisfied Nor
-5846-----**1633Dissatisfied
-%11%11%8%7%-%-%-%-%-%2%5%6%7%

*10302320*--*2*581132Fairly Satisfied
100%23%39%42%24%46%-%-%100%53%5%63%30%29%

dad

-23322244*-*-243146229Very Satisfied
-%54%42%39%54%54%-%100%-%47%93%32%54%51%

Don't Know (DO NOT READ
-2149-------2040OUT)
-%6%1%8%11%-%-%-%-%-%-%-%7%9%

cc

*34614563*-**348227361NET: Satisfied
100%78%80%81%78%100%-%100%100%100%98%95%83%80%

-2623-------917NET: Dissatisfied
-%6%8%4%4%-%-%-%-%-%-%-%3%4%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
532302501856010218562806576435Unweighted total
45212268183444240257857173451Weighted total

-761-*6-4*-27Very Dissatisfied
-%3%2%1%-%10%3%-%7%1%-%2%2%

bc

4383**22****10Fairly Dissatisfied
8%1%3%1%*%2%1%78%*%*%*%*%2%

a

Neither Satisfied Nor
32118155*11**9*733Dissatisfied
6%10%7%8%12%4%5%4%*%10%1%10%7%

abdbd

1469765614471*22282217132Fairly Satisfied
30%33%28%31%31%79%29%8%38%33%31%23%29%

201001389117*137*31474234229Very Satisfied
45%47%51%50%39%4%57%10%54%56%60%46%51%

c

Don't Know (DO NOT READ
51123178-13--*61440OUT)

11%5%8%10%17%-%5%-%-%1%8%19%9%

acdcd

34170214147314208*53756550361NET: Satisfied
76%80%80%81%70%83%87%18%92%88%91%69%80%

caaa

410144*18241*217NET: Dissatisfied
8%5%5%2%*%13%4%78%8%1%*%3%4%

bc
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-55228100228592322616565435Unweighted total
-4620392231561920715863451Weighted total

--437--77-7Very Dissatisfied
-%-%2%3%3%-%-%3%4%-%2%

-*5*2*232*10Fairly Dissatisfied
-%1%2%1%1%*%10%1%1%*%2%

Neither Satisfied Nor
-6217134*2110533Dissatisfied
-%12%10%7%5%7%1%10%6%7%7%

-17722874142684820132Fairly Satisfied
-%37%35%31%32%25%10%33%30%32%29%

-2192511203314978133229Very Satisfied
-%45%45%56%52%59%76%47%52%53%51%

Don't Know (DO NOT READ
-292155*1110540OUT)
-%5%5%2%7%9%3%5%6%7%9%

-3816480194461616512953361NET: Satisfied
-%82%81%87%84%83%86%80%82%85%80%

-*939*2109*17NET: Dissatisfied
-%1%4%3%4%*%10%5%6%*%4%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
10157181137185218-76175221-5319395435Unweighted total

8135161122169190-66163226-4217591451Weighted total

-64244--75-2427Very Dissatisfied
-%4%3%2%3%2%-%-%4%2%-%5%3%2%2%

-42145--12-26*10Fairly Dissatisfied
-%3%1%1%3%3%-%-%*%1%-%4%3%*%2%

Neither Satisfied Nor
-141971519-3811-517833Dissatisfied
-%10%12%6%9%10%-%4%5%5%-%13%10%9%7%

33659434766-265171-135420132Fairly Satisfied
40%27%36%35%28%35%-%39%32%32%-%32%31%22%29%

57071628791-3588120-168253229Very Satisfied
60%52%44%51%52%48%-%53%54%53%-%39%47%58%51%

c

Don't Know (DO NOT READ
-567105-2816-311840OUT)
-%4%4%6%6%3%-%4%5%7%-%6%6%9%9%

8106130105135157-61139192-3013672361NET: Satisfied
100%79%81%86%80%83%-%92%85%85%-%71%78%79%80%

-107399--77-410317NET: Dissatisfied
-%7%4%2%5%5%-%-%4%3%-%10%6%3%4%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
5227814817520251107898435Unweighted total
6296812616016261076883451Weighted total

----74--2247Very Dissatisfied
-%-%-%-%5%2%-%-%2%3%5%2%

---*42**1**10Fairly Dissatisfied
-%-%-%2%4%2%1%1%1%*%1%2%

Neither Satisfied Nor
-12*1317*256233Dissatisfied
-%2%33%3%10%11%*%7%5%9%3%7%

28243560710352230132Fairly Satisfied
28%27%35%52%28%37%41%38%33%32%36%29%

519-46273914553445229Very Satisfied
72%64%-%44%49%46%54%54%51%49%55%51%

Don't Know (DO NOT READ
-22-54*-94140OUT)
-%8%32%-%4%2%3%-%9%6%1%9%

aa

62628971331624905675361NET: Satisfied
100%91%35%95%77%83%95%92%84%82%91%80%

---*116**32417NET: Dissatisfied
-%-%-%2%9%4%1%1%2%3%5%4%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
2436792652153400292426379403351398435Unweighted total
21980142502137407305437378408342400451Weighted total

4322-375777777Very Dissatisfied
2%3%16%1%-%2%2%2%2%2%2%2%2%2%

61-3-41061091061010Fairly Dissatisfied
3%1%-%1%-%3%2%2%2%2%2%2%2%2%

Neither Satisfied Nor
225421-103122332531243133Dissatisfied
10%6%31%9%-%7%8%7%7%7%8%7%8%7%

5128265*411188612410311496114132Fairly Satisfied
23%35%15%26%7%30%29%28%28%27%28%28%29%29%

b

123355139275205157225197210177204229Very Satisfied
56%44%38%56%93%54%50%51%52%52%52%52%51%51%

Don't Know (DO NOT READ
149-19-53629383736323440OUT)

6%11%-%8%-%3%9%10%9%10%9%9%9%9%

cc

1736382042115323242349300324272318361NET: Satisfied
79%79%54%82%100%84%79%79%80%79%79%80%80%80%

10325-71712171617131717NET: Dissatisfied
5%4%16%2%-%5%4%4%4%4%4%4%4%4%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
1982372114517070275883439125361435Unweighted total
2082432265017476282913599127381451Weighted total

3422323225517Very Dissatisfied
2%2%1%4%2%3%1%2%1%5%18%*%2%

b

46442262554*10Fairly Dissatisfied
2%2%2%7%1%3%2%3%1%5%15%*%2%

ab

Neither Satisfied Nor
824165113246191451933Dissatisfied
4%10%7%11%6%4%8%7%5%15%18%5%7%

bb

5875701943247830101316111132Fairly Satisfied
28%31%31%38%25%32%28%33%28%34%24%29%29%

10911911519944013848200292217229Very Satisfied
53%49%51%39%54%52%49%53%56%32%7%57%51%

a

Don't Know (DO NOT READ
251619-21533232853340OUT)
12%6%8%-%12%7%12%2%9%9%18%9%9%

abba

167194185381376421678301608329361NET: Satisfied
80%80%82%77%78%84%77%86%84%65%31%86%80%

a

8106654958109117NET: Dissatisfied
4%4%3%12%3%5%3%5%2%10%33%*%4%

acb
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*fedcbaSignificance Level: 95%
303335343636243447424044435Unweighted total
384016394228325042513735451Weighted total

2-*3---2----7Very Dissatisfied
5%-%3%7%-%-%-%4%-%-%-%-%2%

--*-2----52*10Fairly Dissatisfied
-%-%2%-%6%-%-%-%-%10%4%1%2%

dg

Neither Satisfied Nor
431351443-5133Dissatisfied

10%7%4%8%11%3%12%7%8%-%14%3%7%

ccc

5136511981514141517132Fairly Satisfied
13%32%36%14%27%31%25%30%33%27%41%50%29%

iliilchil

22239271612182421281315229Very Satisfied
58%56%56%70%39%45%56%48%51%55%35%41%51%

abgh

Don't Know (DO NOT READ
52-17626442240OUT)

13%5%-%1%18%22%7%11%9%7%6%5%9%

jijaijkj

273615332821263935422832361NET: Satisfied
71%88%92%84%66%76%81%78%84%82%75%91%80%

hhlhl

2-132--2-52*17NET: Dissatisfied
5%-%5%7%6%-%-%4%-%10%4%1%4%

dg
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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

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
98106105126435Unweighted total
94109124124451Weighted total

232-7Very Dissatisfied
3%3%1%-%2%

*2-810Fairly Dissatisfied
*%2%-%6%2%

bd

Neither Satisfied Nor
7811633Dissatisfied
8%8%9%5%7%

24253747132Fairly Satisfied
25%23%30%38%29%

c

54566356229Very Satisfied
57%52%51%45%51%

Don't Know (DO NOT READ
71411840OUT)
7%13%9%6%9%

7781100102361NET: Satisfied
82%75%81%82%80%

352817NET: Dissatisfied
3%5%1%6%4%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d

Produced by OLR
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
521736891061541933102281435Unweighted total
191032115152213415430451Weighted total

1--4*----77Very Dissatisfied
3%-%-%4%*%-%-%-%-%2%2%

--2*41***1112Fairly Dissatisfied
-%-%5%*%3%3%9%3%2%3%3%

b

Neither Satisfied Nor
313883-*22932Dissatisfied

13%9%9%7%5%12%-%11%14%7%7%

a

104622296114105110Fairly Satisfied
51%42%18%19%19%27%25%20%29%24%24%

abc

6521729012238242254Very Satisfied
33%49%68%63%59%55%59%65%52%56%56%

eee

Don't Know (DO NOT READ
---9201*-*3536OUT)
-%-%-%8%13%2%7%-%2%8%8%

ecebe

1692794119182312347364NET: Satisfied
84%91%86%82%78%82%84%86%81%81%81%

1-2441***1819NET: Dissatisfied
3%-%5%4%3%3%9%3%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

Produced by OLR
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
46483830332373563325501534435Unweighted total
14221340242535285385622343451Weighted total

-1*6--2-2---27Very Dissatisfied
-%2%4%1%-%-%4%-%5%-%-%-%5%2%

--1112*32-2-2*12Fairly Dissatisfied
-%-%4%3%5%*%7%2%-%42%-%9%*%3%

Neither Satisfied Nor
31127*4562*7-232Dissatisfied

18%6%4%7%1%8%10%7%6%6%12%-%5%7%

ij

24310211714227*27113110Fairly Satisfied
11%20%21%25%26%13%28%26%19%4%43%2%29%24%

mehjklmm

914722427342148252281822254Very Satisfied
64%65%54%56%65%63%40%56%66%48%45%81%51%56%

gggg

Don't Know (DO NOT READ
1123229682-*2436OUT)
7%7%13%8%4%16%11%9%5%-%*%8%9%8%

cccccc

11181032638403570322551934364NET: Satisfied
75%85%75%81%91%76%68%82%84%52%88%83%80%81%

gg

-11172*6222-2219NET: Dissatisfied
-%2%8%4%5%*%11%2%5%42%-%9%6%4%

cm
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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

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
4938610932611017141602211974435Unweighted total
444078137012220101851710824451Weighted total

2534-1-3--4-7Very Dissatisfied
4%1%3%1%-%3%-%1%-%-%5%-%2%

h

210488-*4*---12Fairly Dissatisfied
4%2%5%2%6%-%2%2%1%-%-%-%3%

b

Neither Satisfied Nor
3298239-214124-32Dissatisfied
6%7%10%6%7%-%18%7%7%19%5%-%7%

5105218930643781222110Fairly Satisfied
12%26%26%24%24%32%34%20%49%14%27%50%24%

b

3022441213677311777452254Very Satisfied
68%55%51%58%55%34%28%63%43%67%54%50%56%

Don't Know (DO NOT READ
23433396211--8-36OUT)
5%8%4%9%7%32%18%6%-%-%10%-%8%

353296230297137154168674364NET: Satisfied
80%81%77%82%79%66%62%83%92%81%81%100%81%

41571281*7*-4-19NET: Dissatisfied
8%4%8%3%6%3%2%4%1%-%5%-%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,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1536920619416435Unweighted total
1606821326425451Weighted total

3-4-77Very Dissatisfied
2%-%2%-%2%2%

22621012Fairly Dissatisfied
1%2%3%7%2%3%

Neither Satisfied Nor
1441323032Dissatisfied

9%6%6%7%7%7%

3418576105110Fairly Satisfied
21%27%26%23%25%24%

914411515239254Very Satisfied
56%64%54%59%56%56%

Don't Know (DO NOT READ
17-1813536OUT)
11%-%9%4%8%8%

bb

1246217121343364NET: Satisfied
77%91%80%82%81%81%

ac

521121719NET: Dissatisfied
3%2%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 - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
17419368937398--32428137261435Unweighted total
14222386425426--1*321117309451Weighted total

512--7------527Very Dissatisfied
3%*%2%-%-%2%-%-%-%-%-%-%4%1%2%

ba

254--12------21012Fairly Dissatisfied
2%2%5%-%-%3%-%-%-%-%-%-%2%3%3%

Neither Satisfied Nor
41710*131--*--142732Dissatisfied
3%8%11%9%4%7%-%-%59%-%-%3%3%9%7%

cb

39561616104---*153272110Fairly Satisfied
27%25%18%26%25%24%-%-%-%43%29%25%28%23%24%

8712047217237--**21569167254Very Satisfied
61%54%55%64%71%56%-%-%41%57%71%72%59%54%56%

Don't Know (DO NOT READ
5247--36------53136OUT)
3%11%8%-%-%8%-%-%-%-%-%-%4%10%8%

cbj

12617663324341--**320102239364NET: Satisfied
88%79%73%91%96%80%-%-%41%100%100%97%87%77%81%

abaia

766--19------71219NET: Dissatisfied
5%3%7%-%-%4%-%-%-%-%-%-%6%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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-3291119239331133288283216250435Unweighted total
-2*7614227321108289257194220451Weighted total

------76257437Very Dissatisfied
-%-%-%-%-%-%3%2%2%2%3%2%1%2%

------684266612Fairly Dissatisfied
-%-%-%-%-%-%3%2%4%1%2%3%3%3%

d

Neither Satisfied Nor
-*--131424111418131632Dissatisfied
-%5%-%-%15%20%6%8%10%5%7%7%7%7%

d

--*22460792979685058110Fairly Satisfied
-%-%63%27%35%26%27%25%27%27%27%26%27%24%

-2*33812418458169141105125254Very Satisfied
-%95%37%46%51%54%55%57%54%58%55%54%57%56%

Don't Know (DO NOT READ
---2--151942117161236OUT)
-%-%-%28%-%-%7%6%3%7%7%8%5%8%

-2*551118526488247209154183364NET: Satisfied
-%95%100%72%85%80%81%82%81%86%81%80%83%81%

------1314671310919NET: Dissatisfied
-%-%-%-%-%-%6%4%6%2%5%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,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
1817657682-112612266435Unweighted total
*43775681*-**348273451Weighted total

-2221-------57Very Dissatisfied
-%5%3%3%1%-%-%-%-%-%-%-%2%2%

-*4*2-------212Fairly Dissatisfied
-%1%5%*%3%-%-%-%-%-%-%-%1%3%

Neither Satisfied Nor
-3725------11332Dissatisfied
-%8%10%4%7%-%-%-%-%-%-%8%5%7%

*9271516*--*2*373110Fairly Satisfied
100%22%35%28%20%46%-%-%100%53%9%36%27%24%

-25343448*-*-245158254Very Satisfied
-%58%44%61%59%54%-%100%-%47%91%56%58%56%

Don't Know (DO NOT READ
-2339-------2136OUT)
-%6%4%5%11%-%-%-%-%-%-%-%8%8%

*35604964*-**348232364NET: Satisfied
100%80%79%88%79%100%-%100%100%100%100%92%85%81%

-3623-------719NET: Dissatisfied
-%6%8%4%3%-%-%-%-%-%-%-%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,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
532302501856010218562806576435Unweighted total
45212268183444240257857173451Weighted total

2561-*4-4*--7Very Dissatisfied
4%2%2%1%-%10%2%-%7%1%-%-%2%

abc

2548*-22-**-12Fairly Dissatisfied
4%2%1%4%*%-%1%78%-%*%*%-%3%

Neither Satisfied Nor
31621105-8*17*532Dissatisfied
6%7%8%6%12%-%4%4%2%8%*%7%7%

abb

1256694211464*11321818110Fairly Satisfied
27%27%26%23%26%81%26%7%20%37%25%24%24%

d

2211914610818*151*41444934254Very Satisfied
49%56%55%59%40%9%63%10%71%52%69%47%56%

caca

Don't Know (DO NOT READ
512221410-11--*41636OUT)

11%6%8%8%22%-%5%-%-%1%6%22%8%

abcd

34175215149294214*52766652364NET: Satisfied
75%82%80%82%65%90%89%17%91%90%94%71%81%

caaa

410109**7241*-19NET: Dissatisfied
8%5%4%5%*%10%3%78%7%1%*%-%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 - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-55228100228592322616565435Unweighted total
-4620392231561920715863451Weighted total

--235--55-7Very Dissatisfied
-%-%1%3%2%-%-%3%3%-%2%

-*612*252*12Fairly Dissatisfied
-%1%3%1%1%*%10%2%1%*%3%

Neither Satisfied Nor
-2153103*168332Dissatisfied
-%5%8%3%5%6%1%8%5%6%7%

-13562265132544217110Fairly Satisfied
-%28%28%24%28%24%10%26%27%27%24%

-281126113334141159037254Very Satisfied
-%61%55%67%57%61%76%56%57%59%56%

Don't Know (DO NOT READ
-2122165*1110536OUT)
-%5%6%2%7%9%3%6%7%7%8%

-4116883198471617013354364NET: Satisfied
-%89%83%91%86%85%86%82%84%87%81%

-*837*2107*19NET: Dissatisfied
-%1%4%3%3%*%10%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 - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
10157181137185218-76175221-5319395435Unweighted total

8135161122169190-66163226-4217591451Weighted total

-43233--55-4427Very Dissatisfied
-%3%2%2%2%1%-%-%3%2%-%9%3%2%2%

b

-44*66--12-*6112Fairly Dissatisfied
-%3%2%*%3%3%-%-%*%1%-%*%3%1%3%

Neither Satisfied Nor
-71261114-486-413732Dissatisfied
-%5%8%5%6%7%-%7%5%3%-%9%7%7%7%

13847313949-204462-144423110Fairly Satisfied
12%28%29%25%23%26%-%31%27%27%-%33%25%25%24%

779897799112-3999132-189652254Very Satisfied
88%58%55%63%59%59%-%59%61%59%-%42%55%57%56%

Don't Know (DO NOT READ
-366117-2718-311636OUT)
-%3%4%5%6%4%-%4%4%8%-%6%7%7%8%

8116136108139161-59143194-3114075364NET: Satisfied
100%86%84%88%82%84%-%90%88%86%-%75%80%82%81%

-86299--57-410319NET: Dissatisfied
-%6%4%2%5%5%-%-%3%3%-%10%6%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 - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
5227814817520251107898435Unweighted total
6296812616016261076883451Weighted total

----52--2227Very Dissatisfied
-%-%-%-%4%1%-%-%2%3%2%2%

--*-44***-*12Fairly Dissatisfied
-%-%3%-%3%2%1%1%*%-%*%3%

Neither Satisfied Nor
-22*714*254332Dissatisfied
-%7%28%5%5%9%2%8%4%6%4%7%

2322404746241921110Fairly Satisfied
37%12%36%29%32%29%27%24%22%28%25%24%

421*567891118674156254Very Satisfied
63%73%2%66%53%56%67%67%63%60%67%56%

Don't Know (DO NOT READ
-22-34*-92136OUT)
-%8%32%-%2%3%3%-%9%4%1%8%

a

625281071361524906076364NET: Satisfied
100%85%38%95%85%85%94%91%85%88%92%81%

--*-96**22219NET: Dissatisfied
-%-%3%-%7%4%1%1%2%3%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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
2436792652153400292426379403351398435Unweighted total
21980142502137407305437378408342400451Weighted total

3321-575777777Very Dissatisfied
1%3%16%*%-%4%2%2%2%2%2%2%2%2%

91-8-212612121041012Fairly Dissatisfied
4%1%-%3%-%2%3%2%3%3%2%1%2%3%

Neither Satisfied Nor
165415-113020322531203132Dissatisfied

7%6%29%6%-%8%7%7%7%7%8%6%8%7%

5316253*341027710485988398110Fairly Satisfied
24%20%17%21%7%25%25%25%24%22%24%24%24%24%

126495157280225171248216230198222254Very Satisfied
57%61%38%63%93%59%55%56%57%57%56%58%56%56%

Don't Know (DO NOT READ
127-16-43225343332303236OUT)

5%8%-%6%-%3%8%8%8%9%8%9%8%8%

cc

1796582102115327248352301328281320364NET: Satisfied
82%81%55%84%100%84%80%81%81%80%80%82%80%81%

12329-71912191917111719NET: Dissatisfied
5%4%16%3%-%5%5%4%4%5%4%3%4%4%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 123  (continuation)                                                                                                                                                  Page 2076

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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
1982372114517070275883439125361435Unweighted total
2082432265017476282913599127381451Weighted total

52-4323216617Very Dissatisfied
2%1%-%8%2%3%1%2%*%7%24%*%2%

acb

39624444756212Fairly Dissatisfied
1%4%3%4%2%5%2%4%2%5%21%1%3%

Neither Satisfied Nor
102115793244211051332Dissatisfied

5%9%7%14%5%4%8%5%6%11%18%3%7%

49615515411672227635593110Fairly Satisfied
24%25%24%30%23%21%26%24%21%38%18%24%24%

b

12213213322984714758223312240254Very Satisfied
59%54%59%44%56%62%52%64%62%34%9%63%56%

a

Don't Know (DO NOT READ
191717-19332-32423336OUT)

9%7%7%-%11%4%12%-%9%5%9%9%8%

baa

171194188371396421980299667333364NET: Satisfied
82%80%83%75%80%84%78%88%83%72%27%87%81%

ba

81166767681112319NET: Dissatisfied
4%5%3%12%4%7%2%7%2%12%46%1%4%

cbbb
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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
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*fedcbaSignificance Level: 95%
303335343636243447424044435Unweighted total
384016394228325042513735451Weighted total

2-*3-----2--7Very Dissatisfied
5%-%3%7%-%-%-%-%-%3%-%-%2%

2-*-2-2--4-212Fairly Dissatisfied
5%-%1%-%6%-%6%-%-%7%-%6%3%

Neither Satisfied Nor
-5*-2125516432Dissatisfied
-%12%2%-%5%3%6%11%12%1%15%13%7%

icilcijlcil

472811134121611139110Fairly Satisfied
12%18%15%21%26%47%13%25%37%21%34%24%24%

acijkljll

22261327198222820321720254Very Satisfied
59%65%80%71%45%29%68%57%46%62%46%57%56%

ggabdeghbdghggg

Don't Know (DO NOT READ
72-17624232*36OUT)

19%5%-%1%18%22%7%8%4%6%5%*%8%

adijadijabcdijk

273415353021264135423029364NET: Satisfied
71%83%94%92%71%76%81%81%83%83%80%81%81%

ghlhl

4-132-2--5-219NET: Dissatisfied
10%-%4%7%6%-%6%-%-%10%-%6%4%

bdbd
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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
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
98106105126435Unweighted total
94109124124451Weighted total

23-27Very Dissatisfied
3%3%-%1%2%

222612Fairly Dissatisfied
2%2%2%4%3%

Neither Satisfied Nor
53131132Dissatisfied
5%3%10%9%7%

c

14323232110Fairly Satisfied
15%30%26%26%24%

d

61556969254Very Satisfied
65%50%56%56%56%

c

Don't Know (DO NOT READ
9148536OUT)

10%13%6%4%8%

a

7587102101364NET: Satisfied
80%80%82%81%81%

552719NET: Dissatisfied
5%5%2%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

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
521736891061541933102281435Unweighted total
191032115152213415430451Weighted total

--*43*--*99Very Dissatisfied
-%-%1%4%2%1%-%-%2%2%2%

1-*341-*11213Fairly Dissatisfied
4%-%*%3%3%4%-%8%3%3%3%

Neither Satisfied Nor
1*816113**24144Dissatisfied
4%2%24%14%7%13%16%10%13%10%10%

ae

86817425114115120Fairly Satisfied
41%56%27%15%28%25%23%20%27%27%27%

bb

7415616710127201211Very Satisfied
38%41%47%53%44%48%50%61%45%47%47%

Don't Know (DO NOT READ
3**14252*-15254OUT)

13%2%1%12%17%8%11%-%10%12%12%

cccc

15102378109162310316331NET: Satisfied
79%96%74%68%72%73%73%81%71%74%74%

1-*871-*12122NET: Dissatisfied
4%-%1%7%4%5%-%8%5%5%5%
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
46483830332373563325501534435Unweighted total
14221340242535285385622343451Weighted total

--*92-2-12--29Very Dissatisfied
-%-%4%2%5%-%4%-%1%45%-%-%5%2%

1*-12*2222-4--13Fairly Dissatisfied
5%*%-%3%1%4%4%2%5%-%6%-%-%3%

Neither Satisfied Nor
11140*25116-13*244Dissatisfied

10%4%10%10%1%4%10%13%15%-%21%1%6%10%

ihijl

46310816187197*18814120Fairly Satisfied
30%26%21%27%39%34%14%22%19%3%29%36%32%27%

gg

713618521222243182221322211Very Satisfied
47%60%48%46%50%41%43%50%49%52%35%55%51%47%

c

Don't Know (DO NOT READ
122492913114-52354OUT)
8%9%17%12%4%16%26%13%11%-%9%8%6%12%

acijlm

1118929338402961263402136331NET: Satisfied
78%86%69%73%89%75%57%72%67%55%64%91%83%74%

cgcegjkg

1**212242224-222NET: Dissatisfied
5%*%4%5%5%4%7%2%6%45%6%-%5%5%
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
4938610932611017141602211974435Unweighted total
444078137012220101851710824451Weighted total

2755---7*-2-9Very Dissatisfied
4%2%6%1%-%-%-%4%2%-%2%-%2%

ah

2112112--6-*5-13Fairly Dissatisfied
4%3%3%3%2%-%-%3%-%2%6%-%3%

Neither Satisfied Nor
5381133212*12*26-44Dissatisfied

12%9%13%9%17%12%2%6%1%22%7%-%10%

be

81122010028744112226*120Fairly Satisfied
18%28%25%27%23%35%37%22%69%25%31%2%27%

211913917255849755344211Very Satisfied
47%47%49%46%45%40%41%52%28%51%41%98%47%

Don't Know (DO NOT READ
648450163223*-10-54OUT)

14%12%5%13%13%14%20%12%1%-%12%-%12%

b

293035927283158138177604331NET: Satisfied
65%74%73%74%68%75%78%74%97%76%72%100%74%

4187152--13**7-22NET: Dissatisfied
9%4%8%4%2%-%-%7%2%2%8%-%5%

hh
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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 - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1536920619416435Unweighted total
1606821326425451Weighted total

3-5279Very Dissatisfied
2%-%2%7%2%2%

8-3-1313Fairly Dissatisfied
5%-%1%-%3%3%

a

Neither Satisfied Nor
12122044044Dissatisfied

7%18%9%16%9%10%

c

35216210111120Fairly Satisfied
22%31%29%37%26%27%

8233948203211Very Satisfied
51%48%44%31%48%47%

Don't Know (DO NOT READ
2133025154OUT)
13%4%14%9%12%12%

bb

1175315617314331NET: Satisfied
73%79%73%68%74%74%

11-722022NET: Dissatisfied
7%-%3%7%5%5%

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,c

Produced by OLR
Issue date: 12/07/19



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%
17419368937398--32428137261435Unweighted total
14222386425426--1*321117309451Weighted total

514--9------559Very Dissatisfied
3%*%4%-%-%2%-%-%-%-%-%-%4%1%2%

bb

562-*12-----*4813Fairly Dissatisfied
3%3%2%-%1%3%-%-%-%-%-%2%4%3%3%

Neither Satisfied Nor
15226*241--*--2132844Dissatisfied
11%10%7%3%9%10%-%-%18%-%-%11%11%9%10%

39572517114--**153281120Fairly Satisfied
27%25%29%39%27%27%-%-%82%43%29%24%28%26%27%

7010338215196---*21356141211Very Satisfied
50%46%44%58%61%46%-%-%-%57%71%61%47%46%47%

Don't Know (DO NOT READ
83412-153-----174654OUT)
6%15%14%-%2%13%-%-%-%-%-%3%6%15%12%

ccbbj

10916062421310--**31888222331NET: Satisfied
77%72%73%97%87%73%-%-%82%100%100%85%75%72%74%

975-*21-----*91222NET: Dissatisfied
7%3%6%-%1%5%-%-%-%-%-%2%8%4%5%
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-3291119239331133288283216250435Unweighted total
-2*7614227321108289257194220451Weighted total

------57355339Very Dissatisfied
-%-%-%-%-%-%2%2%2%2%2%2%1%2%

----1*8111998713Fairly Dissatisfied
-%-%-%-%11%2%3%3%1%3%3%4%3%3%

Neither Satisfied Nor
-**2*22530242729252644Dissatisfied
-%5%63%26%3%13%11%9%22%9%11%13%12%10%

abcdf

---3*560903278684561120Fairly Satisfied
-%-%-%39%5%33%26%28%30%27%26%23%28%27%

-2*1581071564414112290106211Very Satisfied
-%72%37%8%79%53%47%49%40%49%47%46%48%47%

Don't Know (DO NOT READ
-1-2*-222742924221754OUT)
-%23%-%28%2%-%10%9%4%10%9%12%8%12%

ee

-2*351216724676219189135167331NET: Satisfied
-%72%37%47%84%86%73%77%70%76%74%70%76%74%

----1*131841414121022NET: Dissatisfied
-%-%-%-%11%2%6%6%4%5%5%6%4%5%
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
1817657682-112612266435Unweighted total
*43775681*-**348273451Weighted total

-231--------59Very Dissatisfied
-%5%4%1%-%-%-%-%-%-%-%-%2%2%

*4*23------*813Fairly Dissatisfied
100%9%*%3%3%-%-%-%-%-%-%3%3%3%

c

Neither Satisfied Nor
-310107-----*-2744Dissatisfied
-%6%13%17%8%-%-%-%-%-%2%-%10%10%

d

-10221421*-**2*471120Fairly Satisfied
-%24%29%26%26%100%-%100%100%53%9%42%26%27%

-21332839----245131211Very Satisfied
-%49%43%51%48%-%-%-%-%47%88%55%48%47%

Don't Know (DO NOT READ
-39111-------2954OUT)
-%7%11%2%14%-%-%-%-%-%-%-%11%12%

b

-31554360*-**348203331NET: Satisfied
-%73%71%76%74%100%-%100%100%100%98%97%74%74%

*6323------*1422NET: Dissatisfied
100%14%4%4%3%-%-%-%-%-%-%3%5%5%

ac
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
532302501856010218562806576435Unweighted total
45212268183444240257857173451Weighted total

-554**5-41-*9Very Dissatisfied
-%3%2%2%1%10%2%-%7%1%-%*%2%

ab

26942*7-44-*13Fairly Dissatisfied
5%3%3%2%4%2%3%-%8%5%-%*%3%

ab

Neither Satisfied Nor
12924202*25-1116944Dissatisfied
1%14%9%11%5%5%10%-%1%13%9%12%10%

bdd

1553784216458217202019120Fairly Satisfied
33%25%29%23%36%78%24%100%30%23%28%26%27%

23991228916*125-31443729211Very Satisfied
51%47%46%49%36%4%52%-%54%52%52%39%47%

c

Don't Know (DO NOT READ
52031238-21-*581654OUT)

11%9%11%13%18%-%9%-%1%5%11%22%12%

adcd

38152200131324183248645748331NET: Satisfied
83%72%75%72%72%83%76%100%83%75%80%65%74%

aa

2121382111-95-*22NET: Dissatisfied
5%6%5%5%5%13%5%-%15%6%-%1%5%

abb

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 124  (continuation)                                                                                                                                                  Page 2087

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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-55228100228592322616565435Unweighted total
-4620392231561920715863451Weighted total

--325--55*9Very Dissatisfied
-%-%1%2%2%-%-%3%3%*%2%

-25472-65213Fairly Dissatisfied
-%5%2%4%3%3%-%3%3%3%3%

Neither Satisfied Nor
-526521622714944Dissatisfied
-%11%13%6%9%11%10%13%9%14%10%

-20573162163533920120Fairly Satisfied
-%42%28%34%27%29%16%26%25%31%27%

b

-1598421152411968225211Very Satisfied
-%32%48%46%50%44%60%46%52%40%47%

c

Don't Know (DO NOT READ
-414722721913754OUT)
-%9%7%8%9%13%13%9%8%11%12%

-3415573176401414912145331NET: Satisfied
-%74%76%80%76%72%77%72%77%71%74%

-286122-1210222NET: Dissatisfied
-%5%4%7%5%3%-%6%6%3%5%
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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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
10157181137185218-76175221-5319395435Unweighted total

8135161122169190-66163226-4217591451Weighted total

-53233--55-2339Very Dissatisfied
-%3%2%2%2%1%-%-%3%2%-%5%2%3%2%

224466-436-26613Fairly Dissatisfied
25%2%3%3%4%3%-%6%2%3%-%5%4%7%3%

Neither Satisfied Nor
*1726162426-51321-424844Dissatisfied
4%12%16%13%14%13%-%7%8%9%-%10%14%9%10%

33545363550-164465-124319120Fairly Satisfied
35%26%28%29%21%26%-%25%27%29%-%29%25%21%27%

36672568092-4183109-187946211Very Satisfied
37%49%45%45%47%48%-%62%51%48%-%44%46%50%47%

a

Don't Know (DO NOT READ
-111182014-*1518-318954OUT)
-%8%7%7%12%8%-%1%9%8%-%6%10%10%12%

cc

510111791115141-57127174-3012265331NET: Satisfied
72%75%72%75%68%74%-%86%78%77%-%73%70%71%74%

2777109-4812-410922NET: Dissatisfied
25%5%4%5%6%5%-%6%5%5%-%11%6%10%5%
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
5227814817520251107898435Unweighted total
6296812616016261076883451Weighted total

---*53--2229Very Dissatisfied
-%-%-%3%4%2%-%-%2%3%3%2%

-4-**4-24**13Fairly Dissatisfied
-%13%-%2%*%3%-%7%4%*%*%3%

Neither Satisfied Nor
-22-1926*41271244Dissatisfied
-%8%35%-%15%16%3%15%12%11%15%10%

2822324978312126120Fairly Satisfied
28%26%33%29%25%31%40%31%29%31%31%27%

513-56069912443038211Very Satisfied
72%45%-%66%48%43%54%47%41%44%46%47%

Don't Know (DO NOT READ
-22-109*-137454OUT)
-%8%32%-%8%5%3%-%12%10%5%12%

62128921181620765163331NET: Satisfied
100%71%33%95%73%74%94%78%71%75%77%74%

-4-*57-263322NET: Dissatisfied
-%13%-%5%4%4%-%7%6%4%3%5%
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
2436792652153400292426379403351398435Unweighted total
21980142502137407305437378408342400451Weighted total

6324-397997579Very Dissatisfied
3%4%17%2%-%2%2%2%2%2%2%2%2%2%

4444-8118131113131313Fairly Dissatisfied
2%5%27%2%-%6%3%3%3%3%3%4%3%3%

Neither Satisfied Nor
249227*154031403641324144Dissatisfied
11%11%13%11%7%11%10%10%9%9%10%9%10%10%

4820257-37108771149910688106120Fairly Satisfied
22%25%15%23%-%27%27%25%26%26%26%26%27%27%

115334135261191139209176192162186211Very Satisfied
53%41%27%54%93%44%47%46%48%46%47%47%47%47%

Don't Know (DO NOT READ
2111-23-154842524748414654OUT)
10%14%-%9%-%11%12%14%12%12%12%12%12%12%

164536192298299216323275298250293331NET: Satisfied
75%66%42%77%93%71%74%71%74%73%73%73%73%74%

10868-112016222020182022NET: Dissatisfied
4%10%45%3%-%8%5%5%5%5%5%5%5%5%
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
1982372114517070275883439125361435Unweighted total
2082432265017476282913599127381451Weighted total

36*2743227729Very Dissatisfied
2%2%*%4%4%5%1%2%1%8%28%*%2%

ccbb

84444112*11221013Fairly Dissatisfied
4%2%2%8%2%1%4%*%3%2%8%3%3%

c

Neither Satisfied Nor
93521*236289281662244Dissatisfied
4%14%9%*%13%8%10%10%8%17%24%6%10%

bbbb

606067203321752485352101120Fairly Satisfied
29%25%30%40%19%28%27%26%24%38%9%27%27%

aab

10710410620843712151188232202211Very Satisfied
52%43%47%41%49%48%43%57%52%25%7%53%47%

ba

Don't Know (DO NOT READ
203428323743445974454OUT)
10%14%12%6%13%9%15%4%13%9%25%12%12%

a

167164173401185819675273584304331NET: Satisfied
81%68%76%81%68%76%70%83%76%64%16%80%74%

aba

11104611515213991222NET: Dissatisfied
6%4%2%12%6%7%5%3%4%10%35%3%5%

ccb
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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
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*fedcbaSignificance Level: 95%
303335343636243447424044435Unweighted total
384016394228325042513735451Weighted total

4-*21-2----*9Very Dissatisfied
10%-%3%6%1%-%6%-%-%-%-%1%2%

bcd

-4*-4*--*22113Fairly Dissatisfied
-%10%1%-%9%*%-%-%*%4%4%2%3%

d

Neither Satisfied Nor
*5352226474444Dissatisfied
*%11%19%13%6%7%7%11%9%14%10%11%10%

ll

8106411781415111114120Fairly Satisfied
22%25%37%10%27%26%24%27%37%22%31%39%27%

iiii

22196241712182019251713211Very Satisfied
59%46%39%62%39%44%57%39%45%48%45%36%47%

a

Don't Know (DO NOT READ
33*386211464454OUT)
7%7%1%9%18%22%7%22%9%12%11%11%12%

jjj

312912282819263335362827331NET: Satisfied
82%72%77%72%66%70%81%67%82%70%75%75%74%

44124*2-*22122NET: Dissatisfied
10%10%4%6%10%*%6%-%*%4%4%2%5%

ddd
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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
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
98106105126435Unweighted total
94109124124451Weighted total

432*9Very Dissatisfied
5%3%1%*%2%

a

44*413Fairly Dissatisfied
5%4%*%3%3%

b

Neither Satisfied Nor
89121544Dissatisfied
8%9%9%12%10%

25233736120Fairly Satisfied
26%21%30%29%27%

47535754211Very Satisfied
50%49%46%44%47%

Don't Know (DO NOT READ
617171454OUT)
6%16%14%12%12%

d

72759490331NET: Satisfied
77%69%75%73%74%

972422NET: Dissatisfied
9%6%2%4%5%

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)
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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%
521736891061541933102281435Unweighted total
191032115152213415430451Weighted total

4*-47*--*1717Very Dissatisfied
22%2%-%4%4%2%-%-%3%4%4%

abc

*-23-1**11819Fairly Dissatisfied
1%-%7%2%-%6%7%11%4%4%4%

a

Neither Satisfied Nor
3413163**23437Dissatisfied

15%42%3%2%10%12%8%8%15%8%8%

bba

211329334112100104Fairly Satisfied
11%9%42%25%21%19%34%25%15%23%23%

aee

8515719111128246258Very Satisfied
39%47%48%62%60%54%43%49%57%57%57%

ee

Don't Know (DO NOT READ
2*-561**11516OUT)

11%1%-%4%4%6%7%8%6%3%4%

c

10628100124162311346361NET: Satisfied
51%56%90%87%81%73%77%74%72%81%80%

eee

5*2772**13537NET: Dissatisfied
24%2%7%6%4%8%7%11%8%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
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
46483830332373563325501534435Unweighted total
14221340242535285385622343451Weighted total

*-*172-6212-2217Very Dissatisfied
1%-%4%4%6%-%11%2%1%39%-%10%5%4%

chl

-1118*2252*24-19Fairly Dissatisfied
-%4%5%4%*%4%4%6%5%6%3%18%-%4%

Neither Satisfied Nor
22-33245101*7*237Dissatisfied

15%9%-%8%4%8%11%12%2%3%12%1%6%8%

ekkkk

421976269113216420104Fairly Satisfied
29%10%5%24%15%49%17%13%8%48%25%17%47%23%

efklefklcefgijklekcefgijk

l

716112232916285332*351318258Very Satisfied
51%74%85%56%68%30%54%62%84%4%56%55%43%57%

ahjmacfghjmhahhhacfghjmh

Don't Know (DO NOT READ
*1*152424*-2--16OUT)
3%3%1%4%6%8%4%4%1%-%3%-%-%4%

11181232035423764352511638361NET: Satisfied
80%84%90%80%84%79%71%75%91%52%82%72%89%80%

gg

*113532872226237NET: Dissatisfied
1%4%8%9%6%4%15%9%6%45%3%28%5%8%

m
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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)
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
4938610932611017141602211974435Unweighted total
444078137012220101851710824451Weighted total

-1789---13--2217Very Dissatisfied
-%4%10%2%-%-%-%7%-%-%3%48%4%

ah

*1941510--5122-19Fairly Dissatisfied
*%5%5%4%8%-%-%3%3%19%3%-%4%

e

Neither Satisfied Nor
3348281416103-3-37Dissatisfied
7%8%10%8%11%3%53%6%18%-%4%-%8%

b

12922381176*495225-104Fairly Satisfied
27%23%28%22%14%28%1%27%30%22%30%-%23%

hh

29229362217914110384472258Very Satisfied
66%56%45%60%65%69%11%55%46%36%58%52%57%

b

Don't Know (DO NOT READ
*161153*45*22-16OUT)
*%4%1%4%2%1%35%2%3%22%3%-%4%

413215930396191152136722361NET: Satisfied
93%79%73%82%78%96%12%82%76%58%88%52%80%

a

*37132410--18125237NET: Dissatisfied
*%9%15%7%8%-%-%10%3%19%6%48%8%

ba
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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)
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1536920619416435Unweighted total
1606821326425451Weighted total

92541417Very Dissatisfied
6%3%2%14%3%4%

627-1919Fairly Dissatisfied
4%3%3%-%5%4%

Neither Satisfied Nor
942323537Dissatisfied
6%6%11%7%8%8%

4311491094104Fairly Satisfied
27%17%23%39%22%23%

894811710247258Very Satisfied
56%71%55%39%58%57%

ac

Don't Know (DO NOT READ
4*12-1616OUT)
2%*%6%-%4%4%

1326016720341361NET: Satisfied
82%88%78%79%80%80%

1541243337NET: Dissatisfied
10%6%5%14%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)
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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%
17419368937398--32428137261435Unweighted total
14222386425426--1*321117309451Weighted total

774-215-----251017Very Dissatisfied
5%3%4%-%10%4%-%-%-%-%-%12%4%3%4%

982*119--*--181019Fairly Dissatisfied
6%4%2%6%3%4%-%-%41%-%-%3%7%3%4%

Neither Satisfied Nor
81712-135-----172937Dissatisfied
6%7%14%-%5%8%-%-%-%-%-%6%6%9%8%

c

4049153896--*-353264104Fairly Satisfied
28%22%18%78%31%23%-%-%41%-%100%22%28%21%23%

7513349113245--**-1263182258Very Satisfied
53%60%57%15%51%57%-%-%18%100%-%57%53%59%57%

Don't Know (DO NOT READ
394--16------31316OUT)
2%4%5%-%-%4%-%-%-%-%-%-%2%4%4%

11518264320341--**31795246361NET: Satisfied
81%82%75%94%82%80%-%-%59%100%100%80%81%80%80%

16156*334--*--3132137NET: Dissatisfied
11%7%6%6%13%8%-%-%41%-%-%14%11%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)
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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%
-3291119239331133288283216250435Unweighted total
-2*7614227321108289257194220451Weighted total

-----251431277417Very Dissatisfied
-%-%-%-%-%14%2%4%2%4%3%4%2%4%

-1---*10165101181119Fairly Dissatisfied
-%23%-%-%-%2%4%5%5%4%4%4%5%4%

Neither Satisfied Nor
----**2126121622122037Dissatisfied
-%-%-%-%4%1%9%8%12%6%9%6%9%8%

d

--*11247681866524239104Fairly Satisfied
-%-%63%19%14%17%21%21%17%23%20%22%18%23%

-2*65713818465169158118139258Very Satisfied
-%77%37%80%82%52%61%57%60%59%61%61%63%57%

Don't Know (DO NOT READ
---*-261451585816OUT)
-%-%-%1%-%13%3%4%4%5%3%3%4%4%

-2*761018525283236210160177361NET: Satisfied
-%77%100%99%96%69%81%78%77%81%81%83%81%80%

-1---2152982218161537NET: Dissatisfied
-%23%-%-%-%16%7%9%7%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
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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%
1817657682-112612266435Unweighted total
*43775681*-**348273451Weighted total

-4*12------21017Very Dissatisfied
-%10%1%1%2%-%-%-%-%-%-%24%4%4%

bc

-2612------*1019Fairly Dissatisfied
-%4%8%1%2%-%-%-%-%-%-%3%4%4%

Neither Satisfied Nor
-3937-----*11537Dissatisfied
-%8%12%5%8%-%-%-%-%-%7%9%6%8%

*1691412*-*-2*163104Fairly Satisfied
100%37%12%25%15%54%-%100%-%53%5%10%23%23%

acc

-17493854*--*245159258Very Satisfied
-%39%63%68%67%46%-%-%100%47%88%54%58%57%

ddd

Don't Know (DO NOT READ
-13-4-------1516OUT)
-%1%4%-%5%-%-%-%-%-%-%-%5%4%

*33585266*-**345222361NET: Satisfied
100%77%75%93%82%100%-%100%100%100%93%64%82%80%

cd

-6714------22037NET: Dissatisfied
-%14%9%2%4%-%-%-%-%-%-%27%7%8%

ab
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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
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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%
532302501856010218562806576435Unweighted total
45212268183444240257857173451Weighted total

25116-*11*55-217Very Dissatisfied
4%2%4%3%-%10%5%4%8%6%-%3%4%

bb

291541-102512119Fairly Dissatisfied
4%4%6%2%1%-%4%78%8%1%3%1%4%

ac

Neither Satisfied Nor
22025121-15-473337Dissatisfied
5%9%9%7%2%-%6%-%6%8%4%4%8%

124065399454*19191117104Fairly Satisfied
27%19%24%21%20%79%22%14%33%22%16%23%23%

b

2713114411428*141*26514845258Very Satisfied
60%62%54%62%63%11%59%3%44%60%68%61%57%

d

Don't Know (DO NOT READ
*8886-9-*26616OUT)
*%4%3%4%14%-%4%-%*%3%9%8%4%

add

39171209152374195*44706061361NET: Satisfied
86%80%78%83%83%90%81%17%77%83%84%83%80%

41426101*212962337NET: Dissatisfied
8%7%10%6%1%10%9%83%16%7%3%4%8%

cab
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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
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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%
-55228100228592322616565435Unweighted total
-4620392231561920715863451Weighted total

--4-12--57*17Very Dissatisfied
-%-%2%-%5%-%-%3%5%*%4%

--102101475119Fairly Dissatisfied
-%-%5%2%4%1%20%3%3%1%4%

Neither Satisfied Nor
-4197133*2013337Dissatisfied
-%10%9%8%6%5%1%10%8%5%8%

-5371350143423215104Fairly Satisfied
-%10%18%14%22%25%15%20%20%24%23%

-371256913336121259341258Very Satisfied
-%79%62%76%58%65%62%61%59%66%57%

bb

Don't Know (DO NOT READ
-*71132*77216OUT)
-%1%4%1%5%4%3%4%4%3%4%

-4116282183501416712557361NET: Satisfied
-%89%80%89%79%90%76%81%79%90%80%

bb

--15222141213137NET: Dissatisfied
-%-%7%2%9%1%20%6%8%2%8%

ca
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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
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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%
10157181137185218-76175221-5319395435Unweighted total

8135161122169190-66163226-4217591451Weighted total

-43353-2108-47317Very Dissatisfied
-%3%2%2%3%1%-%3%6%3%-%10%4%3%4%

-582811--67--8219Fairly Dissatisfied
-%4%5%1%5%6%-%-%4%3%-%-%5%2%4%

Neither Satisfied Nor
1151781020-21014-410537Dissatisfied
7%11%10%7%6%10%-%3%6%6%-%10%6%6%8%

22724283531-183951-83722104Fairly Satisfied
28%20%15%23%21%17%-%27%24%23%-%20%21%24%23%

57910479105118-4489141-2510756258Very Satisfied
65%59%65%65%62%62%-%67%54%62%-%60%61%62%57%

Don't Know (DO NOT READ
-55258-*105--5316OUT)
-%4%3%2%3%4%-%*%6%2%-%-%3%3%4%

ac

7106129107140150-62128192-3314478361NET: Satisfied
93%78%80%88%83%79%-%94%78%85%-%80%83%86%80%

ab

-91141413-21615-415537NET: Dissatisfied
-%7%7%3%8%7%-%3%10%7%-%10%9%5%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
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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%
5227814817520251107898435Unweighted total
6296812616016261076883451Weighted total

----53**3-*17Very Dissatisfied
-%-%-%-%4%2%1%*%2%-%*%4%

---*69--11*19Fairly Dissatisfied
-%-%-%3%5%5%-%-%1%1%1%4%

Neither Satisfied Nor
1*211513**85537Dissatisfied
9%*%33%6%12%8%3%2%7%7%6%8%

41124263018251917104Fairly Satisfied
61%37%35%47%21%19%6%32%23%28%21%23%

21822701011517694057258Very Satisfied
29%63%32%22%56%63%91%65%64%59%69%57%

Don't Know (DO NOT READ
---245-*24216OUT)
-%-%-%22%3%3%-%*%2%6%3%4%

62946961311625935975361NET: Satisfied
91%100%67%68%77%82%96%97%87%86%90%80%

---*1011**41137NET: Dissatisfied
-%-%-%3%8%7%1%*%4%1%1%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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
2436792652153400292426379403351398435Unweighted total
21980142502137407305437378408342400451Weighted total

6529-515915141581517Very Dissatisfied
3%6%16%3%-%3%4%3%4%4%4%2%4%4%

9227-5199191517131719Fairly Dissatisfied
4%3%15%3%-%3%5%3%4%4%4%4%4%4%

Neither Satisfied Nor
224-20*113329352932243237Dissatisfied
10%5%-%8%7%8%8%9%8%8%8%7%8%8%

4221451-39926710090887686104Fairly Satisfied
19%26%28%20%-%28%23%22%23%24%22%22%22%23%

130486154275232184251213239205233258Very Satisfied
59%60%41%62%93%55%57%60%58%57%59%60%58%57%

Don't Know (DO NOT READ
10*-10-3168161616161616OUT)

4%*%-%4%-%2%4%3%4%4%4%5%4%4%

17268102052114324250351304327281320361NET: Satisfied
79%86%69%82%93%83%80%82%80%80%80%82%80%80%

157415-93519352932213237NET: Dissatisfied
7%9%31%6%-%7%8%6%8%8%8%6%8%8%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 125  (continuation)                                                                                                                                                  Page 2106

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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
1982372114517070275883439125361435Unweighted total
2082432265017476282913599127381451Weighted total

71044925108108817Very Dissatisfied
4%4%2%9%5%3%2%11%2%11%29%2%4%

cbcb

7138294881098519Fairly Dissatisfied
3%5%4%5%5%5%3%9%3%10%30%1%4%

bb

Neither Satisfied Nor
1720175156238162051937Dissatisfied

8%8%7%10%8%8%8%8%5%22%17%5%8%

b

47565514341769188420295104Fairly Satisfied
23%23%24%28%20%22%25%19%23%22%8%25%23%

122135132221034616447226324242258Very Satisfied
59%56%59%44%59%61%58%52%63%35%16%64%57%

a

Don't Know (DO NOT READ
79924113*16*-1216OUT)
3%4%4%4%2%1%5%*%4%*%-%3%4%

a

170192188361376323365309526338361NET: Satisfied
82%79%83%72%79%83%83%72%86%57%24%89%80%

aa

142312718613181819161237NET: Dissatisfied
7%9%5%14%10%8%5%20%5%20%59%3%8%

cbcb
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*fedcbaSignificance Level: 95%
303335343636243447424044435Unweighted total
384016394228325042513735451Weighted total

-2141442*---17Very Dissatisfied
-%5%4%11%2%15%11%4%*%-%-%-%4%

abcdabcdl

-4**52-1222219Fairly Dissatisfied
-%11%2%*%11%7%-%1%4%4%5%6%4%

Neither Satisfied Nor
6131*324934337Dissatisfied

16%2%16%1%1%10%7%7%20%5%9%8%8%

hihichik

1191913728911914104Fairly Satisfied
30%23%9%23%30%26%6%16%21%22%24%41%23%

jjdej

20241123229242823352316258Very Satisfied
53%59%68%59%52%33%75%57%54%68%60%45%57%

gaggagg

Don't Know (DO NOT READ
*-*223*7**1*16OUT)
1%-%2%6%4%9%*%15%*%1%2%*%4%

abcdkl

313312313516263632463130361NET: Satisfied
83%82%77%81%82%59%81%73%75%90%84%86%80%

ggggggg

-6155642222237NET: Dissatisfied
-%16%5%12%13%21%11%5%5%4%5%6%8%

llabcdel
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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
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
98106105126435Unweighted total
94109124124451Weighted total

396-17Very Dissatisfied
3%9%4%-%4%

aa

572619Fairly Dissatisfied
5%6%2%5%4%

Neither Satisfied Nor
10414937Dissatisfied
10%3%12%7%8%

cc

22291935104Fairly Satisfied
23%26%15%28%23%

bb

55547573258Very Satisfied
59%50%61%59%57%

Don't Know (DO NOT READ
*78116OUT)
1%6%6%1%4%

adad

778394108361NET: Satisfied
82%76%76%87%80%

bc

7168637NET: Dissatisfied
8%15%6%5%8%

a
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d

Produced by OLR
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
521736891061541933102281435Unweighted total
191032115152213415430451Weighted total

-*--4*--*88Very Dissatisfied
-%1%-%-%3%*%-%-%1%2%2%

*-*452-*11719Fairly Dissatisfied
1%-%1%4%3%7%-%9%8%4%4%

Neither Satisfied Nor
418232941138993Dissatisfied

19%10%24%20%19%18%20%14%19%21%21%

95828557125134142Fairly Satisfied
44%49%27%24%36%35%26%41%34%31%31%

b

741556538115167174Very Satisfied
35%41%48%49%35%35%46%28%35%39%39%

a

Don't Know (DO NOT READ
---461***1515OUT)
-%-%-%3%4%4%7%7%3%3%3%

1692484108152310301316NET: Satisfied
80%90%75%73%71%70%73%70%69%70%70%

***492-*12526NET: Dissatisfied
1%1%1%4%6%8%-%9%9%6%6%
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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
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
46483830332373563325501534435Unweighted total
14221340242535285385622343451Weighted total

*-*7--4--22--8Very Dissatisfied
1%-%4%2%-%-%7%-%-%39%3%-%-%2%

f

1-215*-62**2*419Fairly Dissatisfied
7%-%18%4%*%-%11%2%1%9%3%1%10%4%

cefhijlhjll

Neither Satisfied Nor
35283121271110*208293Dissatisfied

22%21%19%21%30%23%14%13%25%4%32%36%6%21%

aaafaaaf

474127820113413220217142Fairly Satisfied
28%34%28%32%19%37%21%40%34%48%33%10%39%31%

i

6831571817223415-181220174Very Satisfied
42%39%27%39%42%33%43%41%40%-%29%53%46%39%

Don't Know (DO NOT READ
-11144424-----15OUT)
-%6%4%3%9%8%4%4%-%-%-%-%-%3%

cm

1016728326373368282381436316NET: Satisfied
70%73%55%70%61%69%64%81%74%48%62%63%85%70%

cikcik

1-322*-102*24*426NET: Dissatisfied
7%-%21%6%*%-%18%2%1%48%6%1%10%6%

cefhijlefhijll
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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

Produced by OLR
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
4938610932611017141602211974435Unweighted total
444078137012220101851710824451Weighted total

-8255--2--*-8Very Dissatisfied
-%2%3%1%4%-%-%1%-%-%*%-%2%

b

1181183-*9*16-19Fairly Dissatisfied
1%4%1%5%2%-%2%5%2%5%8%-%4%

Neither Satisfied Nor
108311822362392517-93Dissatisfied
24%20%14%22%19%30%18%21%11%46%20%-%21%

8134341073692558*31*142Fairly Satisfied
18%33%43%29%29%47%19%30%47%3%38%2%31%

ba

251503014450447965224174Very Satisfied
57%37%37%39%41%23%42%43%36%46%27%98%39%

abb

Don't Know (DO NOT READ
*152136*211-6-15OUT)
1%4%3%4%5%*%19%1%5%-%7%-%3%

ee

332846425286146134145544316NET: Satisfied
74%70%80%68%70%70%61%72%83%49%65%100%70%

a

1263238-*11*16-26NET: Dissatisfied
1%6%4%6%7%-%2%6%2%5%8%-%6%
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1536920619416435Unweighted total
1606821326425451Weighted total

4-2268Very Dissatisfied
3%-%1%7%1%2%

9*8-1919Fairly Dissatisfied
5%*%4%-%4%4%

Neither Satisfied Nor
24155288593Dissatisfied
15%22%24%32%20%21%

c

5720638134142Fairly Satisfied
36%30%30%32%31%31%

6632747167174Very Satisfied
41%47%35%29%39%39%

Don't Know (DO NOT READ
**14-1515OUT)
*%*%7%-%4%3%

bc

1245213816301316NET: Satisfied
77%77%65%61%71%70%

a

13*922426NET: Dissatisfied
8%*%4%7%6%6%

b
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - 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%
17419368937398--32428137261435Unweighted total
14222386425426--1*321117309451Weighted total

223--8------258Very Dissatisfied
2%1%4%-%-%2%-%-%-%-%-%-%2%2%2%

856-217-----261119Fairly Dissatisfied
6%2%7%-%6%4%-%-%-%-%-%7%5%3%4%

Neither Satisfied Nor
314121*787---*-6256293Dissatisfied
22%18%24%5%27%20%-%-%-%43%-%30%21%20%21%

45801736136--1-323997142Fairly Satisfied
32%36%20%85%23%32%-%-%100%-%97%12%34%31%31%

a

559426*11164---**1144120174Very Satisfied
39%42%30%10%44%38%-%-%-%57%3%51%37%39%39%

Don't Know (DO NOT READ
*213--15------*1515OUT)
*%1%15%-%-%4%-%-%-%-%-%-%*%5%3%

bcbb

10017443416300--1*31383216316NET: Satisfied
70%78%50%95%67%70%-%-%100%57%100%62%71%70%70%

aa

1079-225-----291626NET: Dissatisfied
7%3%11%-%6%6%-%-%-%-%-%7%7%5%6%

b
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,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%
-3291119239331133288283216250435Unweighted total
-2*7614227321108289257194220451Weighted total

----2-*4-22228Very Dissatisfied
-%-%-%-%32%-%*%1%-%1%1%1%1%2%

-1--*-131641214111119Fairly Dissatisfied
-%23%-%-%4%-%6%5%3%4%5%6%5%4%

Neither Satisfied Nor
---4134564225153414493Dissatisfied
-%-%-%58%14%20%20%20%20%18%21%21%20%21%

-****6769941103835670142Fairly Satisfied
-%5%100%4%3%39%33%31%37%35%32%29%32%31%

-2-33690134421171038191174Very Satisfied
-%72%-%36%48%40%40%42%39%40%40%42%41%39%

Don't Know (DO NOT READ
---*-*24*433215OUT)
-%-%-%1%-%1%1%1%*%1%1%1%1%3%

-2*331116623383219185137161316NET: Satisfied
-%77%100%40%51%79%73%72%76%76%72%71%73%70%

-1--2-132041516131226NET: Dissatisfied
-%23%-%-%35%-%6%6%3%5%6%7%6%6%
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
1817657682-112612266435Unweighted total
*43775681*-**348273451Weighted total

--2---------28Very Dissatisfied
-%-%3%-%-%-%-%-%-%-%-%-%1%2%

-1715-----**1219Fairly Dissatisfied
-%2%9%2%7%-%-%-%-%-%4%3%4%4%

d

Neither Satisfied Nor
*11181113*--*-424593Dissatisfied

100%26%23%19%16%46%-%-%100%-%91%25%17%21%

-11232325*-*-2-497142Fairly Satisfied
-%25%30%42%31%54%-%100%-%53%-%45%35%31%

d

-20272135----2*2112174Very Satisfied
-%46%35%37%44%-%-%-%-%47%5%27%41%39%

Don't Know (DO NOT READ
-***2-------415OUT)
-%*%*%*%2%-%-%-%-%-%-%-%2%3%

-31504461*-*-3*6209316NET: Satisfied
-%72%65%78%75%54%-%100%-%100%5%73%77%70%

-1915-----**1426NET: Dissatisfied
-%2%11%2%7%-%-%-%-%-%4%3%5%6%

bd
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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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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
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%
532302501856010218562806576435Unweighted total
45212268183444240257857173451Weighted total

2*44-*2--2--8Very Dissatisfied
4%*%1%2%-%10%1%-%-%3%-%-%2%

a

3111451*11-341519Fairly Dissatisfied
6%5%5%3%2%4%5%-%4%5%1%6%4%

Neither Satisfied Nor
94451437341*13228893Dissatisfied

21%21%19%23%16%77%17%4%23%26%11%11%21%

ab

1370845824*79*20272530142Fairly Satisfied
28%33%31%32%53%6%33%13%35%32%35%41%31%

a

1786106699*108222283629174Very Satisfied
37%41%39%38%20%2%45%82%37%34%50%40%39%

cc

Don't Know (DO NOT READ
211154----*2215OUT)
4%*%4%3%9%-%-%-%-%*%3%3%3%

aa

2915619012732*186242566059316NET: Satisfied
65%74%71%69%73%8%78%96%72%66%85%80%70%

cc

4111791113-371526NET: Dissatisfied
10%5%6%5%2%14%5%-%4%8%1%6%6%

b
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)
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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%
-55228100228592322616565435Unweighted total
-4620392231561920715863451Weighted total

--2-*2-**28Very Dissatisfied
-%-%1%-%*%3%-%*%*%3%2%

b

-1102933119319Fairly Dissatisfied
-%1%5%3%4%6%14%5%5%5%4%

Neither Satisfied Nor
-1441203912244241493Dissatisfied
-%31%20%22%17%22%12%22%15%22%21%

-16642879245665127142Fairly Satisfied
-%35%31%31%34%43%25%32%32%43%31%

-158541102139857416174Very Satisfied
-%33%42%45%44%23%49%41%47%25%39%

aa

Don't Know (DO NOT READ
--2*22-1*215OUT)
-%-%1%*%1%4%-%*%*%3%3%

b

-3114869180371415112542316NET: Satisfied
-%68%73%75%78%66%74%73%79%67%70%

-11221053119526NET: Dissatisfied
-%1%6%3%4%9%14%5%6%8%6%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 126  (continuation)                                                                                                                                                  Page 2118

Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
10157181137185218-76175221-5319395435Unweighted total

8135161122169190-66163226-4217591451Weighted total

---2*---22--2-8Very Dissatisfied
-%-%-%1%*%-%-%-%1%1%-%-%1%-%2%

-8861011-568-310519Fairly Dissatisfied
-%6%5%5%6%6%-%8%3%4%-%7%6%6%4%

Neither Satisfied Nor
42937303439-123338-14351993Dissatisfied

54%22%23%24%20%21%-%18%21%17%-%33%20%21%21%

b

13952464757-205485-115026142Fairly Satisfied
9%29%32%38%28%30%-%30%33%38%-%27%29%28%31%

35963367683-286887-147541174Very Satisfied
37%44%39%30%45%43%-%43%42%39%-%33%43%45%39%

cc

Don't Know (DO NOT READ
-*121*--*4--2*15OUT)
-%*%*%2%*%*%-%-%*%2%-%-%1%1%3%

39811683123140-49122172-2512566316NET: Satisfied
46%72%72%68%73%74%-%74%75%76%-%60%72%73%70%

-8881111-5811-312526NET: Dissatisfied
-%6%5%7%6%6%-%8%5%5%-%7%7%6%6%
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
5227814817520251107898435Unweighted total
6296812616016261076883451Weighted total

----*2--2228Very Dissatisfied
-%-%-%-%*%1%-%-%2%3%2%2%

32**710*346519Fairly Dissatisfied
43%7%6%3%6%6%3%10%3%8%6%4%

Neither Satisfied Nor
284*24364927121693Dissatisfied

31%27%61%2%19%23%25%35%25%18%20%21%

26-4374854412728142Fairly Satisfied
26%22%-%52%30%30%31%15%38%39%34%31%

-13245764710322231174Very Satisfied
-%44%33%44%45%40%41%39%30%33%37%39%

Don't Know (DO NOT READ
----**--2--15OUT)
-%-%-%-%*%*%-%-%2%-%-%3%

21928941111214734959316NET: Satisfied
26%66%33%95%75%70%72%54%68%72%72%70%

32**812*357726NET: Dissatisfied
43%7%6%3%6%7%3%10%5%11%9%6%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 126  (continuation)                                                                                                                                                  Page 2120

Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
2436792652153400292426379403351398435Unweighted total
21980142502137407305437378408342400451Weighted total

5*-4-286868488Very Dissatisfied
2%1%-%1%-%2%2%2%2%2%2%1%2%2%

11327-101912191519171919Fairly Dissatisfied
5%3%17%3%-%7%5%4%4%4%5%5%5%4%

Neither Satisfied Nor
4121649-348060887685698393Dissatisfied
19%26%40%20%-%25%20%20%20%20%21%20%21%21%

6526278-3912997136116128106128142Fairly Satisfied
29%33%16%31%-%28%32%32%31%31%31%31%32%31%

92304108248160120172155156137150174Very Satisfied
42%37%27%43%100%35%39%39%40%41%38%40%37%39%

Don't Know (DO NOT READ
5--5-4131015101381315OUT)
2%-%-%2%-%3%3%3%3%3%3%2%3%3%

157566186287288216308271284243278316NET: Satisfied
72%70%43%74%100%64%71%71%71%72%70%71%69%70%

163210-122618262126212626NET: Dissatisfied
7%4%17%4%-%9%6%6%6%6%6%6%7%6%
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
1982372114517070275883439125361435Unweighted total
2082432265017476282913599127381451Weighted total

172-626-44248Very Dissatisfied
*%3%1%-%3%2%2%-%1%4%9%1%2%

bb

11765861119105919Fairly Dissatisfied
5%3%3%10%4%8%4%1%2%11%20%2%4%

cab

Neither Satisfied Nor
4351477381056276726126793Dissatisfied
21%21%21%14%22%13%20%30%19%29%44%17%21%

bcb

7369662353239722113282129142Fairly Satisfied
35%28%29%46%30%30%35%24%32%31%7%34%31%

ac

73101961564339940152235158174Very Satisfied
35%42%43%29%37%44%35%44%42%25%20%42%39%

a

Don't Know (DO NOT READ
789-6213*15*-1515OUT)
3%3%4%-%4%3%5%*%4%*%-%4%3%

a

146170162381165619662265517287316NET: Satisfied
71%70%72%75%67%73%70%68%74%56%26%75%70%

a

121585138171121481226NET: Dissatisfied
6%6%3%10%8%11%6%1%3%15%29%3%6%

cab
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*fedcbaSignificance Level: 95%
303335343636243447424044435Unweighted total
384016394228325042513735451Weighted total

--*-*-2-4-2-8Very Dissatisfied
-%-%3%-%*%-%6%-%9%-%4%-%2%

a

42*124*121*119Fairly Dissatisfied
11%5%1%3%6%16%1%1%5%2%*%1%4%

babcej

Neither Satisfied Nor
3103411648141081293Dissatisfied
7%24%21%10%27%21%13%16%33%19%22%34%21%

lilil

161051114610181018149142Fairly Satisfied
41%24%32%29%33%23%32%36%23%35%39%26%31%

15177221311141713221113174Very Satisfied
40%42%41%58%30%39%43%34%30%43%29%38%39%

bdh

Don't Know (DO NOT READ
*2*-2*26*12-15OUT)
*%5%2%-%4%*%6%13%*%1%6%-%3%

acdgi

312712342717243522402523316NET: Satisfied
82%66%73%87%63%63%75%70%52%78%68%64%70%

dadghd

42112421612126NET: Dissatisfied
11%5%4%3%6%16%6%1%14%2%5%1%6%

aceace
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
98106105126435Unweighted total
94109124124451Weighted total

**528Very Dissatisfied
*%*%4%1%2%

c

683219Fairly Dissatisfied
7%7%2%1%4%

aa

Neither Satisfied Nor
1621263093Dissatisfied
17%20%21%24%21%

31323842142Fairly Satisfied
33%29%30%34%31%

39464346174Very Satisfied
41%42%35%37%39%

Don't Know (DO NOT READ
228315OUT)
2%2%7%2%3%

69788188316NET: Satisfied
74%72%65%71%70%

788326NET: Dissatisfied
7%7%7%3%6%
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
521736891061541933102281435Unweighted total
191032115152213415430451Weighted total

-**-3*-**55Very Dissatisfied
-%1%1%-%2%2%-%3%2%1%1%

*2-28*-**2324Fairly Dissatisfied
2%18%-%2%5%1%-%2%1%5%5%

e

Neither Satisfied Nor
2*25113*122528Dissatisfied

12%2%7%4%7%14%17%15%13%6%6%

aaa

531246355*14124129Fairly Satisfied
28%33%38%40%23%25%11%29%27%29%29%

a

11417609611228250261Very Satisfied
58%45%55%52%63%53%65%47%53%58%58%

Don't Know (DO NOT READ
**-2-1**123OUT)
1%1%-%2%-%4%7%2%4%1%1%

aa

17829106131172312374391NET: Satisfied
86%78%93%92%86%78%76%77%79%87%87%

e

*2*2111-*12829NET: Dissatisfied
2%19%1%2%7%4%-%6%4%7%6%
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
46483830332373563325501534435Unweighted total
14221340242535285385622343451Weighted total

***4----22---5Very Dissatisfied
1%2%4%1%-%-%-%-%5%48%-%-%-%1%

*--24*-821-52624Fairly Dissatisfied
1%-%-%6%1%-%15%2%1%-%9%8%15%5%

fhiklmlfhiklm

Neither Satisfied Nor
12*25-5710*-2*128Dissatisfied
8%7%4%6%-%10%13%12%1%-%3%1%2%6%

ii

563117101192411*23820129Fairly Satisfied
33%26%20%29%24%20%18%28%28%4%38%37%46%29%

ghjk

814923032352849242311216261Very Satisfied
54%65%72%57%75%66%54%58%64%48%51%54%37%58%

aacaacaa

Don't Know (DO NOT READ
***3-2***-*--3OUT)
3%*%1%1%-%4%*%*%1%-%*%-%-%1%

12191234742463773352552136391NET: Satisfied
87%90%92%86%99%86%72%86%92%52%88%91%84%87%

gggafghjmg

***28*-822252629NET: Dissatisfied
1%2%4%7%1%-%15%2%6%48%9%8%15%6%

fhilmfhilm
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
4938610932611017141602211974435Unweighted total
444078137012220101851710824451Weighted total

*55**--2*21-5Very Dissatisfied
1%1%6%*%*%-%-%1%2%19%1%-%1%

a

-245198-210--4-24Fairly Dissatisfied
-%6%6%5%6%-%17%6%-%-%5%-%5%

Neither Satisfied Nor
1288219-*122-5-28Dissatisfied
1%7%9%6%7%-%3%7%11%-%6%-%6%

13117241053374527*242129Fairly Satisfied
29%29%30%28%27%35%37%28%42%4%30%48%29%

30231392227313410888462261Very Satisfied
68%57%49%60%59%64%43%58%46%77%56%52%58%

b

Don't Know (DO NOT READ
*3*31*-*--2-3OUT)
*%1%*%1%*%*%-%*%-%-%3%-%1%

4234864327105208160158714391NET: Satisfied
97%85%79%88%86%100%80%86%88%81%86%100%87%

ab

*289198-213*25-29NET: Dissatisfied
1%7%11%5%6%-%17%7%2%19%6%-%6%

a
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1536920619416435Unweighted total
1606821326425451Weighted total

1-3235Very Dissatisfied
*%-%1%7%1%1%

1021022124Fairly Dissatisfied
6%3%5%9%5%5%

Neither Satisfied Nor
7*1922628Dissatisfied
4%1%9%7%6%6%

b

56175711118129Fairly Satisfied
35%24%27%45%28%29%

87491228253261Very Satisfied
54%72%57%32%59%58%

ac

Don't Know (DO NOT READ
**3-33OUT)
*%*%1%-%1%1%

1436517920371391NET: Satisfied
89%96%84%77%87%87%

a

1121342529NET: Dissatisfied
7%3%6%16%6%6%
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b,c

Produced by OLR
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£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%
17419368937398--32428137261435Unweighted total
14222386425426--1*321117309451Weighted total

122--5------145Very Dissatisfied
*%1%3%-%-%1%-%-%-%-%-%-%1%1%1%

689-*23-----*61724Fairly Dissatisfied
4%4%11%-%1%5%-%-%-%-%-%1%5%6%5%

b

Neither Satisfied Nor
10154*127--*--181928Dissatisfied

7%7%4%6%6%6%-%-%41%-%-%6%7%6%6%

49651638121--*-354181129Fairly Satisfied
34%29%19%81%33%28%-%-%59%-%100%24%35%26%29%

a

7613054*15246---*-1461185261Very Satisfied
54%59%63%13%60%58%-%-%-%100%-%69%52%60%58%

Don't Know (DO NOT READ
*3*--3------*33OUT)
*%1%*%-%-%1%-%-%-%-%-%-%*%1%1%

12519570323368--**320102265391NET: Satisfied
88%87%82%94%93%86%-%-%59%100%100%93%87%86%87%

71011-*29-----*72229NET: Dissatisfied
5%5%13%-%1%7%-%-%-%-%-%1%6%7%6%

bc
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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)
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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%
-3291119239331133288283216250435Unweighted total
-2*7614227321108289257194220451Weighted total

------33-13135Very Dissatisfied
-%-%-%-%-%-%1%1%-%*%1%*%1%1%

-----*1017512119824Fairly Dissatisfied
-%-%-%-%-%2%5%5%4%4%4%4%4%5%

Neither Satisfied Nor
--****182481619161928Dissatisfied
-%-%63%7%6%2%8%7%8%5%8%8%9%6%

-1-31462933096715359129Fairly Satisfied
-%28%-%37%11%30%27%29%28%33%27%27%27%29%

-2*45913218264160152115130261Very Satisfied
-%72%37%54%82%66%58%57%59%56%59%59%59%58%

Don't Know (DO NOT READ
---*-*13131113OUT)
-%-%-%1%-%1%*%1%1%1%*%*%*%1%

-2*751419527595257223167189391NET: Satisfied
-%100%37%92%94%95%86%86%87%89%87%86%86%87%

-----*142051414101129NET: Dissatisfied
-%-%-%-%-%2%6%6%4%5%5%5%5%6%
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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)
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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%
1817657682-112612266435Unweighted total
*43775681*-**348273451Weighted total

-*3-*-------15Very Dissatisfied
-%*%3%-%1%-%-%-%-%-%-%-%*%1%

-2414------*1224Fairly Dissatisfied
-%6%5%1%5%-%-%-%-%-%-%3%4%5%

Neither Satisfied Nor
-1477-----*11528Dissatisfied
-%3%5%13%8%-%-%-%-%-%4%12%5%6%

d

*21201019*-*-22191129Fairly Satisfied
100%50%26%19%23%54%-%100%-%53%51%8%33%29%

abc

-17463851*--*227150261Very Satisfied
-%40%60%67%63%46%-%-%100%47%44%78%55%58%

ddd

Don't Know (DO NOT READ
-**-1-------33OUT)
-%1%*%-%1%-%-%-%-%-%-%-%1%1%

*39664870*-**347241391NET: Satisfied
100%90%86%86%86%100%-%100%100%100%96%86%89%87%

-3614------*1429NET: Dissatisfied
-%6%8%1%5%-%-%-%-%-%-%3%5%6%
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
532302501856010218562806576435Unweighted total
45212268183444240257857173451Weighted total

-3231*---**15Very Dissatisfied
-%2%1%2%2%10%-%-%-%1%*%1%1%

a

-11186-*122242224Fairly Dissatisfied
-%5%7%3%-%2%5%78%4%5%3%3%5%

Neither Satisfied Nor
4151415*214*444428Dissatisfied

10%7%5%8%1%36%6%4%7%5%5%5%6%

1160904015279*19342321129Fairly Satisfied
23%28%33%22%35%43%33%14%32%40%32%29%29%

a

3012214511726*135*32424343261Very Satisfied
66%58%54%64%58%8%56%3%56%50%60%59%58%

b

Don't Know (DO NOT READ
*1*32-1-*-*33OUT)
*%*%*%2%5%-%*%-%*%-%*%3%1%

a

40182234157412213*51766564391NET: Satisfied
90%86%87%86%92%51%89%17%88%90%92%88%87%

-1420911122252329NET: Dissatisfied
-%7%7%5%2%13%5%78%4%5%3%4%6%
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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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-55228100228592322616565435Unweighted total
-4620392231561920715863451Weighted total

-*311--31*5Very Dissatisfied
-%*%1%1%1%-%-%2%1%*%1%

--8*1122911224Fairly Dissatisfied
-%-%4%*%5%3%10%4%7%3%5%

a

Neither Satisfied Nor
-31941152156528Dissatisfied
-%7%9%5%5%9%11%7%4%9%6%

-13553082141625316129Fairly Satisfied
-%29%27%33%36%25%5%30%33%25%29%

-291185712633131178738261Very Satisfied
-%63%58%62%54%59%72%56%55%60%58%

Don't Know (DO NOT READ
-*1-12**123OUT)
-%1%*%-%*%4%3%*%*%3%1%

b

-4217287208471417913953391NET: Satisfied
-%92%85%94%90%84%76%87%88%85%87%

b

-*11112221212229NET: Dissatisfied
-%*%5%1%5%3%10%6%7%3%6%

a
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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
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
10157181137185218-76175221-5319395435Unweighted total

8135161122169190-66163226-4217591451Weighted total

-23*13--11-*1*5Very Dissatisfied
-%2%2%*%1%1%-%-%1%1%-%*%*%*%1%

-47298--512-29324Fairly Dissatisfied
-%3%4%2%5%4%-%-%3%6%-%5%5%3%5%

c

Neither Satisfied Nor
1131391417-31112-*16428Dissatisfied
9%9%8%7%8%9%-%4%7%5%-%1%9%5%6%

c

24041414551-155270-104629129Fairly Satisfied
26%30%26%34%27%27%-%23%32%31%-%25%26%32%29%

575976799110-4894127-2910354261Very Satisfied
65%56%60%55%59%58%-%72%58%56%-%69%59%60%58%

ab

Don't Know (DO NOT READ
-1*2*1-**3--**3OUT)
-%*%*%2%*%*%-%*%*%1%-%-%*%*%1%

7115138109145161-63146197-3914984391NET: Satisfied
91%85%86%89%86%85%-%96%89%87%-%93%85%92%87%

a

-6931011--614-210329NET: Dissatisfied
-%5%6%2%6%6%-%-%4%6%-%6%5%3%6%

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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
5227814817520251107898435Unweighted total
6296812616016261076883451Weighted total

---*33--***5Very Dissatisfied
-%-%-%3%2%2%-%-%*%*%*%1%

----48--22224Fairly Dissatisfied
-%-%-%-%3%5%-%-%2%3%2%5%

Neither Satisfied Nor
-**115121274628Dissatisfied
-%2%3%8%12%8%4%8%7%5%7%6%

21244374228392026129Fairly Satisfied
28%40%65%45%29%26%14%29%36%29%32%29%

5172468951416564347261Very Satisfied
72%59%32%44%54%59%83%62%53%62%57%58%

Don't Know (DO NOT READ
----**-*2**3OUT)
-%-%-%-%*%*%-%*%2%*%*%1%

629671041371624956374391NET: Satisfied
100%98%97%89%83%85%96%91%89%91%89%87%

---*711--32229NET: Dissatisfied
-%-%-%3%5%7%-%-%2%3%3%6%
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
2436792652153400292426379403351398435Unweighted total
21980142502137407305437378408342400451Weighted total

2322-151555355Very Dissatisfied
1%3%15%1%-%1%1%*%1%1%1%1%1%1%

115212-62318212021162124Fairly Dissatisfied
5%6%16%5%-%4%6%6%5%5%5%5%5%5%

Neither Satisfied Nor
192-16-112821282628242628Dissatisfied

9%2%-%7%-%8%7%7%6%7%7%7%7%6%

5128657*331037512210211192109129Fairly Satisfied
23%35%44%23%7%24%25%25%28%27%27%27%27%29%

132434159286244187256221240203236261Very Satisfied
60%53%25%64%93%62%60%61%59%58%59%60%59%58%

Don't Know (DO NOT READ
3*-3-133333333OUT)
1%*%-%1%-%*%1%1%1%1%1%1%1%1%

18370102162118347262379323350296344391NET: Satisfied
84%88%69%86%100%86%85%86%87%86%86%86%86%87%

147414-72919272527192729NET: Dissatisfied
6%9%31%6%-%5%7%6%6%7%7%6%7%6%
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
1982372114517070275883439125361435Unweighted total
2082432265017476282913599127381451Weighted total

151-4212235*5Very Dissatisfied
*%2%*%-%2%3%*%2%1%3%18%*%1%

b

1113610821846179624Fairly Dissatisfied
5%5%3%20%4%3%6%5%2%19%32%2%5%

acb

Neither Satisfied Nor
141417*11419319931528Dissatisfied

7%6%7%*%7%5%7%3%5%10%10%4%6%

587157116120822798325102129Fairly Satisfied
28%29%25%23%35%27%29%30%27%35%20%27%29%

c

12313814328904815954231305255261Very Satisfied
59%57%63%57%51%63%56%60%64%33%20%67%58%

aa

Don't Know (DO NOT READ
132-**3*3*-33OUT)
*%1%1%-%*%*%1%*%1%*%-%1%1%

1812102003915168241813296211357391NET: Satisfied
87%86%89%79%87%90%85%90%92%67%40%94%87%

a

111771012419682113629NET: Dissatisfied
6%7%3%20%7%5%7%7%2%22%50%2%6%

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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*fedcbaSignificance Level: 95%
303335343636243447424044435Unweighted total
384016394228325042513735451Weighted total

-2*-*-2----*5Very Dissatisfied
-%6%3%-%*%-%6%-%-%-%-%1%1%

2--236--722*24Fairly Dissatisfied
5%-%-%6%7%20%-%-%17%4%4%*%5%

abcejkacejk

Neither Satisfied Nor
*23231241101128Dissatisfied
*%5%17%6%6%3%6%7%2%19%2%3%6%

abdglabdgl

9631218512121581316129Fairly Satisfied
23%14%20%30%43%19%38%24%36%16%34%46%29%

cgjkckcgjk

27309231816163219312218261Very Satisfied
70%74%58%58%44%58%49%64%45%61%59%50%58%

dhadh

Don't Know (DO NOT READ
*-*--**2-*-*3OUT)
1%-%2%-%-%*%*%4%-%1%-%*%1%

353612343721284434393534391NET: Satisfied
94%89%78%89%87%76%88%89%81%77%94%95%87%

cgcdgj

22*2362-722129NET: Dissatisfied
5%6%3%6%7%20%6%-%17%4%4%1%6%

abcejacej
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
98106105126435Unweighted total
94109124124451Weighted total

3*2*5Very Dissatisfied
3%*%1%*%1%

2117424Fairly Dissatisfied
2%10%6%3%5%

ad

Neither Satisfied Nor
5661128Dissatisfied
5%5%5%9%6%

18354037129Fairly Satisfied
19%32%32%30%29%

dd

66576771261Very Satisfied
70%52%54%57%58%

bc

Don't Know (DO NOT READ
**213OUT)
1%*%2%1%1%

8492107108391NET: Satisfied
89%85%86%87%87%

5119429NET: Dissatisfied
5%10%7%3%6%

a
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
521736891061541933102281435Unweighted total
191032115152213415430451Weighted total

Delivery time (when you
receive your mail

*-*141***910delivery)
1%-%1%1%3%3%7%2%2%2%2%

Delivery consistency /
reliability (e.g.
arrives as promised

*1-*6*-**99consistently)
1%5%-%*%4%2%-%3%2%2%2%

Collection time of items
---------44you are sending
-%-%-%-%-%-%-%-%-%1%1%

*-2211*-*89Collection reliability
*%-%5%2%*%3%9%-%2%2%2%

a

Availability of a daily
-----------collection
-%-%-%-%-%-%-%-%-%-%-%

-----------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%

Account management (if
-----------applicable)
-%-%-%-%-%-%-%-%-%-%-%

Trustworthiness of the
-----------provider
-%-%-%-%-%-%-%-%-%-%-%

---2-*-*-45Latest collection time
-%-%-%2%-%1%-%3%-%1%1%

544733**23235Amount of lost post sent
26%36%14%6%2%12%18%8%12%8%8%

aba

1242194134162312343359No Problems
61%40%67%82%88%76%70%71%79%80%80%

ece

*----*-*-22Price of postage
1%-%-%-%-%1%-%3%-%*%*%

Items being delivered
*22751**11920intact/undamaged
2%19%7%6%3%6%11%10%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 - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
521736891061541933102281435Unweighted total
191032115152213415430451Weighted total

Lost or late delivery of
--221*-*-55sent mail
-%-%6%2%*%1%-%3%-%1%1%

a

Wrong mail delivered /
our mail delivered

4--2-*-**1010elsewhere
20%-%-%2%-%1%-%2%1%2%2%

abc

Problems with  the Smart
-----------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
-----------being signed for
-%-%-%-%-%-%-%-%-%-%-%

-----**---*Don't know / na
-%-%-%-%-%*%3%-%-%-%*%

*-2-6*-**1617Other
1%-%6%-%4%2%-%3%2%4%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,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
46483830332373563325501534435Unweighted total
14221340242535285385622343451Weighted total

Delivery time (when you
receive your mail

*1-8**-2--22210delivery)
3%5%-%2%*%*%-%3%-%-%3%10%4%2%

Delivery consistency /
reliability (e.g.
arrives as promised

**-8--22---229consistently)
2%2%-%2%-%-%4%2%-%-%-%10%5%2%

Collection time of items
*--4----2---24you are sending
3%-%-%1%-%-%-%-%5%-%-%-%4%1%

-216-*-4---*29Collection reliability
-%9%4%2%-%*%-%5%-%-%-%1%4%2%

cjm

Availability of a daily
--------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
--------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Trustworthiness of the
--------------provider
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--4--2--*--25Latest collection time
3%-%-%1%-%-%4%-%-%3%-%-%4%1%

-*13429-65-4*835Amount of lost post sent
-%*%8%8%6%16%-%7%13%-%7%1%18%8%

mmglmglmglm

12161132138423871294541627359No Problems
84%75%82%80%90%79%74%84%77%97%88%70%63%80%

aaaaa

*--2--------22Price of postage
1%-%-%*%-%-%-%-%-%-%-%-%4%*%

j

Items being delivered
1*118*2524*2-320intact/undamaged
8%2%4%4%*%4%11%2%10%3%3%-%6%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,m

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
46483830332373563325501534435Unweighted total
14221340242535285385622343451Weighted total

Lost or late delivery of
*1*4-----*--45sent mail
3%2%4%1%-%-%-%-%-%3%-%-%8%1%

cfj

Wrong mail delivered /
our mail delivered

-*-10-222---4-10elsewhere
-%*%-%3%-%4%4%2%-%-%-%19%-%2%

Problems with  the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
--------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----------*Don't know / na
-%-%1%-%-%-%-%-%-%-%-%-%-%*%

-1-16226*2---417Other
-%2%-%4%5%4%11%*%6%-%-%-%10%4%

cfkmcfm
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
4938610932611017141602211974435Unweighted total
444078137012220101851710824451Weighted total

Delivery time (when you
receive your mail

-10*104-*3--3-10delivery)
-%2%*%3%3%-%1%1%-%-%4%-%2%

Delivery consistency /
reliability (e.g.
arrives as promised

-918*-*6*-2-9consistently)
-%2%1%2%*%-%2%3%3%-%2%-%2%

Collection time of items
22-4---*--4-4you are sending
4%1%-%1%-%-%-%*%-%-%4%-%1%

aeh

-9262--2*-4-9Collection reliability
-%2%3%2%2%-%-%1%1%-%5%-%2%

Availability of a daily
-------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
-------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Trustworthiness of the
-------------provider
-%-%-%-%-%-%-%-%-%-%-%-%-%

-5-5*--*--4-5Latest collection time
-%1%-%1%*%-%-%*%-%-%5%-%1%

eh

2339265-220225-35Amount of lost post sent
4%8%12%7%4%-%17%11%12%19%6%-%8%

h

3532463297105207134148692359No Problems
81%80%78%80%86%100%64%72%84%81%84%52%80%

ee

-2-2*-----2-2Price of postage
-%*%-%1%*%-%-%-%-%-%2%-%*%

Items being delivered
2186146-29-21-20intact/undamaged
5%4%7%4%5%-%17%5%-%19%1%-%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,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
4938610932611017141602211974435Unweighted total
444078137012220101851710824451Weighted total

Accessibility of the
sorting office / opening

-------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%

Lost or late delivery of
-523*--5----5sent mail
-%1%3%1%*%-%-%3%-%-%-%-%1%

Wrong mail delivered /
our mail delivered

-10282--42-*210elsewhere
-%2%2%2%2%-%-%2%11%-%*%48%2%

Problems with  the Smart
-------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
-------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-**-------*Don't know / na
-%*%-%*%*%-%-%-%-%-%-%-%*%

413314*--14-2*-17Other
10%3%3%4%*%-%-%8%-%19%*%-%4%

abh
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1536920619416435Unweighted total
1606821326425451Weighted total

Delivery time (when you
receive your mail

3-6*910delivery)
2%-%3%2%2%2%

Delivery consistency /
reliability (e.g.
arrives as promised

3-6-99consistently)
2%-%3%-%2%2%

Collection time of items
*-4-44you are sending
*%-%2%-%1%1%

225-99Collection reliability
1%3%2%-%2%2%

Availability of a daily
------collection
-%-%-%-%-%-%

------Latest collection time
-%-%-%-%-%-%

Account management (if
------applicable)
-%-%-%-%-%-%

Trustworthiness of the
------provider
-%-%-%-%-%-%

1-4-55Latest collection time
*%-%2%-%1%1%

12617-3535Amount of lost post sent
7%8%8%-%8%8%

1245317423336359No Problems
78%77%81%91%79%80%

*-2-22Price of postage
*%-%1%-%*%*%

Items being delivered
86721820intact/undamaged
5%8%3%7%4%4%

Wrong postage /
shortfall on incoming

------mail - having to pay
-%-%-%-%-%-%

Accessibility of the
sorting office / opening

------hours
-%-%-%-%-%-%

Lost or late delivery of
5*--55sent mail
3%1%-%-%1%1%

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 - a,b,c

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1536920619416435Unweighted total
1606821326425451Weighted total

Wrong mail delivered /
our mail delivered

722-1010elsewhere
4%3%1%-%2%2%

a

Problems with  the Smart
------Stamp online system
-%-%-%-%-%-%

Recorded letters not
------being signed for
-%-%-%-%-%-%

--*-**Don't know / na
-%-%*%-%*%*%

728-1717Other
4%3%4%-%4%4%
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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: 12/07/19



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%
17419368937398--32428137261435Unweighted total
14222386425426--1*321117309451Weighted total

Delivery time (when you
receive your mail

334-*10-----*3710delivery)
2%1%5%-%1%2%-%-%-%-%-%1%2%2%2%

Delivery consistency /
reliability (e.g.
arrives as promised

144-*9-----*189consistently)
*%2%5%-%1%2%-%-%-%-%-%1%*%3%2%

c

Collection time of items
*-4--4------*44you are sending
*%-%4%-%-%1%-%-%-%-%-%-%*%1%1%

bc

162--9------189Collection reliability
*%3%3%-%-%2%-%-%-%-%-%-%*%3%2%

Availability of a daily
---------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
---------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Trustworthiness of the
---------------provider
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3-2--5------325Latest collection time
2%-%2%-%-%1%-%-%-%-%-%-%2%1%1%

b

201321530--**-5151535Amount of lost post sent
14%6%2%14%21%7%-%-%41%57%-%23%13%5%8%

abaiai

9918971115345--**11385260359No Problems
70%85%83%33%59%81%-%-%41%43%29%64%72%84%80%

ccbjbj

*-2-*2-----*-22Price of postage
*%-%2%-%1%*%-%-%-%-%-%1%-%1%*%

b

Items being delivered
8102**20--*--*81220intact/undamaged
5%4%3%3%1%5%-%-%18%-%-%*%6%4%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,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
17419368937398--32428137261435Unweighted total
14222386425426--1*321117309451Weighted total

Accessibility of the
sorting office / opening

---------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Lost or late delivery of
51-242----22115sent mail
3%*%-%51%14%*%-%-%-%-%71%8%1%*%1%

babi

Wrong mail delivered /
our mail delivered

64--*10-----*6410elsewhere
4%2%-%-%*%2%-%-%-%-%-%*%5%1%2%

a

Problems with  the Smart
---------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
---------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*--*-------**Don't know / na
-%-%*%-%-%*%-%-%-%-%-%-%-%*%*%

746-116-----171017Other
5%2%7%-%3%4%-%-%-%-%-%4%6%3%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,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-3291119239331133288283216250435Unweighted total
-2*7614227321108289257194220451Weighted total

Delivery time (when you
receive your mail

------18*311110delivery)
-%-%-%-%-%-%1%2%*%1%1%1%1%2%

Delivery consistency /
reliability (e.g.
arrives as promised

----*-59*35559consistently)
-%-%-%-%2%-%2%3%*%1%2%2%2%2%

Collection time of items
------24--22-4you are sending
-%-%-%-%-%-%1%1%-%-%1%1%-%1%

------57355459Collection reliability
-%-%-%-%-%-%2%2%2%2%2%2%2%2%

Availability of a daily
--------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
--------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Trustworthiness of the
--------------provider
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------25222*25Latest collection time
-%-%-%-%-%-%1%1%2%1%1%*%1%1%

-1---2183182721151835Amount of lost post sent
-%23%-%-%-%16%8%10%7%9%8%8%8%8%

-2*751018124487228205155175359No Problems
-%72%37%100%94%71%79%76%80%79%80%80%80%80%

----*--2*****2Price of postage
-%-%-%-%2%-%-%1%*%*%*%*%*%*%

Items being delivered
-**--*14164141471120intact/undamaged
-%5%63%-%-%1%6%5%4%5%5%4%5%4%

Wrong postage /
shortfall on incoming

--------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

--------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Lost or late delivery of
------151111*5sent mail
-%-%-%-%-%-%*%1%*%*%*%*%*%1%
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-3291119239331133288283216250435Unweighted total
-2*7614227321108289257194220451Weighted total

Wrong mail delivered /
our mail delivered

-----24104864610elsewhere
-%-%-%-%-%13%2%3%4%3%2%2%3%2%

Problems with  the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
--------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------*---****Don't know / na
-%-%-%-%-%-%*%-%-%-%*%*%*%*%

----*-111329119817Other
-%-%-%-%4%-%5%4%2%3%4%5%4%4%
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
1817657682-112612266435Unweighted total
*43775681*-**348273451Weighted total

Delivery time (when you
receive your mail

--**1-------310delivery)
-%-%*%*%1%-%-%-%-%-%-%-%1%2%

Delivery consistency /
reliability (e.g.
arrives as promised

-**-5-------39consistently)
-%*%*%-%6%-%-%-%-%-%-%-%1%2%

cd

Collection time of items
---2---------4you are sending
-%-%-%3%-%-%-%-%-%-%-%-%-%1%

-*2*2-------59Collection reliability
-%1%3%*%3%-%-%-%-%-%-%-%2%2%

Availability of a daily
--------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
--------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Trustworthiness of the
--------------provider
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*2---------25Latest collection time
-%*%3%-%-%-%-%-%-%-%-%-%1%1%

-5852----2*22335Amount of lost post sent
-%12%11%10%2%-%-%-%-%47%7%28%8%8%

aa

*35574865*-**243219359No Problems
100%82%75%85%80%100%-%100%100%53%93%41%80%80%

-*----------*2Price of postage
-%*%-%-%-%-%-%-%-%-%-%-%*%*%

Items being delivered
-36*5------21220intact/undamaged
-%6%8%*%6%-%-%-%-%-%-%22%4%4%

b

Wrong postage /
shortfall on incoming

--------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

--------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
1817657682-112612266435Unweighted total
*43775681*-**348273451Weighted total

Lost or late delivery of
-*1---------15sent mail
-%*%1%-%-%-%-%-%-%-%-%-%*%1%

Wrong mail delivered /
our mail delivered

-2-22------2710elsewhere
-%4%-%3%2%-%-%-%-%-%-%22%2%2%

Problems with  the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
--------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----------*Don't know / na
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

-*614------1917Other
-%1%8%1%5%-%-%-%-%-%-%9%3%4%

d

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 128  (continuation)                                                                                                                                                  Page 2153

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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
532302501856010218562806576435Unweighted total
45212268183444240257857173451Weighted total

Delivery time (when you
receive your mail

-110*--3-3-1-10delivery)
-%1%4%*%-%-%1%-%4%-%1%-%2%

a

Delivery consistency /
reliability (e.g.
arrives as promised

239*--3-*-*29consistently)
5%1%3%*%-%-%1%-%*%-%1%3%2%

a

Collection time of items
2-4---------4you are sending
4%-%2%-%-%-%-%-%-%-%-%-%1%

a

-562--5--5--9Collection reliability
-%2%2%1%-%-%2%-%-%5%-%-%2%

a

Availability of a daily
-------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
-------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Trustworthiness of the
-------------provider
-%-%-%-%-%-%-%-%-%-%-%-%-%

-24**-2-2-*-5Latest collection time
-%1%2%*%*%-%1%-%4%-%*%-%1%

*203053*24*1264535Amount of lost post sent
1%10%11%3%6%10%10%4%20%7%5%7%8%

baabc

39167204156414184238616166359No Problems
86%79%76%85%92%87%76%96%66%72%86%90%80%

bacdcd

-*2*--*-*---2Price of postage
-%*%1%*%-%-%*%-%*%-%-%-%*%

Items being delivered
-141371112-382120intact/undamaged
-%7%5%4%2%13%5%-%5%9%3%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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
532302501856010218562806576435Unweighted total
45212268183444240257857173451Weighted total

Wrong postage /
shortfall on incoming

-------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

-------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%

Lost or late delivery of
-133*-1--1*-5sent mail
-%*%1%1%*%-%*%-%-%1%*%-%1%

Wrong mail delivered /
our mail delivered

2474--8*44--10elsewhere
4%2%2%2%-%-%3%4%7%5%-%-%2%

ab

Problems with  the Smart
-------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
-------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--------*Don't know / na
-%*%-%*%-%-%-%-%-%-%-%-%*%

*11610*-9-322217Other
*%5%2%6%*%-%4%-%5%3%3%3%4%
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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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-55228100228592322616565435Unweighted total
-4620392231561920715863451Weighted total

Delivery time (when you
receive your mail

-1113--11-10delivery)
-%1%*%1%2%-%-%1%1%-%2%

Delivery consistency /
reliability (e.g.
arrives as promised

-2523-233-9consistently)
-%5%2%2%1%-%12%1%2%-%2%

Collection time of items
----------4you are sending
-%-%-%-%-%-%-%-%-%-%1%

-*514*-54*9Collection reliability
-%1%2%1%2%*%-%2%3%*%2%

Availability of a daily
-----------collection
-%-%-%-%-%-%-%-%-%-%-%

-----------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%

Account management (if
-----------applicable)
-%-%-%-%-%-%-%-%-%-%-%

Trustworthiness of the
-----------provider
-%-%-%-%-%-%-%-%-%-%-%

-*222--22-5Latest collection time
-%*%1%2%1%-%-%1%1%-%1%

-216826121919135Amount of lost post sent
-%4%8%9%11%2%10%9%12%1%8%

aa

-4016373177491416311757359No Problems
-%88%80%79%76%89%77%79%74%90%80%

bb

--*-*--**-2Price of postage
-%-%*%-%*%-%-%*%*%-%*%

Items being delivered
-1113122-1410220intact/undamaged
-%2%6%4%5%3%-%7%6%3%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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-55228100228592322616565435Unweighted total
-4620392231561920715863451Weighted total

Accessibility of the
sorting office / opening

-----------hours
-%-%-%-%-%-%-%-%-%-%-%

Lost or late delivery of
-***11-1*15sent mail
-%*%*%*%*%1%-%*%*%1%1%

Wrong mail delivered /
our mail delivered

-2448--44-10elsewhere
-%4%2%4%4%-%-%2%3%-%2%

Problems with  the Smart
-----------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
-----------being signed for
-%-%-%-%-%-%-%-%-%-%-%

--*----*--*Don't know / na
-%-%*%-%-%-%-%*%-%-%*%

--8273*114317Other
-%-%4%2%3%5%1%5%3%4%4%
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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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
10157181137185218-76175221-5319395435Unweighted total

8135161122169190-66163226-4217591451Weighted total

Delivery time (when you
receive your mail

-*1*11-131-1*110delivery)
-%*%1%*%1%1%-%1%2%*%-%1%*%1%2%

Delivery consistency /
reliability (e.g.
arrives as promised

-*3*23-*12-2529consistently)
-%*%2%*%1%1%-%1%*%1%-%5%3%2%2%

Collection time of items
-----------22-4you are sending
-%-%-%-%-%-%-%-%-%-%-%4%1%-%1%

a

-24245--23--419Collection reliability
-%2%3%2%3%3%-%-%1%1%-%-%2%1%2%

Availability of a daily
---------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
---------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Trustworthiness of the
---------------provider
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-222*2--22-***5Latest collection time
-%2%1%2%*%1%-%-%1%1%-%*%*%*%1%

-131351518-21422-313935Amount of lost post sent
-%10%8%4%9%9%-%4%9%10%-%6%7%10%8%

7108128102135150-57130177-3014073359No Problems
91%80%80%84%80%79%-%86%80%79%-%72%80%81%80%

-*-***--*---*-2Price of postage
-%*%-%*%*%*%-%-%*%-%-%-%*%-%*%

Items being delivered
*793711-3814-37320intact/undamaged
2%5%6%2%4%6%-%4%5%6%-%6%4%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 - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
10157181137185218-76175221-5319395435Unweighted total

8135161122169190-66163226-4217591451Weighted total

Lost or late delivery of
-1*11*-*11-*1*5sent mail
-%*%*%1%*%*%-%1%1%*%-%*%*%*%1%

Wrong mail delivered /
our mail delivered

-44244-244-24210elsewhere
-%3%2%2%2%2%-%3%3%2%-%5%2%2%2%

Problems with  the Smart
---------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
---------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**-**------*-*Don't know / na
-%*%*%-%*%*%-%-%-%-%-%-%*%-%*%

168598-359-29417Other
7%5%5%4%5%4%-%4%3%4%-%5%5%5%4%
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
5227814817520251107898435Unweighted total
6296812616016261076883451Weighted total

Delivery time (when you
receive your mail

*---*1**1*110delivery)
8%-%-%-%*%1%3%2%1%1%1%2%

Delivery consistency /
reliability (e.g.
arrives as promised

--***3---*-9consistently)
-%-%3%2%*%2%-%-%-%*%-%2%

Collection time of items
-----------4you are sending
-%-%-%-%-%-%-%-%-%-%-%1%

-*--34***2*9Collection reliability
-%*%-%-%2%3%1%1%*%3%*%2%

Availability of a daily
------------collection
-%-%-%-%-%-%-%-%-%-%-%-%

------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%

Trustworthiness of the
------------provider
-%-%-%-%-%-%-%-%-%-%-%-%

----22--2225Latest collection time
-%-%-%-%2%1%-%-%2%3%3%1%

*52-1311**44435Amount of lost post sent
2%18%33%-%11%7%2%1%4%6%5%8%

32346971281523905569359No Problems
55%80%67%69%77%80%92%87%84%80%84%80%

---**----*-2Price of postage
-%-%-%2%*%-%-%-%-%*%-%*%

Items being delivered
-2--811**42420intact/undamaged
-%8%-%-%6%7%1%1%4%3%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,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
5227814817520251107898435Unweighted total
6296812616016261076883451Weighted total

Lost or late delivery of
---21*--*1*5sent mail
-%-%-%23%*%*%-%-%*%1%*%1%

Wrong mail delivered /
our mail delivered

----44**4**10elsewhere
-%-%-%-%3%2%1%*%4%*%*%2%

Problems with  the Smart
------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%

----**-----*Don't know / na
-%-%-%-%*%*%-%-%-%-%-%*%

2*-179-212417Other
35%*%-%6%5%6%-%8%1%3%5%4%

c
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QOP3. As a sender and recipient of mail, have you experienced any problems with your service from [QV5c provider] in the last 6 months?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
2436792652153400292426379403351398435Unweighted total
21980142502137407305437378408342400451Weighted total

Delivery time (when you
receive your mail

31-1*310310886810delivery)
1%1%-%1%7%2%2%1%2%2%2%2%2%2%

Delivery consistency /
reliability (e.g.
arrives as promised

3--3-795979999consistently)
1%-%-%1%-%5%2%2%2%2%2%3%2%2%

a

Collection time of items
-----24*444444you are sending
-%-%-%-%-%2%1%*%1%1%1%1%1%1%

6124-*93998789Collection reliability
3%1%16%2%-%*%2%1%2%2%2%2%2%2%

Availability of a daily
--------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
--------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Trustworthiness of the
--------------provider
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*-*-153555555Latest collection time
1%*%-%*%-%*%1%1%1%1%1%1%1%1%

915613-83118332933283335Amount of lost post sent
4%19%40%5%-%6%8%6%8%8%8%8%8%8%

b

1785662032111321244347299327273321359No Problems
81%69%44%81%93%81%79%80%79%79%80%80%80%80%

a

*--*--2-222222Price of postage
*%-%-%*%-%-%*%-%*%1%*%1%*%*%

Items being delivered
810412-72017202018181620intact/undamaged
4%13%29%5%-%5%5%6%5%5%4%5%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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
2436792652153400292426379403351398435Unweighted total
21980142502137407305437378408342400451Weighted total

Accessibility of the
sorting office / opening

--------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Lost or late delivery of
-3-3-133533335sent mail
-%3%-%1%-%1%1%1%1%1%1%1%1%1%

b

Wrong mail delivered /
our mail delivered

6*-6-2108101086810elsewhere
3%*%-%2%-%1%2%3%2%3%2%2%2%2%

Problems with  the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
--------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*--********Don't know / na
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

114213-41713171515111517Other
5%5%13%5%-%3%4%4%4%4%4%3%4%4%
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
1982372114517070275883439125361435Unweighted total
2082432265017476282913599127381451Weighted total

Delivery time (when you
receive your mail

55119252-10*610delivery)
2%2%*%1%5%3%2%3%-%11%1%2%2%

cb

Delivery consistency /
reliability (e.g.
arrives as promised

45324261-9*79consistently)
2%2%1%4%3%3%2%1%-%10%*%2%2%

b

Collection time of items
4*-22-4--4224you are sending
2%*%-%3%1%-%1%-%-%4%8%*%1%

cb

442-6-54-9269Collection reliability
2%2%1%-%4%-%2%4%-%9%7%2%2%

b

Availability of a daily
-------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
-------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Trustworthiness of the
-------------provider
-%-%-%-%-%-%-%-%-%-%-%-%-%

23--422*-5325Latest collection time
1%1%-%-%3%3%1%*%-%5%10%*%1%

cb

16191191441416-35102035Amount of lost post sent
8%8%5%19%8%6%5%18%-%38%37%5%8%

acbcb

167193198321296423656359-6331359No Problems
80%79%88%64%74%85%84%62%100%-%24%87%80%

abaaa

2-*-2*2--2-22Price of postage
1%-%*%-%1%*%1%-%-%2%-%*%*%

b

Items being delivered
10105411399-207920intact/undamaged

5%4%2%8%6%3%3%10%-%22%25%2%4%

ccbb
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
1982372114517070275883439125361435Unweighted total
2082432265017476282913599127381451Weighted total

Wrong postage /
shortfall on incoming

-------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

-------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%

Lost or late delivery of
41-*5-14-5145sent mail
2%*%-%1%3%-%*%5%-%6%2%1%1%

cbb

Wrong mail delivered /
our mail delivered

64226*46-10*610elsewhere
3%2%1%4%4%*%1%7%-%11%*%1%2%

cbcb

Problems with  the Smart
-------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
-------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---*------*Don't know / na
-%*%-%-%-%*%-%-%-%-%-%-%*%

7911242122-176617Other
4%4%5%4%2%3%4%3%-%18%21%2%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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*fedcbaSignificance Level: 95%
303335343636243447424044435Unweighted total
384016394228325042513735451Weighted total

Delivery time (when you
receive your mail

2-*122---12-10delivery)
5%-%1%1%5%8%-%-%-%2%4%-%2%

Delivery consistency /
reliability (e.g.
arrives as promised

43--*2*--*--9consistently)
11%7%-%-%*%7%1%-%-%*%-%-%2%

abcd

Collection time of items
-----2---2--4you are sending
-%-%-%-%-%7%-%-%-%4%-%-%1%

--*412-----29Collection reliability
-%-%2%10%1%7%-%-%-%-%-%5%2%

bcd

Availability of a daily
-------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
-------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Trustworthiness of the
-------------provider
-%-%-%-%-%-%-%-%-%-%-%-%-%

2----2---*-*5Latest collection time
5%-%-%-%-%7%-%-%-%1%-%*%1%

*4153642244*35Amount of lost post sent
*%11%7%12%8%22%13%4%6%7%10%*%8%

aaadela

293314273614244634413229359No Problems
77%82%91%71%86%51%75%93%82%79%85%81%80%

gggiggigggg

-----2---*--2Price of postage
-%-%-%-%-%7%-%-%-%*%-%-%*%

Items being delivered
1212*222422120intact/undamaged
2%6%5%6%*%7%6%4%9%4%6%2%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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihg*fedcbaSignificance Level: 95%
303335343636243447424044435Unweighted total
384016394228325042513735451Weighted total

Lost or late delivery of
-----1---*-45sent mail
-%-%-%-%-%2%-%-%-%1%-%12%1%

bcdehijk

Wrong mail delivered /
our mail delivered

--*222-2*2--10elsewhere
-%-%1%6%5%7%-%4%*%4%-%-%2%

Problems with  the Smart
-------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
-------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----------*Don't know / na
*%-%-%-%-%-%-%-%-%-%-%-%*%

42--252-2-*-17Other
10%5%-%-%5%18%6%-%4%-%*%-%4%

acabcdeij
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
98106105126435Unweighted total
94109124124451Weighted total

Delivery time (when you
receive your mail

25-310delivery)
2%4%-%2%2%

b

Delivery consistency /
reliability (e.g.
arrives as promised

72**9consistently)
7%2%*%*%2%

ab

Collection time of items
-2-24you are sending
-%2%-%2%1%

*6-29Collection reliability
*%6%-%2%2%

bd

Availability of a daily
-----collection
-%-%-%-%-%

-----Latest collection time
-%-%-%-%-%

Account management (if
-----applicable)
-%-%-%-%-%

Trustworthiness of the
-----provider
-%-%-%-%-%

22-15Latest collection time
2%2%-%1%1%

5148735Amount of lost post sent
6%13%7%6%8%

7678105101359No Problems
81%71%84%81%80%

c

-2-*2Price of postage
-%2%-%*%*%

Items being delivered
447520intact/undamaged
4%4%6%4%4%

Wrong postage /
shortfall on incoming

-----mail - having to pay
-%-%-%-%-%

Accessibility of the
sorting office / opening

-----hours
-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 128  (continuation)                                                                                                                                                  Page 2168

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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
98106105126435Unweighted total
94109124124451Weighted total

Lost or late delivery of
-1-55sent mail
-%*%-%4%1%

b

Wrong mail delivered /
our mail delivered

*62210elsewhere
*%6%2%2%2%

d

Problems with  the Smart
-----Stamp online system
-%-%-%-%-%

Recorded letters not
-----being signed for
-%-%-%-%-%

*---*Don't know / na
*%-%-%-%*%

674*17Other
6%7%3%*%4%

aa
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
2-1427313613Unweighted total
*-*3411**910Weighted total

---*2----22Very Dissatisfied
-%-%-%14%45%-%-%-%-%25%23%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----**---*Dissatisfied
-%-%-%-%-%24%47%-%-%-%2%

--*3-**-*33Fairly Satisfied
-%-%100%86%-%46%34%-%74%30%31%

*---2*-**22Very Satisfied
100%-%-%-%55%20%-%100%26%24%24%

Don't Know / (DO NOT
-----**--22READ OUT)
-%-%-%-%-%10%18%-%-%21%20%

*-*321***56NET: Satisfied
100%-%100%86%55%66%34%100%100%54%55%

---*2----22NET: Dissatisfied
-%-%-%14%45%-%-%-%-%25%23%
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Professionalism and handling of any query / complaint (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months,
please rate DHL on the following aspects .)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1219-3111-11113Unweighted total
*1*9-1222-*2*10Weighted total

*--2--2------2Very Dissatisfied
100%-%-%20%-%-%100%-%-%-%-%-%-%23%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---*-*-------*Dissatisfied
-%-%-%3%-%47%-%-%-%-%-%-%-%2%

-1-3-*-2--*-*3Fairly Satisfied
-%85%-%30%-%34%-%100%-%-%100%-%100%31%

-*-2-*-----2-2Very Satisfied
-%15%-%26%-%20%-%-%-%-%-%100%-%24%

Don't Know / (DO NOT
--*2----2----2READ OUT)
-%-%100%21%-%-%-%-%100%-%-%-%-%20%

-1-5-*-2--*2*6NET: Satisfied
-%100%-%56%-%53%-%100%-%-%100%100%100%55%

*--2--2------2NET: Dissatisfied
100%-%-%20%-%-%100%-%-%-%-%-%-%23%
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Professionalism and handling of any query / complaint (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months,
please rate DHL on the following aspects .)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-132113-15-13-13Unweighted total
-10282-*3-23-10Weighted total

-2-22--*----2Very Dissatisfied
-%23%-%29%87%-%-%15%-%-%-%-%23%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*-*---*----*Dissatisfied
-%2%-%3%-%-%-%8%-%-%-%-%2%

-3*3*-**--3-3Fairly Satisfied
-%31%8%37%8%-%100%3%-%-%97%-%31%

-2-2---2--*-2Very Satisfied
-%24%-%30%-%-%-%74%-%-%3%-%24%

Don't Know / (DO NOT
-22**----2--2READ OUT)
-%20%92%1%4%-%-%-%-%100%-%-%20%

-6*5*-*2--3-6NET: Satisfied
-%55%8%67%8%-%100%77%-%-%100%-%55%

-2-22--*----2NET: Dissatisfied
-%23%-%29%87%-%-%15%-%-%-%-%23%
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Professionalism and handling of any query / complaint (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months,
please rate DHL on the following aspects .)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
5-8-1313Unweighted total
1-9-1010Weighted total

*-2-22Very Dissatisfied
51%-%20%-%23%23%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
--*-**Dissatisfied
-%-%3%-%2%2%

*-3-33Fairly Satisfied
29%-%32%-%31%31%

*-2-22Very Satisfied
20%-%24%-%24%24%

Don't Know / (DO NOT
--2-22READ OUT)
-%-%22%-%20%20%

*-5-66NET: Satisfied
49%-%56%-%55%55%

*-2-22NET: Dissatisfied
51%-%20%-%23%23%
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Professionalism and handling of any query / complaint (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months,
please rate DHL on the following aspects .)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
652-310-----33713Unweighted total
181-*10-----*1910Weighted total

*2---2------*22Very Dissatisfied
41%22%-%-%-%23%-%-%-%-%-%-%54%20%23%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*----*------*-*Dissatisfied

20%-%-%-%-%2%-%-%-%-%-%-%27%-%2%

*21-*3-----**33Fairly Satisfied
23%29%85%-%36%31%-%-%-%-%-%36%19%33%31%

*2--*2-----*-22Very Satisfied
16%27%-%-%64%23%-%-%-%-%-%64%-%25%24%

Don't Know / (DO NOT
-2*--2-------22READ OUT)
-%23%15%-%-%20%-%-%-%-%-%-%-%22%20%

*51-*5-----**56NET: Satisfied
39%55%85%-%100%54%-%-%-%-%-%100%19%57%55%

*2---2------*22NET: Dissatisfied
41%22%-%-%-%23%-%-%-%-%-%-%54%20%23%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 129  (continuation)                                                                                                                                                  Page 2174

Professionalism and handling of any query / complaint (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months,
please rate DHL on the following aspects .)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-----110114811101113Unweighted total
-----*1010151081010Weighted total

------22-22222Very Dissatisfied
-%-%-%-%-%-%24%24%-%44%23%29%23%23%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------********Dissatisfied
-%-%-%-%-%-%2%3%35%5%2%3%2%2%

-----*33*23333Fairly Satisfied
-%-%-%-%-%100%31%28%65%48%32%40%32%31%

------22-*2222Very Satisfied
-%-%-%-%-%-%23%25%-%4%22%28%22%24%

Don't Know / (DO NOT
------22--2*22READ OUT)
-%-%-%-%-%-%20%20%-%-%20%1%20%20%

-----*55*35556NET: Satisfied
-%-%-%-%-%100%54%53%65%51%54%67%54%55%

------22-22222NET: Dissatisfied
-%-%-%-%-%-%24%24%-%44%23%29%23%23%
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Professionalism and handling of any query / complaint (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months,
please rate DHL on the following aspects .)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-2414-----1-713Unweighted total
-*4*5-----*-510Weighted total

----2-------22Very Dissatisfied
-%-%-%-%46%-%-%-%-%-%-%-%45%23%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---*--------**Dissatisfied
-%-%-%100%-%-%-%-%-%-%-%-%5%2%

-*2-1-----*-23Fairly Satisfied
-%100%54%-%10%-%-%-%-%-%100%-%47%31%

----2-------*2Very Satisfied
-%-%-%-%44%-%-%-%-%-%-%-%4%24%

Don't Know / (DO NOT
--2----------2READ OUT)
-%-%46%-%-%-%-%-%-%-%-%-%-%20%

-*2-3-----*-36NET: Satisfied
-%100%54%-%54%-%-%-%-%-%100%-%50%55%

----2-------22NET: Dissatisfied
-%-%-%-%46%-%-%-%-%-%-%-%45%23%
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Professionalism and handling of any query / complaint (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months,
please rate DHL on the following aspects .)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
1101121-7-331113Unweighted total
2810**-5-*4**10Weighted total

-22---2--2*-2Very Dissatisfied
-%30%23%-%-%-%46%-%-%43%100%-%23%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-**---*--*--*Dissatisfied
-%3%2%-%-%-%5%-%-%6%-%-%2%

-33**-2-*2-*3Fairly Satisfied
-%41%31%65%100%-%46%-%36%52%-%100%31%

2-2---*-*---2Very Satisfied
100%-%24%-%-%-%4%-%64%-%-%-%24%

Don't Know / (DO NOT
-22*--------2READ OUT)
-%26%19%35%-%-%-%-%-%-%-%-%20%

235**-3-*2-*6NET: Satisfied
100%41%55%65%100%-%50%-%100%52%-%100%55%

-22---2--2*-2NET: Dissatisfied
-%30%23%-%-%-%46%-%-%43%100%-%23%
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Professionalism and handling of any query / complaint (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months,
please rate DHL on the following aspects .)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-394711107113Unweighted total
-3935*285*10Weighted total

--2-2--22-2Very Dissatisfied
-%-%25%-%46%-%-%30%46%-%23%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-***-*-*-**Dissatisfied
-%8%3%8%-%100%-%3%-%100%2%

-1312--32-3Fairly Satisfied
-%18%27%20%50%-%-%41%50%-%31%

-222*-2-*-2Very Satisfied
-%74%24%72%4%-%100%-%4%-%24%

Don't Know / (DO NOT
--2----2--2READ OUT)
-%-%21%-%-%-%-%26%-%-%20%

-3533-233-6NET: Satisfied
-%92%51%92%54%-%100%41%54%-%55%

--2-2--22-2NET: Dissatisfied
-%-%25%-%46%-%-%30%46%-%23%
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Professionalism and handling of any query / complaint (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months,
please rate DHL on the following aspects .)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-3103910-346-36513Unweighted total
-48168-115-37410Weighted total

--2*22-*-2--2*2Very Dissatisfied
-%-%30%59%40%30%-%65%-%40%-%-%27%14%23%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--****--**---**Dissatisfied
-%-%3%29%4%3%-%-%39%5%-%-%-%7%2%

-23-33-**2-1313Fairly Satisfied
-%53%41%-%55%41%-%23%29%51%-%24%38%18%31%

---*---***-2222Very Satisfied
-%-%-%11%-%-%-%12%32%4%-%76%33%62%24%

Don't Know / (DO NOT
-22-*2------*-2READ OUT)
-%47%26%-%2%26%-%-%-%-%-%-%1%-%20%

-23*33-**3-3536NET: Satisfied
-%53%41%11%55%41%-%35%61%55%-%100%71%80%55%

--2*22-*-2--2*2NET: Dissatisfied
-%-%30%59%40%30%-%65%-%40%-%-%27%14%23%
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Professionalism and handling of any query / complaint (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months,
please rate DHL on the following aspects .)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
2-1-384343413Unweighted total
1-*-471111110Weighted total

*----2*****2Very Dissatisfied
82%-%-%-%-%32%49%54%53%65%49%23%

------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----****-**Dissatisfied
-%-%-%-%-%3%24%27%26%-%24%2%

*-*-23*****3Fairly Satisfied
18%-%100%-%53%36%17%19%12%23%17%31%

------*-***2Very Satisfied
-%-%-%-%-%-%9%-%10%12%9%24%

Don't Know / (DO NOT
----22-----2READ OUT)
-%-%-%-%47%28%-%-%-%-%-%20%

*-*-23*****6NET: Satisfied
18%-%100%-%53%36%27%19%22%35%27%55%

*----2*****2NET: Dissatisfied
82%-%-%-%-%32%49%54%53%65%49%23%
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Professionalism and handling of any query / complaint (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months,
please rate DHL on the following aspects .)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
7527-5129131213131313Unweighted total
3442-310710810101010Weighted total

*2-*-*22222222Very Dissatisfied
14%41%-%30%-%15%23%26%23%29%23%23%23%23%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*----*********Dissatisfied
7%-%-%-%-%7%2%3%2%3%2%2%2%2%

3121-*32333333Fairly Satisfied
74%14%54%53%-%5%31%35%31%40%31%31%31%31%

**-*-2222*2222Very Satisfied
3%2%-%12%-%72%24%34%24%2%24%24%24%24%

Don't Know / (DO NOT
*22*--2*222222READ OUT)
3%43%46%6%-%-%20%1%20%25%20%20%20%20%

3121-255636666NET: Satisfied
77%16%54%65%-%77%55%70%55%43%55%55%55%55%

*2-*-*22222222NET: Dissatisfied
14%41%-%30%-%15%23%26%23%29%23%23%23%23%
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Professionalism and handling of any query / complaint (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months,
please rate DHL on the following aspects .)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
211327256-122813Unweighted total
19316*64-102810Weighted total

*2-*2-*2-2-22Very Dissatisfied
74%19%-%74%28%-%9%41%-%23%-%30%23%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*--*--*-**-*Dissatisfied
-%3%-%-%4%-%-%5%-%2%11%-%2%

*31*2-3*-3-33Fairly Satisfied
26%32%24%26%36%-%51%8%-%32%-%38%31%

-22-**2*-2-22Very Satisfied
-%25%76%-%3%50%40%2%-%24%-%32%24%

Don't Know / (DO NOT
-2--2*-2-22-2READ OUT)
-%21%-%-%29%50%-%43%-%19%89%-%20%

*53*3*5*-6-56NET: Satisfied
26%57%100%26%39%50%91%10%-%56%-%70%55%

*2-*2-*2-2-22NET: Dissatisfied
74%19%-%74%28%-%9%41%-%23%-%30%23%
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Professionalism and handling of any query / complaint (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months,
please rate DHL on the following aspects .)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Jul' 2018Total base

*i*h*g*f*e*d*c*b*aSignificance Level: 95%
12221121113Unweighted total
*4*3*2***10Weighted total

-----2-*-2Very Dissatisfied
-%-%-%-%-%100%-%100%-%23%

----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------**Dissatisfied
-%-%-%-%-%-%-%-%100%2%

---3*-*--3Fairly Satisfied
-%-%-%100%100%-%100%-%-%31%

-2*------2Very Satisfied
-%54%100%-%-%-%-%-%-%24%

Don't Know / (DO NOT
*2-------2READ OUT)

100%46%-%-%-%-%-%-%-%20%

-2*3*-*--6NET: Satisfied
-%54%100%100%100%-%100%-%-%55%

-----2-*-2NET: Dissatisfied
-%-%-%-%-%100%-%100%-%23%
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Professionalism and handling of any query / complaint (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months,
please rate DHL on the following aspects .)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e,f,g,h,i

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
524213Unweighted total
432110Weighted total

--2*2Very Dissatisfied
-%-%80%67%23%

-----Fairly Dissatisfied
-%-%-%-%-%

Neither Satisfied Nor
---**Dissatisfied
-%-%-%33%2%

-3*-3Fairly Satisfied
-%100%20%-%31%

2---2Very Satisfied
55%-%-%-%24%

Don't Know / (DO NOT
2---2READ OUT)

45%-%-%-%20%

23*-6NET: Satisfied
55%100%20%-%55%

--2*2NET: Dissatisfied
-%-%80%67%23%
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Professionalism and handling of any query / complaint (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months,
please rate DHL on the following aspects .)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
2-1427313613Unweighted total
*-*3411**910Weighted total

----2----22Very Dissatisfied
-%-%-%-%45%-%-%-%-%20%18%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

--*1-1*-*11Fairly Satisfied
-%-%100%21%-%53%47%-%74%6%10%

*--32****77Very Satisfied
100%-%-%79%55%37%34%100%26%74%71%

Don't Know / (DO NOT
-----**---*READ OUT)
-%-%-%-%-%10%18%-%-%-%1%

*-*321***78NET: Satisfied
100%-%100%100%55%90%82%100%100%80%81%

----2----22NET: Dissatisfied
-%-%-%-%45%-%-%-%-%20%18%
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The staff being polite and courteous (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL
on the following aspects.)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1219-3111-11113Unweighted total
*1*9-1222-*2*10Weighted total

---2--2------2Very Dissatisfied
-%-%-%20%-%-%100%-%-%-%-%-%-%18%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1-*----*-*1Fairly Satisfied
-%85%-%6%-%47%-%-%-%-%100%-%100%10%

**-7-*-22--2-7Very Satisfied
100%15%-%74%-%53%-%100%100%-%-%100%-%71%

Don't Know / (DO NOT
--*----------*READ OUT)
-%-%100%-%-%-%-%-%-%-%-%-%-%1%

*1-7-1-22-*2*8NET: Satisfied
100%100%-%80%-%100%-%100%100%-%100%100%100%81%

---2--2------2NET: Dissatisfied
-%-%-%20%-%-%100%-%-%-%-%-%-%18%
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The staff being polite and courteous (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL
on the following aspects.)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-132113-15-13-13Unweighted total
-10282-*3-23-10Weighted total

-2-22-------2Very Dissatisfied
-%18%-%23%87%-%-%-%-%-%-%-%18%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1*1--**--1-1Fairly Satisfied
-%10%8%11%-%-%100%11%-%-%19%-%10%

-725*--3-22-7Very Satisfied
-%71%92%66%8%-%-%89%-%100%81%-%71%

Don't Know / (DO NOT
-*-**-------*READ OUT)
-%1%-%1%4%-%-%-%-%-%-%-%1%

-826*-*3-23-8NET: Satisfied
-%81%100%76%8%-%100%100%-%100%100%-%81%

-2-22-------2NET: Dissatisfied
-%18%-%23%87%-%-%-%-%-%-%-%18%
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The staff being polite and courteous (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL
on the following aspects.)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
5-8-1313Unweighted total
1-9-1010Weighted total

--2-22Very Dissatisfied
-%-%20%-%18%18%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
------Dissatisfied
-%-%-%-%-%-%

*-1-11Fairly Satisfied
11%-%10%-%10%10%

1-6-77Very Satisfied
89%-%69%-%71%71%

Don't Know / (DO NOT
--*-**READ OUT)
-%-%1%-%1%1%

1-7-88NET: Satisfied
100%-%79%-%81%81%

--2-22NET: Dissatisfied
-%-%20%-%18%18%
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The staff being polite and courteous (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL
on the following aspects.)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
652-310-----33713Unweighted total
181-*10-----*1910Weighted total

-2---2-------22Very Dissatisfied
-%22%-%-%-%18%-%-%-%-%-%-%-%20%18%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**1-*1-----**11Fairly Satisfied
29%2%85%-%36%10%-%-%-%-%-%36%27%8%10%

16--*7-----*167Very Satisfied
71%76%-%-%64%71%-%-%-%-%-%64%73%71%71%

Don't Know / (DO NOT
--*--*-------**READ OUT)
-%-%15%-%-%1%-%-%-%-%-%-%-%1%1%

161-*8-----*178NET: Satisfied
100%78%85%-%100%81%-%-%-%-%-%100%100%79%81%

-2---2-------22NET: Dissatisfied
-%22%-%-%-%18%-%-%-%-%-%-%-%20%18%
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The staff being polite and courteous (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL
on the following aspects.)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-----110114811101113Unweighted total
-----*1010151081010Weighted total

------22-22222Very Dissatisfied
-%-%-%-%-%-%19%19%-%35%18%23%18%18%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------111*1111Fairly Satisfied
-%-%-%-%-%-%11%5%75%7%10%13%10%10%

-----*77*37577Very Satisfied
-%-%-%-%-%100%70%75%25%59%70%63%70%71%

Don't Know / (DO NOT
------*---****READ OUT)
-%-%-%-%-%-%1%-%-%-%1%1%1%1%

-----*88138688NET: Satisfied
-%-%-%-%-%100%80%81%100%65%81%76%81%81%

------22-22222NET: Dissatisfied
-%-%-%-%-%-%19%19%-%35%18%23%18%18%
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The staff being polite and courteous (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL
on the following aspects.)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-2414-----1-713Unweighted total
-*4*5-----*-510Weighted total

----2-------22Very Dissatisfied
-%-%-%-%36%-%-%-%-%-%-%-%35%18%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-***1-----*-*1Fairly Satisfied
-%38%4%100%10%-%-%-%-%-%100%-%5%10%

-*4-3-------37Very Satisfied
-%62%94%-%54%-%-%-%-%-%-%-%60%71%

Don't Know / (DO NOT
--*----------*READ OUT)
-%-%2%-%-%-%-%-%-%-%-%-%-%1%

-*4*3-----*-38NET: Satisfied
-%100%98%100%64%-%-%-%-%-%100%-%65%81%

----2-------22NET: Dissatisfied
-%-%-%-%36%-%-%-%-%-%-%-%35%18%
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The staff being polite and courteous (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL
on the following aspects.)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
1101121-7-331113Unweighted total
2810**-5-*4**10Weighted total

-22---2--2--2Very Dissatisfied
-%24%18%-%-%-%36%-%-%43%-%-%18%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-11*--*-**--1Fairly Satisfied
-%13%9%65%-%-%7%-%36%6%-%-%10%

257-*-3-*2**7Very Satisfied
100%62%73%-%100%-%57%-%64%52%100%100%71%

Don't Know / (DO NOT
-*-*--------*READ OUT)
-%1%-%35%-%-%-%-%-%-%-%-%1%

268**-3-*2**8NET: Satisfied
100%75%82%65%100%-%64%-%100%57%100%100%81%

-22---2--2--2NET: Dissatisfied
-%24%18%-%-%-%36%-%-%43%-%-%18%
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The staff being polite and courteous (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL
on the following aspects.)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-394711107113Unweighted total
-3935*285*10Weighted total

--2-2--22-2Very Dissatisfied
-%-%20%-%36%-%-%24%36%-%18%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-1*1**-1**1Fairly Satisfied
-%26%4%28%2%100%-%13%2%100%10%

-2723-253-7Very Satisfied
-%74%75%72%61%-%100%62%61%-%71%

Don't Know / (DO NOT
--*----*--*READ OUT)
-%-%1%-%-%-%-%1%-%-%1%

-3733*263*8NET: Satisfied
-%100%79%100%64%100%100%75%64%100%81%

--2-2--22-2NET: Dissatisfied
-%-%20%-%36%-%-%24%36%-%18%
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The staff being polite and courteous (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL
on the following aspects.)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-3103910-346-36513Unweighted total
-48168-115-37410Weighted total

--2-22---2--2-2Very Dissatisfied
-%-%24%-%31%24%-%-%-%40%-%-%27%-%18%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--1*11--**-1*11Fairly Satisfied
-%-%13%29%18%13%-%-%39%8%-%18%3%24%10%

-45135-1*2-2537Very Satisfied
-%98%62%71%49%62%-%100%61%53%-%82%69%76%71%

Don't Know / (DO NOT
-**-**------*-*READ OUT)
-%2%1%-%2%1%-%-%-%-%-%-%1%-%1%

-46146-113-3548NET: Satisfied
-%98%75%100%67%75%-%100%100%60%-%100%71%100%81%

--2-22---2--2-2NET: Dissatisfied
-%-%24%-%31%24%-%-%-%40%-%-%27%-%18%
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The staff being polite and courteous (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL
on the following aspects.)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
2-1-384343413Unweighted total
1-*-471111110Weighted total

-----2-----2Very Dissatisfied
-%-%-%-%-%26%-%-%-%-%-%18%

------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

*-*--****-*1Fairly Satisfied
18%-%100%-%-%6%24%27%37%-%24%10%

*---45111117Very Satisfied
82%-%-%-%98%67%76%73%63%100%76%71%

Don't Know / (DO NOT
----**-----*READ OUT)
-%-%-%-%2%1%-%-%-%-%-%1%

1-*-45111118NET: Satisfied
100%-%100%-%98%73%100%100%100%100%100%81%

-----2-----2NET: Dissatisfied
-%-%-%-%-%26%-%-%-%-%-%18%
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The staff being polite and courteous (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL
on the following aspects.)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
7527-5129131213131313Unweighted total
3442-310710810101010Weighted total

-2----22222222Very Dissatisfied
-%41%-%-%-%-%18%26%18%23%18%18%18%18%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*1-1-*1*111111Fairly Satisfied
12%14%-%42%-%7%9%5%10%13%10%10%10%10%

3241-375757777Very Satisfied
86%45%100%52%-%93%72%68%71%63%71%71%71%71%

Don't Know / (DO NOT
*--*--********READ OUT)
3%-%-%6%-%-%1%1%1%1%1%1%1%1%

3342-385868888NET: Satisfied
97%59%100%94%-%100%81%73%81%76%81%81%81%81%

-2----22222222NET: Dissatisfied
-%41%-%-%-%-%18%26%18%23%18%18%18%18%
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The staff being polite and courteous (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL
on the following aspects.)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
211327256-122813Unweighted total
19316*64-102810Weighted total

-2--2--2-2-22Very Dissatisfied
-%19%-%-%28%-%-%41%-%18%-%24%18%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*11-*-1*-1*11Fairly Satisfied
26%9%24%-%5%-%11%9%-%10%11%7%10%

*7214*52-7257Very Satisfied
74%71%76%100%67%50%89%49%-%72%89%69%71%

Don't Know / (DO NOT
-*---*------*READ OUT)
-%1%-%-%-%50%-%-%-%-%-%-%1%

18315*63-8268NET: Satisfied
100%80%100%100%72%50%100%59%-%82%100%76%81%

-2--2--2-2-22NET: Dissatisfied
-%19%-%-%28%-%-%41%-%18%-%24%18%
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The staff being polite and courteous (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL
on the following aspects.)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Jul' 2018Total base

*i*h*g*f*e*d*c*b*aSignificance Level: 95%
12221121113Unweighted total
*4*3*2***10Weighted total

-----2---2Very Dissatisfied
-%-%-%-%-%100%-%-%-%18%

----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
----------Dissatisfied
-%-%-%-%-%-%-%-%-%-%

---1*-*-*1Fairly Satisfied
-%-%-%19%100%-%38%-%100%10%

-4*2--**-7Very Satisfied
-%100%100%81%-%-%62%100%-%71%

Don't Know / (DO NOT
*--------*READ OUT)

100%-%-%-%-%-%-%-%-%1%

-4*3*-***8NET: Satisfied
-%100%100%100%100%-%100%100%100%81%

-----2---2NET: Dissatisfied
-%-%-%-%-%100%-%-%-%18%
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The staff being polite and courteous (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL
on the following aspects.)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e,f,g,h,i

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
524213Unweighted total
432110Weighted total

--2-2Very Dissatisfied
-%-%80%-%18%

-----Fairly Dissatisfied
-%-%-%-%-%

Neither Satisfied Nor
-----Dissatisfied
-%-%-%-%-%

-1**1Fairly Satisfied
-%19%12%33%10%

42**7Very Satisfied
98%81%8%67%71%

Don't Know / (DO NOT
*---*READ OUT)
2%-%-%-%1%

43*18NET: Satisfied
98%100%20%100%81%

--2-2NET: Dissatisfied
-%-%80%-%18%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 130  (continuation)                                                                                                                                                  Page 2199

The staff being polite and courteous (QOP3A2 Thinking about contacting DHL with a service query, request or complaint, and your experiences in the last six months, please rate DHL
on the following aspects.)
Base: All who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1-1-12-1113Unweighted total
*-*-1*-**11Weighted total

*----*-*--*Very Dissatisfied
100%-%-%-%-%50%-%100%-%-%17%

--*--*--*-*Fairly Dissatisfied
-%-%100%-%-%50%-%-%100%-%17%

Neither Satisfied Nor
----1----11Dissatisfied
-%-%-%-%100%-%-%-%-%100%65%

-----------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%

*-*--*-**-*NET: Dissatisfied
100%-%100%-%-%100%-%100%100%-%35%
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Professionalism and handling of any query / complaint (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six
months, please rate UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-1-2---2-----3Unweighted total
-1-*---*-----1Weighted total

---*---*-----*Very Dissatisfied
-%-%-%50%-%-%-%50%-%-%-%-%-%17%

---*---*-----*Fairly Dissatisfied
-%-%-%50%-%-%-%50%-%-%-%-%-%17%

Neither Satisfied Nor
-1-----------1Dissatisfied
-%100%-%-%-%-%-%-%-%-%-%-%-%65%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---*-----*NET: Dissatisfied
-%-%-%100%-%-%-%100%-%-%-%-%-%35%
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Professionalism and handling of any query / complaint (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six
months, please rate UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
12-3---2--1-3Unweighted total
*1-1---1--*-1Weighted total

*--*------*-*Very Dissatisfied
100%-%-%17%-%-%-%-%-%-%100%-%17%

-*-*---*----*Fairly Dissatisfied
-%21%-%17%-%-%-%21%-%-%-%-%17%

Neither Satisfied Nor
-1-1---1----1Dissatisfied
-%79%-%65%-%-%-%79%-%-%-%-%65%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

**-*---*--*-*NET: Dissatisfied
100%21%-%35%-%-%-%21%-%-%100%-%35%
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Professionalism and handling of any query / complaint (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six
months, please rate UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
1-2-33Unweighted total
1-*-11Weighted total

--*-**Very Dissatisfied
-%-%50%-%17%17%

--*-**Fairly Dissatisfied
-%-%50%-%17%17%

Neither Satisfied Nor
1---11Dissatisfied

100%-%-%-%65%65%

------Fairly Satisfied
-%-%-%-%-%-%

------Very Satisfied
-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------OUT)
-%-%-%-%-%-%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

------NET: Satisfied
-%-%-%-%-%-%

--*-**NET: Dissatisfied
-%-%100%-%35%35%
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Professionalism and handling of any query / complaint (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six
months, please rate UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
21--12-----1113Unweighted total
*1--*1-----**11Weighted total

*----*------*-*Very Dissatisfied
50%-%-%-%-%21%-%-%-%-%-%-%100%-%17%

*---*------*--*Fairly Dissatisfied
50%-%-%-%100%-%-%-%-%-%-%100%-%-%17%

Neither Satisfied Nor
-1---1-------11Dissatisfied
-%100%-%-%-%79%-%-%-%-%-%-%-%100%65%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*---**-----**-*NET: Dissatisfied
100%-%-%-%100%21%-%-%-%-%-%100%100%-%35%
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Professionalism and handling of any query / complaint (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six
months, please rate UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
------132311-3Unweighted total
------111111-1Weighted total

-------***---*Very Dissatisfied
-%-%-%-%-%-%-%17%21%17%-%-%-%17%

-------*-*---*Fairly Dissatisfied
-%-%-%-%-%-%-%17%-%17%-%-%-%17%

Neither Satisfied Nor
------111111-1Dissatisfied
-%-%-%-%-%-%100%65%79%65%100%100%-%65%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------***---*NET: Dissatisfied
-%-%-%-%-%-%-%35%21%35%-%-%-%35%
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Professionalism and handling of any query / complaint (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six
months, please rate UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
--1---------33Unweighted total
--1---------11Weighted total

------------**Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%17%17%

------------**Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%17%17%

Neither Satisfied Nor
--1---------11Dissatisfied
-%-%100%-%-%-%-%-%-%-%-%-%65%65%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------**NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%35%35%
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Professionalism and handling of any query / complaint (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six
months, please rate UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-121--3-21--3Unweighted total
-1*1--1-*1--1Weighted total

--*---*-*---*Very Dissatisfied
-%-%50%-%-%-%17%-%50%-%-%-%17%

--*---*-*---*Fairly Dissatisfied
-%-%50%-%-%-%17%-%50%-%-%-%17%

Neither Satisfied Nor
-1-1--1--1--1Dissatisfied
-%100%-%100%-%-%65%-%-%100%-%-%65%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

--*---*-*---*NET: Dissatisfied
-%-%100%-%-%-%35%-%100%-%-%-%35%
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Professionalism and handling of any query / complaint (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six
months, please rate UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
----21-1213Unweighted total
----*1-1*11Weighted total

----*---*-*Very Dissatisfied
-%-%-%-%50%-%-%-%50%-%17%

----*---*-*Fairly Dissatisfied
-%-%-%-%50%-%-%-%50%-%17%

Neither Satisfied Nor
-----1-1-11Dissatisfied
-%-%-%-%-%100%-%100%-%100%65%

-----------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%

----*---*-*NET: Dissatisfied
-%-%-%-%100%-%-%-%100%-%35%
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Professionalism and handling of any query / complaint (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six
months, please rate UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-1-21--132--1-3Unweighted total
-1-11--*1*--1-1Weighted total

---*----**----*Very Dissatisfied
-%-%-%21%-%-%-%-%17%50%-%-%-%-%17%

-------***----*Fairly Dissatisfied
-%-%-%-%-%-%-%100%17%50%-%-%-%-%17%

Neither Satisfied Nor
-1-11---1---1-1Dissatisfied
-%100%-%79%100%-%-%-%65%-%-%-%100%-%65%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---***----*NET: Dissatisfied
-%-%-%21%-%-%-%100%35%100%-%-%-%-%35%
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Professionalism and handling of any query / complaint (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six
months, please rate UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-1--32--1213Unweighted total
-*--1*--*1*1Weighted total

-*--**--****Very Dissatisfied
-%100%-%-%17%50%-%-%100%21%100%17%

----**-----*Fairly Dissatisfied
-%-%-%-%17%50%-%-%-%-%-%17%

Neither Satisfied Nor
----1----1-1Dissatisfied
-%-%-%-%65%-%-%-%-%79%-%65%

------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

-*--**--****NET: Dissatisfied
-%100%-%-%35%100%-%-%100%21%100%35%
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Professionalism and handling of any query / complaint (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six
months, please rate UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
21-21133333333Unweighted total
*1-1**11111111Weighted total

*--*--********Very Dissatisfied
50%-%-%21%-%-%17%17%17%17%17%17%17%17%

*---**********Fairly Dissatisfied
50%-%-%-%100%100%17%17%17%17%17%17%17%17%

Neither Satisfied Nor
-1-1--11111111Dissatisfied
-%100%-%79%-%-%65%65%65%65%65%65%65%65%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--***********NET: Dissatisfied
100%-%-%21%100%100%35%35%35%35%35%35%35%35%
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Professionalism and handling of any query / complaint (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six
months, please rate UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
3---3-21-3113Unweighted total
1---1-1*-1**1Weighted total

*---*-*--*-**Very Dissatisfied
17%-%-%-%17%-%21%-%-%17%-%100%17%

*---*--*-**-*Fairly Dissatisfied
17%-%-%-%17%-%-%100%-%17%100%-%17%

Neither Satisfied Nor
1---1-1--1--1Dissatisfied

65%-%-%-%65%-%79%-%-%65%-%-%65%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*---*-**-****NET: Dissatisfied
35%-%-%-%35%-%21%100%-%35%100%100%35%
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Professionalism and handling of any query / complaint (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six
months, please rate UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q1 2019Q3 2018Jan' 2019Sep' 2018Aug' 2018Total base

*b*a*c*b*aSignificance Level: 95%
121113Unweighted total
1*1**1Weighted total

-*--**Very Dissatisfied
-%50%-%-%100%17%

-*-*-*Fairly Dissatisfied
-%50%-%100%-%17%

Neither Satisfied Nor
1-1--1Dissatisfied

100%-%100%-%-%65%

------Fairly Satisfied
-%-%-%-%-%-%

------Very Satisfied
-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------OUT)
-%-%-%-%-%-%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

------NET: Satisfied
-%-%-%-%-%-%

-*-***NET: Dissatisfied
-%100%-%100%100%35%
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Professionalism and handling of any query / complaint (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six
months, please rate UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1-1-12-1113Unweighted total
*-*-1*-**11Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

*----*-*--*Fairly Dissatisfied
100%-%-%-%-%50%-%100%-%-%17%

Neither Satisfied Nor
----1----11Dissatisfied
-%-%-%-%100%-%-%-%-%100%65%

--*--*--*-*Fairly Satisfied
-%-%100%-%-%50%-%-%100%-%17%

-----------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

--*--*--*-*NET: Satisfied
-%-%100%-%-%50%-%-%100%-%17%

*----*-*--*NET: Dissatisfied
100%-%-%-%-%50%-%100%-%-%17%
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The staff being polite and courteous (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate
UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-1-2---2-----3Unweighted total
-1-*---*-----1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---*-----*Fairly Dissatisfied
-%-%-%50%-%-%-%50%-%-%-%-%-%17%

Neither Satisfied Nor
-1-----------1Dissatisfied
-%100%-%-%-%-%-%-%-%-%-%-%-%65%

---*---*-----*Fairly Satisfied
-%-%-%50%-%-%-%50%-%-%-%-%-%17%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---*-----*NET: Satisfied
-%-%-%50%-%-%-%50%-%-%-%-%-%17%

---*---*-----*NET: Dissatisfied
-%-%-%50%-%-%-%50%-%-%-%-%-%17%
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The staff being polite and courteous (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate
UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
12-3---2--1-3Unweighted total
*1-1---1--*-1Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*------*-*Fairly Dissatisfied
100%-%-%17%-%-%-%-%-%-%100%-%17%

Neither Satisfied Nor
-1-1---1----1Dissatisfied
-%79%-%65%-%-%-%79%-%-%-%-%65%

-*-*---*----*Fairly Satisfied
-%21%-%17%-%-%-%21%-%-%-%-%17%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*---*----*NET: Satisfied
-%21%-%17%-%-%-%21%-%-%-%-%17%

*--*------*-*NET: Dissatisfied
100%-%-%17%-%-%-%-%-%-%100%-%17%
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The staff being polite and courteous (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate
UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
1-2-33Unweighted total
1-*-11Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

--*-**Fairly Dissatisfied
-%-%50%-%17%17%

Neither Satisfied Nor
1---11Dissatisfied

100%-%-%-%65%65%

--*-**Fairly Satisfied
-%-%50%-%17%17%

------Very Satisfied
-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------OUT)
-%-%-%-%-%-%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

--*-**NET: Satisfied
-%-%50%-%17%17%

--*-**NET: Dissatisfied
-%-%50%-%17%17%
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The staff being polite and courteous (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate
UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
21--12-----1113Unweighted total
*1--*1-----**11Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*----*------*-*Fairly Dissatisfied
50%-%-%-%-%21%-%-%-%-%-%-%100%-%17%

Neither Satisfied Nor
-1---1-------11Dissatisfied
-%100%-%-%-%79%-%-%-%-%-%-%-%100%65%

*---*------*--*Fairly Satisfied
50%-%-%-%100%-%-%-%-%-%-%100%-%-%17%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*---*------*--*NET: Satisfied
50%-%-%-%100%-%-%-%-%-%-%100%-%-%17%

*----*------*-*NET: Dissatisfied
50%-%-%-%-%21%-%-%-%-%-%-%100%-%17%
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The staff being polite and courteous (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate
UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
------132311-3Unweighted total
------111111-1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------***---*Fairly Dissatisfied
-%-%-%-%-%-%-%17%21%17%-%-%-%17%

Neither Satisfied Nor
------111111-1Dissatisfied
-%-%-%-%-%-%100%65%79%65%100%100%-%65%

-------*-*---*Fairly Satisfied
-%-%-%-%-%-%-%17%-%17%-%-%-%17%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------*-*---*NET: Satisfied
-%-%-%-%-%-%-%17%-%17%-%-%-%17%

-------***---*NET: Dissatisfied
-%-%-%-%-%-%-%17%21%17%-%-%-%17%
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The staff being polite and courteous (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate
UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
--1---------33Unweighted total
--1---------11Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------**Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%17%17%

Neither Satisfied Nor
--1---------11Dissatisfied
-%-%100%-%-%-%-%-%-%-%-%-%65%65%

------------**Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%17%17%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------**NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%17%17%

------------**NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%17%17%
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The staff being polite and courteous (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate
UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-121--3-21--3Unweighted total
-1*1--1-*1--1Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

--*---*-*---*Fairly Dissatisfied
-%-%50%-%-%-%17%-%50%-%-%-%17%

Neither Satisfied Nor
-1-1--1--1--1Dissatisfied
-%100%-%100%-%-%65%-%-%100%-%-%65%

--*---*-*---*Fairly Satisfied
-%-%50%-%-%-%17%-%50%-%-%-%17%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

--*---*-*---*NET: Satisfied
-%-%50%-%-%-%17%-%50%-%-%-%17%

--*---*-*---*NET: Dissatisfied
-%-%50%-%-%-%17%-%50%-%-%-%17%
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The staff being polite and courteous (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate
UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
----21-1213Unweighted total
----*1-1*11Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

----*---*-*Fairly Dissatisfied
-%-%-%-%50%-%-%-%50%-%17%

Neither Satisfied Nor
-----1-1-11Dissatisfied
-%-%-%-%-%100%-%100%-%100%65%

----*---*-*Fairly Satisfied
-%-%-%-%50%-%-%-%50%-%17%

-----------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

----*---*-*NET: Satisfied
-%-%-%-%50%-%-%-%50%-%17%

----*---*-*NET: Dissatisfied
-%-%-%-%50%-%-%-%50%-%17%
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The staff being polite and courteous (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate
UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-1-21--132--1-3Unweighted total
-1-11--*1*--1-1Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*----**----*Fairly Dissatisfied
-%-%-%21%-%-%-%-%17%50%-%-%-%-%17%

Neither Satisfied Nor
-1-11---1---1-1Dissatisfied
-%100%-%79%100%-%-%-%65%-%-%-%100%-%65%

-------***----*Fairly Satisfied
-%-%-%-%-%-%-%100%17%50%-%-%-%-%17%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------***----*NET: Satisfied
-%-%-%-%-%-%-%100%17%50%-%-%-%-%17%

---*----**----*NET: Dissatisfied
-%-%-%21%-%-%-%-%17%50%-%-%-%-%17%
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The staff being polite and courteous (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate
UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-1--32--1213Unweighted total
-*--1*--*1*1Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

-*--**--****Fairly Dissatisfied
-%100%-%-%17%50%-%-%100%21%100%17%

Neither Satisfied Nor
----1----1-1Dissatisfied
-%-%-%-%65%-%-%-%-%79%-%65%

----**-----*Fairly Satisfied
-%-%-%-%17%50%-%-%-%-%-%17%

------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

----**-----*NET: Satisfied
-%-%-%-%17%50%-%-%-%-%-%17%

-*--**--****NET: Dissatisfied
-%100%-%-%17%50%-%-%100%21%100%17%
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The staff being polite and courteous (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate
UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
21-21133333333Unweighted total
*1-1**11111111Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*--********Fairly Dissatisfied
50%-%-%21%-%-%17%17%17%17%17%17%17%17%

Neither Satisfied Nor
-1-1--11111111Dissatisfied
-%100%-%79%-%-%65%65%65%65%65%65%65%65%

*---**********Fairly Satisfied
50%-%-%-%100%100%17%17%17%17%17%17%17%17%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*---**********NET: Satisfied
50%-%-%-%100%100%17%17%17%17%17%17%17%17%

*--*--********NET: Dissatisfied
50%-%-%21%-%-%17%17%17%17%17%17%17%17%
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The staff being polite and courteous (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate
UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
3---3-21-3113Unweighted total
1---1-1*-1**1Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*---*-*--*-**Fairly Dissatisfied
17%-%-%-%17%-%21%-%-%17%-%100%17%

Neither Satisfied Nor
1---1-1--1--1Dissatisfied

65%-%-%-%65%-%79%-%-%65%-%-%65%

*---*--*-**-*Fairly Satisfied
17%-%-%-%17%-%-%100%-%17%100%-%17%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*---*--*-**-*NET: Satisfied
17%-%-%-%17%-%-%100%-%17%100%-%17%

*---*-*--*-**NET: Dissatisfied
17%-%-%-%17%-%21%-%-%17%-%100%17%
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The staff being polite and courteous (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate
UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q1 2019Q3 2018Jan' 2019Sep' 2018Aug' 2018Total base

*b*a*c*b*aSignificance Level: 95%
121113Unweighted total
1*1**1Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

-*--**Fairly Dissatisfied
-%50%-%-%100%17%

Neither Satisfied Nor
1-1--1Dissatisfied

100%-%100%-%-%65%

-*-*-*Fairly Satisfied
-%50%-%100%-%17%

------Very Satisfied
-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------OUT)
-%-%-%-%-%-%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

-*-*-*NET: Satisfied
-%50%-%100%-%17%

-*--**NET: Dissatisfied
-%50%-%-%100%17%
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The staff being polite and courteous (QOP3A4 Thinking about contacting UK Mail with a service query, request or complaint, and your experiences in the last six months, please rate
UK Mail on the following aspects.)
Base: All who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
4-4227223815Unweighted total
3-4221***1213Weighted total

2--------22Very Dissatisfied
82%-%-%-%-%-%-%-%-%18%17%

--2*-----22Fairly Dissatisfied
-%-%43%23%-%-%-%-%-%17%16%

Neither Satisfied Nor
*----**--22Dissatisfied
7%-%-%-%-%19%54%-%-%18%18%

--*--*--*-*Fairly Satisfied
-%-%3%-%-%10%-%-%26%-%1%

--2--**-*22Very Satisfied
-%-%54%-%-%26%46%-%25%16%17%

Have not Contacted / Not
Applicable (DO NOT READ

*--22*-*-44OUT)
3%-%-%77%100%25%-%100%-%31%30%

Don't Know / (DO NOT
*----*--*-*READ OUT)
7%-%-%-%-%19%-%-%49%-%2%

--2--**-*22NET: Satisfied
-%-%57%-%-%36%46%-%51%16%18%

2-2*-----44NET: Dissatisfied
82%-%43%23%-%-%-%-%-%35%33%
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Professionalism and handling of any query / complaint (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months,
please rate UPS on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-211222-31-21115Unweighted total
-1*122*-3*-22213Weighted total

---22--------2Very Dissatisfied
-%-%-%18%92%-%-%-%-%-%-%-%-%17%

--*2---2-----2Fairly Dissatisfied
-%-%100%13%-%-%-%48%-%-%-%-%-%16%

Neither Satisfied Nor
---2*------2-2Dissatisfied
-%-%-%20%8%-%-%-%-%-%-%100%-%18%

---*------*--*Fairly Satisfied
-%-%-%1%-%-%-%-%-%-%6%-%-%1%

---2-*-*----22Very Satisfied
-%-%-%18%-%50%-%3%-%-%-%-%100%17%

Have not Contacted / Not
Applicable (DO NOT READ

-1-3-*-2--2--4OUT)
-%100%-%28%-%50%-%48%-%-%94%-%-%30%

Don't Know / (DO NOT
---*----*----*READ OUT)
-%-%-%2%-%-%-%-%100%-%-%-%-%2%

---2-*-*--*-22NET: Satisfied
-%-%-%19%-%50%-%3%-%-%6%-%100%18%

--*42--2-----4NET: Dissatisfied
-%-%100%31%92%-%-%48%-%-%-%-%-%33%
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Professionalism and handling of any query / complaint (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months,
please rate UPS on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
1142134--6--5-15Unweighted total
2112116--6--1-13Weighted total

-2-2---2----2Very Dissatisfied
-%19%-%20%-%-%-%34%-%-%-%-%17%

-22-2--*----2Fairly Dissatisfied
-%19%100%-%29%-%-%7%-%-%-%-%16%

Neither Satisfied Nor
-2-22-----*-2Dissatisfied
-%21%-%22%39%-%-%-%-%-%17%-%18%

-*-*---*----*Fairly Satisfied
-%1%-%1%-%-%-%2%-%-%-%-%1%

2*-2*--2----2Very Satisfied
100%2%-%20%3%-%-%32%-%-%-%-%17%

Have not Contacted / Not
Applicable (DO NOT READ

-4-42--2--1-4OUT)
-%35%-%36%29%-%-%25%-%-%65%-%30%

Don't Know / (DO NOT
-*-*------*-*READ OUT)
-%2%-%2%-%-%-%-%-%-%17%-%2%

2*-2*--2----2NET: Satisfied
100%3%-%21%3%-%-%33%-%-%-%-%18%

-4222--3----4NET: Dissatisfied
-%38%100%20%29%-%-%42%-%-%-%-%33%
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Professionalism and handling of any query / complaint (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months,
please rate UPS on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
65411415Unweighted total
364*1313Weighted total

--2-22Very Dissatisfied
-%-%52%-%17%17%

-2--22Fairly Dissatisfied
-%36%-%-%17%16%

Neither Satisfied Nor
2-*-22Dissatisfied

70%-%5%-%19%18%

*---**Fairly Satisfied
3%-%-%-%1%1%

*2--22Very Satisfied
9%33%-%-%17%17%

Have not Contacted / Not
Applicable (DO NOT READ

122*44OUT)
18%31%39%100%28%30%

Don't Know / (DO NOT
--*-**READ OUT)
-%-%5%-%2%2%

*2--22NET: Satisfied
12%33%-%-%18%18%

-22-44NET: Dissatisfied
-%36%52%-%34%33%
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Professionalism and handling of any query / complaint (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months,
please rate UPS on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1131-312-----38415Unweighted total

922-211-----27413Weighted total

2---2------2--2Very Dissatisfied
24%-%-%-%92%-%-%-%-%-%-%92%-%-%17%

*2---2------*22Fairly Dissatisfied
5%71%-%-%-%20%-%-%-%-%-%-%7%41%16%

Neither Satisfied Nor
2*---2------2*2Dissatisfied

24%9%-%-%-%22%-%-%-%-%-%-%32%5%18%

*---*------*--*Fairly Satisfied
1%-%-%-%4%-%-%-%-%-%-%4%-%-%1%

2----2------2-2Very Satisfied
24%-%-%-%-%20%-%-%-%-%-%-%32%-%17%

Have not Contacted / Not
Applicable (DO NOT READ

2*2-*4-----*224OUT)
20%21%100%-%4%36%-%-%-%-%-%4%26%54%30%

Don't Know / (DO NOT
*----*------*-*READ OUT)
2%-%-%-%-%2%-%-%-%-%-%-%3%-%2%

2---*2-----*2-2NET: Satisfied
25%-%-%-%4%20%-%-%-%-%-%4%32%-%18%

32--22-----2*24NET: Dissatisfied
29%71%-%-%92%20%-%-%-%-%-%92%7%41%33%
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Professionalism and handling of any query / complaint (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months,
please rate UPS on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
--1--151151277715Unweighted total
--*--*4841044413Weighted total

-------2-2---2Very Dissatisfied
-%-%-%-%-%-%-%28%-%22%-%-%-%17%

------2-2*2222Fairly Dissatisfied
-%-%-%-%-%-%41%-%41%5%38%38%38%16%

Neither Satisfied Nor
------*2-2***2Dissatisfied
-%-%-%-%-%-%5%31%-%23%5%5%5%18%

------********Fairly Satisfied
-%-%-%-%-%-%3%1%3%1%2%2%2%1%

-----*22222222Very Satisfied
-%-%-%-%-%100%51%28%53%23%51%51%51%17%

Have not Contacted / Not
Applicable (DO NOT READ

--*----1*2***4OUT)
-%-%100%-%-%-%-%9%4%24%4%4%4%30%

Don't Know / (DO NOT
-------*-*---*READ OUT)
-%-%-%-%-%-%-%3%-%2%-%-%-%2%

-----*22222222NET: Satisfied
-%-%-%-%-%100%54%29%55%24%54%54%54%18%

------22232224NET: Dissatisfied
-%-%-%-%-%-%41%28%41%27%38%38%38%33%
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Professionalism and handling of any query / complaint (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months,
please rate UPS on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-3211-----1-1115Unweighted total
-*2*2-----*-1013Weighted total

------------22Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%23%17%

----2-------*2Fairly Dissatisfied
-%-%-%-%100%-%-%-%-%-%-%-%5%16%

Neither Satisfied Nor
--*---------22Dissatisfied
-%-%9%-%-%-%-%-%-%-%-%-%23%18%

-*--------*--*Fairly Satisfied
-%28%-%-%-%-%-%-%-%-%100%-%-%1%

-*2---------22Very Satisfied
-%72%91%-%-%-%-%-%-%-%-%-%23%17%

Have not Contacted / Not
Applicable (DO NOT READ

---*--------24OUT)
-%-%-%100%-%-%-%-%-%-%-%-%25%30%

Don't Know / (DO NOT
------------**READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%2%2%

-*2-------*-22NET: Satisfied
-%100%91%-%-%-%-%-%-%-%100%-%23%18%

----2-------34NET: Dissatisfied
-%-%-%-%100%-%-%-%-%-%-%-%28%33%
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Professionalism and handling of any query / complaint (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months,
please rate UPS on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-71231-11-722115Unweighted total
-485*-10-522*13Weighted total

--2---2-2---2Very Dissatisfied
-%-%27%-%-%-%23%-%43%-%-%-%17%

-2*2--*--*--2Fairly Dissatisfied
-%38%6%31%-%-%5%-%-%23%-%-%16%

Neither Satisfied Nor
-*2---2-2---2Dissatisfied
-%5%30%-%-%-%23%-%43%-%-%-%18%

-**---*-*---*Fairly Satisfied
-%2%1%-%-%-%1%-%2%-%-%-%1%

-2*2*-2-*-2*2Very Satisfied
-%51%3%37%100%-%21%-%2%-%80%100%17%

Have not Contacted / Not
Applicable (DO NOT READ

-*22--2-*2*-4OUT)
-%4%30%31%-%-%25%-%5%77%20%-%30%

Don't Know / (DO NOT
--*---*-*---*READ OUT)
-%-%2%-%-%-%2%-%4%-%-%-%2%

-2*2*-2-*-2*2NET: Satisfied
-%54%5%37%100%-%22%-%4%-%80%100%18%

-232--3-2*--4NET: Dissatisfied
-%38%33%31%-%-%28%-%43%23%-%-%33%
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Professionalism and handling of any query / complaint (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months,
please rate UPS on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-15212--79-15Unweighted total
-*4210--45-13Weighted total

----2-----2Very Dissatisfied
-%-%-%-%22%-%-%-%-%-%17%

--2-*--2--2Fairly Dissatisfied
-%-%40%-%5%-%-%38%-%-%16%

Neither Satisfied Nor
--*-2--*--2Dissatisfied
-%-%5%-%23%-%-%5%-%-%18%

---**--**-*Fairly Satisfied
-%-%-%5%1%-%-%2%2%-%1%

-*222--22-2Very Satisfied
-%100%51%95%23%-%-%51%45%-%17%

Have not Contacted / Not
Applicable (DO NOT READ

--*-2--*2-4OUT)
-%-%4%-%24%-%-%4%49%-%30%

Don't Know / (DO NOT
----*---*-*READ OUT)
-%-%-%-%2%-%-%-%4%-%2%

-*222--22-2NET: Satisfied
-%100%51%100%24%-%-%54%47%-%18%

--2-3--2--4NET: Dissatisfied
-%-%40%-%27%-%-%38%-%-%33%
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Professionalism and handling of any query / complaint (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months,
please rate UPS on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
145577-4109-26215Unweighted total
*22444-1105-*4213Weighted total

--------2-----2Very Dissatisfied
-%-%-%-%-%-%-%-%23%-%-%-%-%-%17%

--2-22-***--2-2Fairly Dissatisfied
-%-%72%-%38%38%-%57%5%9%-%-%39%-%16%

Neither Satisfied Nor
-**-**--2---*-2Dissatisfied
-%8%9%-%5%5%-%-%23%-%-%-%5%-%18%

--*-**---*---**Fairly Satisfied
-%-%5%-%2%2%-%-%-%2%-%-%-%5%1%

-2*222-*22-*222Very Satisfied
-%85%8%48%51%51%-%32%23%39%-%100%52%95%17%

Have not Contacted / Not
Applicable (DO NOT READ

***2**-*22--*-4OUT)
100%7%8%47%4%4%-%11%25%46%-%-%4%-%30%

Don't Know / (DO NOT
---*-----*----*READ OUT)
-%-%-%5%-%-%-%-%-%4%-%-%-%-%2%

-2*222-*22-*222NET: Satisfied
-%85%12%48%54%54%-%32%23%41%-%100%52%100%18%

--2-22-*3*--2-4NET: Dissatisfied
-%-%72%-%38%38%-%57%28%9%-%-%39%-%33%
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Professionalism and handling of any query / complaint (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months,
please rate UPS on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
11--452143615Unweighted total
*2--24**12513Weighted total

-----------2Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%17%

-----2-----2Fairly Dissatisfied
-%-%-%-%-%43%-%-%-%-%-%16%

Neither Satisfied Nor
----**-----2Dissatisfied
-%-%-%-%8%5%-%-%-%-%-%18%

*-------*--*Fairly Satisfied
100%-%-%-%-%-%-%-%12%-%-%1%

----2***-*22Very Satisfied
-%-%-%-%85%5%65%100%-%9%47%17%

Have not Contacted / Not
Applicable (DO NOT READ

-2--*2*-1224OUT)
-%100%-%-%7%47%35%-%88%91%53%30%

Don't Know / (DO NOT
-----------*READ OUT)
-%-%-%-%-%-%-%-%-%-%-%2%

*---2*****22NET: Satisfied
100%-%-%-%85%5%65%100%12%9%47%18%

-----2-----4NET: Dissatisfied
-%-%-%-%-%43%-%-%-%-%-%33%
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Professionalism and handling of any query / complaint (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months,
please rate UPS on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
56-6-51412151414111415Unweighted total
44-4-313713121161113Weighted total

------2-222-22Very Dissatisfied
-%-%-%-%-%-%17%-%17%19%20%-%20%17%

2--2-*2*222*22Fairly Dissatisfied
43%-%-%39%-%19%16%7%16%18%19%9%19%16%

Neither Satisfied Nor
*--*-*2*22***2Dissatisfied
5%-%-%5%-%8%18%3%18%21%2%4%2%18%

-*-----*******Fairly Satisfied
-%3%-%-%-%-%-%1%1%1%1%2%1%1%

*2-2-*22222222Very Satisfied
5%50%-%50%-%7%17%31%17%19%20%40%20%17%

Have not Contacted / Not
Applicable (DO NOT READ

22-*-244424244OUT)
47%42%-%6%-%67%31%56%30%20%36%43%36%30%

Don't Know / (DO NOT
-*----********READ OUT)
-%5%-%-%-%-%2%3%2%2%2%4%2%2%

*2-2-*22222222NET: Satisfied
5%53%-%50%-%7%17%32%18%20%21%42%21%18%

2--2-*4*444*44NET: Dissatisfied
43%-%-%39%-%19%33%7%33%37%39%9%39%33%
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Professionalism and handling of any query / complaint (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months,
please rate UPS on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
411338186-152815Unweighted total
311535*67-134313Weighted total

-2-2---2-22-2Very Dissatisfied
-%21%-%77%-%-%-%32%-%17%57%-%17%

-22*---2-22*2Fairly Dissatisfied
-%20%31%17%-%-%-%31%-%16%43%14%16%

Neither Satisfied Nor
2---2-*2-2-*2Dissatisfied

90%-%-%-%48%-%3%32%-%18%-%6%18%

-*--*-*--*--*Fairly Satisfied
-%1%-%-%2%-%2%-%-%1%-%-%1%

*22**-2*-2-*2Very Satisfied
4%20%37%6%2%-%30%4%-%17%-%8%17%

Have not Contacted / Not
Applicable (DO NOT READ

*42-2*4--4-24OUT)
6%36%31%-%48%100%62%-%-%30%-%66%30%

Don't Know / (DO NOT
-*----*--*-**READ OUT)
-%2%-%-%-%-%3%-%-%2%-%6%2%

*22**-2*-2-*2NET: Satisfied
4%21%37%6%4%-%32%4%-%18%-%8%18%

-423---4-44*4NET: Dissatisfied
-%41%31%94%-%-%-%64%-%33%100%14%33%
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Professionalism and handling of any query / complaint (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months,
please rate UPS on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
131111221215Unweighted total
***222*22213Weighted total

----2-----2Very Dissatisfied
-%-%-%-%100%-%-%-%-%-%17%

---------22Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%100%16%

Neither Satisfied Nor
-*-2------2Dissatisfied
-%41%-%100%-%-%-%-%-%-%18%

------*---*Fairly Satisfied
-%-%-%-%-%-%38%-%-%-%1%

--*--2*---2Very Satisfied
-%-%100%-%-%100%62%-%-%-%17%

Have not Contacted / Not
Applicable (DO NOT READ

**-----22-4OUT)
100%19%-%-%-%-%-%100%100%-%30%

Don't Know / (DO NOT
-*--------*READ OUT)
-%41%-%-%-%-%-%-%-%-%2%

--*--2*---2NET: Satisfied
-%-%100%-%-%100%100%-%-%-%18%

----2----24NET: Dissatisfied
-%-%-%-%100%-%-%-%-%100%33%
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Professionalism and handling of any query / complaint (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months,
please rate UPS on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
433515Unweighted total
152613Weighted total

-2--2Very Dissatisfied
-%49%-%-%17%

---22Fairly Dissatisfied
-%-%-%36%16%

Neither Satisfied Nor
*2--2Dissatisfied

30%49%-%-%18%

--*-*Fairly Satisfied
-%-%5%-%1%

-*2-2Very Satisfied
-%2%95%-%17%

Have not Contacted / Not
Applicable (DO NOT READ

*--44OUT)
40%-%-%64%30%

Don't Know / (DO NOT
*---*READ OUT)

30%-%-%-%2%

-*2-2NET: Satisfied
-%2%100%-%18%

-2-24NET: Dissatisfied
-%49%-%36%33%
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Professionalism and handling of any query / complaint (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months,
please rate UPS on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
4-4227223815Unweighted total
3-4221***1213Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

---*-----**Fairly Dissatisfied
-%-%-%23%-%-%-%-%-%4%4%

Neither Satisfied Nor
--2------22Dissatisfied
-%-%43%-%-%-%-%-%-%13%12%

2-2-2*--*66Fairly Satisfied
82%-%54%-%77%10%-%-%26%47%44%

*-*--**-*23Very Satisfied
7%-%3%-%-%45%100%-%25%18%20%

Have not Contacted / Not
Applicable (DO NOT READ

*--2**-*-22OUT)
3%-%-%77%23%25%-%100%-%17%18%

Don't Know / (DO NOT
*----*--*-*READ OUT)
7%-%-%-%-%19%-%-%49%-%2%

2-2-21*-*89NET: Satisfied
89%-%57%-%77%56%100%-%51%65%65%

---*-----**NET: Dissatisfied
-%-%-%23%-%-%-%-%-%4%4%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The staff being polite and courteous (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS
on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-211222-31-21115Unweighted total
-1*122*-3*-22213Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----------*Fairly Dissatisfied
-%-%100%-%-%-%-%-%-%-%-%-%-%4%

Neither Satisfied Nor
---2---2-----2Dissatisfied
-%-%-%13%-%-%-%48%-%-%-%-%-%12%

---62-----2-26Fairly Satisfied
-%-%-%48%92%-%-%-%-%-%100%-%100%44%

---3**-*---2-3Very Satisfied
-%-%-%22%8%50%-%3%-%-%-%100%-%20%

Have not Contacted / Not
Applicable (DO NOT READ

-1-2-*-2-----2OUT)
-%100%-%15%-%50%-%48%-%-%-%-%-%18%

Don't Know / (DO NOT
---*----*----*READ OUT)
-%-%-%2%-%-%-%-%100%-%-%-%-%2%

---92*-*--2229NET: Satisfied
-%-%-%70%100%50%-%3%-%-%100%100%100%65%

--*----------*NET: Dissatisfied
-%-%100%-%-%-%-%-%-%-%-%-%-%4%
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The staff being polite and courteous (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS
on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
1142134--6--5-15Unweighted total
2112116--6--1-13Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-**----*----*Fairly Dissatisfied
-%4%23%-%-%-%-%7%-%-%-%-%4%

Neither Satisfied Nor
-22-2-------2Dissatisfied
-%14%77%-%29%-%-%-%-%-%-%-%12%

24-62--4----6Fairly Satisfied
100%35%-%53%29%-%-%66%-%-%-%-%44%

-3-32--*--*-3Very Satisfied
-%24%-%24%42%-%-%2%-%-%17%-%20%

Have not Contacted / Not
Applicable (DO NOT READ

-2-2---2--1-2OUT)
-%21%-%21%-%-%-%25%-%-%65%-%18%

Don't Know / (DO NOT
-*-*------*-*READ OUT)
-%2%-%2%-%-%-%-%-%-%17%-%2%

27-94--4--*-9NET: Satisfied
100%58%-%77%71%-%-%67%-%-%17%-%65%

-**----*----*NET: Dissatisfied
-%4%23%-%-%-%-%7%-%-%-%-%4%
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The staff being polite and courteous (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS
on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
65411415Unweighted total
364*1313Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

-*--**Fairly Dissatisfied
-%8%-%-%4%4%

Neither Satisfied Nor
-2--22Dissatisfied
-%28%-%-%13%12%

*24-66Fairly Satisfied
3%33%91%-%46%44%

2-*-33Very Satisfied
78%-%5%-%21%20%

Have not Contacted / Not
Applicable (DO NOT READ

12-*22OUT)
18%31%-%100%15%18%

Don't Know / (DO NOT
--*-**READ OUT)
-%-%5%-%2%2%

324-99NET: Satisfied
82%33%95%-%67%65%

-*--**NET: Dissatisfied
-%8%-%-%4%4%
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The staff being polite and courteous (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS
on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1131-312-----38415Unweighted total

922-211-----27413Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*----*------*-*Fairly Dissatisfied
5%-%-%-%-%4%-%-%-%-%-%-%7%-%4%

Neither Satisfied Nor
-2---2-------22Dissatisfied
-%71%-%-%-%15%-%-%-%-%-%-%-%41%12%

4-2-24-----2226Fairly Satisfied
46%-%100%-%96%33%-%-%-%-%-%96%28%41%44%

2*---3------2*3Very Satisfied
27%9%-%-%-%25%-%-%-%-%-%-%36%5%20%

Have not Contacted / Not
Applicable (DO NOT READ

2*--*2-----*2*2OUT)
20%21%-%-%4%21%-%-%-%-%-%4%26%12%18%

Don't Know / (DO NOT
*----*------*-*READ OUT)
2%-%-%-%-%2%-%-%-%-%-%-%3%-%2%

7*2-26-----2429NET: Satisfied
72%9%100%-%96%58%-%-%-%-%-%96%64%46%65%

*----*------*-*NET: Dissatisfied
5%-%-%-%-%4%-%-%-%-%-%-%7%-%4%
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The staff being polite and courteous (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS
on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
--1--151151277715Unweighted total
--*--*4841044413Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------*---*Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%5%-%-%-%4%

Neither Satisfied Nor
------2-2-2222Dissatisfied
-%-%-%-%-%-%41%-%41%-%38%38%38%12%

------24242226Fairly Satisfied
-%-%-%-%-%-%51%54%51%43%47%47%47%44%

-----**3*2***3Very Satisfied
-%-%-%-%-%100%8%34%4%25%11%11%11%20%

Have not Contacted / Not
Applicable (DO NOT READ

--*----1*2***2OUT)
-%-%100%-%-%-%-%9%4%24%4%4%4%18%

Don't Know / (DO NOT
-------*-*---*READ OUT)
-%-%-%-%-%-%-%3%-%2%-%-%-%2%

-----*27273339NET: Satisfied
-%-%-%-%-%100%59%88%55%69%58%58%58%65%

---------*---*NET: Dissatisfied
-%-%-%-%-%-%-%-%-%5%-%-%-%4%
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The staff being polite and courteous (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS
on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-3211-----1-1115Unweighted total
-*2*2-----*-1013Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------**Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%5%4%

Neither Satisfied Nor
----2--------2Dissatisfied
-%-%-%-%100%-%-%-%-%-%-%-%-%12%

-*2-------*-46Fairly Satisfied
-%28%91%-%-%-%-%-%-%-%100%-%43%44%

-**---------23Very Satisfied
-%72%9%-%-%-%-%-%-%-%-%-%26%20%

Have not Contacted / Not
Applicable (DO NOT READ

---*--------22OUT)
-%-%-%100%-%-%-%-%-%-%-%-%25%18%

Don't Know / (DO NOT
------------**READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%2%2%

-*2-------*-79NET: Satisfied
-%100%100%-%-%-%-%-%-%-%100%-%68%65%

------------**NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%5%4%
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The staff being polite and courteous (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS
on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-71231-11-722115Unweighted total
-485*-10-522*13Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

--*---*--*--*Fairly Dissatisfied
-%-%6%-%-%-%5%-%-%23%-%-%4%

Neither Satisfied Nor
-2-2--------2Dissatisfied
-%38%-%31%-%-%-%-%-%-%-%-%12%

-242--4-2-2-6Fairly Satisfied
-%47%49%37%-%-%44%-%45%-%80%-%44%

-*3-*-2-2--*3Very Satisfied
-%11%33%-%100%-%24%-%45%-%-%100%20%

Have not Contacted / Not
Applicable (DO NOT READ

-*12--2-*2*-2OUT)
-%4%9%31%-%-%25%-%5%77%20%-%18%

Don't Know / (DO NOT
--*---*-*---*READ OUT)
-%-%2%-%-%-%2%-%4%-%-%-%2%

-372*-7-5-2*9NET: Satisfied
-%58%82%37%100%-%68%-%91%-%80%100%65%

--*---*--*--*NET: Dissatisfied
-%-%6%-%-%-%5%-%-%23%-%-%4%
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The staff being polite and courteous (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS
on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-15212--79-15Unweighted total
-*4210--45-13Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

----*-----*Fairly Dissatisfied
-%-%-%-%5%-%-%-%-%-%4%

Neither Satisfied Nor
--2----2--2Dissatisfied
-%-%40%-%-%-%-%38%-%-%12%

--224--22-6Fairly Satisfied
-%-%47%100%43%-%-%47%42%-%44%

-**-2--**-3Very Satisfied
-%100%9%-%25%-%-%11%6%-%20%

Have not Contacted / Not
Applicable (DO NOT READ

--*-2--*2-2OUT)
-%-%4%-%24%-%-%4%49%-%18%

Don't Know / (DO NOT
----*---*-*READ OUT)
-%-%-%-%2%-%-%-%4%-%2%

-*227--32-9NET: Satisfied
-%100%56%100%69%-%-%58%47%-%65%

----*-----*NET: Dissatisfied
-%-%-%-%5%-%-%-%-%-%4%
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The staff being polite and courteous (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS
on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
145577-4109-26215Unweighted total
*22444-1105-*4213Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------***----*Fairly Dissatisfied
-%-%-%-%-%-%-%57%5%9%-%-%-%-%4%

Neither Satisfied Nor
--2-22------2-2Dissatisfied
-%-%72%-%38%38%-%-%-%-%-%-%39%-%12%

-2*222--42--226Fairly Satisfied
-%80%5%48%47%47%-%-%44%39%-%-%46%100%44%

-**-**-*2*-**-3Very Satisfied
-%12%16%-%11%11%-%32%26%2%-%100%11%-%20%

Have not Contacted / Not
Applicable (DO NOT READ

***2**-*22--*-2OUT)
100%7%8%47%4%4%-%11%25%46%-%-%4%-%18%

Don't Know / (DO NOT
---*-----*----*READ OUT)
-%-%-%5%-%-%-%-%-%4%-%-%-%-%2%

-2*233-*72-*229NET: Satisfied
-%93%21%48%58%58%-%32%70%41%-%100%57%100%65%

-------***----*NET: Dissatisfied
-%-%-%-%-%-%-%57%5%9%-%-%-%-%4%
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The staff being polite and courteous (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS
on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
11--452143615Unweighted total
*2--24**12513Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

-----------*Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%4%

Neither Satisfied Nor
-----2-----2Dissatisfied
-%-%-%-%-%43%-%-%-%-%-%12%

*---2---*-26Fairly Satisfied
100%-%-%-%80%-%-%-%12%-%43%44%

----****-**3Very Satisfied
-%-%-%-%12%10%65%100%-%9%4%20%

Have not Contacted / Not
Applicable (DO NOT READ

-2--*2*-1222OUT)
-%100%-%-%7%47%35%-%88%91%53%18%

Don't Know / (DO NOT
-----------*READ OUT)
-%-%-%-%-%-%-%-%-%-%-%2%

*---2*****29NET: Satisfied
100%-%-%-%93%10%65%100%12%9%47%65%

-----------*NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%4%
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The staff being polite and courteous (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS
on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
56-6-51412151414111415Unweighted total
44-4-313713121161113Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*********Fairly Dissatisfied
-%-%-%-%-%19%4%7%4%4%4%9%4%4%

Neither Satisfied Nor
2--2--2-222-22Dissatisfied

43%-%-%39%-%-%12%-%12%14%15%-%15%12%

22-2--64646266Fairly Satisfied
43%50%-%46%-%-%44%51%44%37%53%37%53%44%

**-*-*3*33***3Very Satisfied
10%2%-%9%-%14%20%7%20%23%4%8%4%20%

Have not Contacted / Not
Applicable (DO NOT READ

*2-*-222222222OUT)
5%42%-%6%-%67%18%33%18%20%22%43%22%18%

Don't Know / (DO NOT
-*----********READ OUT)
-%5%-%-%-%-%2%3%2%2%2%4%2%2%

22-2-*84976369NET: Satisfied
53%53%-%55%-%14%64%58%65%60%57%45%57%65%

-----*********NET: Dissatisfied
-%-%-%-%-%19%4%7%4%4%4%9%4%4%
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The staff being polite and courteous (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS
on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
411338186-152815Unweighted total
311535*67-134313Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*---*-*-**Fairly Dissatisfied
-%5%-%17%-%-%-%7%-%4%-%14%4%

Neither Satisfied Nor
-22----2-22-2Dissatisfied
-%15%31%-%-%-%-%24%-%12%43%-%12%

-6222-42-62-6Fairly Satisfied
-%56%37%77%35%-%58%32%-%44%57%-%44%

3*-*3-*2-3-*3Very Satisfied
94%2%-%6%50%-%3%36%-%20%-%14%20%

Have not Contacted / Not
Applicable (DO NOT READ

*22-1*2--2-22OUT)
6%21%31%-%15%100%36%-%-%18%-%66%18%

Don't Know / (DO NOT
-*----*--*-**READ OUT)
-%2%-%-%-%-%3%-%-%2%-%6%2%

36224-45-92*9NET: Satisfied
94%57%37%83%85%-%61%69%-%65%57%14%65%

-*-*---*-*-**NET: Dissatisfied
-%5%-%17%-%-%-%7%-%4%-%14%4%
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The staff being polite and courteous (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS
on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
131111221215Unweighted total
***222*22213Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

---------**Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%23%4%

Neither Satisfied Nor
---------22Dissatisfied
-%-%-%-%-%-%-%-%-%77%12%

----22*-2-6Fairly Satisfied
-%-%-%-%100%100%38%-%100%-%44%

-**2--*---3Very Satisfied
-%41%100%100%-%-%62%-%-%-%20%

Have not Contacted / Not
Applicable (DO NOT READ

**-----2--2OUT)
100%19%-%-%-%-%-%100%-%-%18%

Don't Know / (DO NOT
-*--------*READ OUT)
-%41%-%-%-%-%-%-%-%-%2%

-**222*-2-9NET: Satisfied
-%41%100%100%100%100%100%-%100%-%65%

---------**NET: Dissatisfied
-%-%-%-%-%-%-%-%-%23%4%
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The staff being polite and courteous (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS
on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
433515Unweighted total
152613Weighted total

-----Very Dissatisfied
-%-%-%-%-%

---**Fairly Dissatisfied
-%-%-%8%4%

Neither Satisfied Nor
---22Dissatisfied
-%-%-%28%12%

-2226Fairly Satisfied
-%49%92%28%44%

*2*-3Very Satisfied
30%51%8%-%20%

Have not Contacted / Not
Applicable (DO NOT READ

*--22OUT)
40%-%-%36%18%

Don't Know / (DO NOT
*---*READ OUT)

30%-%-%-%2%

*5229NET: Satisfied
30%100%100%28%65%

---**NET: Dissatisfied
-%-%-%8%4%
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The staff being polite and courteous (QOP3A5 Thinking about contacting UPS with a service query, request or complaint, and your experiences in the last six months, please rate UPS
on the following aspects.)
Base: All who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1----1-1--1Unweighted total
*----*-*--*Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

*----*-*--*Fairly Satisfied
100%-%-%-%-%100%-%100%-%-%100%

-----------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

*----*-*--*NET: Satisfied
100%-%-%-%-%100%-%100%-%-%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six
months, please rate Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-1-----------1Unweighted total
-*-----------*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----------*Fairly Satisfied
-%100%-%-%-%-%-%-%-%-%-%-%-%100%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----------*NET: Satisfied
-%100%-%-%-%-%-%-%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six
months, please rate Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-11---1-----1Unweighted total
-**---*-----*Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-**---*-----*Fairly Satisfied
-%100%100%-%-%-%100%-%-%-%-%-%100%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-**---*-----*NET: Satisfied
-%100%100%-%-%-%100%-%-%-%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 135  (continuation)                                                                                                                                                  Page 2260

Professionalism and handling of any query / complaint (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six
months, please rate Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
--1-11Unweighted total
--*-**Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
------Dissatisfied
-%-%-%-%-%-%

--*-**Fairly Satisfied
-%-%100%-%100%100%

------Very Satisfied
-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------OUT)
-%-%-%-%-%-%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

--*-**NET: Satisfied
-%-%100%-%100%100%

------NET: Dissatisfied
-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six
months, please rate Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-1---1-------11Unweighted total
-*---*-------**Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---*-------**Fairly Satisfied
-%100%-%-%-%100%-%-%-%-%-%-%-%100%100%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---*-------**NET: Satisfied
-%100%-%-%-%100%-%-%-%-%-%-%-%100%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six
months, please rate Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
------111-1111Unweighted total
------***-****Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------***-****Fairly Satisfied
-%-%-%-%-%-%100%100%100%-%100%100%100%100%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------***-****NET: Satisfied
-%-%-%-%-%-%100%100%100%-%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six
months, please rate Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
---1---------1Unweighted total
---*---------*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---------*Fairly Satisfied
-%-%-%100%-%-%-%-%-%-%-%-%-%100%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---------*NET: Satisfied
-%-%-%100%-%-%-%-%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six
months, please rate Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-1-1--------1Unweighted total
-*-*--------*Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--------*Fairly Satisfied
-%100%-%100%-%-%-%-%-%-%-%-%100%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--------*NET: Satisfied
-%100%-%100%-%-%-%-%-%-%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six
months, please rate Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--1----1--1Unweighted total
--*----*--*Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

--*----*--*Fairly Satisfied
-%-%100%-%-%-%-%100%-%-%100%

-----------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

--*----*--*NET: Satisfied
-%-%100%-%-%-%-%100%-%-%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six
months, please rate Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
--1-11------1-1Unweighted total
--*-**------*-*Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**------*-*Fairly Satisfied
-%-%100%-%100%100%-%-%-%-%-%-%100%-%100%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**------*-*NET: Satisfied
-%-%100%-%100%100%-%-%-%-%-%-%100%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six
months, please rate Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-----1-----1Unweighted total
-----*-----*Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

-----*-----*Fairly Satisfied
-%-%-%-%-%100%-%-%-%-%-%100%

------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

-----*-----*NET: Satisfied
-%-%-%-%-%100%-%-%-%-%-%100%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six
months, please rate Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1--1-111111111Unweighted total
*--*-*********Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*********Fairly Satisfied
100%-%-%100%-%100%100%100%100%100%100%100%100%100%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*********NET: Satisfied
100%-%-%100%-%100%100%100%100%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six
months, please rate Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
-11---1--1-11Unweighted total
-**---*--*-**Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-**---*--*-**Fairly Satisfied
-%100%100%-%-%-%100%-%-%100%-%100%100%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-**---*--*-**NET: Satisfied
-%100%100%-%-%-%100%-%-%100%-%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six
months, please rate Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q1 2019Jan' 2019Total base

*aSignificance Level: 95%
111Unweighted total
***Weighted total

---Very Dissatisfied
-%-%-%

---Fairly Dissatisfied
-%-%-%

Neither Satisfied Nor
---Dissatisfied
-%-%-%

***Fairly Satisfied
100%100%100%

---Very Satisfied
-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---OUT)
-%-%-%

Don't Know / (DO NOT
---READ OUT)
-%-%-%

***NET: Satisfied
100%100%100%

---NET: Dissatisfied
-%-%-%
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Professionalism and handling of any query / complaint (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six
months, please rate Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: None

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1----1-1--1Unweighted total
*----*-*--*Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%

*----*-*--*Very Satisfied
100%-%-%-%-%100%-%100%-%-%100%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

*----*-*--*NET: Satisfied
100%-%-%-%-%100%-%100%-%-%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate
Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-1-----------1Unweighted total
-*-----------*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----------*Very Satisfied
-%100%-%-%-%-%-%-%-%-%-%-%-%100%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----------*NET: Satisfied
-%100%-%-%-%-%-%-%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate
Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-11---1-----1Unweighted total
-**---*-----*Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-**---*-----*Very Satisfied
-%100%100%-%-%-%100%-%-%-%-%-%100%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-**---*-----*NET: Satisfied
-%100%100%-%-%-%100%-%-%-%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate
Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
--1-11Unweighted total
--*-**Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
------Dissatisfied
-%-%-%-%-%-%

------Fairly Satisfied
-%-%-%-%-%-%

--*-**Very Satisfied
-%-%100%-%100%100%

Have not Contacted / Not
Applicable (DO NOT READ

------OUT)
-%-%-%-%-%-%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

--*-**NET: Satisfied
-%-%100%-%100%100%

------NET: Dissatisfied
-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate
Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-1---1-------11Unweighted total
-*---*-------**Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---*-------**Very Satisfied
-%100%-%-%-%100%-%-%-%-%-%-%-%100%100%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---*-------**NET: Satisfied
-%100%-%-%-%100%-%-%-%-%-%-%-%100%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate
Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
------111-1111Unweighted total
------***-****Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------***-****Very Satisfied
-%-%-%-%-%-%100%100%100%-%100%100%100%100%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------***-****NET: Satisfied
-%-%-%-%-%-%100%100%100%-%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate
Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
---1---------1Unweighted total
---*---------*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---------*Very Satisfied
-%-%-%100%-%-%-%-%-%-%-%-%-%100%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---------*NET: Satisfied
-%-%-%100%-%-%-%-%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate
Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-1-1--------1Unweighted total
-*-*--------*Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--------*Very Satisfied
-%100%-%100%-%-%-%-%-%-%-%-%100%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--------*NET: Satisfied
-%100%-%100%-%-%-%-%-%-%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate
Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--1----1--1Unweighted total
--*----*--*Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%

--*----*--*Very Satisfied
-%-%100%-%-%-%-%100%-%-%100%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

--*----*--*NET: Satisfied
-%-%100%-%-%-%-%100%-%-%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate
Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
--1-11------1-1Unweighted total
--*-**------*-*Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**------*-*Very Satisfied
-%-%100%-%100%100%-%-%-%-%-%-%100%-%100%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**------*-*NET: Satisfied
-%-%100%-%100%100%-%-%-%-%-%-%100%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate
Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-----1-----1Unweighted total
-----*-----*Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

-----*-----*Very Satisfied
-%-%-%-%-%100%-%-%-%-%-%100%

Have not Contacted / Not
Applicable (DO NOT READ

------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

-----*-----*NET: Satisfied
-%-%-%-%-%100%-%-%-%-%-%100%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate
Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1--1-111111111Unweighted total
*--*-*********Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*********Very Satisfied
100%-%-%100%-%100%100%100%100%100%100%100%100%100%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*********NET: Satisfied
100%-%-%100%-%100%100%100%100%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate
Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
-11---1--1-11Unweighted total
-**---*--*-**Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-**---*--*-**Very Satisfied
-%100%100%-%-%-%100%-%-%100%-%100%100%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-**---*--*-**NET: Satisfied
-%100%100%-%-%-%100%-%-%100%-%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate
Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q1 2019Jan' 2019Total base

*aSignificance Level: 95%
111Unweighted total
***Weighted total

---Very Dissatisfied
-%-%-%

---Fairly Dissatisfied
-%-%-%

Neither Satisfied Nor
---Dissatisfied
-%-%-%

---Fairly Satisfied
-%-%-%

***Very Satisfied
100%100%100%

Have not Contacted / Not
Applicable (DO NOT READ

---OUT)
-%-%-%

Don't Know / (DO NOT
---READ OUT)
-%-%-%

***NET: Satisfied
100%100%100%

---NET: Dissatisfied
-%-%-%
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The staff being polite and courteous (QOP3A6 Thinking about contacting Yodel with a service query, request or complaint, and your experiences in the last six months, please rate
Yodel on the following aspects.)
Base: All who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: None

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
3-4524--41519Unweighted total
4-692*--*2525Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

*-*-2*--*22Fairly Dissatisfied
3%-%2%-%78%42%-%-%42%7%8%

Neither Satisfied Nor
--221----44Dissatisfied
-%-%31%21%22%-%-%-%-%17%17%

---7-----77Fairly Satisfied
-%-%-%79%-%-%-%-%-%28%27%

2-4------1010Very Satisfied
49%-%67%-%-%-%-%-%-%40%39%

Have not Contacted / Not
Applicable (DO NOT READ

2----*--*22OUT)
48%-%-%-%-%36%-%-%36%7%8%

Don't Know / (DO NOT
-----*--*-*READ OUT)
-%-%-%-%-%22%-%-%22%-%*%

2-47-----1717NET: Satisfied
49%-%67%79%-%-%-%-%-%68%67%

*-*-2*--*22NET: Dissatisfied
3%-%2%-%78%42%-%-%42%7%8%
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Professionalism and handling of any query / complaint (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six
months, please rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
21-16-4323-11219Unweighted total
1*-24-6425-22425Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-2---*--2--2Fairly Dissatisfied
-%100%-%8%-%-%-%6%-%-%100%-%-%8%

Neither Satisfied Nor
---4----2---24Dissatisfied
-%-%-%18%-%-%-%-%52%-%-%-%53%17%

*--6--2-2--2-7Fairly Satisfied
50%-%-%27%-%-%51%-%48%-%-%100%-%27%

*--9-62-----210Very Satisfied
50%-%-%39%-%97%46%-%-%-%-%-%47%39%

Have not Contacted / Not
Applicable (DO NOT READ

---2-*-2-----2OUT)
-%-%-%8%-%3%-%94%-%-%-%-%-%8%

Don't Know / (DO NOT
---*--*------*READ OUT)
-%-%-%*%-%-%3%-%-%-%-%-%-%*%

1--16-64-2--2217NET: Satisfied
100%-%-%66%-%97%97%-%48%-%-%100%47%67%

-*-2---*--2--2NET: Dissatisfied
-%100%-%8%-%-%-%6%-%-%100%-%-%8%
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Professionalism and handling of any query / complaint (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six
months, please rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
1187125--82-3119Unweighted total
2235216--132-2225Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*22-----*-2Fairly Dissatisfied
-%9%4%9%28%-%-%-%-%-%9%-%8%

Neither Satisfied Nor
-4222--2----4Dissatisfied
-%18%40%11%28%-%-%19%-%-%-%-%17%

-7*63--2--2-7Fairly Satisfied
-%30%10%31%42%-%-%17%-%-%91%-%27%

2828---8---210Very Satisfied
100%35%39%39%-%-%-%64%-%-%-%100%39%

Have not Contacted / Not
Applicable (DO NOT READ

-2*2----2---2OUT)
-%9%4%9%-%-%-%-%100%-%-%-%8%

Don't Know / (DO NOT
-**-*-------*READ OUT)
-%*%2%-%2%-%-%-%-%-%-%-%*%

2152153--10--2217NET: Satisfied
100%64%50%71%42%-%-%81%-%-%91%100%67%

-2*22-----*-2NET: Dissatisfied
-%9%4%9%28%-%-%-%-%-%9%-%8%
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Professionalism and handling of any query / complaint (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six
months, please rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
1036-1919Unweighted total
1367-2525Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

2---22Fairly Dissatisfied
16%-%-%-%8%8%

Neither Satisfied Nor
221-44Dissatisfied

15%33%8%-%17%17%

3-4-77Fairly Satisfied
21%-%62%-%27%27%

64--1010Very Satisfied
49%67%-%-%39%39%

Have not Contacted / Not
Applicable (DO NOT READ

--2-22OUT)
-%-%29%-%8%8%

Don't Know / (DO NOT
--*-**READ OUT)
-%-%1%-%*%*%

944-1717NET: Satisfied
70%67%62%-%67%67%

2---22NET: Dissatisfied
16%-%-%-%8%8%
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Professionalism and handling of any query / complaint (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six
months, please rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
11711217----119819Unweighted total
169*2422----2213925Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2---2------*22Fairly Dissatisfied
1%22%-%-%-%9%-%-%-%-%-%-%1%21%8%

Neither Satisfied Nor
41-222----2-214Dissatisfied

23%6%-%100%53%11%-%-%-%-%100%-%14%6%17%

34---7------347Fairly Satisfied
15%50%-%-%-%32%-%-%-%-%-%-%20%49%27%

10---28-----28-10Very Satisfied
61%-%-%-%47%38%-%-%-%-%-%100%65%-%39%

Have not Contacted / Not
Applicable (DO NOT READ

-2---2-------22OUT)
-%22%-%-%-%9%-%-%-%-%-%-%-%22%8%

Don't Know / (DO NOT
--*--*-------**READ OUT)
-%-%100%-%-%*%-%-%-%-%-%-%-%1%*%

124--215-----211417NET: Satisfied
77%50%-%-%47%70%-%-%-%-%-%100%85%49%67%

*2---2------*22NET: Dissatisfied
1%22%-%-%-%9%-%-%-%-%-%-%1%21%8%
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Professionalism and handling of any query / complaint (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six
months, please rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-----211176141381119Unweighted total
-----311238201581525Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------*2*2***2Fairly Dissatisfied
-%-%-%-%-%-%2%9%1%10%1%2%1%8%

Neither Satisfied Nor
------14121114Dissatisfied
-%-%-%-%-%-%5%18%6%11%4%6%4%17%

------35263-37Fairly Satisfied
-%-%-%-%-%-%22%21%25%32%17%-%17%27%

-----36106996910Very Satisfied
-%-%-%-%-%100%53%43%68%46%64%68%65%39%

Have not Contacted / Not
Applicable (DO NOT READ

------22-*2222OUT)
-%-%-%-%-%-%18%9%-%1%13%22%14%8%

Don't Know / (DO NOT
------*---**-*READ OUT)
-%-%-%-%-%-%1%-%-%-%1%1%-%*%

-----38158161261217NET: Satisfied
-%-%-%-%-%100%75%64%92%78%81%68%82%67%

------*2*2***2NET: Dissatisfied
-%-%-%-%-%-%2%9%1%10%1%2%1%8%
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Professionalism and handling of any query / complaint (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six
months, please rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-2443----1-21119Unweighted total
-3452----2-41525Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--**--------22Fairly Dissatisfied
-%-%2%2%-%-%-%-%-%-%-%-%13%8%

Neither Satisfied Nor
---1--------24Dissatisfied
-%-%-%11%-%-%-%-%-%-%-%-%16%17%

--2-*-------67Fairly Satisfied
-%-%49%-%20%-%-%-%-%-%-%-%43%27%

-3222----2-4410Very Satisfied
-%100%45%47%76%-%-%-%-%100%-%100%27%39%

Have not Contacted / Not
Applicable (DO NOT READ

--*2--------*2OUT)
-%-%4%39%-%-%-%-%-%-%-%-%1%8%

Don't Know / (DO NOT
----*--------*READ OUT)
-%-%-%-%4%-%-%-%-%-%-%-%-%*%

-3422----2-41117NET: Satisfied
-%100%94%47%96%-%-%-%-%100%-%100%70%67%

--**--------22NET: Dissatisfied
-%-%2%2%-%-%-%-%-%-%-%-%13%8%
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Professionalism and handling of any query / complaint (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six
months, please rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
2111452-121462119Unweighted total
2131962-18*874225Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

**2---2*-*2-2Fairly Dissatisfied
5%1%10%-%-%-%11%100%-%1%50%-%8%

Neither Satisfied Nor
-122--2--12-4Dissatisfied
-%4%12%32%-%-%13%-%-%8%50%-%17%

-37-2-4-22-27Fairly Satisfied
-%20%36%-%93%-%23%-%26%33%-%100%27%

2882--9-64--10Very Satisfied
95%59%42%32%-%-%52%-%74%55%-%-%39%

Have not Contacted / Not
Applicable (DO NOT READ

-2-2*----*--2OUT)
-%16%-%34%7%-%-%-%-%3%-%-%8%

Don't Know / (DO NOT
-*-*--------*READ OUT)
-%1%-%2%-%-%-%-%-%-%-%-%*%

2101522-14-86-217NET: Satisfied
95%79%78%32%93%-%76%-%100%88%-%100%67%

**2---2*-*2-2NET: Dissatisfied
5%1%10%-%-%-%11%100%-%1%50%-%8%
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Professionalism and handling of any query / complaint (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six
months, please rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-210614--1110-19Unweighted total
-2131020--1314-25Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

--*-2--*2-2Fairly Dissatisfied
-%-%1%-%10%-%-%1%13%-%8%

Neither Satisfied Nor
--1-2--11-4Dissatisfied
-%-%4%-%11%-%-%4%4%-%17%

-*336--34-7Fairly Satisfied
-%21%20%24%32%-%-%20%29%-%27%

--869--88-10Very Satisfied
-%-%60%58%46%-%-%59%53%-%39%

Have not Contacted / Not
Applicable (DO NOT READ

-222*--2*-2OUT)
-%79%16%18%1%-%-%16%1%-%8%

Don't Know / (DO NOT
-------*--*READ OUT)
-%-%-%-%-%-%-%1%-%-%*%

-*10816--1012-17NET: Satisfied
-%21%80%82%78%-%-%79%82%-%67%

--*-2--*2-2NET: Dissatisfied
-%-%1%-%10%-%-%1%13%-%8%
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Professionalism and handling of any query / complaint (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six
months, please rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-794710-3612-27519Unweighted total
-1096813-4919-28525Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**2**-**2-***2Fairly Dissatisfied
-%1%1%31%1%1%-%3%1%10%-%5%2%2%8%

Neither Satisfied Nor
--1-11--12--114Dissatisfied
-%-%6%-%6%4%-%-%6%13%-%-%6%11%17%

-334-3--26----7Fairly Satisfied
-%25%28%69%-%20%-%-%24%35%-%-%-%-%27%

-64-68-468-26210Very Satisfied
-%56%42%-%69%60%-%97%69%41%-%95%69%46%39%

Have not Contacted / Not
Applicable (DO NOT READ

-22-22---*--222OUT)
-%18%22%-%22%16%-%-%-%1%-%-%22%38%8%

Don't Know / (DO NOT
--*-*--------**READ OUT)
-%-%1%-%1%-%-%-%-%-%-%-%-%2%*%

-864610-4814-26217NET: Satisfied
-%81%70%69%69%80%-%97%93%76%-%95%69%46%67%

-**2**-**2-***2NET: Dissatisfied
-%1%1%31%1%1%-%3%1%10%-%5%2%2%8%
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Professionalism and handling of any query / complaint (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six
months, please rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-211781172319Unweighted total
-422109**102425Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

--2-****2**2Fairly Dissatisfied
-%-%100%-%1%1%100%100%20%4%2%8%

Neither Satisfied Nor
---2-1--2--4Dissatisfied
-%-%-%100%-%6%-%-%18%-%-%17%

----33--4227Fairly Satisfied
-%-%-%-%25%28%-%-%43%96%51%27%

-4--64--2-210Very Satisfied
-%100%-%-%56%42%-%-%19%-%47%39%

Have not Contacted / Not
Applicable (DO NOT READ

----22-----2OUT)
-%-%-%-%18%22%-%-%-%-%-%8%

Don't Know / (DO NOT
-----------*READ OUT)
-%-%-%-%-%-%-%-%-%-%-%*%

-4--86--62417NET: Satisfied
-%100%-%-%81%71%-%-%61%96%98%67%

--2-****2**2NET: Dissatisfied
-%-%100%-%1%1%100%100%20%4%2%8%
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Professionalism and handling of any query / complaint (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six
months, please rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
77111-71513181614131419Unweighted total
910213-52017232119181925Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-*-********2Fairly Dissatisfied
-%19%-%1%-%4%1%1%1%1%*%1%*%8%

Neither Satisfied Nor
-2-2--22421114Dissatisfied
-%24%-%18%-%-%12%14%18%11%3%3%3%17%

5--3-*74777777Fairly Satisfied
55%-%-%20%-%9%35%25%30%32%36%39%36%27%

2626-58810101081010Very Satisfied
21%57%100%45%-%84%42%49%43%46%51%46%51%39%

Have not Contacted / Not
Applicable (DO NOT READ

2--2-*22222222OUT)
23%-%-%15%-%3%10%12%8%9%10%11%10%8%

Don't Know / (DO NOT
*--*----*----*READ OUT)
1%-%-%1%-%-%-%-%*%-%-%-%-%*%

7629-51513171717151717NET: Satisfied
76%57%100%65%-%93%77%73%72%79%87%85%87%67%

-2-*-********2NET: Dissatisfied
-%19%-%1%-%4%1%1%1%1%*%1%*%8%
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Professionalism and handling of any query / complaint (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six
months, please rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
9103214478-1941019Unweighted total

111544184714-2531825Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*-2*-2-2*-2Fairly Dissatisfied
-%14%3%-%11%2%-%14%-%8%3%-%8%

Neither Satisfied Nor
4---4212-4144Dissatisfied

40%-%-%-%24%41%7%14%-%17%17%21%17%

*6--7322-7237Fairly Satisfied
5%44%-%-%39%57%31%16%-%27%65%15%27%

64244-28-10*910Very Satisfied
53%30%46%100%24%-%33%56%-%39%15%54%39%

Have not Contacted / Not
Applicable (DO NOT READ

*22-*-2--2-22OUT)
2%12%51%-%1%-%28%-%-%8%-%10%8%

Don't Know / (DO NOT
*---*-*--*--*READ OUT)
1%-%-%-%1%-%1%-%-%*%-%-%*%

61124113510-1731217NET: Satisfied
57%74%46%100%63%57%64%72%-%67%80%69%67%

-2*-2*-2-2*-2NET: Dissatisfied
-%14%3%-%11%2%-%14%-%8%3%-%8%
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Professionalism and handling of any query / complaint (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six
months, please rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
12121211231219Unweighted total
22*41222242225Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-----2---2Fairly Dissatisfied
-%-%100%-%-%-%-%-%100%-%-%-%8%

Neither Satisfied Nor
----1-2----24Dissatisfied
-%-%-%-%100%-%100%-%-%-%-%80%17%

2--4-------*7Fairly Satisfied
100%-%-%100%-%-%-%-%-%-%-%20%27%

-2---2---42-10Very Satisfied
-%93%-%-%-%95%-%-%-%100%100%-%39%

Have not Contacted / Not
Applicable (DO NOT READ

-*-----2----2OUT)
-%7%-%-%-%-%-%100%-%-%-%-%8%

Don't Know / (DO NOT
-----*------*READ OUT)
-%-%-%-%-%5%-%-%-%-%-%-%*%

22-4-2---42*17NET: Satisfied
100%93%-%100%-%95%-%-%-%100%100%20%67%

--*-----2---2NET: Dissatisfied
-%-%100%-%-%-%-%-%100%-%-%-%8%
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Professionalism and handling of any query / complaint (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six
months, please rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
454619Unweighted total
576825Weighted total

-----Very Dissatisfied
-%-%-%-%-%

*-2-2Fairly Dissatisfied
2%-%35%-%8%

Neither Satisfied Nor
-1224Dissatisfied
-%8%33%23%17%

24-*7Fairly Satisfied
45%64%-%6%27%

22-610Very Satisfied
49%27%-%71%39%

Have not Contacted / Not
Applicable (DO NOT READ

*-2-2OUT)
4%-%33%-%8%

Don't Know / (DO NOT
-*--*READ OUT)
-%1%-%-%*%

46-617NET: Satisfied
94%91%-%77%67%

*-2-2NET: Dissatisfied
2%-%35%-%8%
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Professionalism and handling of any query / complaint (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six
months, please rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
3-4524--41519Unweighted total
4-692*--*2525Weighted total

--*--*--*-*Very Dissatisfied
-%-%2%-%-%20%-%-%20%-%*%

----2----22Fairly Dissatisfied
-%-%-%-%78%-%-%-%-%7%7%

Neither Satisfied Nor
*----*--*-*Dissatisfied
3%-%-%-%-%22%-%-%22%-%*%

--25-----77Fairly Satisfied
-%-%31%54%-%-%-%-%-%27%26%

2-441----1515Very Satisfied
49%-%67%46%22%-%-%-%-%59%58%

Have not Contacted / Not
Applicable (DO NOT READ

2----*--*22OUT)
48%-%-%-%-%36%-%-%36%7%8%

Don't Know / (DO NOT
-----*--*-*READ OUT)
-%-%-%-%-%22%-%-%22%-%*%

2-691----2121NET: Satisfied
49%-%98%100%22%-%-%-%-%85%84%

--*-2*--*22NET: Dissatisfied
-%-%2%-%78%20%-%-%20%7%8%
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The staff being polite and courteous (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
21-16-4323-11219Unweighted total
1*-24-6425-22425Weighted total

-*-----------*Very Dissatisfied
-%100%-%-%-%-%-%-%-%-%-%-%-%*%

---2------2--2Fairly Dissatisfied
-%-%-%8%-%-%-%-%-%-%100%-%-%7%

Neither Satisfied Nor
---*---*-----*Dissatisfied
-%-%-%*%-%-%-%6%-%-%-%-%-%*%

*--6--2-2---27Fairly Satisfied
50%-%-%25%-%-%51%-%48%-%-%-%53%26%

*--14-62-2--2215Very Satisfied
50%-%-%58%-%97%46%-%52%-%-%100%47%58%

Have not Contacted / Not
Applicable (DO NOT READ

---2-*-2-----2OUT)
-%-%-%8%-%3%-%94%-%-%-%-%-%8%

Don't Know / (DO NOT
---*--*------*READ OUT)
-%-%-%*%-%-%3%-%-%-%-%-%-%*%

1--20-64-5--2421NET: Satisfied
100%-%-%83%-%97%97%-%100%-%-%100%100%84%

-*-2------2--2NET: Dissatisfied
-%100%-%8%-%-%-%-%-%-%100%-%-%8%
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Table 138  (continuation)                                                                                                                                                  Page 2302

The staff being polite and courteous (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
1187125--82-3119Unweighted total
2235216--132-2225Weighted total

-**-------*-*Very Dissatisfied
-%*%2%-%-%-%-%-%-%-%4%-%*%

-2-22-------2Fairly Dissatisfied
-%8%-%9%28%-%-%-%-%-%-%-%7%

Neither Satisfied Nor
-**-------*-*Dissatisfied
-%*%2%-%-%-%-%-%-%-%5%-%*%

-7243--2--2-7Fairly Satisfied
-%28%51%21%42%-%-%15%-%-%91%-%26%

2132132--11---215Very Satisfied
100%54%39%62%28%-%-%85%-%-%-%100%58%

Have not Contacted / Not
Applicable (DO NOT READ

-2*2----2---2OUT)
-%9%4%9%-%-%-%-%100%-%-%-%8%

Don't Know / (DO NOT
-**-*-------*READ OUT)
-%*%2%-%2%-%-%-%-%-%-%-%*%

2194175--13--2221NET: Satisfied
100%82%90%82%70%-%-%100%-%-%91%100%84%

-2*22-----*-2NET: Dissatisfied
-%8%2%9%28%-%-%-%-%-%4%-%8%
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The staff being polite and courteous (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
1036-1919Unweighted total
1367-2525Weighted total

*---**Very Dissatisfied
1%-%-%-%*%*%

2---22Fairly Dissatisfied
14%-%-%-%7%7%

Neither Satisfied Nor
*---**Dissatisfied
1%-%-%-%*%*%

2-4-77Fairly Satisfied
18%-%62%-%26%26%

861-1515Very Satisfied
66%100%8%-%58%58%

Have not Contacted / Not
Applicable (DO NOT READ

--2-22OUT)
-%-%29%-%8%8%

Don't Know / (DO NOT
--*-**READ OUT)
-%-%1%-%*%*%

1165-2121NET: Satisfied
84%100%70%-%84%84%

2---22NET: Dissatisfied
15%-%-%-%8%8%
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The staff being polite and courteous (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
11711217----119819Unweighted total
169*2422----2213925Weighted total

*----*------*-*Very Dissatisfied
1%-%-%-%-%*%-%-%-%-%-%-%1%-%*%

-2---2-------22Fairly Dissatisfied
-%20%-%-%-%8%-%-%-%-%-%-%-%20%7%

Neither Satisfied Nor
-*---*-------**Dissatisfied
-%1%-%-%-%*%-%-%-%-%-%-%-%1%*%

42-225----2-327Fairly Satisfied
27%25%-%100%53%22%-%-%-%-%100%-%20%25%26%

123--213-----210315Very Satisfied
72%31%-%-%47%59%-%-%-%-%-%100%80%31%58%

Have not Contacted / Not
Applicable (DO NOT READ

-2---2-------22OUT)
-%22%-%-%-%9%-%-%-%-%-%-%-%22%8%

Don't Know / (DO NOT
--*--*-------**READ OUT)
-%-%100%-%-%*%-%-%-%-%-%-%-%1%*%

165-2418----2213521NET: Satisfied
99%56%-%100%100%81%-%-%-%-%100%100%99%55%84%

*2---2------*22NET: Dissatisfied
1%20%-%-%-%9%-%-%-%-%-%-%1%20%8%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 138  (continuation)                                                                                                                                                  Page 2305

The staff being polite and courteous (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-----211176141381119Unweighted total
-----311238201581525Weighted total

------**-*****Very Dissatisfied
-%-%-%-%-%-%1%*%-%*%1%1%1%*%

-------2-2---2Fairly Dissatisfied
-%-%-%-%-%-%-%8%-%9%-%-%-%7%

Neither Satisfied Nor
------******-*Dissatisfied
-%-%-%-%-%-%1%*%1%1%1%1%-%*%

------34243-37Fairly Satisfied
-%-%-%-%-%-%22%19%25%21%17%-%17%26%

-----37156141061015Very Satisfied
-%-%-%-%-%100%58%63%74%69%68%75%69%58%

Have not Contacted / Not
Applicable (DO NOT READ

------22-*2222OUT)
-%-%-%-%-%-%18%9%-%1%13%22%14%8%

Don't Know / (DO NOT
------*---**-*READ OUT)
-%-%-%-%-%-%1%-%-%-%1%1%-%*%

-----39198181361321NET: Satisfied
-%-%-%-%-%100%80%83%99%89%85%75%86%84%

------*2-2***2NET: Dissatisfied
-%-%-%-%-%-%1%8%-%9%1%1%1%8%
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The staff being polite and courteous (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-2443----1-21119Unweighted total
-3452----2-41525Weighted total

--*---------**Very Dissatisfied
-%-%2%-%-%-%-%-%-%-%-%-%1%*%

------------22Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%12%7%

Neither Satisfied Nor
---*--------**Dissatisfied
-%-%-%2%-%-%-%-%-%-%-%-%1%*%

--2-*-------47Fairly Satisfied
-%-%49%-%20%-%-%-%-%-%-%-%28%26%

-3232----2-4915Very Satisfied
-%100%45%59%76%-%-%-%-%100%-%100%57%58%

Have not Contacted / Not
Applicable (DO NOT READ

--*2--------*2OUT)
-%-%4%39%-%-%-%-%-%-%-%-%1%8%

Don't Know / (DO NOT
----*--------*READ OUT)
-%-%-%-%4%-%-%-%-%-%-%-%-%*%

-3432----2-41321NET: Satisfied
-%100%94%59%96%-%-%-%-%100%-%100%86%84%

--*---------22NET: Dissatisfied
-%-%2%-%-%-%-%-%-%-%-%-%13%8%
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The staff being polite and courteous (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
2111452-121462119Unweighted total
2131962-18*874225Weighted total

-**---*--*--*Very Dissatisfied
-%1%*%-%-%-%1%-%-%1%-%-%*%

--2---2---2-2Fairly Dissatisfied
-%-%9%-%-%-%10%-%-%-%50%-%7%

Neither Satisfied Nor
*-*---**----*Dissatisfied
5%-%1%-%-%-%1%100%-%-%-%-%*%

-3522-2-2--27Fairly Satisfied
-%20%24%32%93%-%11%-%26%-%-%100%26%

28132--14-662-15Very Satisfied
95%63%65%32%-%-%78%-%74%96%50%-%58%

Have not Contacted / Not
Applicable (DO NOT READ

-2-2*----*--2OUT)
-%16%-%34%7%-%-%-%-%3%-%-%8%

Don't Know / (DO NOT
-*-*--------*READ OUT)
-%1%-%2%-%-%-%-%-%-%-%-%*%

2111742-16-862221NET: Satisfied
95%83%90%64%93%-%89%-%100%96%50%100%84%

-*2---2--*2-2NET: Dissatisfied
-%1%10%-%-%-%11%-%-%1%50%-%8%
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The staff being polite and courteous (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-210614--1110-19Unweighted total
-2131020--1314-25Weighted total

--*-*--**-*Very Dissatisfied
-%-%1%-%*%-%-%1%1%-%*%

----2---2-2Fairly Dissatisfied
-%-%-%-%9%-%-%-%13%-%7%

Neither Satisfied Nor
----*-----*Dissatisfied
-%-%-%-%1%-%-%-%-%-%*%

-*334--32-7Fairly Satisfied
-%21%20%24%21%-%-%20%14%-%26%

--8614--810-15Very Satisfied
-%-%64%58%69%-%-%63%72%-%58%

Have not Contacted / Not
Applicable (DO NOT READ

-222*--2*-2OUT)
-%79%16%18%1%-%-%16%1%-%8%

Don't Know / (DO NOT
-------*--*READ OUT)
-%-%-%-%-%-%-%1%-%-%*%

-*11818--1112-21NET: Satisfied
-%21%84%82%89%-%-%83%86%-%84%

--*-2--*2-2NET: Dissatisfied
-%-%1%-%9%-%-%1%13%-%8%
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The staff being polite and courteous (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-794710-3612-27519Unweighted total
-1096813-4919-28525Weighted total

-*****--*---*-*Very Dissatisfied
-%1%1%2%1%1%-%-%1%-%-%-%1%-%*%

---2-----2----2Fairly Dissatisfied
-%-%-%30%-%-%-%-%-%10%-%-%-%-%7%

Neither Satisfied Nor
-------*-*-****Dissatisfied
-%-%-%-%-%-%-%3%-%1%-%5%1%2%*%

-332-3--24----7Fairly Satisfied
-%25%28%33%-%20%-%-%24%23%-%-%-%-%26%

-64268-4612-26315Very Satisfied
-%56%48%36%76%64%-%97%75%66%-%95%76%57%58%

Have not Contacted / Not
Applicable (DO NOT READ

-22-22---*--222OUT)
-%18%22%-%22%16%-%-%-%1%-%-%22%38%8%

Don't Know / (DO NOT
--*-*--------**READ OUT)
-%-%1%-%1%-%-%-%-%-%-%-%-%2%*%

-874611-4816-26321NET: Satisfied
-%81%76%69%76%84%-%97%99%89%-%95%76%57%84%

-**2**--*2--*-2NET: Dissatisfied
-%1%1%31%1%1%-%-%1%10%-%-%1%-%8%
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The staff being polite and courteous (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-211781172319Unweighted total
-422109**102425Weighted total

----**--****Very Dissatisfied
-%-%-%-%1%1%-%-%1%4%2%*%

--2-----2--2Fairly Dissatisfied
-%-%100%-%-%-%-%-%18%-%-%7%

Neither Satisfied Nor
------***--*Dissatisfied
-%-%-%-%-%-%100%100%1%-%-%*%

---233--2227Fairly Satisfied
-%-%-%100%25%28%-%-%20%96%51%26%

-4--64--6-215Very Satisfied
-%100%-%-%56%48%-%-%59%-%47%58%

Have not Contacted / Not
Applicable (DO NOT READ

----22-----2OUT)
-%-%-%-%18%22%-%-%-%-%-%8%

Don't Know / (DO NOT
-----------*READ OUT)
-%-%-%-%-%-%-%-%-%-%-%*%

-4-287--82421NET: Satisfied
-%100%-%100%81%77%-%-%80%96%98%84%

--2-**--2**2NET: Dissatisfied
-%-%100%-%1%1%-%-%19%4%2%8%
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The staff being polite and courteous (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
77111-71513181614131419Unweighted total
910213-52017232119181925Weighted total

-*-*-*********Very Dissatisfied
-%1%-%1%-%2%*%1%*%*%*%1%*%*%

-2-----------2Fairly Dissatisfied
-%18%-%-%-%-%-%-%-%-%-%-%-%7%

Neither Satisfied Nor
-----*****---*Dissatisfied
-%-%-%-%-%2%1%1%*%*%-%-%-%*%

32-2-*52755557Fairly Satisfied
29%19%-%18%-%9%24%12%28%22%24%27%24%26%

4629-51313151513111315Very Satisfied
47%62%100%66%-%84%65%75%62%68%65%61%65%58%

Have not Contacted / Not
Applicable (DO NOT READ

2--2-*22222222OUT)
23%-%-%15%-%3%10%12%8%9%10%11%10%8%

Don't Know / (DO NOT
*--*----*----*READ OUT)
1%-%-%1%-%-%-%-%*%-%-%-%-%*%

78211-51815211917161721NET: Satisfied
76%81%100%84%-%93%89%87%90%90%89%88%89%84%

-2-*-********2NET: Dissatisfied
-%19%-%1%-%2%*%1%*%*%*%1%*%8%
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The staff being polite and courteous (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
9103214478-1941019Unweighted total

111544184714-2531825Weighted total

-**----*-*--*Very Dissatisfied
-%1%3%-%-%-%-%1%-%*%-%-%*%

-2--2--2-2--2Fairly Dissatisfied
-%12%-%-%10%-%-%13%-%7%-%-%7%

Neither Satisfied Nor
-*--**---**-*Dissatisfied
-%1%-%-%1%2%-%-%-%*%3%-%*%

24--7322-7257Fairly Satisfied
22%29%-%-%38%57%31%14%-%26%65%26%26%

872492310-1511115Very Satisfied
75%45%46%100%50%41%40%72%-%58%32%64%58%

Have not Contacted / Not
Applicable (DO NOT READ

*22-*-2--2-22OUT)
2%12%51%-%1%-%28%-%-%8%-%10%8%

Don't Know / (DO NOT
*---*-*--*--*READ OUT)
1%-%-%-%1%-%1%-%-%*%-%-%*%

101124154512-2131621NET: Satisfied
97%74%46%100%88%98%71%86%-%84%97%90%84%

-2*-2--2-2--2NET: Dissatisfied
-%13%3%-%10%-%-%14%-%8%-%-%8%
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The staff being polite and courteous (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
12121211231219Unweighted total
22*41222242225Weighted total

--*---------*Very Dissatisfied
-%-%100%-%-%-%-%-%-%-%-%-%*%

--------2---2Fairly Dissatisfied
-%-%-%-%-%-%-%-%94%-%-%-%7%

Neither Satisfied Nor
--------*---*Dissatisfied
-%-%-%-%-%-%-%-%6%-%-%-%*%

2--2-------27Fairly Satisfied
100%-%-%50%-%-%-%-%-%-%-%100%26%

-2-2122--42-15Very Satisfied
-%93%-%50%100%95%100%-%-%100%100%-%58%

Have not Contacted / Not
Applicable (DO NOT READ

-*-----2----2OUT)
-%7%-%-%-%-%-%100%-%-%-%-%8%

Don't Know / (DO NOT
-----*------*READ OUT)
-%-%-%-%-%5%-%-%-%-%-%-%*%

22-4122--42221NET: Satisfied
100%93%-%100%100%95%100%-%-%100%100%100%84%

--*-----2---2NET: Dissatisfied
-%-%100%-%-%-%-%-%94%-%-%-%8%
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The staff being polite and courteous (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
454619Unweighted total
576825Weighted total

*---*Very Dissatisfied
2%-%-%-%*%

--2-2Fairly Dissatisfied
-%-%33%-%7%

Neither Satisfied Nor
--*-*Dissatisfied
-%-%2%-%*%

22-27Fairly Satisfied
45%32%-%29%26%

252615Very Satisfied
49%66%33%71%58%

Have not Contacted / Not
Applicable (DO NOT READ

*-2-2OUT)
4%-%33%-%8%

Don't Know / (DO NOT
-*--*READ OUT)
-%1%-%-%*%

472821NET: Satisfied
94%99%33%100%84%

*-2-2NET: Dissatisfied
2%-%33%-%8%
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The staff being polite and courteous (QOP3A7 Thinking about contacting Parcelforce with a service query, request or complaint, and your experiences in the last six months, please
rate Parcelforce on the following aspects.)
Base: All who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
---151--11011Unweighted total
---25*--*1515Weighted total

---24----77Very Dissatisfied
-%-%-%100%80%-%-%-%-%44%43%

----1----44Fairly Dissatisfied
-%-%-%-%10%-%-%-%-%29%29%

Neither Satisfied Nor
-----------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

---------22Fairly Satisfied
-%-%-%-%-%-%-%-%-%12%12%

---------22Very Satisfied
-%-%-%-%-%-%-%-%-%11%11%

Have not Contacted / Not
Applicable (DO NOT READ

-----*--*-*OUT)
-%-%-%-%-%100%-%-%100%-%1%

Don't Know / (DO NOT
----1----11READ OUT)
-%-%-%-%10%-%-%-%-%4%3%

---------33NET: Satisfied
-%-%-%-%-%-%-%-%-%23%23%

---25----1111NET: Dissatisfied
-%-%-%100%90%-%-%-%-%73%72%
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Professionalism and handling of any query / complaint (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six
months, please rate Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
--29122-1-1-211Unweighted total
--114224-1-2-415Weighted total

--*6--4-----27Very Dissatisfied
-%-%47%43%-%-%100%-%-%-%-%-%57%43%

---422--1----4Fairly Dissatisfied
-%-%-%31%100%92%-%-%100%-%-%-%-%29%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2------2--2Fairly Satisfied
-%-%-%13%-%-%-%-%-%-%100%-%-%12%

---2--------22Very Satisfied
-%-%-%12%-%-%-%-%-%-%-%-%43%11%

Have not Contacted / Not
Applicable (DO NOT READ

---*-*-------*OUT)
-%-%-%1%-%8%-%-%-%-%-%-%-%1%

Don't Know / (DO NOT
--1----------1READ OUT)
-%-%53%-%-%-%-%-%-%-%-%-%-%3%

---3------2-23NET: Satisfied
-%-%-%25%-%-%-%-%-%-%100%-%43%23%

--*10224-1---211NET: Dissatisfied
-%-%47%74%100%92%100%-%100%-%-%-%57%72%
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Professionalism and handling of any query / complaint (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six
months, please rate Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
110562--71-1-11Unweighted total
2135102--11*-2-15Weighted total

-7342--5----7Very Dissatisfied
-%49%50%39%78%-%-%44%-%-%-%-%43%

2222---4----4Fairly Dissatisfied
100%19%37%25%-%-%-%41%-%-%-%-%29%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2------2-2Fairly Satisfied
-%14%-%19%-%-%-%-%-%-%100%-%12%

-2-2---2----2Very Satisfied
-%12%-%17%-%-%-%15%-%-%-%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

-**-----*---*OUT)
-%1%3%-%-%-%-%-%100%-%-%-%1%

Don't Know / (DO NOT
-11-1-------1READ OUT)
-%4%10%-%22%-%-%-%-%-%-%-%3%

-3-3---2--2-3NET: Satisfied
-%26%-%36%-%-%-%15%-%-%100%-%23%

29562--9----11NET: Dissatisfied
100%68%87%64%78%-%-%85%-%-%-%-%72%
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Professionalism and handling of any query / complaint (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six
months, please rate Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
5-6-1111Unweighted total
8-7-1515Weighted total

5-2-77Very Dissatisfied
57%-%27%-%43%43%

2-2-44Fairly Dissatisfied
23%-%36%-%29%29%

Neither Satisfied Nor
------Dissatisfied
-%-%-%-%-%-%

--2-22Fairly Satisfied
-%-%27%-%12%12%

2---22Very Satisfied
20%-%-%-%11%11%

Have not Contacted / Not
Applicable (DO NOT READ

--*-**OUT)
-%-%3%-%1%1%

Don't Know / (DO NOT
--1-11READ OUT)
-%-%8%-%3%3%

2-2-33NET: Satisfied
20%-%27%-%23%23%

7-4-1111NET: Dissatisfied
80%-%62%-%72%72%
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Professionalism and handling of any query / complaint (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six
months, please rate Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
443-110-----13711Unweighted total
644-213-----25915Weighted total

322--7------347Very Dissatisfied
43%41%46%-%-%49%-%-%-%-%-%-%59%43%43%

-22--4-------44Fairly Dissatisfied
-%55%43%-%-%33%-%-%-%-%-%-%-%49%29%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2----2------2-2Fairly Satisfied
30%-%-%-%-%14%-%-%-%-%-%-%41%-%12%

2---2------2--2Very Satisfied
27%-%-%-%100%-%-%-%-%-%-%100%-%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

-*---*-------**OUT)
-%4%-%-%-%1%-%-%-%-%-%-%-%2%1%

Don't Know / (DO NOT
--1--1-------11READ OUT)
-%-%12%-%-%4%-%-%-%-%-%-%-%6%3%

3---22-----22-3NET: Satisfied
57%-%-%-%100%14%-%-%-%-%-%100%41%-%23%

344--11------3811NET: Dissatisfied
43%96%88%-%-%81%-%-%-%-%-%-%59%92%72%
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Professionalism and handling of any query / complaint (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six
months, please rate Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-----18104897711Unweighted total
-----210155111111915Weighted total

------77-77747Very Dissatisfied
-%-%-%-%-%-%68%45%-%61%58%62%45%43%

------14211114Fairly Dissatisfied
-%-%-%-%-%-%5%30%51%5%5%5%6%29%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------22222222Fairly Satisfied
-%-%-%-%-%-%19%13%38%17%16%18%22%12%

-----2-2-22222Very Satisfied
-%-%-%-%-%100%-%11%-%15%15%16%19%11%

Have not Contacted / Not
Applicable (DO NOT READ

------**-**-**OUT)
-%-%-%-%-%-%2%1%-%2%2%-%2%1%

Don't Know / (DO NOT
------1-1-1-11READ OUT)
-%-%-%-%-%-%5%-%11%-%5%-%6%3%

-----223233333NET: Satisfied
-%-%-%-%-%100%19%24%38%33%31%33%41%23%

------7112777411NET: Dissatisfied
-%-%-%-%-%-%73%75%51%66%63%67%51%72%
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Professionalism and handling of any query / complaint (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six
months, please rate Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-2313----1--711Unweighted total
-4214----2--915Weighted total

-2*-4-------77Very Dissatisfied
-%57%19%-%88%-%-%-%-%-%-%-%72%43%

---1--------14Fairly Dissatisfied
-%-%-%100%-%-%-%-%-%-%-%-%6%29%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2---------22Fairly Satisfied
-%-%74%-%-%-%-%-%-%-%-%-%20%12%

-2-------2---2Very Satisfied
-%43%-%-%-%-%-%-%-%100%-%-%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

--*---------**OUT)
-%-%7%-%-%-%-%-%-%-%-%-%2%1%

Don't Know / (DO NOT
----1--------1READ OUT)
-%-%-%-%12%-%-%-%-%-%-%-%-%3%

-22------2--23NET: Satisfied
-%43%74%-%-%-%-%-%-%100%-%-%20%23%

-2*14-------711NET: Dissatisfied
-%57%19%100%88%-%-%-%-%-%-%-%78%72%
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Professionalism and handling of any query / complaint (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six
months, please rate Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-974116-241111Unweighted total
-11123**10-432215Weighted total

-76*-*6-22-27Very Dissatisfied
-%58%50%15%-%100%60%-%57%77%-%100%43%

-122--1--1--4Fairly Dissatisfied
-%5%21%62%-%-%5%-%-%18%-%-%29%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-22---2---2-2Fairly Satisfied
-%16%15%-%-%-%18%-%-%-%100%-%12%

-22---2-2---2Very Satisfied
-%15%14%-%-%-%16%-%43%-%-%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

-*-**----*--*OUT)
-%2%-%6%100%-%-%-%-%6%-%-%1%

Don't Know / (DO NOT
-1-1--------1READ OUT)
-%5%-%17%-%-%-%-%-%-%-%-%3%

-33---3-2-2-3NET: Satisfied
-%31%29%-%-%-%35%-%43%-%100%-%23%

-792-*7-23-211NET: Dissatisfied
-%63%71%77%-%100%65%-%57%94%-%100%72%
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Professionalism and handling of any query / complaint (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six
months, please rate Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--7-8-188-11Unweighted total
--9-11-2911-15Weighted total

--4-7--77-7Very Dissatisfied
-%-%45%-%61%-%-%70%61%-%43%

--1-1--11-4Fairly Dissatisfied
-%-%6%-%5%-%-%6%5%-%29%

Neither Satisfied Nor
-----------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

--2-2-2-2-2Fairly Satisfied
-%-%22%-%17%-%100%-%17%-%12%

--2-2--22-2Very Satisfied
-%-%19%-%15%-%-%17%15%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

--*-*--**-*OUT)
-%-%2%-%2%-%-%2%2%-%1%

Don't Know / (DO NOT
--1----1--1READ OUT)
-%-%6%-%-%-%-%6%-%-%3%

--3-3-223-3NET: Satisfied
-%-%41%-%33%-%100%17%33%-%23%

--4-7--77-11NET: Dissatisfied
-%-%51%-%66%-%-%75%66%-%72%
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Professionalism and handling of any query / complaint (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six
months, please rate Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-25-77--38-17211Unweighted total
-46-119--311-211315Weighted total

-24-74--37-2727Very Dissatisfied
-%57%60%-%62%45%-%-%84%61%-%100%62%81%43%

--1-11--11--114Fairly Dissatisfied
-%-%8%-%5%6%-%-%16%5%-%-%5%19%29%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2-22---2--2-2Fairly Satisfied
-%-%29%-%18%22%-%-%-%17%-%-%18%-%12%

-2--22---2--2-2Very Satisfied
-%43%-%-%16%19%-%-%-%15%-%-%16%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

--*--*---*----*OUT)
-%-%3%-%-%2%-%-%-%2%-%-%-%-%1%

Don't Know / (DO NOT
-----1--------1READ OUT)
-%-%-%-%-%6%-%-%-%-%-%-%-%-%3%

-22-33---3--3-3NET: Satisfied
-%43%29%-%33%41%-%-%-%33%-%-%33%-%23%

-24-74--37-27311NET: Dissatisfied
-%57%68%-%67%51%-%-%100%66%-%100%67%100%72%
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Professionalism and handling of any query / complaint (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six
months, please rate Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-1--45-----11Unweighted total
-2--56-----15Weighted total

----34-----7Very Dissatisfied
-%-%-%-%55%60%-%-%-%-%-%43%

-----1-----4Fairly Dissatisfied
-%-%-%-%-%8%-%-%-%-%-%29%

Neither Satisfied Nor
------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

-----2-----2Fairly Satisfied
-%-%-%-%-%29%-%-%-%-%-%12%

-2--2------2Very Satisfied
-%100%-%-%34%-%-%-%-%-%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

-----*-----*OUT)
-%-%-%-%-%3%-%-%-%-%-%1%

Don't Know / (DO NOT
----1------1READ OUT)
-%-%-%-%11%-%-%-%-%-%-%3%

-2--22-----3NET: Satisfied
-%100%-%-%34%29%-%-%-%-%-%23%

----34-----11NET: Dissatisfied
-%-%-%-%55%68%-%-%-%-%-%72%
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Professionalism and handling of any query / complaint (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six
months, please rate Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
4626-41010111199911Unweighted total
6747-51313151513131315Weighted total

2422-577777777Very Dissatisfied
34%63%57%29%-%96%49%49%43%43%52%52%52%43%

21-2--44442224Fairly Dissatisfied
32%7%-%35%-%-%33%33%29%29%20%20%20%29%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2--2--22222222Fairly Satisfied
31%-%-%26%-%-%14%14%12%12%15%15%15%12%

-22-----222222Very Satisfied
-%23%43%-%-%-%-%-%11%11%13%13%13%11%

Have not Contacted / Not
Applicable (DO NOT READ

*--*-*********OUT)
3%-%-%2%-%4%1%1%1%1%1%1%1%1%

Don't Know / (DO NOT
-1-1--1111---1READ OUT)
-%7%-%7%-%-%4%4%3%3%-%-%-%3%

2222--22333333NET: Satisfied
31%23%43%26%-%-%14%14%23%23%28%28%28%23%

4524-51111111199911NET: Dissatisfied
66%70%57%64%-%96%81%81%72%72%71%71%71%72%
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Professionalism and handling of any query / complaint (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six
months, please rate Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
74335173-114311Unweighted total
87465276-155515Weighted total

52-42-24-7327Very Dissatisfied
60%25%-%69%47%-%33%71%-%43%53%34%43%

22-2222--4124Fairly Dissatisfied
31%26%-%31%50%100%32%-%-%29%10%35%29%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-22---2--22-2Fairly Satisfied
-%26%46%-%-%-%25%-%-%12%37%-%12%

-22----2-2-22Very Satisfied
-%23%41%-%-%-%-%29%-%11%-%31%11%

Have not Contacted / Not
Applicable (DO NOT READ

*---*-*--*--*OUT)
2%-%-%-%4%-%2%-%-%1%-%-%1%

Don't Know / (DO NOT
1-1---1--1--1READ OUT)
7%-%13%-%-%-%7%-%-%3%-%-%3%

-33---22-3223NET: Satisfied
-%48%87%-%-%-%25%29%-%23%37%31%23%

74-65254-113411NET: Dissatisfied
91%52%-%100%96%100%66%71%-%72%63%69%72%
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Professionalism and handling of any query / complaint (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six
months, please rate Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Sep' 2018Total base

*i*h*g*f*e*d*c*b*aSignificance Level: 95%
21112111111Unweighted total
4**21222215Weighted total

2-*2---2-7Very Dissatisfied
52%-%100%100%-%-%-%100%-%43%

2---1-2--4Fairly Dissatisfied
48%-%-%-%50%-%100%-%-%29%

Neither Satisfied Nor
----------Dissatisfied
-%-%-%-%-%-%-%-%-%-%

-----2---2Fairly Satisfied
-%-%-%-%-%100%-%-%-%12%

--------22Very Satisfied
-%-%-%-%-%-%-%-%100%11%

Have not Contacted / Not
Applicable (DO NOT READ

-*-------*OUT)
-%100%-%-%-%-%-%-%-%1%

Don't Know / (DO NOT
----1----1READ OUT)
-%-%-%-%50%-%-%-%-%3%

-----2--23NET: Satisfied
-%-%-%-%-%100%-%-%100%23%

4-*21-22-11NET: Dissatisfied
100%-%100%100%50%-%100%100%-%72%
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Professionalism and handling of any query / complaint (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six
months, please rate Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e,f,g,h,i

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
442111Unweighted total
554215Weighted total

222-7Very Dissatisfied
55%43%48%-%43%

212-4Fairly Dissatisfied
42%10%52%-%29%

Neither Satisfied Nor
-----Dissatisfied
-%-%-%-%-%

-2--2Fairly Satisfied
-%36%-%-%12%

---22Very Satisfied
-%-%-%100%11%

Have not Contacted / Not
Applicable (DO NOT READ

*---*OUT)
4%-%-%-%1%

Don't Know / (DO NOT
-1--1READ OUT)
-%10%-%-%3%

-2-23NET: Satisfied
-%36%-%100%23%

434-11NET: Dissatisfied
96%54%100%-%72%
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Professionalism and handling of any query / complaint (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six
months, please rate Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
---151--11011Unweighted total
---25*--*1515Weighted total

----4----44Very Dissatisfied
-%-%-%-%72%-%-%-%-%26%25%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---2-----66Dissatisfied
-%-%-%100%-%-%-%-%-%41%40%

---------22Fairly Satisfied
-%-%-%-%-%-%-%-%-%12%12%

----1----33Very Satisfied
-%-%-%-%19%-%-%-%-%18%17%

Have not Contacted / Not
Applicable (DO NOT READ

-----*--*-*OUT)
-%-%-%-%-%100%-%-%100%-%1%

Don't Know / (DO NOT
----1----11READ OUT)
-%-%-%-%10%-%-%-%-%4%3%

----1----44NET: Satisfied
-%-%-%-%19%-%-%-%-%30%30%

----4----44NET: Dissatisfied
-%-%-%-%72%-%-%-%-%26%25%
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The staff being polite and courteous (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate
Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
--29122-1-1-211Unweighted total
--114224-1-2-415Weighted total

---4--4------4Very Dissatisfied
-%-%-%27%-%-%100%-%-%-%-%-%-%25%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---622------26Dissatisfied
-%-%-%43%100%92%-%-%-%-%-%-%57%40%

---2------2--2Fairly Satisfied
-%-%-%13%-%-%-%-%-%-%100%-%-%12%

--*2----1---23Very Satisfied
-%-%47%15%-%-%-%-%100%-%-%-%43%17%

Have not Contacted / Not
Applicable (DO NOT READ

---*-*-------*OUT)
-%-%-%1%-%8%-%-%-%-%-%-%-%1%

Don't Know / (DO NOT
--1----------1READ OUT)
-%-%53%-%-%-%-%-%-%-%-%-%-%3%

--*4----1-2-24NET: Satisfied
-%-%47%28%-%-%-%-%100%-%100%-%43%30%

---4--4------4NET: Dissatisfied
-%-%-%27%-%-%100%-%-%-%-%-%-%25%
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The staff being polite and courteous (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate
Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
110562--71-1-11Unweighted total
2135102--11*-2-15Weighted total

-4-42--2----4Very Dissatisfied
-%29%-%39%78%-%-%19%-%-%-%-%25%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
2442---6----6Dissatisfied

100%32%78%19%-%-%-%57%-%-%-%-%40%

-2-2------2-2Fairly Satisfied
-%14%-%19%-%-%-%-%-%-%100%-%12%

-3*2---3----3Very Satisfied
-%20%9%22%-%-%-%25%-%-%-%-%17%

Have not Contacted / Not
Applicable (DO NOT READ

-**-----*---*OUT)
-%1%3%-%-%-%-%-%100%-%-%-%1%

Don't Know / (DO NOT
-11-1-------1READ OUT)
-%4%10%-%22%-%-%-%-%-%-%-%3%

-4*4---3--2-4NET: Satisfied
-%34%9%41%-%-%-%25%-%-%100%-%30%

-4-42--2----4NET: Dissatisfied
-%29%-%39%78%-%-%19%-%-%-%-%25%
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The staff being polite and courteous (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate
Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
5-6-1111Unweighted total
8-7-1515Weighted total

2-2-44Very Dissatisfied
24%-%27%-%25%25%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
4-2-66Dissatisfied

50%-%28%-%40%40%

--2-22Fairly Satisfied
-%-%27%-%12%12%

2-1-33Very Satisfied
25%-%8%-%17%17%

Have not Contacted / Not
Applicable (DO NOT READ

--*-**OUT)
-%-%3%-%1%1%

Don't Know / (DO NOT
--1-11READ OUT)
-%-%8%-%3%3%

2-2-44NET: Satisfied
25%-%35%-%30%30%

2-2-44NET: Dissatisfied
24%-%27%-%25%25%
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The staff being polite and courteous (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate
Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
443-110-----13711Unweighted total
644-213-----25915Weighted total

-22--4-------44Very Dissatisfied
-%41%46%-%-%29%-%-%-%-%-%-%-%43%25%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
222--6------246Dissatisfied

36%44%43%-%-%45%-%-%-%-%-%-%49%43%40%

2----2------2-2Fairly Satisfied
30%-%-%-%-%14%-%-%-%-%-%-%41%-%12%

21--21-----2*13Very Satisfied
34%12%-%-%100%7%-%-%-%-%-%100%10%6%17%

Have not Contacted / Not
Applicable (DO NOT READ

-*---*-------**OUT)
-%4%-%-%-%1%-%-%-%-%-%-%-%2%1%

Don't Know / (DO NOT
--1--1-------11READ OUT)
-%-%12%-%-%4%-%-%-%-%-%-%-%6%3%

41--23-----2214NET: Satisfied
64%12%-%-%100%21%-%-%-%-%-%100%51%6%30%

-22--4-------44NET: Dissatisfied
-%41%46%-%-%29%-%-%-%-%-%-%-%43%25%
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The staff being polite and courteous (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate
Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-----18104897711Unweighted total
-----210155111111915Weighted total

------44-44444Very Dissatisfied
-%-%-%-%-%-%40%26%-%36%34%36%45%25%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------262222-6Dissatisfied
-%-%-%-%-%-%23%42%40%21%20%21%-%40%

------22222222Fairly Satisfied
-%-%-%-%-%-%19%13%38%17%16%18%22%12%

-----213133323Very Satisfied
-%-%-%-%-%100%10%18%11%25%23%25%25%17%

Have not Contacted / Not
Applicable (DO NOT READ

------**-**-**OUT)
-%-%-%-%-%-%2%1%-%2%2%-%2%1%

Don't Know / (DO NOT
------1-1-1-11READ OUT)
-%-%-%-%-%-%5%-%11%-%5%-%6%3%

-----234244444NET: Satisfied
-%-%-%-%-%100%30%31%49%42%40%43%47%30%

------44-44444NET: Dissatisfied
-%-%-%-%-%-%40%26%-%36%34%36%45%25%
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The staff being polite and courteous (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate
Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-2313----1--711Unweighted total
-4214----2--915Weighted total

----4-------44Very Dissatisfied
-%-%-%-%88%-%-%-%-%-%-%-%42%25%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-2----------26Dissatisfied
-%57%-%-%-%-%-%-%-%-%-%-%24%40%

--2---------22Fairly Satisfied
-%-%74%-%-%-%-%-%-%-%-%-%20%12%

-2*1-----2--13Very Satisfied
-%43%19%100%-%-%-%-%-%100%-%-%11%17%

Have not Contacted / Not
Applicable (DO NOT READ

--*---------**OUT)
-%-%7%-%-%-%-%-%-%-%-%-%2%1%

Don't Know / (DO NOT
----1--------1READ OUT)
-%-%-%-%12%-%-%-%-%-%-%-%-%3%

-221-----2--34NET: Satisfied
-%43%93%100%-%-%-%-%-%100%-%-%31%30%

----4-------44NET: Dissatisfied
-%-%-%-%88%-%-%-%-%-%-%-%42%25%
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The staff being polite and courteous (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate
Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-974116-241111Unweighted total
-11123**10-432215Weighted total

-44---4--2-24Very Dissatisfied
-%34%32%-%-%-%38%-%-%61%-%100%25%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-242--2-2---6Dissatisfied
-%20%35%62%-%-%22%-%57%-%-%-%40%

-22---2---2-2Fairly Satisfied
-%16%15%-%-%-%18%-%-%-%100%-%12%

-32*-*2-21--3Very Satisfied
-%23%18%15%-%100%21%-%43%33%-%-%17%

Have not Contacted / Not
Applicable (DO NOT READ

-*-**----*--*OUT)
-%2%-%6%100%-%-%-%-%6%-%-%1%

Don't Know / (DO NOT
-1-1--------1READ OUT)
-%5%-%17%-%-%-%-%-%-%-%-%3%

-44*-*4-212-4NET: Satisfied
-%40%33%15%-%100%40%-%43%33%100%-%30%

-44---4--2-24NET: Dissatisfied
-%34%32%-%-%-%38%-%-%61%-%100%25%
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The staff being polite and courteous (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate
Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--7-8-188-11Unweighted total
--9-11-2911-15Weighted total

--4-4--44-4Very Dissatisfied
-%-%45%-%36%-%-%41%36%-%25%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
----2--22-6Dissatisfied
-%-%-%-%21%-%-%24%21%-%40%

--2-2-2-2-2Fairly Satisfied
-%-%22%-%17%-%100%-%17%-%12%

--2-3--33-3Very Satisfied
-%-%25%-%25%-%-%28%25%-%17%

Have not Contacted / Not
Applicable (DO NOT READ

--*-*--**-*OUT)
-%-%2%-%2%-%-%2%2%-%1%

Don't Know / (DO NOT
--1----1--1READ OUT)
-%-%6%-%-%-%-%6%-%-%3%

--4-4-234-4NET: Satisfied
-%-%47%-%42%-%100%28%42%-%30%

--4-4--44-4NET: Dissatisfied
-%-%45%-%36%-%-%41%36%-%25%
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The staff being polite and courteous (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate
Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-25-77--38-17211Unweighted total
-46-119--311-211315Weighted total

--4-44---4--4-4Very Dissatisfied
-%-%60%-%36%45%-%-%-%36%-%-%36%-%25%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-2--2---22-2226Dissatisfied
-%57%-%-%21%-%-%-%69%21%-%100%21%81%40%

--2-22---2--2-2Fairly Satisfied
-%-%29%-%18%22%-%-%-%17%-%-%18%-%12%

-21-32--13--313Very Satisfied
-%43%8%-%25%25%-%-%31%25%-%-%25%19%17%

Have not Contacted / Not
Applicable (DO NOT READ

--*--*---*----*OUT)
-%-%3%-%-%2%-%-%-%2%-%-%-%-%1%

Don't Know / (DO NOT
-----1--------1READ OUT)
-%-%-%-%-%6%-%-%-%-%-%-%-%-%3%

-22-44--14--414NET: Satisfied
-%43%37%-%43%47%-%-%31%42%-%-%43%19%30%

--4-44---4--4-4NET: Dissatisfied
-%-%60%-%36%45%-%-%-%36%-%-%36%-%25%
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The staff being polite and courteous (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate
Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-1--45-----11Unweighted total
-2--56-----15Weighted total

-----4-----4Very Dissatisfied
-%-%-%-%-%60%-%-%-%-%-%25%

------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
----2------6Dissatisfied
-%-%-%-%46%-%-%-%-%-%-%40%

-----2-----2Fairly Satisfied
-%-%-%-%-%29%-%-%-%-%-%12%

-2--21-----3Very Satisfied
-%100%-%-%44%8%-%-%-%-%-%17%

Have not Contacted / Not
Applicable (DO NOT READ

-----*-----*OUT)
-%-%-%-%-%3%-%-%-%-%-%1%

Don't Know / (DO NOT
----1------1READ OUT)
-%-%-%-%11%-%-%-%-%-%-%3%

-2--22-----4NET: Satisfied
-%100%-%-%44%37%-%-%-%-%-%30%

-----4-----4NET: Dissatisfied
-%-%-%-%-%60%-%-%-%-%-%25%
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The staff being polite and courteous (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate
Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
4626-41010111199911Unweighted total
6747-51313151513131315Weighted total

22-2-244444444Very Dissatisfied
34%25%-%29%-%42%29%29%25%25%30%30%30%25%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
2222-266664446Dissatisfied

32%31%57%27%-%45%45%45%40%40%33%33%33%40%

2--2--22222222Fairly Satisfied
31%-%-%26%-%-%14%14%12%12%15%15%15%12%

-321-*11333333Very Satisfied
-%37%43%7%-%10%7%7%17%17%21%21%21%17%

Have not Contacted / Not
Applicable (DO NOT READ

*--*-*********OUT)
3%-%-%2%-%4%1%1%1%1%1%1%1%1%

Don't Know / (DO NOT
-1-1--1111---1READ OUT)
-%7%-%7%-%-%4%4%3%3%-%-%-%3%

2322-*33444444NET: Satisfied
31%37%43%34%-%10%21%21%30%30%35%35%35%30%

22-2-244444444NET: Dissatisfied
34%25%-%29%-%42%29%29%25%25%30%30%30%25%
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The staff being polite and courteous (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate
Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
74335173-114311Unweighted total
87465276-155515Weighted total

22-22-22-4-24Very Dissatisfied
26%25%-%33%37%-%27%32%-%25%-%34%25%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
42-42222-6226Dissatisfied

53%26%-%67%39%100%25%39%-%40%44%35%40%

-22---2--22-2Fairly Satisfied
-%26%46%-%-%-%25%-%-%12%37%-%12%

122-1-12-3123Very Satisfied
13%23%41%-%20%-%13%29%-%17%20%31%17%

Have not Contacted / Not
Applicable (DO NOT READ

*---*-*--*--*OUT)
2%-%-%-%4%-%2%-%-%1%-%-%1%

Don't Know / (DO NOT
1-1---1--1--1READ OUT)
7%-%13%-%-%-%7%-%-%3%-%-%3%

133-1-32-4324NET: Satisfied
13%48%87%-%20%-%38%29%-%30%56%31%30%

22-22-22-4-24NET: Dissatisfied
26%25%-%33%37%-%27%32%-%25%-%34%25%
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The staff being polite and courteous (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate
Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Sep' 2018Total base

*i*h*g*f*e*d*c*b*aSignificance Level: 95%
21112111111Unweighted total
4**21222215Weighted total

2------2-4Very Dissatisfied
52%-%-%-%-%-%-%100%-%25%

----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
2--2--2--6Dissatisfied

48%-%-%100%-%-%100%-%-%40%

-----2---2Fairly Satisfied
-%-%-%-%-%100%-%-%-%12%

--*-1---23Very Satisfied
-%-%100%-%50%-%-%-%100%17%

Have not Contacted / Not
Applicable (DO NOT READ

-*-------*OUT)
-%100%-%-%-%-%-%-%-%1%

Don't Know / (DO NOT
----1----1READ OUT)
-%-%-%-%50%-%-%-%-%3%

--*-12--24NET: Satisfied
-%-%100%-%50%100%-%-%100%30%

2------2-4NET: Dissatisfied
52%-%-%-%-%-%-%100%-%25%
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The staff being polite and courteous (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate
Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e,f,g,h,i

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
442111Unweighted total
554215Weighted total

2-2-4Very Dissatisfied
44%-%48%-%25%

-----Fairly Dissatisfied
-%-%-%-%-%

Neither Satisfied Nor
222-6Dissatisfied

42%43%52%-%40%

-2--2Fairly Satisfied
-%36%-%-%12%

*1-23Very Satisfied
10%10%-%100%17%

Have not Contacted / Not
Applicable (DO NOT READ

*---*OUT)
4%-%-%-%1%

Don't Know / (DO NOT
-1--1READ OUT)
-%10%-%-%3%

*2-24NET: Satisfied
10%46%-%100%30%

2-2-4NET: Dissatisfied
44%-%48%-%25%
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The staff being polite and courteous (QOP3A8 Thinking about contacting Hermes with a service query, request or complaint, and your experiences in the last six months, please rate
Hermes on the following aspects.)
Base: All who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
-1-2122--57Unweighted total
-2-32**--88Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

---------22Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%27%26%

Neither Satisfied Nor
---3-**--33Dissatisfied
-%-%-%100%-%63%63%-%-%31%32%

-2-------22Fairly Satisfied
-%100%-%-%-%-%-%-%-%20%19%

-----**---*Very Satisfied
-%-%-%-%-%37%37%-%-%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

----2----22OUT)
-%-%-%-%100%-%-%-%-%22%21%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

-2---**--22NET: Satisfied
-%100%-%-%-%37%37%-%-%20%21%

---------22NET: Dissatisfied
-%-%-%-%-%-%-%-%-%27%26%
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Professionalism and handling of any query / complaint (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six
months, please rate FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-1-6-111--1-27Unweighted total
-1-8-*22--2-28Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2--------22Fairly Dissatisfied
-%-%-%28%-%-%-%-%-%-%-%-%96%26%

Neither Satisfied Nor
-1-2-*2------3Dissatisfied
-%100%-%28%-%100%100%-%-%-%-%-%-%32%

---2---2-----2Fairly Satisfied
-%-%-%21%-%-%-%100%-%-%-%-%-%19%

---*--------**Very Satisfied
-%-%-%1%-%-%-%-%-%-%-%-%4%1%

Have not Contacted / Not
Applicable (DO NOT READ

---2------2--2OUT)
-%-%-%23%-%-%-%-%-%-%100%-%-%21%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2---2----*2NET: Satisfied
-%-%-%22%-%-%-%100%-%-%-%-%4%21%

---2--------22NET: Dissatisfied
-%-%-%28%-%-%-%-%-%-%-%-%96%26%
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Professionalism and handling of any query / complaint (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six
months, please rate FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-7-72-11--3-7Unweighted total
-8-82-22--3-8Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2---2----2Fairly Dissatisfied
-%26%-%26%-%-%-%100%-%-%-%-%26%

Neither Satisfied Nor
-3-3*-----3-3Dissatisfied
-%32%-%32%9%-%-%-%-%-%96%-%32%

-2-2--2-----2Fairly Satisfied
-%19%-%19%-%-%100%-%-%-%-%-%19%

-*-*------*-*Very Satisfied
-%1%-%1%-%-%-%-%-%-%4%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

-2-22-------2OUT)
-%21%-%21%91%-%-%-%-%-%-%-%21%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2--2---*-2NET: Satisfied
-%21%-%21%-%-%100%-%-%-%4%-%21%

-2-2---2----2NET: Dissatisfied
-%26%-%26%-%-%-%100%-%-%-%-%26%
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Professionalism and handling of any query / complaint (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six
months, please rate FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
412-77Unweighted total
423-88Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

2---22Fairly Dissatisfied
51%-%-%-%26%26%

Neither Satisfied Nor
*-3-33Dissatisfied
4%-%100%-%32%32%

-2--22Fairly Satisfied
-%100%-%-%19%19%

*---**Very Satisfied
2%-%-%-%1%1%

Have not Contacted / Not
Applicable (DO NOT READ

2---22OUT)
42%-%-%-%21%21%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

*2--22NET: Satisfied
2%100%-%-%21%21%

2---22NET: Dissatisfied
51%-%-%-%26%26%
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Professionalism and handling of any query / complaint (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six
months, please rate FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
511--7------527Unweighted total
621--8------628Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2----2------2-2Fairly Dissatisfied
36%-%-%-%-%26%-%-%-%-%-%-%36%-%26%

Neither Satisfied Nor
2-1--3------213Dissatisfied

36%-%100%-%-%32%-%-%-%-%-%-%36%22%32%

2----2------2-2Fairly Satisfied
27%-%-%-%-%19%-%-%-%-%-%-%27%-%19%

*----*------*-*Very Satisfied
2%-%-%-%-%1%-%-%-%-%-%-%2%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

-2---2-------22OUT)
-%100%-%-%-%21%-%-%-%-%-%-%-%78%21%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2----2------2-2NET: Satisfied
28%-%-%-%-%21%-%-%-%-%-%-%28%-%21%

2----2------2-2NET: Dissatisfied
36%-%-%-%-%26%-%-%-%-%-%-%36%-%26%
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Professionalism and handling of any query / complaint (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six
months, please rate FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-----245266457Unweighted total
-----*68287348Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------22-222-2Fairly Dissatisfied
-%-%-%-%-%-%35%28%-%28%33%73%-%26%

Neither Satisfied Nor
-----*32223133Dissatisfied
-%-%-%-%-%63%40%28%100%28%41%23%61%32%

------22-22-22Fairly Satisfied
-%-%-%-%-%-%26%21%-%21%25%-%37%19%

-----*---*****Very Satisfied
-%-%-%-%-%37%-%-%-%1%2%3%2%1%

Have not Contacted / Not
Applicable (DO NOT READ

-------2-2---2OUT)
-%-%-%-%-%-%-%23%-%23%-%-%-%21%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*22-22*22NET: Satisfied
-%-%-%-%-%37%26%21%-%22%26%3%39%21%

------22-222-2NET: Dissatisfied
-%-%-%-%-%-%35%28%-%28%33%73%-%26%
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Professionalism and handling of any query / complaint (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six
months, please rate FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-23-1-------67Unweighted total
-*6-1-------88Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2---------22Fairly Dissatisfied
-%-%38%-%-%-%-%-%-%-%-%-%28%26%

Neither Satisfied Nor
-*2-1-------23Dissatisfied
-%63%35%-%100%-%-%-%-%-%-%-%28%32%

--2---------22Fairly Satisfied
-%-%28%-%-%-%-%-%-%-%-%-%21%19%

-*----------**Very Satisfied
-%37%-%-%-%-%-%-%-%-%-%-%1%1%

Have not Contacted / Not
Applicable (DO NOT READ

------------22OUT)
-%-%-%-%-%-%-%-%-%-%-%-%23%21%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*2---------22NET: Satisfied
-%37%28%-%-%-%-%-%-%-%-%-%22%21%

--2---------22NET: Dissatisfied
-%-%38%-%-%-%-%-%-%-%-%-%28%26%
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Professionalism and handling of any query / complaint (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six
months, please rate FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-6612-4-22117Unweighted total
-762*-8-242*8Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2--2--2--2Fairly Dissatisfied
-%33%-%100%-%-%29%-%-%57%-%-%26%

Neither Satisfied Nor
-33-*-2-2--*3Dissatisfied
-%41%43%-%63%-%26%-%95%-%-%100%32%

-22---2--2--2Fairly Satisfied
-%25%26%-%-%-%21%-%-%43%-%-%19%

-**-*---*---*Very Satisfied
-%2%2%-%37%-%-%-%5%-%-%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

--2---2---2-2OUT)
-%-%29%-%-%-%24%-%-%-%100%-%21%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-22-*-2-*2--2NET: Satisfied
-%26%28%-%37%-%21%-%5%43%-%-%21%

-2-2--2--2--2NET: Dissatisfied
-%33%-%100%-%-%29%-%-%57%-%-%26%
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Professionalism and handling of any query / complaint (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six
months, please rate FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-14251-6517Unweighted total
-14362-7628Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----2-2-22Fairly Dissatisfied
-%-%-%-%-%100%-%33%-%100%26%

Neither Satisfied Nor
-1232--32-3Dissatisfied
-%100%56%100%38%-%-%41%38%-%32%

--2-2--22-2Fairly Satisfied
-%-%42%-%28%-%-%25%28%-%19%

--*-*--**-*Very Satisfied
-%-%3%-%2%-%-%2%2%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

----2---2-2OUT)
-%-%-%-%32%-%-%-%32%-%21%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

--2-2--22-2NET: Satisfied
-%-%44%-%30%-%-%26%30%-%21%

-----2-2-22NET: Dissatisfied
-%-%-%-%-%100%-%33%-%100%26%
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Professionalism and handling of any query / complaint (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six
months, please rate FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-46345-253-3327Unweighted total
-67634-266-3238Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2222--222-2222Fairly Dissatisfied
-%37%33%37%73%-%-%93%36%37%-%76%89%81%26%

Neither Satisfied Nor
-23213-*22-1*13Dissatisfied
-%34%41%34%23%61%-%7%36%34%-%24%7%19%32%

-22--2--2-----2Fairly Satisfied
-%27%25%-%-%37%-%-%27%-%-%-%-%-%19%

-**-**--*---*-*Very Satisfied
-%2%2%-%3%2%-%-%2%-%-%-%4%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

---2-----2----2OUT)
-%-%-%30%-%-%-%-%-%30%-%-%-%-%21%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-22-*2--2---*-2NET: Satisfied
-%29%26%-%3%39%-%-%28%-%-%-%4%-%21%

-2222--222-2222NET: Dissatisfied
-%37%33%37%73%-%-%93%36%37%-%76%89%81%26%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 141  (continuation)                                                                                                                                                  Page 2355

Professionalism and handling of any query / complaint (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six
months, please rate FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
1-1-44122437Unweighted total
2-2-65*24648Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

2---22-2-222Fairly Dissatisfied
100%-%-%-%37%49%-%93%-%37%50%26%

Neither Satisfied Nor
----22**2223Dissatisfied
-%-%-%-%34%49%100%7%53%36%50%32%

----2----2-2Fairly Satisfied
-%-%-%-%27%-%-%-%-%27%-%19%

----**-----*Very Satisfied
-%-%-%-%2%2%-%-%-%-%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

--2-----2--2OUT)
-%-%100%-%-%-%-%-%47%-%-%21%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

----2*---2-2NET: Satisfied
-%-%-%-%29%2%-%-%-%27%-%21%

2---22-2-222NET: Dissatisfied
100%-%-%-%37%49%-%93%-%37%50%26%
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Professionalism and handling of any query / complaint (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six
months, please rate FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
52-5-264656667Unweighted total
62-5-276757778Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2--2-222222222Fairly Dissatisfied
36%-%-%48%-%93%33%37%33%44%33%33%33%26%

Neither Satisfied Nor
21-1-*32333333Dissatisfied

36%22%-%15%-%7%41%36%41%54%41%41%41%32%

2--2--222-2222Fairly Satisfied
27%-%-%35%-%-%25%27%25%-%25%25%25%19%

*--*--*-******Very Satisfied
2%-%-%2%-%-%2%-%2%2%2%2%2%1%

Have not Contacted / Not
Applicable (DO NOT READ

-2-----------2OUT)
-%78%-%-%-%-%-%-%-%-%-%-%-%21%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2--2--222*2222NET: Satisfied
28%-%-%37%-%-%26%27%26%2%26%26%26%21%

2--2-222222222NET: Dissatisfied
36%-%-%48%-%93%33%37%33%44%33%33%33%26%
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Professionalism and handling of any query / complaint (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six
months, please rate FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
34412133-7147Unweighted total
454*4234-8258Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

2-2---2--2-22Fairly Dissatisfied
56%-%49%-%-%-%78%-%-%26%-%49%26%

Neither Satisfied Nor
-31*221*-3213Dissatisfied
-%60%12%100%53%100%18%5%-%32%100%15%32%

2-2----2-2-22Fairly Satisfied
41%-%37%-%-%-%-%45%-%19%-%36%19%

*-*---*--*--*Very Satisfied
3%-%2%-%-%-%4%-%-%1%-%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

-2--2--2-2--2OUT)
-%40%-%-%47%-%-%50%-%21%-%-%21%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

2-2---*2-2-22NET: Satisfied
44%-%39%-%-%-%4%45%-%21%-%36%21%

2-2---2--2-22NET: Dissatisfied
56%-%49%-%-%-%78%-%-%26%-%49%26%
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Professionalism and handling of any query / complaint (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six
months, please rate FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q2 2019Q1 2019Q4 2018Q3 2018Jun' 2019Mar' 2019Jan' 2019Oct' 2018Aug' 2018Total base

*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1321112217Unweighted total
2322212228Weighted total

----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%

-2----2--2Fairly Dissatisfied
-%78%-%-%-%-%96%-%-%26%

Neither Satisfied Nor
21*-21-*-3Dissatisfied

100%18%9%-%100%100%-%9%-%32%

---2----22Fairly Satisfied
-%-%-%100%-%-%-%-%100%19%

-*----*--*Very Satisfied
-%4%-%-%-%-%4%-%-%1%

Have not Contacted / Not
Applicable (DO NOT READ

--2----2-2OUT)
-%-%91%-%-%-%-%91%-%21%

Don't Know / (DO NOT
----------READ OUT)
-%-%-%-%-%-%-%-%-%-%

-*-2--*-22NET: Satisfied
-%4%-%100%-%-%4%-%100%21%

-2----2--2NET: Dissatisfied
-%78%-%-%-%-%96%-%-%26%
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Professionalism and handling of any query / complaint (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six
months, please rate FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e - a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
-1-2122--57Unweighted total
-2-32**--88Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---1-----11Dissatisfied
-%-%-%21%-%-%-%-%-%6%6%

---2-**--44Fairly Satisfied
-%-%-%79%-%63%63%-%-%52%52%

-2---**--22Very Satisfied
-%100%-%-%-%37%37%-%-%20%21%

Have not Contacted / Not
Applicable (DO NOT READ

----2----22OUT)
-%-%-%-%100%-%-%-%-%22%21%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

-2-2-**--66NET: Satisfied
-%100%-%79%-%100%100%-%-%72%72%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The staff being polite and courteous (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate
FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-1-6-111--1-27Unweighted total
-1-8-*22--2-28Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1-----------1Dissatisfied
-%100%-%-%-%-%-%-%-%-%-%-%-%6%

---4-*2-----24Fairly Satisfied
-%-%-%55%-%100%100%-%-%-%-%-%96%52%

---2---2----*2Very Satisfied
-%-%-%22%-%-%-%100%-%-%-%-%4%21%

Have not Contacted / Not
Applicable (DO NOT READ

---2------2--2OUT)
-%-%-%23%-%-%-%-%-%-%100%-%-%21%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---6-*22----26NET: Satisfied
-%-%-%77%-%100%100%100%-%-%-%-%100%72%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate
FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-7-72-11--3-7Unweighted total
-8-82-22--3-8Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1-1------1-1Dissatisfied
-%6%-%6%-%-%-%-%-%-%20%-%6%

-4-4*--2--2-4Fairly Satisfied
-%52%-%52%9%-%-%100%-%-%76%-%52%

-2-2--2---*-2Very Satisfied
-%21%-%21%-%-%100%-%-%-%4%-%21%

Have not Contacted / Not
Applicable (DO NOT READ

-2-22-------2OUT)
-%21%-%21%91%-%-%-%-%-%-%-%21%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-6-6*-22--2-6NET: Satisfied
-%72%-%72%9%-%100%100%-%-%80%-%72%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate
FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
412-77Unweighted total
423-88Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
--1-11Dissatisfied
-%-%21%-%6%6%

2-2-44Fairly Satisfied
55%-%79%-%52%52%

*2--22Very Satisfied
2%100%-%-%21%21%

Have not Contacted / Not
Applicable (DO NOT READ

2---22OUT)
42%-%-%-%21%21%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

222-66NET: Satisfied
58%100%79%-%72%72%

------NET: Dissatisfied
-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate
FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
511--7------527Unweighted total
621--8------628Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--1--1-------11Dissatisfied
-%-%100%-%-%6%-%-%-%-%-%-%-%22%6%

4----4------4-4Fairly Satisfied
72%-%-%-%-%52%-%-%-%-%-%-%72%-%52%

2----2------2-2Very Satisfied
28%-%-%-%-%21%-%-%-%-%-%-%28%-%21%

Have not Contacted / Not
Applicable (DO NOT READ

-2---2-------22OUT)
-%100%-%-%-%21%-%-%-%-%-%-%-%78%21%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

6----6------6-6NET: Satisfied
100%-%-%-%-%72%-%-%-%-%-%-%100%-%72%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate
FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-----245266457Unweighted total
-----*68287348Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------1---1111Dissatisfied
-%-%-%-%-%-%8%-%-%-%8%17%12%6%

-----*44244224Fairly Satisfied
-%-%-%-%-%63%66%56%100%55%66%79%49%52%

-----*22-22*22Very Satisfied
-%-%-%-%-%37%26%21%-%22%26%3%39%21%

Have not Contacted / Not
Applicable (DO NOT READ

-------2-2---2OUT)
-%-%-%-%-%-%-%23%-%23%-%-%-%21%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*66266246NET: Satisfied
-%-%-%-%-%100%92%77%100%77%92%83%88%72%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate
FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-23-1-------67Unweighted total
-*6-1-------88Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
----1--------1Dissatisfied
-%-%-%-%100%-%-%-%-%-%-%-%-%6%

-*4---------44Fairly Satisfied
-%63%72%-%-%-%-%-%-%-%-%-%55%52%

-*2---------22Very Satisfied
-%37%28%-%-%-%-%-%-%-%-%-%22%21%

Have not Contacted / Not
Applicable (DO NOT READ

------------22OUT)
-%-%-%-%-%-%-%-%-%-%-%-%23%21%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*6---------66NET: Satisfied
-%100%100%-%-%-%-%-%-%-%-%-%77%72%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate
FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-6612-4-22117Unweighted total
-762*-8-242*8Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-11---------1Dissatisfied
-%8%8%-%-%-%-%-%-%-%-%-%6%

-422*-4-22-*4Fairly Satisfied
-%66%35%100%63%-%55%-%95%57%-%100%52%

-22-*-2-*2--2Very Satisfied
-%26%28%-%37%-%21%-%5%43%-%-%21%

Have not Contacted / Not
Applicable (DO NOT READ

--2---2---2-2OUT)
-%-%29%-%-%-%24%-%-%-%100%-%21%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-642*-6-24-*6NET: Satisfied
-%92%63%100%100%-%76%-%100%100%-%100%72%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate
FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-14251-6517Unweighted total
-14362-7628Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1-1---1--1Dissatisfied
-%100%-%21%-%-%-%8%-%-%6%

--2222-4224Fairly Satisfied
-%-%56%79%38%100%-%66%38%100%52%

--2-2--22-2Very Satisfied
-%-%44%-%30%-%-%26%30%-%21%

Have not Contacted / Not
Applicable (DO NOT READ

----2---2-2OUT)
-%-%-%-%32%-%-%-%32%-%21%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

--4242-6426NET: Satisfied
-%-%100%79%68%100%-%92%68%100%72%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate
FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-46345-253-3327Unweighted total
-67634-266-3238Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--1-11-----1-11Dissatisfied
-%-%8%-%17%12%-%-%-%-%-%18%-%19%6%

-44422-244-2224Fairly Satisfied
-%71%66%70%79%49%-%100%72%70%-%82%96%81%52%

-22-*2--2---*-2Very Satisfied
-%29%26%-%3%39%-%-%28%-%-%-%4%-%21%

Have not Contacted / Not
Applicable (DO NOT READ

---2-----2----2OUT)
-%-%-%30%-%-%-%-%-%30%-%-%-%-%21%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-66424-264-2226NET: Satisfied
-%100%92%70%83%88%-%100%100%70%-%82%100%81%72%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate
FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
1-1-44122437Unweighted total
2-2-65*24648Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------1Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%6%

2---44*22444Fairly Satisfied
100%-%-%-%71%98%100%100%53%73%100%52%

----2*---2-2Very Satisfied
-%-%-%-%29%2%-%-%-%27%-%21%

Have not Contacted / Not
Applicable (DO NOT READ

--2-----2--2OUT)
-%-%100%-%-%-%-%-%47%-%-%21%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

2---65*22646NET: Satisfied
100%-%-%-%100%100%100%100%53%100%100%72%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate
FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
52-5-264656667Unweighted total
62-5-276757778Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1-1--1-111111Dissatisfied
-%22%-%11%-%-%8%-%8%10%8%8%8%6%

4--2-244444444Fairly Satisfied
72%-%-%51%-%100%66%73%66%88%66%66%66%52%

2--2--222*2222Very Satisfied
28%-%-%37%-%-%26%27%26%2%26%26%26%21%

Have not Contacted / Not
Applicable (DO NOT READ

-2-----------2OUT)
-%78%-%-%-%-%-%-%-%-%-%-%-%21%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

6--4-266656666NET: Satisfied
100%-%-%89%-%100%92%100%92%90%92%92%92%72%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate
FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
34412133-7147Unweighted total
454*4234-8258Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-11---1--1-11Dissatisfied
-%12%12%-%-%-%18%-%-%6%-%12%6%

222*222*-4224Fairly Satisfied
56%48%49%100%53%100%78%5%-%52%100%52%52%

2-2---*2-2-22Very Satisfied
44%-%39%-%-%-%4%45%-%21%-%36%21%

Have not Contacted / Not
Applicable (DO NOT READ

-2--2--2-2--2OUT)
-%40%-%-%47%-%-%50%-%21%-%-%21%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

424*2222-6246NET: Satisfied
100%48%88%100%53%100%82%50%-%72%100%88%72%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate
FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q2 2019Q1 2019Q4 2018Q3 2018Jun' 2019Mar' 2019Jan' 2019Oct' 2018Aug' 2018Total base

*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1321112217Unweighted total
2322212228Weighted total

----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%

----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1---1---1Dissatisfied
-%18%-%-%-%100%-%-%-%6%

22*-2-2*-4Fairly Satisfied
100%78%9%-%100%-%96%9%-%52%

-*-2--*-22Very Satisfied
-%4%-%100%-%-%4%-%100%21%

Have not Contacted / Not
Applicable (DO NOT READ

--2----2-2OUT)
-%-%91%-%-%-%-%91%-%21%

Don't Know / (DO NOT
----------READ OUT)
-%-%-%-%-%-%-%-%-%-%

22*22-2*26NET: Satisfied
100%82%9%100%100%-%100%9%100%72%

----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A9 Thinking about contacting FedEx with a service query, request or complaint, and your experiences in the last six months, please rate
FedEx on the following aspects.)
Base: All who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e - a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
-----1--1-1Unweighted total
-----*--*-*Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----*--*-*Fairly Satisfied
-%-%-%-%-%100%-%-%100%-%100%

-----------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

-----*--*-*NET: Satisfied
-%-%-%-%-%100%-%-%100%-%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months,
please rate DX on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
---1----1----1Unweighted total
---*----*----*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*----*----*Fairly Satisfied
-%-%-%100%-%-%-%-%100%-%-%-%-%100%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*----*----*NET: Satisfied
-%-%-%100%-%-%-%-%100%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months,
please rate DX on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
1--11-------1Unweighted total
*--**-------*Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--**-------*Fairly Satisfied
100%-%-%100%100%-%-%-%-%-%-%-%100%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--**-------*NET: Satisfied
100%-%-%100%100%-%-%-%-%-%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months,
please rate DX on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
--1-11Unweighted total
--*-**Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
------Dissatisfied
-%-%-%-%-%-%

--*-**Fairly Satisfied
-%-%100%-%100%100%

------Very Satisfied
-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------OUT)
-%-%-%-%-%-%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

--*-**NET: Satisfied
-%-%100%-%100%100%

------NET: Dissatisfied
-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months,
please rate DX on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1---1------1--1Unweighted total
*---*------*--*Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*---*------*--*Fairly Satisfied
100%-%-%-%100%-%-%-%-%-%-%100%-%-%100%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*---*------*--*NET: Satisfied
100%-%-%-%100%-%-%-%-%-%-%100%-%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months,
please rate DX on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
----1--1-11111Unweighted total
----*--*-*****Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*--*-*****Fairly Satisfied
-%-%-%-%100%-%-%100%-%100%100%100%100%100%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*--*-*****NET: Satisfied
-%-%-%-%100%-%-%100%-%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months,
please rate DX on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-1---------1-1Unweighted total
-*---------*-*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---------*-*Fairly Satisfied
-%100%-%-%-%-%-%-%-%-%-%100%-%100%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---------*-*NET: Satisfied
-%100%-%-%-%-%-%-%-%-%-%100%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months,
please rate DX on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
1-1-1----1--1Unweighted total
*-*-*----*--*Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*-*----*--*Fairly Satisfied
100%-%100%-%100%-%-%-%-%100%-%-%100%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*-*----*--*NET: Satisfied
100%-%100%-%100%-%-%-%-%100%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months,
please rate DX on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--1-1-1-1-1Unweighted total
--*-*-*-*-*Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

--*-*-*-*-*Fairly Satisfied
-%-%100%-%100%-%100%-%100%-%100%

-----------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

--*-*-*-*-*NET: Satisfied
-%-%100%-%100%-%100%-%100%-%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months,
please rate DX on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-11--1--1---1-1Unweighted total
-**--*--*---*-*Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*--*---*-*Fairly Satisfied
-%100%100%-%-%100%-%-%100%-%-%-%100%-%100%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*--*---*-*NET: Satisfied
-%100%100%-%-%100%-%-%100%-%-%-%100%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months,
please rate DX on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-----1-----1Unweighted total
-----*-----*Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

-----*-----*Fairly Satisfied
-%-%-%-%-%100%-%-%-%-%-%100%

------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

-----*-----*NET: Satisfied
-%-%-%-%-%100%-%-%-%-%-%100%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months,
please rate DX on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1--1--11111111Unweighted total
*--*--********Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*--********Fairly Satisfied
100%-%-%100%-%-%100%100%100%100%100%100%100%100%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*--********NET: Satisfied
100%-%-%100%-%-%100%100%100%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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Professionalism and handling of any query / complaint (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months,
please rate DX on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
1-1--1---1--1Unweighted total
*-*--*---*--*Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*---*--*Fairly Satisfied
100%-%100%-%-%100%-%-%-%100%-%-%100%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*---*--*NET: Satisfied
100%-%100%-%-%100%-%-%-%100%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months,
please rate DX on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q1 2019Jan' 2019Total base

*aSignificance Level: 95%
111Unweighted total
***Weighted total

---Very Dissatisfied
-%-%-%

---Fairly Dissatisfied
-%-%-%

Neither Satisfied Nor
---Dissatisfied
-%-%-%

***Fairly Satisfied
100%100%100%

---Very Satisfied
-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---OUT)
-%-%-%

Don't Know / (DO NOT
---READ OUT)
-%-%-%

***NET: Satisfied
100%100%100%

---NET: Dissatisfied
-%-%-%
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Professionalism and handling of any query / complaint (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months,
please rate DX on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: None

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
-----1--1-1Unweighted total
-----*--*-*Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----*--*-*Fairly Satisfied
-%-%-%-%-%100%-%-%100%-%100%

-----------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

-----*--*-*NET: Satisfied
-%-%-%-%-%100%-%-%100%-%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The staff being polite and courteous (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX
on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
---1----1----1Unweighted total
---*----*----*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*----*----*Fairly Satisfied
-%-%-%100%-%-%-%-%100%-%-%-%-%100%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*----*----*NET: Satisfied
-%-%-%100%-%-%-%-%100%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX
on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
1--11-------1Unweighted total
*--**-------*Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--**-------*Fairly Satisfied
100%-%-%100%100%-%-%-%-%-%-%-%100%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--**-------*NET: Satisfied
100%-%-%100%100%-%-%-%-%-%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX
on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
--1-11Unweighted total
--*-**Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
------Dissatisfied
-%-%-%-%-%-%

--*-**Fairly Satisfied
-%-%100%-%100%100%

------Very Satisfied
-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------OUT)
-%-%-%-%-%-%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

--*-**NET: Satisfied
-%-%100%-%100%100%

------NET: Dissatisfied
-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX
on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1---1------1--1Unweighted total
*---*------*--*Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*---*------*--*Fairly Satisfied
100%-%-%-%100%-%-%-%-%-%-%100%-%-%100%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*---*------*--*NET: Satisfied
100%-%-%-%100%-%-%-%-%-%-%100%-%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX
on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
----1--1-11111Unweighted total
----*--*-*****Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*--*-*****Fairly Satisfied
-%-%-%-%100%-%-%100%-%100%100%100%100%100%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*--*-*****NET: Satisfied
-%-%-%-%100%-%-%100%-%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX
on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-1---------1-1Unweighted total
-*---------*-*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---------*-*Fairly Satisfied
-%100%-%-%-%-%-%-%-%-%-%100%-%100%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---------*-*NET: Satisfied
-%100%-%-%-%-%-%-%-%-%-%100%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX
on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
1-1-1----1--1Unweighted total
*-*-*----*--*Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*-*----*--*Fairly Satisfied
100%-%100%-%100%-%-%-%-%100%-%-%100%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*-*----*--*NET: Satisfied
100%-%100%-%100%-%-%-%-%100%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX
on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--1-1-1-1-1Unweighted total
--*-*-*-*-*Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

--*-*-*-*-*Fairly Satisfied
-%-%100%-%100%-%100%-%100%-%100%

-----------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

--*-*-*-*-*NET: Satisfied
-%-%100%-%100%-%100%-%100%-%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX
on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-11--1--1---1-1Unweighted total
-**--*--*---*-*Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*--*---*-*Fairly Satisfied
-%100%100%-%-%100%-%-%100%-%-%-%100%-%100%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*--*---*-*NET: Satisfied
-%100%100%-%-%100%-%-%100%-%-%-%100%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX
on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-----1-----1Unweighted total
-----*-----*Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

-----*-----*Fairly Satisfied
-%-%-%-%-%100%-%-%-%-%-%100%

------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

-----*-----*NET: Satisfied
-%-%-%-%-%100%-%-%-%-%-%100%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX
on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1--1--11111111Unweighted total
*--*--********Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*--********Fairly Satisfied
100%-%-%100%-%-%100%100%100%100%100%100%100%100%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*--********NET: Satisfied
100%-%-%100%-%-%100%100%100%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX
on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
1-1--1---1--1Unweighted total
*-*--*---*--*Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*---*--*Fairly Satisfied
100%-%100%-%-%100%-%-%-%100%-%-%100%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*---*--*NET: Satisfied
100%-%100%-%-%100%-%-%-%100%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX
on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q1 2019Jan' 2019Total base

*aSignificance Level: 95%
111Unweighted total
***Weighted total

---Very Dissatisfied
-%-%-%

---Fairly Dissatisfied
-%-%-%

Neither Satisfied Nor
---Dissatisfied
-%-%-%

***Fairly Satisfied
100%100%100%

---Very Satisfied
-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---OUT)
-%-%-%

Don't Know / (DO NOT
---READ OUT)
-%-%-%

***NET: Satisfied
100%100%100%

---NET: Dissatisfied
-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 144  (continuation)                                                                                                                                                  Page 2401

The staff being polite and courteous (QOP3A11 Thinking about contacting DX with a service query, request or complaint, and your experiences in the last six months, please rate DX
on the following aspects.)
Base: All who have had a problem with DX in the last 6 months (QOP3=11)

Columns Tested: None

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1----1--1-1Unweighted total
*----*--*-*Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*----*--*-*Dissatisfied

100%-%-%-%-%100%-%-%100%-%100%

-----------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 145                                                                                                                                                                  Page 2402

Professionalism and handling of any query / complaint (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last
six months, please rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
---1------1--1Unweighted total
---*------*--*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---*------*--*Dissatisfied
-%-%-%100%-%-%-%-%-%-%100%-%-%100%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 145  (continuation)                                                                                                                                                  Page 2403

Professionalism and handling of any query / complaint (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last
six months, please rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-1-1---1----1Unweighted total
-*-*---*----*Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*-*---*----*Dissatisfied
-%100%-%100%-%-%-%100%-%-%-%-%100%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 145  (continuation)                                                                                                                                                  Page 2404

Professionalism and handling of any query / complaint (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last
six months, please rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
-1--11Unweighted total
-*--**Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
-*--**Dissatisfied
-%100%-%-%100%100%

------Fairly Satisfied
-%-%-%-%-%-%

------Very Satisfied
-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------OUT)
-%-%-%-%-%-%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

------NET: Satisfied
-%-%-%-%-%-%

------NET: Dissatisfied
-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 145  (continuation)                                                                                                                                                  Page 2405

Professionalism and handling of any query / complaint (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last
six months, please rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1----1------1-1Unweighted total
*----*------*-*Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*----*------*-*Dissatisfied

100%-%-%-%-%100%-%-%-%-%-%-%100%-%100%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 145  (continuation)                                                                                                                                                  Page 2406

Professionalism and handling of any query / complaint (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last
six months, please rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-------1-----1Unweighted total
-------*-----*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------*-----*Dissatisfied
-%-%-%-%-%-%-%100%-%-%-%-%-%100%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 145  (continuation)                                                                                                                                                  Page 2407

Professionalism and handling of any query / complaint (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last
six months, please rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-------------1Unweighted total
-------------*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------*Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%100%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 145  (continuation)                                                                                                                                                  Page 2408

Professionalism and handling of any query / complaint (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last
six months, please rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
--1---------1Unweighted total
--*---------*Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--*---------*Dissatisfied
-%-%100%-%-%-%-%-%-%-%-%-%100%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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Professionalism and handling of any query / complaint (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last
six months, please rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
----------1Unweighted total
----------*Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
----------*Dissatisfied
-%-%-%-%-%-%-%-%-%-%100%

-----------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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Professionalism and handling of any query / complaint (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last
six months, please rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
--------------1Unweighted total
--------------*Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------*Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%100%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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Professionalism and handling of any query / complaint (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last
six months, please rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-----------1Unweighted total
-----------*Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------*Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%100%

------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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Professionalism and handling of any query / complaint (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last
six months, please rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
-----111111111Unweighted total
-----*********Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----*********Dissatisfied
-%-%-%-%-%100%100%100%100%100%100%100%100%100%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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Professionalism and handling of any query / complaint (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last
six months, please rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
-1-1--1--1--1Unweighted total
-*-*--*--*--*Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*-*--*--*--*Dissatisfied
-%100%-%100%-%-%100%-%-%100%-%-%100%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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Professionalism and handling of any query / complaint (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last
six months, please rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q1 2019Jan' 2019Total base

*aSignificance Level: 95%
111Unweighted total
***Weighted total

---Very Dissatisfied
-%-%-%

---Fairly Dissatisfied
-%-%-%

Neither Satisfied Nor
***Dissatisfied

100%100%100%

---Fairly Satisfied
-%-%-%

---Very Satisfied
-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---OUT)
-%-%-%

Don't Know / (DO NOT
---READ OUT)
-%-%-%

---NET: Satisfied
-%-%-%

---NET: Dissatisfied
-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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Professionalism and handling of any query / complaint (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last
six months, please rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: None

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1----1--1-1Unweighted total
*----*--*-*Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%

*----*--*-*Very Satisfied
100%-%-%-%-%100%-%-%100%-%100%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

*----*--*-*NET: Satisfied
100%-%-%-%-%100%-%-%100%-%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The staff being polite and courteous (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please
rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
---1------1--1Unweighted total
---*------*--*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*------*--*Very Satisfied
-%-%-%100%-%-%-%-%-%-%100%-%-%100%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*------*--*NET: Satisfied
-%-%-%100%-%-%-%-%-%-%100%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please
rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-1-1---1----1Unweighted total
-*-*---*----*Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*---*----*Very Satisfied
-%100%-%100%-%-%-%100%-%-%-%-%100%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*---*----*NET: Satisfied
-%100%-%100%-%-%-%100%-%-%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 146  (continuation)                                                                                                                                                  Page 2418

The staff being polite and courteous (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please
rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
-1--11Unweighted total
-*--**Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
------Dissatisfied
-%-%-%-%-%-%

------Fairly Satisfied
-%-%-%-%-%-%

-*--**Very Satisfied
-%100%-%-%100%100%

Have not Contacted / Not
Applicable (DO NOT READ

------OUT)
-%-%-%-%-%-%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

-*--**NET: Satisfied
-%100%-%-%100%100%

------NET: Dissatisfied
-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please
rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1----1------1-1Unweighted total
*----*------*-*Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*----*------*-*Very Satisfied
100%-%-%-%-%100%-%-%-%-%-%-%100%-%100%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*----*------*-*NET: Satisfied
100%-%-%-%-%100%-%-%-%-%-%-%100%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please
rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-------1-----1Unweighted total
-------*-----*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------*-----*Very Satisfied
-%-%-%-%-%-%-%100%-%-%-%-%-%100%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------*-----*NET: Satisfied
-%-%-%-%-%-%-%100%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please
rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-------------1Unweighted total
-------------*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------*Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%100%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------*NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please
rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
--1---------1Unweighted total
--*---------*Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

--*---------*Very Satisfied
-%-%100%-%-%-%-%-%-%-%-%-%100%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

--*---------*NET: Satisfied
-%-%100%-%-%-%-%-%-%-%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please
rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
----------1Unweighted total
----------*Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%

----------*Very Satisfied
-%-%-%-%-%-%-%-%-%-%100%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

----------*NET: Satisfied
-%-%-%-%-%-%-%-%-%-%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please
rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
--------------1Unweighted total
--------------*Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------*Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%100%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------*NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please
rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-----------1Unweighted total
-----------*Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

-----------*Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%100%

Have not Contacted / Not
Applicable (DO NOT READ

------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

-----------*NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%100%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please
rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
-----111111111Unweighted total
-----*********Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*********Very Satisfied
-%-%-%-%-%100%100%100%100%100%100%100%100%100%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*********NET: Satisfied
-%-%-%-%-%100%100%100%100%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please
rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
-1-1--1--1--1Unweighted total
-*-*--*--*--*Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*--*--*Very Satisfied
-%100%-%100%-%-%100%-%-%100%-%-%100%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*--*--*NET: Satisfied
-%100%-%100%-%-%100%-%-%100%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please
rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q1 2019Jan' 2019Total base

*aSignificance Level: 95%
111Unweighted total
***Weighted total

---Very Dissatisfied
-%-%-%

---Fairly Dissatisfied
-%-%-%

Neither Satisfied Nor
---Dissatisfied
-%-%-%

---Fairly Satisfied
-%-%-%

***Very Satisfied
100%100%100%

Have not Contacted / Not
Applicable (DO NOT READ

---OUT)
-%-%-%

Don't Know / (DO NOT
---READ OUT)
-%-%-%

***NET: Satisfied
100%100%100%

---NET: Dissatisfied
-%-%-%
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The staff being polite and courteous (QOP3A13 Thinking about contacting Pitney Bowes with a service query, request or complaint, and your experiences in the last six months, please
rate Pitney Bowes on the following aspects.)
Base: All who have had a problem with Pitney Bowes in the last 6 months (QOP3=13)

Columns Tested: None

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
32-2371241017Unweighted total
*2-351**11718Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

*----*-*-22Fairly Dissatisfied
25%-%-%-%-%10%-%49%-%10%10%

Neither Satisfied Nor
-2-321*-*78Dissatisfied
-%100%-%100%47%59%100%-%63%43%44%

*---2*-*-66Fairly Satisfied
25%-%-%-%53%10%-%51%-%36%35%

-----------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

*----*--*-*OUT)
50%-%-%-%-%20%-%-%37%-%1%

Don't Know / (DO NOT
---------22READ OUT)
-%-%-%-%-%-%-%-%-%11%10%

*---2*-*-66NET: Satisfied
25%-%-%-%53%10%-%51%-%36%35%

*----*-*-22NET: Dissatisfied
25%-%-%-%-%10%-%49%-%10%10%
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Professionalism and handling of any query / complaint (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last
six months, please rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
21113-1123-22217Unweighted total
***17-*244-22418Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2----2-*--2Fairly Dissatisfied
-%-%-%10%-%-%-%-%45%-%5%-%-%10%

Neither Satisfied Nor
*-*8-*-2---248Dissatisfied

45%-%100%45%-%100%-%45%-%-%-%100%100%44%

**-6--222----6Fairly Satisfied
55%100%-%33%-%-%100%55%50%-%-%-%-%35%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---*----*----*OUT)
-%-%-%1%-%-%-%-%5%-%-%-%-%1%

Don't Know / (DO NOT
---2------2--2READ OUT)
-%-%-%11%-%-%-%-%-%-%95%-%-%10%

**-6--222----6NET: Satisfied
55%100%-%33%-%-%100%55%50%-%-%-%-%35%

---2----2-*--2NET: Dissatisfied
-%-%-%10%-%-%-%-%45%-%5%-%-%10%
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Professionalism and handling of any query / complaint (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last
six months, please rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
2156111--7117-17Unweighted total
2165142--10*25-18Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

2*-2------2-2Fairly Dissatisfied
79%1%-%13%-%-%-%-%-%-%40%-%10%

Neither Satisfied Nor
-826---8*-*-8Dissatisfied
-%50%46%43%-%-%-%79%100%-%2%-%44%

*6242--2-21-6Fairly Satisfied
21%36%54%28%100%-%-%21%-%100%13%-%35%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-*-*------*-*OUT)
-%1%-%1%-%-%-%-%-%-%4%-%1%

Don't Know / (DO NOT
-2-2------2-2READ OUT)
-%12%-%14%-%-%-%-%-%-%41%-%10%

*6242--2-21-6NET: Satisfied
21%36%54%28%100%-%-%21%-%100%13%-%35%

2*-2------2-2NET: Dissatisfied
79%1%-%13%-%-%-%-%-%-%40%-%10%
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Professionalism and handling of any query / complaint (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last
six months, please rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
4211-1717Unweighted total
4213-1818Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

--2-22Fairly Dissatisfied
-%-%14%-%10%10%

Neither Satisfied Nor
224-88Dissatisfied

51%100%34%-%44%44%

2-4-66Fairly Satisfied
49%-%35%-%35%35%

------Very Satisfied
-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--*-**OUT)
-%-%2%-%1%1%

Don't Know / (DO NOT
--2-22READ OUT)
-%-%14%-%10%10%

2-4-66NET: Satisfied
49%-%35%-%35%35%

--2-22NET: Dissatisfied
-%-%14%-%10%10%
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Professionalism and handling of any query / complaint (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last
six months, please rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
782-116-----161017Unweighted total
6102-217-----241218Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*2--2-------22Fairly Dissatisfied
-%1%79%-%-%11%-%-%-%-%-%-%-%15%10%

Neither Satisfied Nor
44--26-----2248Dissatisfied

65%42%-%-%100%39%-%-%-%-%-%100%51%34%44%

-6*--6-------66Fairly Satisfied
-%57%21%-%-%38%-%-%-%-%-%-%-%51%35%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

*----*------*-*OUT)
3%-%-%-%-%1%-%-%-%-%-%-%5%-%1%

Don't Know / (DO NOT
2----2------2-2READ OUT)

32%-%-%-%-%11%-%-%-%-%-%-%44%-%10%

-6*--6-------66NET: Satisfied
-%57%21%-%-%38%-%-%-%-%-%-%-%51%35%

-*2--2-------22NET: Dissatisfied
-%1%79%-%-%11%-%-%-%-%-%-%-%15%10%
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Professionalism and handling of any query / complaint (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last
six months, please rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-----110156111181017Unweighted total
-----*111639118918Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*22**22*2Fairly Dissatisfied
-%-%-%-%-%100%16%10%4%1%17%22%1%10%

Neither Satisfied Nor
------56145558Dissatisfied
-%-%-%-%-%-%44%39%20%47%43%56%51%44%

------26*22-26Fairly Satisfied
-%-%-%-%-%-%23%38%4%28%23%-%27%35%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------*-*---*OUT)
-%-%-%-%-%-%-%1%-%2%-%-%-%1%

Don't Know / (DO NOT
------22222222READ OUT)
-%-%-%-%-%-%17%11%72%21%17%22%20%10%

------26*22-26NET: Satisfied
-%-%-%-%-%-%23%38%4%28%23%-%27%35%

-----*22**22*2NET: Dissatisfied
-%-%-%-%-%100%16%10%4%1%17%22%1%10%
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Professionalism and handling of any query / complaint (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last
six months, please rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-1343-------1117Unweighted total
-*425-------918Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2--------*2Fairly Dissatisfied
-%-%-%84%-%-%-%-%-%-%-%-%1%10%

Neither Satisfied Nor
-***4-------48Dissatisfied
-%100%2%11%90%-%-%-%-%-%-%-%47%44%

--2**-------26Fairly Satisfied
-%-%49%5%10%-%-%-%-%-%-%-%28%35%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------------**OUT)
-%-%-%-%-%-%-%-%-%-%-%-%2%1%

Don't Know / (DO NOT
--2---------22READ OUT)
-%-%48%-%-%-%-%-%-%-%-%-%21%10%

--2**-------26NET: Satisfied
-%-%49%5%10%-%-%-%-%-%-%-%28%35%

---2--------*2NET: Dissatisfied
-%-%-%84%-%-%-%-%-%-%-%-%1%10%
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Professionalism and handling of any query / complaint (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last
six months, please rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
29116218-142417Unweighted total
471441*8-*42318Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

2*2**-----*-2Fairly Dissatisfied
44%1%12%2%18%-%-%-%-%-%5%-%10%

Neither Satisfied Nor
2262--4--2-28Dissatisfied

56%36%45%42%-%-%51%-%-%53%-%78%44%

-242**2--2-16Fairly Satisfied
-%36%28%55%82%100%23%-%-%47%-%22%35%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--*---*-*---*OUT)
-%-%1%-%-%-%3%-%100%-%-%-%1%

Don't Know / (DO NOT
-22---2---2-2READ OUT)
-%27%13%-%-%-%23%-%-%-%95%-%10%

-242**2--2-16NET: Satisfied
-%36%28%55%82%100%23%-%-%47%-%22%35%

2*2**-----*-2NET: Dissatisfied
44%1%12%2%18%-%-%-%-%-%5%-%10%
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Professionalism and handling of any query / complaint (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last
six months, please rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-29883288317Unweighted total
-27562456218Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

--**-*-*-*2Fairly Dissatisfied
-%-%1%2%-%5%-%2%-%5%10%

Neither Satisfied Nor
-2354*224*8Dissatisfied
-%100%38%87%60%11%54%49%60%11%44%

--2112-2126Fairly Satisfied
-%-%35%11%9%84%-%49%9%84%35%

-----------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

----*---*-*OUT)
-%-%-%-%3%-%-%-%3%-%1%

Don't Know / (DO NOT
--2-2-2-2-2READ OUT)
-%-%26%-%29%-%46%-%29%-%10%

--2112-2126NET: Satisfied
-%-%35%11%9%84%-%49%9%84%35%

--**-*-*-*2NET: Dissatisfied
-%-%1%2%-%5%-%2%-%5%10%
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Professionalism and handling of any query / complaint (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last
six months, please rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-57769-1811-26617Unweighted total
-27447-*59-46518Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-***-***-22*2Fairly Dissatisfied
-%4%-%2%2%1%-%100%2%1%-%44%30%2%10%

Neither Satisfied Nor
-*2222--24-2258Dissatisfied
-%11%35%47%56%36%-%-%46%47%-%56%40%98%44%

-222-2--22----6Fairly Satisfied
-%85%37%46%-%36%-%-%52%28%-%-%-%-%35%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---*-----*----*OUT)
-%-%-%5%-%-%-%-%-%2%-%-%-%-%1%

Don't Know / (DO NOT
--2-22---2--2-2READ OUT)
-%-%28%-%42%27%-%-%-%21%-%-%30%-%10%

-222-2--22----6NET: Satisfied
-%85%37%46%-%36%-%-%52%28%-%-%-%-%35%

-*-***-***-22*2NET: Dissatisfied
-%4%-%2%2%1%-%100%2%1%-%44%30%2%10%
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Professionalism and handling of any query / complaint (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last
six months, please rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-2--481154417Unweighted total
-2--28**44418Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

-*--*----*-2Fairly Dissatisfied
-%6%-%-%4%-%-%-%-%3%-%10%

Neither Satisfied Nor
-2--*2**2228Dissatisfied
-%94%-%-%12%24%100%100%54%48%52%44%

----24--2226Fairly Satisfied
-%-%-%-%84%53%-%-%46%50%48%35%

------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----------*OUT)
-%-%-%-%-%-%-%-%-%-%-%1%

Don't Know / (DO NOT
-----2-----2READ OUT)
-%-%-%-%-%23%-%-%-%-%-%10%

----24--2226NET: Satisfied
-%-%-%-%84%53%-%-%46%50%48%35%

-*--*----*-2NET: Dissatisfied
-%6%-%-%4%-%-%-%-%3%-%10%
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Professionalism and handling of any query / complaint (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last
six months, please rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
8418-91711171617171717Unweighted total
7427-101810181618181818Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-22*222222Fairly Dissatisfied
1%-%-%2%-%18%10%1%10%11%10%10%10%10%

Neither Satisfied Nor
22-2-486868888Dissatisfied

35%45%-%34%-%40%44%58%44%36%44%44%44%44%

2222-462666666Fairly Satisfied
36%50%100%36%-%42%35%22%35%39%35%35%35%35%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-*----********OUT)
-%5%-%-%-%-%1%2%1%1%1%1%1%1%

Don't Know / (DO NOT
2--2--22222222READ OUT)

28%-%-%28%-%-%10%18%10%12%10%10%10%10%

2222-462666666NET: Satisfied
36%50%100%36%-%42%35%22%35%39%35%35%35%35%

*--*-22*222222NET: Dissatisfied
1%-%-%2%-%18%10%1%10%11%10%10%10%10%
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Professionalism and handling of any query / complaint (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last
six months, please rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
4136193113-1761117Unweighted total
51362102124-1861218Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

2**2-*2--22*2Fairly Dissatisfied
32%1%2%100%-%4%14%-%-%10%29%1%10%

Neither Satisfied Nor
444-4-62-8*88Dissatisfied

68%34%60%-%42%-%50%50%-%44%5%63%44%

-61-6222-6246Fairly Satisfied
-%49%9%-%58%96%19%50%-%35%34%35%35%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-*----*--*-**OUT)
-%2%-%-%-%-%2%-%-%1%-%2%1%

Don't Know / (DO NOT
-22---2--22-2READ OUT)
-%14%29%-%-%-%15%-%-%10%31%-%10%

-61-6222-6246NET: Satisfied
-%49%9%-%58%96%19%50%-%35%34%35%35%

2**2-*2--22*2NET: Dissatisfied
32%1%2%100%-%4%14%-%-%10%29%1%10%
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Professionalism and handling of any query / complaint (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last
six months, please rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Feb' 2019Jan' 2019Dec' 2018Oct' 2018Sep' 2018Jul' 2018Total base

*i*h*g*f*e*d*c*b*aSignificance Level: 95%
23311112317Unweighted total
25**2223218Weighted total

----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%

*------2-2Fairly Dissatisfied
5%-%-%-%-%-%-%51%-%10%

Neither Satisfied Nor
-2**-2-228Dissatisfied
-%48%57%100%-%100%-%49%95%44%

22----2-*6Fairly Satisfied
95%52%-%-%-%-%100%-%5%35%

----------Very Satisfied
-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--*------*OUT)
-%-%43%-%-%-%-%-%-%1%

Don't Know / (DO NOT
----2----2READ OUT)
-%-%-%-%100%-%-%-%-%10%

22----2-*6NET: Satisfied
95%52%-%-%-%-%100%-%5%35%

*------2-2NET: Dissatisfied
5%-%-%-%-%-%-%51%-%10%
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Professionalism and handling of any query / complaint (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last
six months, please rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e,f,g,h,i

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
822517Unweighted total
724518Weighted total

-----Very Dissatisfied
-%-%-%-%-%

*--22Fairly Dissatisfied
1%-%-%32%10%

Neither Satisfied Nor
2*248Dissatisfied

35%4%52%66%44%

4-2*6Fairly Satisfied
61%-%48%2%35%

-----Very Satisfied
-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

*---*OUT)
3%-%-%-%1%

Don't Know / (DO NOT
-2--2READ OUT)
-%96%-%-%10%

4-2*6NET: Satisfied
61%-%48%2%35%

*--22NET: Dissatisfied
1%-%-%32%10%
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Professionalism and handling of any query / complaint (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last
six months, please rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
32-2371241017Unweighted total
*2-351**11718Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*-2-*--*34Dissatisfied
-%4%-%50%-%18%-%-%32%20%20%

*--2-1***56Fairly Satisfied
50%-%-%50%-%62%100%100%32%31%32%

-2--5----77Very Satisfied
-%96%-%-%100%-%-%-%-%39%37%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
*----*--*22READ OUT)

50%-%-%-%-%20%-%-%37%11%11%

*2-251***1213NET: Satisfied
50%96%-%50%100%62%100%100%32%69%69%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The staff being polite and courteous (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
21113-1123-22217Unweighted total
***17-*244-22418Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*-*3--22-----4Dissatisfied

45%-%100%20%-%-%100%45%-%-%-%-%-%20%

*--6-*--4-**26Fairly Satisfied
55%-%-%33%-%100%-%-%95%-%5%7%46%32%

-*-6---2---227Very Satisfied
-%100%-%35%-%-%-%55%-%-%-%93%54%37%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---2----*-2--2READ OUT)
-%-%-%12%-%-%-%-%5%-%95%-%-%11%

**-12-*-24-*2413NET: Satisfied
55%100%-%69%-%100%-%55%95%-%5%100%100%69%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The staff being polite and courteous (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
2156111--7117-17Unweighted total
2165142--10*25-18Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-4*32--2--*-4Dissatisfied
-%23%4%25%100%-%-%18%-%-%2%-%20%

2424---2*22-6Fairly Satisfied
79%26%44%28%-%-%-%19%100%100%43%-%32%

*624---6--*-7Very Satisfied
21%39%53%31%-%-%-%63%-%-%10%-%37%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-2-2------2-2READ OUT)
-%13%-%15%-%-%-%-%-%-%45%-%11%

21048---8*22-13NET: Satisfied
100%65%96%60%-%-%-%82%100%100%53%-%69%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The staff being polite and courteous (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
4211-1717Unweighted total
4213-1818Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
22--44Dissatisfied

51%100%-%-%20%20%

2-4-66Fairly Satisfied
49%-%32%-%32%32%

--7-77Very Satisfied
-%-%52%-%37%37%

Have not Contacted / Not
Applicable (DO NOT READ

------OUT)
-%-%-%-%-%-%

Don't Know / (DO NOT
--2-22READ OUT)
-%-%16%-%11%11%

2-11-1313NET: Satisfied
49%-%84%-%69%69%

------NET: Dissatisfied
-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The staff being polite and courteous (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
782-116-----161017Unweighted total
6102-217-----241218Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
22---4------224Dissatisfied

30%19%-%-%-%22%-%-%-%-%-%-%41%15%20%

222-24-----2*46Fairly Satisfied
35%21%79%-%100%26%-%-%-%-%-%100%10%31%32%

-6*--7-------77Very Satisfied
-%61%21%-%-%40%-%-%-%-%-%-%-%54%37%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
2----2------2-2READ OUT)

35%-%-%-%-%12%-%-%-%-%-%-%49%-%11%

282-211-----2*1013NET: Satisfied
35%81%100%-%100%66%-%-%-%-%-%100%10%85%69%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-----110156111181017Unweighted total
-----*111639118918Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------*2*4***4Dissatisfied
-%-%-%-%-%-%1%12%4%41%1%1%1%20%

-----*46114236Fairly Satisfied
-%-%-%-%-%100%39%35%24%7%39%27%28%32%

------57-25457Very Satisfied
-%-%-%-%-%-%43%40%-%28%43%50%51%37%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------22222222READ OUT)
-%-%-%-%-%-%17%12%72%24%17%22%20%11%

-----*9121396713NET: Satisfied
-%-%-%-%-%100%82%76%24%35%82%77%79%69%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The staff being polite and courteous (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-1343-------1117Unweighted total
-*425-------918Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--*---------44Dissatisfied
-%-%2%-%-%-%-%-%-%-%-%-%41%20%

-*22--------16Fairly Satisfied
-%100%49%100%-%-%-%-%-%-%-%-%7%32%

----5-------27Very Satisfied
-%-%-%-%100%-%-%-%-%-%-%-%28%37%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--2---------22READ OUT)
-%-%48%-%-%-%-%-%-%-%-%-%24%11%

-*225-------313NET: Satisfied
-%100%49%100%100%-%-%-%-%-%-%-%35%69%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The staff being polite and courteous (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
29116218-142417Unweighted total
471441*8-*42318Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-**3--4--3-*4Dissatisfied
-%1%1%80%-%-%45%-%-%89%-%4%20%

236****--***6Fairly Satisfied
44%37%40%9%18%100%5%-%-%11%5%4%32%

226**-2----27Very Satisfied
56%35%44%11%82%-%25%-%-%-%-%93%37%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-22---2-*-2-2READ OUT)
-%27%15%-%-%-%26%-%100%-%95%-%11%

451211*2--**313NET: Satisfied
100%72%84%20%100%100%30%-%-%11%5%96%69%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The staff being polite and courteous (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-29883288317Unweighted total
-27562456218Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--**22-*224Dissatisfied
-%-%1%2%27%84%-%2%27%84%20%

-*31**-3**6Fairly Satisfied
-%10%35%11%4%16%-%50%4%16%32%

-2352-222-7Very Satisfied
-%90%38%87%37%-%54%48%37%-%37%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--2-2-2-2-2READ OUT)
-%-%26%-%32%-%46%-%32%-%11%

-2553*253*13NET: Satisfied
-%100%73%98%42%16%54%98%42%16%69%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The staff being polite and courteous (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-57769-1811-26617Unweighted total
-27447-*59-46518Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-**4**--44--**4Dissatisfied
-%4%1%85%2%1%-%-%77%41%-%-%2%2%20%

-22*13-*11-2216Fairly Satisfied
-%96%34%11%12%37%-%100%13%7%-%44%33%11%32%

--2-22--*2-2247Very Satisfied
-%-%37%-%44%35%-%-%10%28%-%56%36%87%37%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--2*22---2--2-2READ OUT)
-%-%28%5%42%27%-%-%-%24%-%-%30%-%11%

-25*25-*13-44513NET: Satisfied
-%96%71%11%56%72%-%100%23%35%-%100%68%98%69%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The staff being polite and courteous (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-2--481154417Unweighted total
-2--28**44418Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-2--*4--2444Dissatisfied
-%94%-%-%4%44%-%-%45%97%94%20%

-*--22*****6Fairly Satisfied
-%6%-%-%96%28%100%100%8%3%6%32%

-----*--2--7Very Satisfied
-%-%-%-%-%6%-%-%46%-%-%37%

Have not Contacted / Not
Applicable (DO NOT READ

------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----2-----2READ OUT)
-%-%-%-%-%23%-%-%-%-%-%11%

-*--23**2**13NET: Satisfied
-%6%-%-%96%33%100%100%55%3%6%69%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The staff being polite and courteous (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
8418-91711171617171717Unweighted total
7427-101810181618181818Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
22-2-444444444Dissatisfied

27%45%-%29%-%34%20%34%20%23%20%20%20%20%

122*-262666666Fairly Satisfied
9%50%100%6%-%20%32%21%32%37%32%32%32%32%

2--2-573747777Very Satisfied
36%-%-%37%-%46%37%26%37%28%37%37%37%37%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
2*-2--22222222READ OUT)

28%5%-%28%-%-%11%20%11%13%11%11%11%11%

3223-7135131013131313NET: Satisfied
45%50%100%43%-%66%69%46%69%65%69%69%69%69%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
4136193113-1761117Unweighted total
51362102124-1861218Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*42-2-4--4*44Dissatisfied
2%28%26%-%20%-%30%-%-%20%1%29%20%

33*24*24-6426Fairly Satisfied
62%20%3%100%40%9%16%100%-%32%67%16%32%

253-425--7-77Very Satisfied
36%37%42%-%40%91%38%-%-%37%-%54%37%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-22---2--22*2READ OUT)
-%16%29%-%-%-%17%-%-%11%31%2%11%

57328274-134913NET: Satisfied
98%56%45%100%80%100%53%100%-%69%67%70%69%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The staff being polite and courteous (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Feb' 2019Jan' 2019Dec' 2018Oct' 2018Sep' 2018Jul' 2018Total base

*i*h*g*f*e*d*c*b*aSignificance Level: 95%
23311112317Unweighted total
25**2223218Weighted total

----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%

----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--**--22-4Dissatisfied
-%-%20%100%-%-%100%49%-%20%

*2*----226Fairly Satisfied
5%41%37%-%-%-%-%51%100%32%

23---2---7Very Satisfied
95%59%-%-%-%100%-%-%-%37%

Have not Contacted / Not
Applicable (DO NOT READ

----------OUT)
-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--*-2----2READ OUT)
-%-%43%-%100%-%-%-%-%11%

25*--2-2213NET: Satisfied
100%100%37%-%-%100%-%51%100%69%

----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e,f,g,h,i

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
822517Unweighted total
724518Weighted total

-----Very Dissatisfied
-%-%-%-%-%

-----Fairly Dissatisfied
-%-%-%-%-%

Neither Satisfied Nor
**224Dissatisfied
1%4%48%31%20%

2--46Fairly Satisfied
30%-%-%69%32%

5-2-7Very Satisfied
66%-%52%-%37%

Have not Contacted / Not
Applicable (DO NOT READ

-----OUT)
-%-%-%-%-%

Don't Know / (DO NOT
*2--2READ OUT)
3%96%-%-%11%

7-2413NET: Satisfied
96%-%52%69%69%

-----NET: Dissatisfied
-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The staff being polite and courteous (QOP3A14 Thinking about contacting TNT Express with a service query, request or complaint, and your experiences in the last six months, please
rate TNT Express on the following aspects.)
Base: All who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
637561826102341Unweighted total
326573*123235Weighted total

-2-22----99Very Dissatisfied
-%77%-%41%27%-%-%-%-%29%27%

**--*1-1*12Fairly Dissatisfied
5%3%-%-%7%21%-%56%5%3%4%

Neither Satisfied Nor
2-1121--167Dissatisfied

71%-%8%11%26%17%-%-%32%19%19%

****21*-155Fairly Satisfied
4%20%2%2%33%26%58%-%32%14%15%

*-52-1***1011Very Satisfied
16%-%89%46%-%33%42%34%31%31%31%

Have not Contacted / Not
Applicable (DO NOT READ

*---1*-*-11OUT)
4%-%-%-%8%3%-%10%-%2%2%

Don't Know / (DO NOT
---------11READ OUT)
-%-%-%-%-%-%-%-%-%2%2%

**6222**11416NET: Satisfied
19%20%92%48%33%59%100%34%63%45%46%

*2-221-1*1011NET: Dissatisfied
5%80%-%41%33%21%-%56%5%32%31%
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
57227-7363121441Unweighted total
24129-7563*2*635Weighted total

---9--222-2-29Very Dissatisfied
-%-%-%32%-%-%34%32%72%-%87%-%33%27%

1--*---*-*---2Fairly Dissatisfied
71%-%-%1%-%-%-%4%-%100%-%-%-%4%

Neither Satisfied Nor
-*16-222----*7Dissatisfied
-%3%84%21%-%31%33%31%-%-%-%-%4%19%

-3*2-*2*---*-5Fairly Satisfied
-%80%16%8%-%4%33%2%-%-%-%100%-%15%

*--10-4-2*-*-411Very Satisfied
29%-%-%36%-%65%-%30%8%-%13%-%63%31%

Have not Contacted / Not
Applicable (DO NOT READ

-*-1----1----1OUT)
-%3%-%2%-%-%-%-%20%-%-%-%-%2%

Don't Know / (DO NOT
-1-----------1READ OUT)
-%15%-%-%-%-%-%-%-%-%-%-%-%2%

*3*13-522*-**416NET: Satisfied
29%80%16%44%-%69%33%33%8%-%13%100%63%46%

1--10--222*2-211NET: Dissatisfied
71%-%-%34%-%-%34%36%72%100%87%-%33%31%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 149  (continuation)                                                                                                                                                  Page 2461

Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
4379328-120318-41Unweighted total
4317275-220223-35Weighted total

-927--24-22-9Very Dissatisfied
-%30%26%27%-%-%100%18%-%100%57%-%27%

-2*1*--1--*-2Fairly Dissatisfied
-%5%4%5%5%-%-%5%-%-%10%-%4%

Neither Satisfied Nor
-7251--42-*-7Dissatisfied
-%22%28%17%10%-%-%20%80%-%5%-%19%

-5*52--3*-*-5Fairly Satisfied
-%18%6%18%35%-%-%13%20%-%15%-%15%

47293--8--*-11Very Satisfied
100%22%29%32%49%-%-%39%-%-%10%-%31%

Have not Contacted / Not
Applicable (DO NOT READ

-1-1---1--*-1OUT)
-%2%-%2%-%-%-%3%-%-%3%-%2%

Don't Know / (DO NOT
-11----1----1READ OUT)
-%2%7%-%-%-%-%3%-%-%-%-%2%

4123144--11*-1-16NET: Satisfied
100%39%35%50%84%-%-%52%20%-%25%-%46%

-1129*-25-22-11NET: Dissatisfied
-%36%30%32%5%-%100%23%-%100%67%-%31%
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
1971423941Unweighted total
1281523235Weighted total

226279Very Dissatisfied
16%23%37%80%23%27%

1**-22Fairly Dissatisfied
7%3%3%-%5%4%

Neither Satisfied Nor
3-4-77Dissatisfied

23%-%25%-%20%19%

3*2*55Fairly Satisfied
26%1%14%20%15%15%

363-1111Very Satisfied
22%72%17%-%33%31%

Have not Contacted / Not
Applicable (DO NOT READ

*-1-11OUT)
1%-%3%-%2%2%

Don't Know / (DO NOT
1---11READ OUT)
4%-%-%-%2%2%

665*1616NET: Satisfied
48%74%31%20%48%46%

3262911NET: Dissatisfied
23%26%40%80%28%31%
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
2513331130--21-8141641Unweighted total
131661431--**-392235Weighted total

-64--9-------99Very Dissatisfied
-%34%67%-%-%30%-%-%-%-%-%-%-%43%27%

1*-**1--*--*1*2Fairly Dissatisfied
8%3%-%39%9%4%-%-%70%-%-%4%8%2%4%

Neither Satisfied Nor
142-16-----1*67Dissatisfied
7%24%33%-%13%20%-%-%-%-%-%15%5%26%19%

14-**5--*--*145Fairly Satisfied
9%26%-%17%10%16%-%-%30%-%-%9%8%19%15%

92-*29---*-27211Very Satisfied
71%10%-%44%52%28%-%-%-%100%-%54%79%8%31%

Have not Contacted / Not
Applicable (DO NOT READ

*1--*1-----*-11OUT)
1%3%-%-%2%2%-%-%-%-%-%3%-%2%2%

Don't Know / (DO NOT
1---1------1--1READ OUT)
4%-%-%-%13%-%-%-%-%-%-%15%-%-%2%

106-*314--**-28616NET: Satisfied
80%36%-%61%63%44%-%-%30%100%-%63%87%27%46%

164**10--*--*11011NET: Dissatisfied
8%37%67%39%9%34%-%-%70%-%-%4%8%45%31%
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*af*e*d*c*b*aSignificance Level: 95%
-21-221937152826202641Unweighted total
-1*-**1828121719131935Weighted total

------66226269Very Dissatisfied
-%-%-%-%-%-%31%20%15%11%29%15%29%27%

----***2*11112Fairly Dissatisfied
-%-%-%-%39%58%1%6%3%6%3%4%3%4%

Neither Satisfied Nor
-1----25313337Dissatisfied
-%84%-%-%-%-%12%17%23%6%14%21%14%19%

-*----35*53235Fairly Satisfied
-%16%-%-%-%-%16%19%3%30%15%19%15%15%

--*-**696774711Very Satisfied
-%-%100%-%61%42%35%33%51%41%35%33%35%31%

Have not Contacted / Not
Applicable (DO NOT READ

------11111111OUT)
-%-%-%-%-%-%3%2%4%4%3%4%3%2%

Don't Know / (DO NOT
------11-11111READ OUT)
-%-%-%-%-%-%3%2%-%3%3%4%3%2%

-**-**9146121071016NET: Satisfied
-%16%100%-%61%42%50%53%54%71%50%52%50%46%

----**672362611NET: Dissatisfied
-%-%-%-%39%58%32%26%19%16%31%19%31%31%
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-10475-----152241Unweighted total
-2846-----*31435Weighted total

--4-2-------29Very Dissatisfied
-%-%49%-%30%-%-%-%-%-%-%-%13%27%

-1---------*12Fairly Dissatisfied
-%29%-%-%-%-%-%-%-%-%-%8%5%4%

Neither Satisfied Nor
-*-2--------17Dissatisfied
-%13%-%63%-%-%-%-%-%-%-%-%7%19%

-*-*2-----*-55Fairly Satisfied
-%21%-%6%36%-%-%-%-%-%100%-%36%15%

-14*2------2511Very Satisfied
-%37%51%4%34%-%-%-%-%-%-%76%33%31%

Have not Contacted / Not
Applicable (DO NOT READ

---1--------11OUT)
-%-%-%13%-%-%-%-%-%-%-%-%4%2%

Don't Know / (DO NOT
---1-------1-1READ OUT)
-%-%-%13%-%-%-%-%-%-%-%17%-%2%

-14*4-----*21016NET: Satisfied
-%57%51%11%70%-%-%-%-%-%100%76%70%46%

-14-2------*311NET: Dissatisfied
-%29%49%-%30%-%-%-%-%-%-%8%18%31%
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
22427143-25-1286241Unweighted total
*1922131-17-484135Weighted total

-664--2--2--9Very Dissatisfied
-%29%25%29%-%-%11%-%-%22%-%-%27%

-11**-1-*-1-2Fairly Dissatisfied
-%3%6%2%26%-%5%-%8%-%17%-%4%

Neither Satisfied Nor
-324--1-*-*17Dissatisfied
-%14%11%33%-%-%6%-%9%-%3%75%19%

-35*--5-*41-5Fairly Satisfied
-%15%23%3%-%-%31%-%7%47%26%-%15%

*674*-7-322*11Very Satisfied
100%33%33%28%74%-%40%-%62%25%54%25%31%

Have not Contacted / Not
Applicable (DO NOT READ

-11---1-*1--1OUT)
-%3%3%-%-%-%4%-%2%6%-%-%2%

Don't Know / (DO NOT
-1-1--1-1---1READ OUT)
-%3%-%4%-%-%3%-%12%-%-%-%2%

*9124*-12-363*16NET: Satisfied
100%48%55%31%74%-%71%-%69%72%80%25%46%

-674*-3-*21-11NET: Dissatisfied
-%32%31%31%26%-%16%-%8%22%17%-%31%
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-5241023512421441Unweighted total
-3197162*1913135Weighted total

--6-2--62-9Very Dissatisfied
-%-%29%-%12%-%-%29%14%-%27%

-*1*1--11-2Fairly Dissatisfied
-%5%3%2%6%-%-%3%7%-%4%

Neither Satisfied Nor
-232*1-3*17Dissatisfied
-%70%13%31%3%40%-%14%2%45%19%

-*3*5*-35*5Fairly Satisfied
-%8%14%6%31%26%-%15%38%17%15%

-*747-*65-11Very Satisfied
-%17%35%61%45%-%100%33%34%-%31%

Have not Contacted / Not
Applicable (DO NOT READ

--1-1--11-1OUT)
-%-%3%-%4%-%-%3%5%-%2%

Don't Know / (DO NOT
--1--1-1-11READ OUT)
-%-%3%-%-%34%-%3%-%38%2%

-110512**910*16NET: Satisfied
-%25%50%67%76%26%100%48%72%17%46%

-*6*3--63-11NET: Dissatisfied
-%5%32%2%18%-%-%32%21%-%31%
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
21320141925-81922-317941Unweighted total
1101471219-41014-112535Weighted total

-44-26---2--2-9Very Dissatisfied
-%38%26%-%15%29%-%-%-%13%-%-%15%-%27%

-**111-*11-*1*2Fairly Dissatisfied
-%4%3%11%4%3%-%12%5%4%-%25%4%3%4%

Neither Satisfied Nor
-32133-*11-*327Dissatisfied
-%28%15%13%22%14%-%6%8%4%-%43%21%41%19%

-*3223-133--2*5Fairly Satisfied
-%1%20%33%19%15%-%15%31%24%-%-%17%8%15%

*35247-257-*4211Very Satisfied
25%29%32%34%32%34%-%52%45%47%-%31%34%37%31%

Have not Contacted / Not
Applicable (DO NOT READ

--1*11-*11--111OUT)
-%-%4%1%4%3%-%2%6%4%-%-%4%10%2%

Don't Know / (DO NOT
1--111-111--1-1READ OUT)

75%-%-%8%4%3%-%13%5%4%-%-%4%-%2%

*37569-3810-*6216NET: Satisfied
25%30%52%67%51%49%-%67%76%71%-%31%51%46%46%

-44126-*12-*2*11NET: Dissatisfied
-%42%29%11%19%32%-%12%5%17%-%25%19%3%31%
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-4-214214397941Unweighted total
-3-110151123535Weighted total

----44-----9Very Dissatisfied
-%-%-%-%36%25%-%-%-%-%-%27%

-*-***--***2Fairly Dissatisfied
-%18%-%21%4%3%-%-%7%4%3%4%

Neither Satisfied Nor
----32***1-7Dissatisfied
-%-%-%-%25%14%32%37%16%24%-%19%

-*--*3**1215Fairly Satisfied
-%4%-%-%2%20%32%37%34%59%14%15%

-2--35****411Very Satisfied
-%78%-%-%27%32%23%27%15%10%82%31%

Have not Contacted / Not
Applicable (DO NOT READ

-----1*-***1OUT)
-%-%-%-%-%4%12%-%4%3%2%2%

Don't Know / (DO NOT
---111--1--1READ OUT)
-%-%-%79%5%4%-%-%25%-%-%2%

-2--38**12516NET: Satisfied
-%82%-%-%29%51%55%63%49%68%96%46%

-*-*44--***11NET: Dissatisfied
-%18%-%21%40%28%-%-%7%4%3%31%
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*cbaedcbaSignificance Level: 95%
22101261144130413741364041Unweighted total
1510221*43524353235293335Weighted total

4426--96999979Very Dissatisfied
25%36%100%27%-%-%27%23%27%29%27%32%23%27%

1*-1-121222122Fairly Dissatisfied
6%1%-%5%-%38%4%6%4%5%4%5%5%4%

Neither Satisfied Nor
4--4-*76767577Dissatisfied

30%-%-%19%-%6%19%24%19%19%19%16%20%19%

32-3*154555555Fairly Satisfied
18%20%-%12%100%28%15%15%15%17%15%19%16%15%

34-7-11161181171111Very Satisfied
19%37%-%32%-%25%31%27%31%26%31%24%33%31%

Have not Contacted / Not
Applicable (DO NOT READ

-1-1-*11111111OUT)
-%6%-%3%-%3%2%3%2%2%2%2%2%2%

Don't Know / (DO NOT
1--1--11111111READ OUT)
3%-%-%3%-%-%2%2%2%2%2%2%2%2%

66-9*21610161416121616NET: Satisfied
37%57%-%44%100%53%46%42%46%43%46%43%49%46%

5427-111711111111911NET: Dissatisfied
30%37%100%31%-%38%31%29%31%34%31%37%27%31%
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*ba*b*aSignificance Level: 95%
21201262271816-41111941Unweighted total
17181451551613-3591635Weighted total

46424-72-9429Very Dissatisfied
22%31%26%38%24%-%46%14%-%27%40%11%27%

*1*-1*11-21*2Fairly Dissatisfied
1%7%1%-%8%3%5%5%-%4%8%3%4%

Neither Satisfied Nor
2443-24--7227Dissatisfied

14%24%28%56%-%41%28%-%-%19%25%14%19%

23-*5-15-5*55Fairly Satisfied
14%17%-%2%34%-%4%35%-%15%4%30%15%

746*5326-112711Very Satisfied
42%21%42%4%30%55%14%42%-%31%18%42%31%

Have not Contacted / Not
Applicable (DO NOT READ

1*--1*1--11*1OUT)
3%1%-%-%4%2%3%-%-%2%6%1%2%

Don't Know / (DO NOT
1-1----1-1--1READ OUT)
3%-%4%-%-%-%-%4%-%2%-%-%2%

976*103310-1621216NET: Satisfied
56%38%42%6%64%55%18%77%-%46%22%72%46%

47425*83-114211NET: Dissatisfied
24%38%27%38%32%3%51%19%-%31%48%14%31%
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
22214522464741Unweighted total
12*23544433435Weighted total

-2---4--22--9Very Dissatisfied
-%80%-%-%-%80%-%-%46%56%-%-%27%

*---*----1**2Fairly Dissatisfied
73%-%-%-%2%-%-%-%-%18%10%3%4%

Neither Satisfied Nor
----1*222-**7Dissatisfied
-%-%-%-%16%4%50%50%46%-%10%2%19%

-**2---2*1-*5Fairly Satisfied
-%20%50%100%-%-%-%50%4%18%-%8%15%

*---2*2-**2411Very Satisfied
27%-%-%-%66%5%50%-%4%8%81%87%31%

Have not Contacted / Not
Applicable (DO NOT READ

--*-1-------1OUT)
-%-%50%-%16%-%-%-%-%-%-%-%2%

Don't Know / (DO NOT
-----1------1READ OUT)
-%-%-%-%-%11%-%-%-%-%-%-%2%

***22*22*12416NET: Satisfied
27%20%50%100%66%5%50%50%9%26%81%94%46%

*2--*4--23**11NET: Dissatisfied
73%80%-%-%2%80%-%-%46%74%10%3%31%
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
61081741Unweighted total
310111035Weighted total

24229Very Dissatisfied
60%38%16%18%27%

**-12Fairly Dissatisfied
15%1%-%10%4%

Neither Satisfied Nor
-16*7Dissatisfied
-%7%49%3%19%

12215Fairly Satisfied
18%19%17%9%15%

*22611Very Satisfied
5%25%18%59%31%

Have not Contacted / Not
Applicable (DO NOT READ

*1--1OUT)
3%5%-%-%2%

Don't Know / (DO NOT
-1--1READ OUT)
-%5%-%-%2%

144716NET: Satisfied
23%44%36%69%46%

242311NET: Dissatisfied
74%39%16%28%31%
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
637561826102341Unweighted total
326573*123235Weighted total

----2----22Very Dissatisfied
-%-%-%-%27%-%-%-%-%6%5%

-*--**--**1Fairly Dissatisfied
-%3%-%-%7%3%-%-%5%1%2%

Neither Satisfied Nor
*2--2*-*-44Dissatisfied
5%77%-%-%26%10%-%30%-%11%11%

2*2121**11416Fairly Satisfied
81%20%41%11%26%49%58%41%51%45%46%

*-44-1**188Very Satisfied
10%-%58%78%-%32%42%19%37%24%24%

Have not Contacted / Not
Applicable (DO NOT READ

*--*1*-*-11OUT)
4%-%-%10%8%3%-%10%-%3%3%

Don't Know / (DO NOT
--*-**--*33READ OUT)
-%-%2%-%7%4%-%-%6%9%9%

2*6422*112224NET: Satisfied
91%20%98%90%26%81%100%60%88%69%70%

-*--2*--*22NET: Dissatisfied
-%3%-%-%33%3%-%-%5%7%7%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
57227-7363121441Unweighted total
24129-7563*2*635Weighted total

---2--2------2Very Dissatisfied
-%-%-%6%-%-%34%-%-%-%-%-%-%5%

1------------1Fairly Dissatisfied
33%-%-%-%-%-%-%-%-%-%-%-%-%2%

Neither Satisfied Nor
*--4--2--*2--4Dissatisfied
8%-%-%13%-%-%33%-%-%100%87%-%-%11%

-2113-5222--*216Fairly Satisfied
-%67%84%45%-%67%33%40%72%-%-%100%39%46%

*-*8-2-4*-*-28Very Satisfied
29%-%16%27%-%33%-%60%8%-%13%-%29%24%

Have not Contacted / Not
Applicable (DO NOT READ

**-1----1----1OUT)
29%3%-%2%-%-%-%-%20%-%-%-%-%3%

Don't Know / (DO NOT
-1-2--------23READ OUT)
-%31%-%6%-%-%-%-%-%-%-%-%33%9%

*2121-7262-**424NET: Satisfied
29%67%100%72%-%100%33%100%80%-%13%100%67%70%

1--2--2------2NET: Dissatisfied
33%-%-%6%-%-%34%-%-%-%-%-%-%7%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
4379328-120318-41Unweighted total
4317275-220223-35Weighted total

-2-2---2----2Very Dissatisfied
-%6%-%7%-%-%-%9%-%-%-%-%5%

-1**---*--*-1Fairly Dissatisfied
-%2%1%2%-%-%-%2%-%-%3%-%2%

Neither Satisfied Nor
-4-4*-22----4Dissatisfied
-%13%-%14%5%-%100%9%-%-%-%-%11%

2145112--9221-16Fairly Satisfied
50%45%62%42%46%-%-%44%96%100%17%-%46%

26272--6--*-8Very Satisfied
50%21%22%25%40%-%-%31%-%-%5%-%24%

Have not Contacted / Not
Applicable (DO NOT READ

-1*1*--1--*-1OUT)
-%4%7%2%9%-%-%3%-%-%3%-%3%

Don't Know / (DO NOT
-312---1*-2-3READ OUT)
-%10%8%9%-%-%-%3%4%-%72%-%9%

4206184--15221-24NET: Satisfied
100%66%84%66%85%-%-%74%96%100%22%-%70%

-2*2---2--*-2NET: Dissatisfied
-%8%1%8%-%-%-%11%-%-%3%-%7%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
1971423941Unweighted total
1281523235Weighted total

2---22Very Dissatisfied
16%-%-%-%6%5%

*-*-11Fairly Dissatisfied
1%-%3%-%2%2%

Neither Satisfied Nor
*22-44Dissatisfied
2%23%12%-%12%11%

528-1616Fairly Satisfied
45%29%55%-%49%46%

342278Very Satisfied
23%47%14%80%20%24%

Have not Contacted / Not
Applicable (DO NOT READ

1-1-11OUT)
5%-%3%-%3%3%

Don't Know / (DO NOT
1-2*23READ OUT)
9%-%13%20%8%9%

861022224NET: Satisfied
67%77%69%80%69%70%

2-*-22NET: Dissatisfied
17%-%3%-%7%7%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
2513331130--21-8141641Unweighted total
131661431--**-392235Weighted total

-2---2-------22Very Dissatisfied
-%11%-%-%-%6%-%-%-%-%-%-%-%8%5%

**---1------**1Fairly Dissatisfied
1%3%-%-%-%2%-%-%-%-%-%-%1%2%2%

Neither Satisfied Nor
*22-*4-----**44Dissatisfied
2%11%33%-%3%12%-%-%-%-%-%4%2%17%11%

69-*115--*--15916Fairly Satisfied
50%58%-%39%26%48%-%-%70%-%-%24%61%43%46%

522*26--**-2348Very Satisfied
38%10%34%61%55%20%-%-%30%100%-%54%31%16%24%

Have not Contacted / Not
Applicable (DO NOT READ

11--*1-----**11OUT)
4%3%-%-%2%3%-%-%-%-%-%3%5%2%3%

Don't Know / (DO NOT
112-12-----1-23READ OUT)
4%4%33%-%13%8%-%-%-%-%-%15%-%11%9%

111121321--**-381324NET: Satisfied
89%68%34%100%81%69%-%-%100%100%-%78%92%59%70%

*2---2------*22NET: Dissatisfied
1%14%-%-%-%8%-%-%-%-%-%-%1%11%7%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*af*e*d*c*b*aSignificance Level: 95%
-21-221937152826202641Unweighted total
-1*-**1828121719131935Weighted total

------2---2222Very Dissatisfied
-%-%-%-%-%-%10%-%-%-%9%15%9%5%

-------1-*---1Fairly Dissatisfied
-%-%-%-%-%-%-%2%-%3%-%-%-%2%

Neither Satisfied Nor
----*-22222*24Dissatisfied
-%-%-%-%39%-%11%8%17%12%11%2%11%11%

-1---*91651097916Fairly Satisfied
-%84%-%-%-%58%48%58%45%59%49%56%49%46%

-**-**45434248Very Satisfied
-%16%100%-%61%42%21%18%34%16%23%18%23%24%

Have not Contacted / Not
Applicable (DO NOT READ

------11111111OUT)
-%-%-%-%-%-%6%4%4%4%5%4%5%3%

Don't Know / (DO NOT
------13-11113READ OUT)
-%-%-%-%-%-%3%11%-%6%3%5%3%9%

-1*-**12219131491424NET: Satisfied
-%100%100%-%61%100%70%76%79%75%71%74%71%70%

------21-*2222NET: Dissatisfied
-%-%-%-%-%-%10%2%-%3%9%15%9%7%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-10475-----152241Unweighted total
-2846-----*31435Weighted total

----2--------2Very Dissatisfied
-%-%-%-%30%-%-%-%-%-%-%-%-%5%

------------*1Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%3%2%

Neither Satisfied Nor
-*2---------24Dissatisfied
-%16%24%-%-%-%-%-%-%-%-%-%15%11%

-1432-----**1016Fairly Satisfied
-%42%51%66%36%-%-%-%-%-%100%8%71%46%

-12*2------2*8Very Satisfied
-%43%25%4%26%-%-%-%-%-%-%76%2%24%

Have not Contacted / Not
Applicable (DO NOT READ

---1*-------11OUT)
-%-%-%13%8%-%-%-%-%-%-%-%4%3%

Don't Know / (DO NOT
---1-------113READ OUT)
-%-%-%16%-%-%-%-%-%-%-%17%4%9%

-1634-----*31024NET: Satisfied
-%84%76%70%63%-%-%-%-%-%100%83%73%70%

----2-------*2NET: Dissatisfied
-%-%-%-%30%-%-%-%-%-%-%-%3%7%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
22427143-25-1286241Unweighted total
*1922131-17-484135Weighted total

-2-2--------2Very Dissatisfied
-%10%-%14%-%-%-%-%-%-%-%-%5%

--1---*---*-1Fairly Dissatisfied
-%-%3%-%-%-%3%-%-%-%13%-%2%

Neither Satisfied Nor
-222*-2-*2*-4Dissatisfied
-%11%8%16%26%-%12%-%3%22%4%-%11%

-9115--10-342116Fairly Satisfied
-%50%52%36%-%-%61%-%74%47%67%75%46%

*454*-2-*2-*8Very Satisfied
100%21%22%28%74%-%14%-%10%25%-%25%24%

Have not Contacted / Not
Applicable (DO NOT READ

-11---1-*1--1OUT)
-%5%5%-%-%-%4%-%2%6%-%-%3%

Don't Know / (DO NOT
-121--1-1-1-3READ OUT)
-%3%11%5%-%-%7%-%12%-%16%-%9%

*13168*-13-462124NET: Satisfied
100%71%74%64%74%-%75%-%83%72%67%100%70%

-212--*---*-2NET: Dissatisfied
-%10%3%14%-%-%3%-%-%-%13%-%7%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-5241023512421441Unweighted total
-3197162*1913135Weighted total

--2----2--2Very Dissatisfied
-%-%10%-%-%-%-%10%-%-%5%

----*---*-1Fairly Dissatisfied
-%-%-%-%3%-%-%-%4%-%2%

Neither Satisfied Nor
-*2*2--22-4Dissatisfied
-%5%11%2%13%-%-%11%16%-%11%

-29491-97116Fairly Satisfied
-%79%49%61%59%60%-%50%54%55%46%

--423-*42-8Very Satisfied
-%-%23%28%17%-%100%21%19%-%24%

Have not Contacted / Not
Applicable (DO NOT READ

-*1*1--11-1OUT)
-%17%5%7%4%-%-%5%5%-%3%

Don't Know / (DO NOT
--1**1-1*13READ OUT)
-%-%3%1%3%40%-%3%4%45%9%

-2146121*1310124NET: Satisfied
-%79%72%90%77%60%100%71%72%55%70%

--2-*--2*-2NET: Dissatisfied
-%-%10%-%3%-%-%10%4%-%7%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
21320141925-81922-317941Unweighted total
1101471219-41014-112535Weighted total

--2-22------2-2Very Dissatisfied
-%-%13%-%15%10%-%-%-%-%-%-%15%-%5%

---*---*-*----1Fairly Dissatisfied
-%-%-%7%-%-%-%12%-%3%-%-%-%-%2%

Neither Satisfied Nor
-2***2--*2-***4Dissatisfied
-%20%1%4%2%11%-%-%3%14%-%25%2%3%11%

-77579-168-*7416Fairly Satisfied
-%69%49%76%57%49%-%21%57%54%-%43%55%83%46%

**4*24-222-*2*8Very Satisfied
25%5%29%3%17%22%-%52%24%16%-%31%19%2%24%

Have not Contacted / Not
Applicable (DO NOT READ

-*1*11-*11--111OUT)
-%5%7%1%4%5%-%2%6%4%-%-%4%10%3%

Don't Know / (DO NOT
1**111-111--1*3READ OUT)

75%1%1%9%5%3%-%13%10%8%-%-%4%2%9%

*7115914-3810-*9424NET: Satisfied
25%74%78%78%74%71%-%73%81%71%-%75%74%85%70%

--2*22-*-*--2-2NET: Dissatisfied
-%-%13%7%15%10%-%12%-%3%-%-%15%-%7%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-4-214214397941Unweighted total
-3-110151123535Weighted total

-----2-----2Very Dissatisfied
-%-%-%-%-%12%-%-%-%-%-%5%

-*---------1Fairly Dissatisfied
-%18%-%-%-%-%-%-%-%-%-%2%

Neither Satisfied Nor
---*2*--***4Dissatisfied
-%-%-%21%19%1%-%-%7%4%3%11%

-*--77**13216Fairly Satisfied
-%9%-%-%68%48%64%73%29%87%44%46%

-2--*4****28Very Satisfied
-%73%-%-%3%28%23%27%8%5%42%24%

Have not Contacted / Not
Applicable (DO NOT READ

----*1*-***1OUT)
-%-%-%-%5%7%12%-%4%3%2%3%

Don't Know / (DO NOT
---111--1-*3READ OUT)
-%-%-%79%5%4%-%-%52%-%9%9%

-2--7111113524NET: Satisfied
-%82%-%-%71%76%88%100%37%93%86%70%

-*---2-----2NET: Dissatisfied
-%18%-%-%-%12%-%-%-%-%-%7%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*cbaedcbaSignificance Level: 95%
22101261144130413741364041Unweighted total
1510221*43524353235293335Weighted total

2--2--22222222Very Dissatisfied
12%-%-%9%-%-%5%8%5%6%5%6%6%5%

*--*-11*111111Fairly Dissatisfied
3%-%-%2%-%15%2%2%2%2%2%2%2%2%

Neither Satisfied Nor
22-4-*44444244Dissatisfied

13%19%-%19%-%4%11%16%11%12%11%7%12%11%

6627*1169161316131616Fairly Satisfied
38%56%100%33%100%41%46%39%46%41%46%46%48%46%

42-6-187888778Very Satisfied
27%19%-%29%-%25%24%29%24%26%24%24%20%24%

Have not Contacted / Not
Applicable (DO NOT READ

*1-1-111111111OUT)
3%6%-%5%-%16%3%3%3%3%3%4%3%3%

Don't Know / (DO NOT
1--1--31333333READ OUT)
4%-%-%3%-%-%9%4%9%9%9%10%9%9%

108213*22416242124202224NET: Satisfied
65%75%100%62%100%66%70%68%70%67%70%70%68%70%

2--2-122222222NET: Dissatisfied
15%-%-%11%-%15%7%10%7%8%7%8%7%7%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*ba*b*aSignificance Level: 95%
21201262271816-41111941Unweighted total
17181451551613-3591635Weighted total

-22---2--22-2Very Dissatisfied
-%10%13%-%-%-%11%-%-%5%20%-%5%

**--1-**-1**1Fairly Dissatisfied
*%3%-%-%4%-%1%4%-%2%1%3%2%

Neither Satisfied Nor
*422-*4*-42-4Dissatisfied
1%21%14%38%-%3%23%1%-%11%21%-%11%

79637456-163916Fairly Satisfied
41%50%43%56%46%82%31%49%-%46%30%54%46%

624*4*36-8248Very Satisfied
37%13%26%6%29%4%16%43%-%24%23%25%24%

Have not Contacted / Not
Applicable (DO NOT READ

1*--111--1111OUT)
6%1%-%-%7%11%3%-%-%3%6%4%3%

Don't Know / (DO NOT
211-2-21-3-23READ OUT)

14%3%4%-%15%-%15%4%-%9%-%14%9%

1311103115812-2451324NET: Satisfied
78%63%69%62%74%87%47%92%-%70%53%79%70%

*22-1-2*-22*2NET: Dissatisfied
*%13%13%-%4%-%12%4%-%7%21%3%7%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
22214522464741Unweighted total
12*23544433435Weighted total

-----2------2Very Dissatisfied
-%-%-%-%-%40%-%-%-%-%-%-%5%

*---*-------1Fairly Dissatisfied
73%-%-%-%2%-%-%-%-%-%-%-%2%

Neither Satisfied Nor
--------4*-*4Dissatisfied
-%-%-%-%-%-%-%-%91%4%-%3%11%

-2*23*44**1*16Fairly Satisfied
-%100%50%100%82%4%100%100%4%4%25%5%46%

*----*--*3238Very Satisfied
27%-%-%-%-%5%-%-%4%78%75%78%24%

Have not Contacted / Not
Applicable (DO NOT READ

--*-1------*1OUT)
-%-%50%-%16%-%-%-%-%-%-%11%3%

Don't Know / (DO NOT
-----2---*-*3READ OUT)
-%-%-%-%-%52%-%-%-%14%-%2%9%

*2*23*44*33424NET: Satisfied
27%100%50%100%82%8%100%100%9%82%100%83%70%

*---*2------2NET: Dissatisfied
73%-%-%-%2%40%-%-%-%-%-%-%7%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
61081741Unweighted total
310111035Weighted total

-2--2Very Dissatisfied
-%19%-%-%5%

**--1Fairly Dissatisfied
15%1%-%-%2%

Neither Satisfied Nor
--4*4Dissatisfied
-%-%32%3%11%

258116Fairly Satisfied
77%49%67%10%46%

***88Very Satisfied
5%2%1%77%24%

Have not Contacted / Not
Applicable (DO NOT READ

*1-*1OUT)
3%5%-%5%3%

Don't Know / (DO NOT
-2-13READ OUT)
-%24%-%6%9%

358924NET: Satisfied
82%51%68%87%70%

*2--2NET: Dissatisfied
15%20%-%-%7%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
---1-----22Unweighted total
---*-----11Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------11Dissatisfied
-%-%-%-%-%-%-%-%-%52%52%

---*-----**Fairly Satisfied
-%-%-%100%-%-%-%-%-%48%48%

-----------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

---*-----**NET: Satisfied
-%-%-%100%-%-%-%-%-%48%48%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
11-----------2Unweighted total
*1-----------1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1-----------1Dissatisfied
-%100%-%-%-%-%-%-%-%-%-%-%-%52%

*------------*Fairly Satisfied
100%-%-%-%-%-%-%-%-%-%-%-%-%48%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------------*NET: Satisfied
100%-%-%-%-%-%-%-%-%-%-%-%-%48%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-22-1--1----2Unweighted total
-11-*--1----1Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-11----1----1Dissatisfied
-%52%52%-%-%-%-%100%-%-%-%-%52%

-**-*-------*Fairly Satisfied
-%48%48%-%100%-%-%-%-%-%-%-%48%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-**-*-------*NET: Satisfied
-%48%48%-%100%-%-%-%-%-%-%-%48%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
2---22Unweighted total
1---11Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
1---11Dissatisfied

52%-%-%-%52%52%

*---**Fairly Satisfied
48%-%-%-%48%48%

------Very Satisfied
-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------OUT)
-%-%-%-%-%-%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

*---**NET: Satisfied
48%-%-%-%48%48%

------NET: Dissatisfied
-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2---11-----11-2Unweighted total
1---1*-----1*-1Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
1---1------1--1Dissatisfied

52%-%-%-%100%-%-%-%-%-%-%100%-%-%52%

*----*------*-*Fairly Satisfied
48%-%-%-%-%100%-%-%-%-%-%-%100%-%48%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*----*------*-*NET: Satisfied
48%-%-%-%-%100%-%-%-%-%-%-%100%-%48%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
------22-12122Unweighted total
------11-11111Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------11-11111Dissatisfied
-%-%-%-%-%-%52%52%-%100%52%100%52%52%

------**--*-**Fairly Satisfied
-%-%-%-%-%-%48%48%-%-%48%-%48%48%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------**--*-**NET: Satisfied
-%-%-%-%-%-%48%48%-%-%48%-%48%48%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
---11------1-2Unweighted total
---1*------1-1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---1-------1-1Dissatisfied
-%-%-%100%-%-%-%-%-%-%-%100%-%52%

----*--------*Fairly Satisfied
-%-%-%-%100%-%-%-%-%-%-%-%-%48%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*--------*NET: Satisfied
-%-%-%-%100%-%-%-%-%-%-%-%-%48%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-211--1-1---2Unweighted total
-1*1--1-1---1Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1-1--1-1---1Dissatisfied
-%52%-%100%-%-%100%-%100%-%-%-%52%

-**---------*Fairly Satisfied
-%48%100%-%-%-%-%-%-%-%-%-%48%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-**---------*NET: Satisfied
-%48%100%-%-%-%-%-%-%-%-%-%48%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-121-1-2-12Unweighted total
-*1*-1-1-11Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--1--1-1-11Dissatisfied
-%-%52%-%-%100%-%52%-%100%52%

-***---*--*Fairly Satisfied
-%100%48%100%-%-%-%48%-%-%48%

-----------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

-***---*--*NET: Satisfied
-%100%48%100%-%-%-%48%-%-%48%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
111112-111--1-2Unweighted total
1**111-111--1-1Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
1--111-111--1-1Dissatisfied

100%-%-%100%100%52%-%100%100%100%-%-%100%-%52%

-**--*--------*Fairly Satisfied
-%100%100%-%-%48%-%-%-%-%-%-%-%-%48%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*--------*NET: Satisfied
-%100%100%-%-%48%-%-%-%-%-%-%-%-%48%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
---122--1--2Unweighted total
---111--1--1Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---111--1--1Dissatisfied
-%-%-%100%52%52%-%-%100%-%-%52%

----**-----*Fairly Satisfied
-%-%-%-%48%48%-%-%-%-%-%48%

------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

----**-----*NET: Satisfied
-%-%-%-%48%48%-%-%-%-%-%48%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 151  (continuation)                                                                                                                                                  Page 2500

Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
2--2-121222222Unweighted total
1--1-*11111111Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
1--1--11111111Dissatisfied

52%-%-%52%-%-%52%100%52%52%52%52%52%52%

*--*-**-******Fairly Satisfied
48%-%-%48%-%100%48%-%48%48%48%48%48%48%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-**-******NET: Satisfied
48%-%-%48%-%100%48%-%48%48%48%48%48%48%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
2-1-11-1-2-12Unweighted total
1-1-**-1-1-*1Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
1-1----1-1--1Dissatisfied

52%-%100%-%-%-%-%100%-%52%-%-%52%

*---**---*-**Fairly Satisfied
48%-%-%-%100%100%-%-%-%48%-%100%48%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*---**---*-**NET: Satisfied
48%-%-%-%100%100%-%-%-%48%-%100%48%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q1 2019Q3 2018Jan' 2019Jul' 2018Total base

*b*a*b*aSignificance Level: 95%
11112Unweighted total
1*1*1Weighted total

-----Very Dissatisfied
-%-%-%-%-%

-----Fairly Dissatisfied
-%-%-%-%-%

Neither Satisfied Nor
1-1-1Dissatisfied

100%-%100%-%52%

-*-**Fairly Satisfied
-%100%-%100%48%

-----Very Satisfied
-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----OUT)
-%-%-%-%-%

Don't Know / (DO NOT
-----READ OUT)
-%-%-%-%-%

-*-**NET: Satisfied
-%100%-%100%48%

-----NET: Dissatisfied
-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b - a,b

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
---1-----22Unweighted total
---*-----11Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

---*-----11Fairly Satisfied
-%-%-%100%-%-%-%-%-%100%100%

-----------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

---*-----11NET: Satisfied
-%-%-%100%-%-%-%-%-%100%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 152                                                                                                                                                                  Page 2504

The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
11-----------2Unweighted total
*1-----------1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*1-----------1Fairly Satisfied
100%100%-%-%-%-%-%-%-%-%-%-%-%100%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*1-----------1NET: Satisfied
100%100%-%-%-%-%-%-%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-22-1--1----2Unweighted total
-11-*--1----1Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-11-*--1----1Fairly Satisfied
-%100%100%-%100%-%-%100%-%-%-%-%100%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-11-*--1----1NET: Satisfied
-%100%100%-%100%-%-%100%-%-%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
2---22Unweighted total
1---11Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
------Dissatisfied
-%-%-%-%-%-%

1---11Fairly Satisfied
100%-%-%-%100%100%

------Very Satisfied
-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------OUT)
-%-%-%-%-%-%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

1---11NET: Satisfied
100%-%-%-%100%100%

------NET: Dissatisfied
-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2---11-----11-2Unweighted total
1---1*-----1*-1Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1---1*-----1*-1Fairly Satisfied
100%-%-%-%100%100%-%-%-%-%-%100%100%-%100%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1---1*-----1*-1NET: Satisfied
100%-%-%-%100%100%-%-%-%-%-%100%100%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
------22-12122Unweighted total
------11-11111Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------11-11111Fairly Satisfied
-%-%-%-%-%-%100%100%-%100%100%100%100%100%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------11-11111NET: Satisfied
-%-%-%-%-%-%100%100%-%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
---11------1-2Unweighted total
---1*------1-1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---1*------1-1Fairly Satisfied
-%-%-%100%100%-%-%-%-%-%-%100%-%100%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---1*------1-1NET: Satisfied
-%-%-%100%100%-%-%-%-%-%-%100%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-211--1-1---2Unweighted total
-1*1--1-1---1Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1*1--1-1---1Fairly Satisfied
-%100%100%100%-%-%100%-%100%-%-%-%100%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1*1--1-1---1NET: Satisfied
-%100%100%100%-%-%100%-%100%-%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-121-1-2-12Unweighted total
-*1*-1-1-11Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-*1*-1-1-11Fairly Satisfied
-%100%100%100%-%100%-%100%-%100%100%

-----------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

-*1*-1-1-11NET: Satisfied
-%100%100%100%-%100%-%100%-%100%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
111112-111--1-2Unweighted total
1**111-111--1-1Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1**111-111--1-1Fairly Satisfied
100%100%100%100%100%100%-%100%100%100%-%-%100%-%100%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1**111-111--1-1NET: Satisfied
100%100%100%100%100%100%-%100%100%100%-%-%100%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
---122--1--2Unweighted total
---111--1--1Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

---111--1--1Fairly Satisfied
-%-%-%100%100%100%-%-%100%-%-%100%

------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

---111--1--1NET: Satisfied
-%-%-%100%100%100%-%-%100%-%-%100%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
2--2-121222222Unweighted total
1--1-*11111111Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1--1-*11111111Fairly Satisfied
100%-%-%100%-%100%100%100%100%100%100%100%100%100%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1--1-*11111111NET: Satisfied
100%-%-%100%-%100%100%100%100%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
2-1-11-1-2-12Unweighted total
1-1-**-1-1-*1Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

1-1-**-1-1-*1Fairly Satisfied
100%-%100%-%100%100%-%100%-%100%-%100%100%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

1-1-**-1-1-*1NET: Satisfied
100%-%100%-%100%100%-%100%-%100%-%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Table 152  (continuation)                                                                                                                                                  Page 2516

The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q1 2019Q3 2018Jan' 2019Jul' 2018Total base

*b*a*b*aSignificance Level: 95%
11112Unweighted total
1*1*1Weighted total

-----Very Dissatisfied
-%-%-%-%-%

-----Fairly Dissatisfied
-%-%-%-%-%

Neither Satisfied Nor
-----Dissatisfied
-%-%-%-%-%

1*1*1Fairly Satisfied
100%100%100%100%100%

-----Very Satisfied
-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----OUT)
-%-%-%-%-%

Don't Know / (DO NOT
-----READ OUT)
-%-%-%-%-%

1*1*1NET: Satisfied
100%100%100%100%100%

-----NET: Dissatisfied
-%-%-%-%-%
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The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b - a,b

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
92515162374124063Unweighted total
4*7172431*26366Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

---*2----22Quite low
-%-%-%3%8%-%-%-%-%4%3%

-*-*21*-*34Neither low nor high
-%70%-%1%7%21%22%-%24%6%6%

1-514121***3636Quite high
17%-%75%79%49%17%10%21%20%57%55%

3*23921*11921Very high
83%30%25%17%37%60%59%79%56%30%32%

Don't Know (DO NOT READ
-----**--22OUT)
-%-%-%-%-%3%9%-%-%3%3%

4*7172021*15557NET: High
100%30%100%96%85%76%69%100%76%88%87%

---*2----22NET: Low
-%-%-%3%8%-%-%-%-%4%3%
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
7544746481-191463Unweighted total
12261654112-282266Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--2--2------2Quite low
34%-%-%3%-%-%48%-%-%-%-%-%-%3%

---4-*-2--2-*4Neither low nor high
-%-%-%7%-%10%-%16%-%-%6%-%7%6%

*2-3542*6--182236Quite high
5%70%-%57%68%48%4%51%-%-%65%100%77%55%

1111822242-6-*21Very high
61%30%94%30%32%42%48%33%100%-%22%-%16%32%

Don't Know (DO NOT READ
--*2------2--2OUT)
-%-%6%3%-%-%-%-%-%-%7%-%-%3%

1215364292-252257NET: High
66%100%94%87%100%90%52%84%100%-%87%100%93%87%

*--2--2------2NET: Low
34%-%-%3%-%-%48%-%-%-%-%-%-%3%
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
55810531652182415163Unweighted total
858759189*182515*66Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-22--*----2Quite low
-%4%-%4%10%-%-%3%-%-%-%-%3%

-4*42-*2--*-4Neither low nor high
-%7%3%7%9%-%55%11%-%-%2%-%6%

234432119*52-10-36Quite high
31%58%59%55%60%100%45%26%96%-%70%-%55%

5162183--9*54*21Very high
69%27%38%31%19%-%-%48%4%100%28%100%32%

Don't Know (DO NOT READ
-2-2*--2----2OUT)
-%4%-%4%1%-%-%11%-%-%-%-%3%

850651149*132515*57NET: High
100%85%97%86%80%100%45%75%100%100%98%100%87%

-2-22--*----2NET: Low
-%4%-%4%10%-%-%3%-%-%-%-%3%
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*ba*baSignificance Level: 95%
20103236063Unweighted total
19123366066Weighted total

------Very low
-%-%-%-%-%-%

*-2-22Quite low
3%-%5%-%4%3%

*-2-44Neither low nor high
1%-%6%-%7%6%

1071943236Quite high
53%61%58%67%54%55%

651021921Very high
33%39%31%33%32%32%

Don't Know (DO NOT READ
2-*-22OUT)

11%-%*%-%4%3%

16122965157NET: High
85%100%88%100%86%87%

*-2-22NET: Low
3%-%5%-%4%3%
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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: 12/07/19



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%
28269-657-----6223563Unweighted total
18399-263-----2164766Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2---2------*22Quite low
3%5%-%-%-%4%-%-%-%-%-%-%3%4%3%

*22--4------*44Neither low nor high
3%5%21%-%-%6%-%-%-%-%-%-%3%8%6%

9234-234-----272736Quite high
51%59%47%-%84%54%-%-%-%-%-%84%46%57%55%

6123-*21-----*61521Very high
33%32%31%-%16%32%-%-%-%-%-%16%35%32%32%

Don't Know (DO NOT READ
2-*--2------2*2OUT)

11%-%1%-%-%3%-%-%-%-%-%-%13%*%3%

15357-255-----2134257NET: High
84%91%78%-%100%87%-%-%-%-%-%100%81%88%87%

*2---2------*22NET: Low
3%5%-%-%-%4%-%-%-%-%-%-%3%4%3%
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
---2-33846214343374063Unweighted total
---2-24049124244364066Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------22-22222Quite low
-%-%-%-%-%-%6%5%-%5%5%6%6%3%

------21122124Neither low nor high
-%-%-%-%-%-%6%1%5%5%5%2%6%6%

---2-2252682229262536Quite high
-%-%-%100%-%86%64%53%69%52%66%73%64%55%

-----*10181141061021Very high
-%-%-%-%-%14%25%37%9%32%23%18%24%32%

Don't Know (DO NOT READ
------*222***2OUT)
-%-%-%-%-%-%*%4%17%5%*%*%*%3%

---2-2354493639333557NET: High
-%-%-%100%-%100%88%90%78%85%89%91%88%87%

------22-22222NET: Low
-%-%-%-%-%-%6%5%-%5%5%6%6%3%
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Table 153  (continuation)                                                                                                                                                  Page 2523

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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-158812-----2-4163Unweighted total
-511919-----*-4266Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----2-------22Quite low
-%-%-%-%12%-%-%-%-%-%-%-%5%3%

-***2-------24Neither low nor high
-%5%2%3%9%-%-%-%-%-%-%-%5%6%

-47711-----*-2236Quite high
-%73%64%82%58%-%-%-%-%-%51%-%52%55%

-1414-----*-1421Very high
-%23%33%15%21%-%-%-%-%-%49%-%32%32%

Don't Know (DO NOT READ
--*---------22OUT)
-%-%1%-%-%-%-%-%-%-%-%-%5%3%

-511815-----*-3657NET: High
-%95%98%97%79%-%-%-%-%-%100%-%85%87%

----2-------22NET: Low
-%-%-%-%12%-%-%-%-%-%-%-%5%3%
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The quality of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*bab*a*c*b*a*e*d*c*b*aSignificance Level: 95%
7364023123281101391063Unweighted total
935442212228*615101166Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-22---2--2*-2Quite low
-%7%5%-%-%-%8%-%-%12%5%-%3%

-24*--2--*-24Neither low nor high
-%7%9%1%-%-%7%-%-%2%-%18%6%

82124137213-285636Quite high
92%60%54%57%62%94%46%-%33%56%53%59%55%

191475*9*244321Very high
8%27%32%32%38%6%32%100%36%30%42%24%32%

Don't Know (DO NOT READ
-*-2--2-2---2OUT)
-%*%-%10%-%-%7%-%32%-%-%-%3%

930382012222*41310957NET: High
100%87%86%90%100%100%77%100%68%86%95%82%87%

-22---2--2*-2NET: Low
-%7%5%-%-%-%8%-%-%12%5%-%3%
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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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*ab*a*ba*b*aSignificance Level: 95%
-18371937633528863Unweighted total
-18392036653328866Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

--2-2--22-2Quite low
-%-%6%-%6%-%-%7%8%-%3%

-2222*-22*4Neither low nor high
-%12%6%10%5%4%-%7%7%3%6%

-12241320241916436Quite high
-%70%63%66%57%28%87%58%56%46%55%

-3105112198221Very high
-%18%25%25%32%35%13%28%30%27%32%

Don't Know (DO NOT READ
--*--2-*-22OUT)
-%-%*%-%-%33%-%*%-%24%3%

-15341832452824657NET: High
-%88%88%90%88%63%100%86%85%73%87%

--2-2--22-2NET: Low
-%-%6%-%6%-%-%7%8%-%3%
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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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*ba*cba*d*c*ba*d*cb*aSignificance Level: 95%
11833173235-292334-17311863Unweighted total
*2033132934-252133-14321966Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2*22-*-2--2*2Quite low
-%-%7%4%8%7%-%2%-%5%-%-%6%2%3%

-22*12-222--**4Neither low nor high
-%9%7%4%2%7%-%7%10%6%-%-%1%1%6%

-121952019-111016-10241436Quite high
-%58%57%39%70%58%-%44%50%49%-%72%74%71%55%

*795610-10811-46521Very high
100%33%28%38%20%28%-%38%40%33%-%28%18%25%32%

Don't Know (DO NOT READ
-**2**-2-2--*-2OUT)
-%*%*%16%*%*%-%8%-%6%-%-%*%-%3%

*1828102629-211927-14301957NET: High
100%90%86%77%90%86%-%83%90%82%-%100%93%96%87%

--2*22-*-2--2*2NET: Low
-%-%7%4%8%7%-%2%-%5%-%-%6%2%3%
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*ba*e*d*c*b*aSignificance Level: 95%
223-15328131592063Unweighted total
142-17345101661366Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

*----2*****2Quite low
82%-%-%-%-%7%10%5%3%9%4%3%

--*-22*****4Neither low nor high
-%-%9%-%11%7%5%2%2%4%4%6%

*42-10202571436Quite high
18%100%86%-%61%58%38%51%43%11%30%55%

--*-492464821Very high
-%-%5%-%27%28%47%42%39%76%62%32%

Don't Know (DO NOT READ
----**--2--2OUT)
-%-%-%-%1%*%-%-%13%-%-%3%

*42-1529491351257NET: High
18%100%91%-%88%86%85%93%83%87%93%87%

*----2*****2NET: Low
82%-%-%-%-%7%10%5%3%9%4%3%
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
3312337-365947625261566163Unweighted total
2717631-336149644664566466Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2-*-*22222222Quite low
2%11%-%2%-%1%4%4%4%5%4%4%4%3%

2--2-242424444Neither low nor high
9%-%-%7%-%6%7%4%6%5%6%7%6%6%

167417-193331342836353636Quite high
61%41%69%54%-%59%54%64%54%62%57%62%57%55%

76210-111914211319151921Very high
28%36%31%31%-%34%32%28%33%28%30%26%30%32%

Don't Know (DO NOT READ
*2-2--2*2*2*22OUT)
*%12%-%7%-%-%3%*%3%*%3%*%3%3%

2413626-315245554255495557NET: High
89%77%100%85%-%92%86%92%87%90%87%88%87%87%

*2-*-*22222222NET: Low
2%11%-%2%-%1%4%4%4%5%4%4%4%3%
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*bac*b*a*cb*ab*a*baSignificance Level: 95%
253831624123911501225463Unweighted total
293735525144210561025866Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

*2-*2-*2-2-22Quite low
2%5%-%10%7%-%1%18%-%23%-%4%3%

22**422*4**-4Neither low nor high
7%5%*%5%15%13%5%4%7%4%11%-%6%

102728278272315-3536Quite high
34%72%78%40%27%55%64%17%56%51%-%60%55%

1478211412419221921Very high
50%18%21%45%44%31%30%40%34%22%89%33%32%

Don't Know (DO NOT READ
2*--2*-22--22OUT)
7%*%-%-%8%1%-%20%4%-%-%3%3%

2433354181239650725457NET: High
84%89%100%86%70%86%94%58%90%73%89%93%87%

*2-*2-*2-2-22NET: Low
2%5%-%10%7%-%1%18%-%23%-%4%3%
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
58354232889663Unweighted total
515*442227109666Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------2-*--2Quite low
-%-%-%-%-%-%-%75%-%5%-%-%3%

------*-2-*24Neither low nor high
-%-%-%-%-%-%8%-%28%-%3%33%6%

28*34221237236Quite high
48%57%25%84%96%92%92%25%31%35%72%29%55%

24*1**--362221Very high
50%29%75%16%4%8%-%-%42%60%25%39%32%

Don't Know (DO NOT READ
*2----------2OUT)
2%14%-%-%-%-%-%-%-%-%-%-%3%

513*44221599457NET: High
98%86%100%100%100%100%92%25%72%95%97%67%87%

-------2-*--2NET: Low
-%-%-%-%-%-%-%75%-%5%-%-%3%
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
1611132363Unweighted total
2010112566Weighted total

-----Very low
-%-%-%-%-%

--2*2Quite low
-%-%16%2%3%

--224Neither low nor high
-%-%18%9%6%

11951236Quite high
54%91%41%48%55%

7131021Very high
35%9%25%42%32%

Don't Know (DO NOT READ
2---2OUT)

11%-%-%-%3%

181072257NET: High
89%100%66%90%87%

--2*2NET: Low
-%-%16%2%3%
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
92515162374124063Unweighted total
4*7172431*26366Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

1--*4**--56Quite low
17%-%-%3%18%8%22%-%-%9%9%

1*3571-*12021Neither low nor high
16%70%51%27%29%21%-%44%30%33%32%

2*210621-12123Quite high
57%30%25%58%27%48%53%-%56%34%34%

*-2*6****1213Very high
10%-%25%3%26%15%16%56%6%19%19%

Don't Know (DO NOT READ
---2-**-*44OUT)
-%-%-%10%-%7%9%-%8%6%6%

3*3101321*13335NET: High
67%30%49%61%53%63%69%56%62%53%53%

1--*4**--56NET: Low
17%-%-%3%18%8%22%-%-%9%9%
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
7544746481-191463Unweighted total
12261654112-282266Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*114-*2---2--6Quite low
34%26%33%7%-%5%48%-%-%-%7%-%-%9%

*2-194*-2--92221Neither low nor high
11%70%-%32%66%5%-%16%-%-%32%100%84%32%

*-*222*-6--13-*23Quite high
6%-%31%36%34%6%-%54%-%-%47%-%16%34%

1**11-4222-2--13Very high
49%4%30%19%-%85%48%15%100%-%6%-%-%19%

Don't Know (DO NOT READ
--*4--*2--2--4OUT)
-%-%6%6%-%-%4%15%-%-%7%-%-%6%

1*13324282-15-*35NET: High
55%4%61%55%34%90%48%69%100%-%54%-%16%53%

*114-*2---2--6NET: Low
34%26%33%7%-%5%48%-%-%-%7%-%-%9%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 154  (continuation)                                                                                                                                                  Page 2534

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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
55810531652182415163Unweighted total
858759189*182515*66Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-6-62--1-12-6Quite low
-%10%-%10%14%-%-%4%-%11%14%-%9%

21921925*8--6*21Neither low nor high
26%33%34%32%11%53%55%47%-%-%41%100%32%

22022092-3225-23Quite high
29%35%33%34%53%21%-%15%100%48%32%-%34%

3921022-4-22-13Very high
43%16%33%17%13%26%-%23%-%41%14%-%19%

Don't Know (DO NOT READ
*4-42-*2----4OUT)
2%6%-%7%10%-%45%11%-%-%-%-%6%

530431124-7247-35NET: High
72%51%66%52%66%47%-%37%100%89%46%-%53%

-6-62--1-12-6NET: Low
-%10%-%10%14%-%-%4%-%11%14%-%9%
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*ba*baSignificance Level: 95%
20103236063Unweighted total
19123366066Weighted total

------Very low
-%-%-%-%-%-%

3-3-66Quite low
14%-%10%-%10%9%

4412-2121Neither low nor high
22%30%35%-%35%32%

86861723Quite high
44%50%25%100%28%34%

228-1313Very high
10%20%25%-%21%19%

Don't Know (DO NOT READ
2-2-44OUT)

11%-%6%-%7%6%

1081762935NET: High
54%70%50%100%49%53%

3-3-66NET: Low
14%-%10%-%10%9%
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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: 12/07/19



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%
28269-657-----6223563Unweighted total
18399-263-----2164766Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

14---6------146Quite low
7%12%-%-%-%9%-%-%-%-%-%-%8%9%9%

4116-*21-----*41721Neither low nor high
22%29%68%-%4%33%-%-%-%-%-%4%25%36%32%

913*-220-----261423Quite high
47%35%6%-%88%32%-%-%-%-%-%88%41%29%34%

210*-*12-----*21013Very high
13%25%6%-%8%19%-%-%-%-%-%8%14%21%19%

Don't Know (DO NOT READ
2-2--4------224OUT)

11%-%21%-%-%6%-%-%-%-%-%-%13%4%6%

11231-233-----292435NET: High
60%59%11%-%96%52%-%-%-%-%-%96%55%51%53%

14---6------146NET: Low
7%12%-%-%-%9%-%-%-%-%-%-%8%9%9%
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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 - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
---2-33846214343374063Unweighted total
---2-24049124244364066Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------66*56656Quite low
-%-%-%-%-%-%14%12%2%12%13%16%13%9%

---*--12133121211821Neither low nor high
-%-%-%4%-%-%29%27%24%28%27%30%21%32%

---2-2161661520152023Quite high
-%-%-%96%-%95%40%32%53%35%45%41%50%34%

-----*613*864613Very high
-%-%-%-%-%5%16%25%3%20%15%13%16%19%

Don't Know (DO NOT READ
------*222***4OUT)
-%-%-%-%-%-%*%4%17%5%*%*%*%6%

---2-2222972326192635NET: High
-%-%-%96%-%100%56%58%57%55%60%54%66%53%

------66*56656NET: Low
-%-%-%-%-%-%14%12%2%12%13%16%13%9%
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The price of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-158812-----2-4163Unweighted total
-511919-----*-4266Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---14-------56Quite low
-%-%-%16%23%-%-%-%-%-%-%-%12%9%

-*335-----*-1221Neither low nor high
-%8%27%38%27%-%-%-%-%-%51%-%28%32%

-4447-------1523Quite high
-%85%36%46%39%-%-%-%-%-%-%-%35%34%

-*4-2-----*-813Very high
-%7%36%-%10%-%-%-%-%-%49%-%20%19%

Don't Know (DO NOT READ
--*---------24OUT)
-%-%1%-%-%-%-%-%-%-%-%-%5%6%

-5849-----*-2335NET: High
-%92%73%46%49%-%-%-%-%-%49%-%55%53%

---14-------56NET: Low
-%-%-%16%23%-%-%-%-%-%-%-%12%9%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 154  (continuation)                                                                                                                                                  Page 2539

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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*bab*a*c*b*a*e*d*c*b*aSignificance Level: 95%
7364023123281101391063Unweighted total
935442212228*615101166Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

1551--5--4*16Quite low
6%15%12%3%-%-%18%-%-%28%5%5%9%

57147426*224421Neither low nor high
54%20%33%31%33%94%22%100%31%15%36%36%32%

3161486-9-*46423Quite high
40%47%32%39%49%-%31%-%5%29%60%39%34%

-6942*6-24-213Very high
-%18%20%18%18%6%22%-%33%28%-%21%19%

Don't Know (DO NOT READ
-*22--2-2---4OUT)
-%*%4%10%-%-%7%-%32%-%-%-%6%

32323128*15-286635NET: High
40%65%52%56%67%6%53%-%37%57%60%59%53%

1551--5--4*16NET: Low
6%15%12%3%-%-%18%-%-%28%5%5%9%
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The price of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*ab*a*ba*b*aSignificance Level: 95%
-18371937633528863Unweighted total
-18392036653328866Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-1515*154*6Quite low
-%5%13%4%13%4%13%14%15%3%9%

-37684276421Neither low nor high
-%17%19%29%22%61%46%22%20%44%32%

-11201115*21510223Quite high
-%65%51%57%41%2%42%44%36%29%34%

-2628--68-13Very high
-%12%16%10%24%-%-%19%28%-%19%

Don't Know (DO NOT READ
--*--2-*-24OUT)
-%-%*%-%-%33%-%*%-%24%6%

-14261323*22118235NET: High
-%78%68%67%64%2%42%64%64%29%53%

-1515*154*6NET: Low
-%5%13%4%13%4%13%14%15%3%9%
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The price of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*ba*cba*d*c*ba*d*cb*aSignificance Level: 95%
11833173235-292334-17311863Unweighted total
*2033132934-252133-14321966Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--3155-3*2-1436Quite low
-%-%10%6%18%15%-%12%1%6%-%8%14%17%9%

-47675-688-68621Neither low nor high
-%20%22%44%23%16%-%23%40%25%-%44%26%32%32%

-121621316-8812-515823Quite high
-%59%50%17%44%49%-%33%41%37%-%32%46%40%34%

*46246-648-24213Very high
100%20%19%18%15%19%-%24%18%25%-%15%14%10%19%

Don't Know (DO NOT READ
-**2**-2-2--*-4OUT)
-%*%*%16%*%*%-%8%-%6%-%-%*%-%6%

*162341723-151221-7191035NET: High
100%79%69%35%59%68%-%57%59%63%-%48%60%51%53%

--3155-3*2-1436NET: Low
-%-%10%6%18%15%-%12%1%6%-%8%14%17%9%
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The price of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*ba*e*d*c*b*aSignificance Level: 95%
223-15328131592063Unweighted total
142-17345101661366Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

*2---5111*16Quite low
82%53%-%-%-%15%15%7%5%9%5%9%

*22-462453621Neither low nor high
18%47%95%-%25%18%38%35%34%47%47%32%

----816*24*323Quite high
-%-%-%-%50%48%8%22%24%7%19%34%

--*-462442413Very high
-%-%5%-%25%18%40%36%25%38%28%19%

Don't Know (DO NOT READ
----**--2--4OUT)
-%-%-%-%1%*%-%-%13%-%-%6%

--*-12232682635NET: High
-%-%5%-%75%67%47%58%49%44%47%53%

*2---5111*16NET: Low
82%53%-%-%-%15%15%7%5%9%5%9%
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The price of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
3312337-365947625261566163Unweighted total
2717631-336149644664566466Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1421-365656666Quite low
5%23%33%4%-%10%9%11%9%11%9%10%9%9%

83-7-122117211321172121Neither low nor high
31%16%-%23%-%37%35%34%33%29%33%31%33%32%

134214-111916201523202323Quite high
47%24%36%46%-%34%32%34%32%32%35%37%35%34%

4426-5119131110101013Very high
15%24%31%20%-%15%18%18%20%24%16%19%16%19%

Don't Know (DO NOT READ
*2-2-242424244OUT)
1%12%-%7%-%5%6%4%6%4%6%3%6%6%

178421-163025332633313335NET: High
63%49%67%66%-%48%49%52%52%56%52%55%52%53%

1421-365656666NET: Low
5%23%33%4%-%10%9%11%9%11%9%10%9%9%
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The price of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*bac*b*a*cb*ab*a*baSignificance Level: 95%
253831624123911501225463Unweighted total
293735525144210561025866Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

33133-4233*56Quite low
11%7%2%50%10%-%9%20%6%25%11%9%9%

101117*42172183-1721Neither low nor high
35%30%47%5%16%17%41%18%33%30%-%30%32%

81514278141202-2123Quite high
26%40%38%45%26%57%34%5%36%25%-%36%34%

674-827411221113Very high
20%18%12%-%32%14%17%36%19%20%89%18%19%

Don't Know (DO NOT READ
22*-42*24--44OUT)
7%5%*%-%15%12%*%20%7%-%-%7%6%

1322182151021431423235NET: High
46%59%50%45%59%70%50%41%55%45%89%54%53%

33133-4233*56NET: Low
11%7%2%50%10%-%9%20%6%25%11%9%9%
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The price of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
58354232889663Unweighted total
515*442227109666Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-1---21*-*6Quite low
-%14%-%13%-%-%-%75%9%5%-%4%9%

22-122*1434-21Neither low nor high
44%15%-%27%54%92%8%25%58%35%40%-%32%

*6*22*2-*42323Quite high
2%42%76%60%46%8%92%-%4%42%21%57%34%

22*-----222213Very high
52%16%24%-%-%-%-%-%28%17%21%39%19%

Don't Know (DO NOT READ
*2-------*2-4OUT)
2%14%-%-%-%-%-%-%-%1%17%-%6%

29*22*2-264635NET: High
54%58%100%60%46%8%92%-%32%59%43%96%53%

-2-1---21*-*6NET: Low
-%14%-%13%-%-%-%75%9%5%-%4%9%
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The price of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
1611132363Unweighted total
2010112566Weighted total

-----Very low
-%-%-%-%-%

21216Quite low
10%5%22%3%9%

455721Neither low nor high
21%51%42%29%32%

742923Quite high
34%44%20%38%34%

5-2613Very high
24%-%16%24%19%

Don't Know (DO NOT READ
2--24OUT)

11%-%-%7%6%

12441535NET: High
58%44%36%61%53%

21216NET: Low
10%5%22%3%9%
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The price of the postal services provided by DHL in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DHL on each of the
following aspects:)
Base: All those who use DHL (QV4=2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
322455-141318Unweighted total
122661-*11920Weighted total

*----*-*--*Very low
26%-%-%-%-%15%-%100%-%-%1%

--*--*--*-*Quite low
-%-%7%-%-%15%-%-%18%-%1%

*---1*--*11Neither low nor high
36%-%-%-%8%21%-%-%25%3%4%

-2--5*--*1010Quite high
-%100%-%-%84%26%-%-%31%51%50%

*-26**--*99Very high
38%-%93%100%8%22%-%-%26%46%45%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

*2266*--*1819NET: High
38%100%93%100%92%48%-%-%57%97%95%

*-*--*-**-*NET: Low
26%-%7%-%-%31%-%100%18%-%1%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each
of the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-4-1412222-12218Unweighted total
-2-18*23*2-24420Weighted total

---*---*-----*Very low
-%-%-%1%-%-%-%50%-%-%-%-%-%1%

---*---*-----*Quite low
-%-%-%1%-%-%-%50%-%-%-%-%-%1%

-1-**--------1Neither low nor high
-%27%-%1%100%-%-%-%-%-%-%-%-%4%

-*-9-23-2-2--10Quite high
-%25%-%53%-%100%100%-%90%-%100%-%-%50%

-1-8----*--449Very high
-%49%-%44%-%-%-%-%10%-%-%100%100%45%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-17-23-2-24419NET: High
-%73%-%97%-%100%100%-%100%-%100%100%100%95%

---*---*-----*NET: Low
-%-%-%2%-%-%-%100%-%-%-%-%-%1%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each
of the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
2164141--8215118Unweighted total
2184152--92*5220Weighted total

*--*------*-*Very low
7%-%-%1%-%-%-%-%-%-%3%-%1%

-*-*---*----*Quite low
-%1%-%1%-%-%-%2%-%-%-%-%1%

-1-1---1-*--1Neither low nor high
-%4%-%5%-%-%-%6%-%100%-%-%4%

28272--22-4-10Quite high
93%45%55%49%100%-%-%23%89%-%87%-%50%

-927---6*-*29Very high
-%50%45%45%-%-%-%70%11%-%10%100%45%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

2174142--82-5219NET: High
93%95%100%94%100%-%-%93%100%-%97%100%95%

**-*---*--*-*NET: Low
7%1%-%2%-%-%-%2%-%-%3%-%1%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each
of the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
5-12-1818Unweighted total
3-14-2020Weighted total

--*-**Very low
-%-%1%-%1%1%

--*-**Quite low
-%-%1%-%1%1%

1-*-11Neither low nor high
16%-%1%-%4%4%

1-9-1010Quite high
22%-%63%-%50%50%

2-5-99Very high
62%-%33%-%45%45%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

3-14-1919NET: High
84%-%97%-%95%95%

--*-**NET: Low
-%-%2%-%1%1%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each
of the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
13321216--1--111518Unweighted total
1532**19--*--*14520Weighted total

*----*------*-*Very low
1%-%-%-%-%1%-%-%-%-%-%-%1%-%1%

*---*------*--*Quite low
1%-%-%-%37%-%-%-%-%-%-%100%-%-%1%

*1---1------*11Neither low nor high
1%20%-%-%-%4%-%-%-%-%-%-%1%10%4%

622**10--*---6410Quite high
43%62%80%100%63%50%-%-%100%-%-%-%42%71%50%

8**--9------819Very high
54%18%20%-%-%46%-%-%-%-%-%-%55%19%45%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1422**18--*---14519NET: High
97%80%100%100%63%96%-%-%100%-%-%-%98%90%95%

*---**-----**-*NET: Low
2%-%-%-%37%1%-%-%-%-%-%100%1%-%1%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each
of the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
---1--916714107718Unweighted total
---*--81671784720Weighted total

-------***---*Very low
-%-%-%-%-%-%-%1%2%1%-%-%-%1%

-------*-*---*Quite low
-%-%-%-%-%-%-%1%-%1%-%-%-%1%

------111111*1Neither low nor high
-%-%-%-%-%-%9%5%10%3%9%12%3%4%

---*--264831310Quite high
-%-%-%100%-%-%29%38%53%48%31%17%36%50%

------59285349Very high
-%-%-%-%-%-%62%55%35%47%61%71%61%45%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*--71561684719NET: High
-%-%-%100%-%-%91%94%88%95%91%88%97%95%

-------***---*NET: Low
-%-%-%-%-%-%-%2%2%2%-%-%-%1%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each
of the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
141221-1-1--1218Unweighted total
*3122*-*-2--1420Weighted total

------------**Very low
-%-%-%-%-%-%-%-%-%-%-%-%1%1%

------------**Quite low
-%-%-%-%-%-%-%-%-%-%-%-%1%1%

*-1---------11Neither low nor high
100%-%100%-%-%-%-%-%-%-%-%-%4%4%

-*-2-*-*-2--610Quite high
-%8%-%100%-%100%-%100%-%100%-%-%40%50%

-3--2-------89Very high
-%92%-%-%100%-%-%-%-%-%-%-%54%45%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-3-22*-*-2--1419NET: High
-%100%-%100%100%100%-%100%-%100%-%-%94%95%

------------**NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%2%1%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each
of the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
37144--141534118Unweighted total
17173--17*347220Weighted total

--*---*-*---*Very low
-%-%1%-%-%-%1%-%5%-%-%-%1%

--*---*-*---*Quite low
-%-%1%-%-%-%1%-%5%-%-%-%1%

-1-1--1--1--1Neither low nor high
-%10%-%26%-%-%3%-%-%12%-%-%4%

-382--8**25-10Quite high
-%36%46%74%-%-%48%100%17%42%74%-%50%

149---8-22229Very high
100%54%52%-%-%-%47%-%74%45%26%100%45%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

16172--16*347219NET: High
100%90%98%74%-%-%95%100%90%88%100%100%95%

--*---*-*---*NET: Low
-%-%2%-%-%-%2%-%10%-%-%-%1%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each
of the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--7-122178218Unweighted total
--7-161*710120Weighted total

----*---*-*Very low
-%-%-%-%1%-%-%-%1%-%1%

----*---*-*Quite low
-%-%-%-%1%-%-%-%1%-%1%

--*--1-1-11Neither low nor high
-%-%3%-%-%69%-%10%-%69%4%

--3-8*-36*10Quite high
-%-%36%-%49%31%-%36%59%31%50%

--4-8-*44-9Very high
-%-%61%-%50%-%100%54%38%-%45%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

--7-15**610*19NET: High
-%-%97%-%98%31%100%90%97%31%95%

----*---*-*NET: Low
-%-%-%-%2%-%-%-%3%-%1%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each
of the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-73456-2811--7118Unweighted total
-73347-1512--4*20Weighted total

---*----**----*Very low
-%-%-%5%-%-%-%-%3%1%-%-%-%-%1%

-------***----*Quite low
-%-%-%-%-%-%-%22%3%1%-%-%-%-%1%

-1*11*--1---1-1Neither low nor high
-%7%8%19%15%3%-%-%10%-%-%-%12%-%4%

-3*213-*36--1-10Quite high
-%34%19%76%20%39%-%78%46%50%-%-%17%-%50%

-42-24--26--3*9Very high
-%58%74%-%65%58%-%-%39%48%-%-%71%100%45%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-72236-*512--4*19NET: High
-%93%92%76%85%97%-%78%85%98%-%-%88%100%95%

---*---***----*NET: Low
-%-%-%5%-%-%-%22%5%2%-%-%-%-%1%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each
of the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-1--95--23118Unweighted total
-*--84--*2*20Weighted total

-*--**--****Very low
-%100%-%-%2%3%-%-%37%6%100%1%

----**-----*Quite low
-%-%-%-%2%3%-%-%-%-%-%1%

----1*---1-1Neither low nor high
-%-%-%-%7%5%-%-%-%21%-%4%

----32--*2-10Quite high
-%-%-%-%33%44%-%-%63%73%-%50%

----42-----9Very high
-%-%-%-%56%45%-%-%-%-%-%45%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

----74--*2-19NET: High
-%-%-%-%90%89%-%-%63%73%-%95%

-*--**--****NET: Low
-%100%-%-%4%7%-%-%37%6%100%1%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each
of the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
92-9121810181818161818Unweighted total
91-9**209202020162020Weighted total

*--*--********Very low
2%-%-%1%-%-%1%2%1%1%1%1%1%1%

*---**********Quite low
2%-%-%-%100%41%1%2%1%1%1%1%1%1%

-1-1--11111111Neither low nor high
-%100%-%6%-%-%4%6%4%4%4%5%4%4%

4--4--10810101061010Quite high
49%-%-%47%-%-%50%84%50%50%50%38%50%50%

4--4-*91999999Very high
48%-%-%46%-%59%45%7%45%45%45%55%45%45%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

9--9-*198191919151919NET: High
97%-%-%93%-%59%95%91%95%95%95%94%95%95%

*--***********NET: Low
3%-%-%1%100%41%1%3%1%1%1%2%1%1%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each
of the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
99927210615311518Unweighted total
91115141145191*1920Weighted total

*---*-*--*-**Very low
2%-%-%-%4%-%1%-%-%17%-%1%1%

*---*--*-**-*Quite low
2%-%-%-%4%-%-%3%-%17%100%-%1%

1*-*1*1-*1--1Neither low nor high
6%2%-%29%14%28%4%-%1%65%-%-%4%

468-2-8210--1010Quite high
46%54%50%-%61%-%55%44%52%-%-%52%50%

458*1*639--99Very high
45%45%50%71%18%72%41%53%47%-%-%47%45%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

81115*3*14519--1919NET: High
91%98%100%71%79%72%95%97%99%-%-%99%95%

*---*-**-****NET: Low
3%-%-%-%7%-%1%3%-%35%100%1%1%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each
of the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
May' 2019Apr' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Total base

*i*h*g*f*e*d*c*b*aSignificance Level: 95%
12111144318Unweighted total
*2212264120Weighted total

--------**Very low
-%-%-%-%-%-%-%-%16%1%

-------*-*Quite low
-%-%-%-%-%-%-%3%-%1%

---1--*--1Neither low nor high
-%-%-%100%-%-%3%-%-%4%

-2---242110Quite high
-%90%-%-%-%100%64%40%84%50%

**2-2-22-9Very high
100%10%100%-%100%-%33%57%-%45%

Don't Know (DO NOT READ
----------OUT)
-%-%-%-%-%-%-%-%-%-%

*22-2264119NET: High
100%100%100%-%100%100%97%97%84%95%

-------***NET: Low
-%-%-%-%-%-%-%3%16%1%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each
of the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h,i

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
326718Unweighted total
3210520Weighted total

---**Very low
-%-%-%3%1%

---**Quite low
-%-%-%3%1%

-1*-1Neither low nor high
-%22%2%-%4%

2-6210Quite high
74%-%58%47%50%

12429Very high
26%78%40%47%45%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

329519NET: High
100%78%98%94%95%

---**NET: Low
-%-%-%6%1%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each
of the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
322455-141318Unweighted total
122661-*11920Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

*---2*--*22Neither low nor high
36%-%-%-%30%21%-%-%25%10%11%

*2-241-**1011Quite high
64%100%-%32%62%64%-%100%57%54%55%

--24**--*77Very high
-%-%100%68%8%15%-%-%18%35%35%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

*22641-*11717NET: High
64%100%100%100%70%79%-%100%75%90%89%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of
the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-4-1412222-12218Unweighted total
-2-18*23*2-24420Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2*2-------2Neither low nor high
-%-%-%12%100%89%-%-%-%-%-%-%-%11%

-1-10-*3*2-22-11Quite high
-%51%-%55%-%11%100%50%100%-%100%50%-%55%

-1-6---*---247Very high
-%49%-%33%-%-%-%50%-%-%-%50%100%35%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-16-*3*2-24417NET: High
-%100%-%88%-%11%100%100%100%-%100%100%100%89%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of
the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
2164141--8215118Unweighted total
2184152--92*5220Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-22----*--2Neither low nor high
-%12%-%14%100%-%-%-%-%100%-%-%11%

2928---52-4-11Quite high
100%50%55%54%-%-%-%50%100%-%90%-%55%

-725---4--*27Very high
-%38%45%32%-%-%-%50%-%-%10%100%35%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

216413---92-5217NET: High
100%88%100%86%-%-%-%100%100%-%100%100%89%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of
the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
5-12-1818Unweighted total
3-14-2020Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

--2-22Neither low nor high
-%-%15%-%11%11%

1-9-1111Quite high
44%-%64%-%55%55%

2-3-77Very high
56%-%21%-%35%35%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

3-12-1717NET: High
100%-%85%-%89%89%

------NET: Low
-%-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of
the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
13321216--1--111518Unweighted total
1532**19--*--*14520Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-2--2------*22Neither low nor high
1%-%80%-%-%11%-%-%-%-%-%-%1%38%11%

92-**10--*---8211Quite high
59%82%-%100%63%54%-%-%100%-%-%-%59%43%55%

6**-*7-----*617Very high
40%18%20%-%37%34%-%-%-%-%-%100%40%19%35%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

143***17--*--*14317NET: High
99%100%20%100%100%89%-%-%100%-%-%100%99%62%89%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of
the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
---1--916714107718Unweighted total
---*--81671784720Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------***-*-*2Neither low nor high
-%-%-%-%-%-%2%1%3%-%2%-%3%11%

---*--5941151411Quite high
-%-%-%100%-%-%62%56%63%65%63%34%64%55%

------37263327Very high
-%-%-%-%-%-%35%43%35%35%34%66%34%35%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*--81671784717NET: High
-%-%-%100%-%-%98%99%97%100%98%100%97%89%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of
the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
141221-1-1--1218Unweighted total
*3122*-*-2--1420Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------------2Neither low nor high
100%-%-%-%-%-%-%-%-%-%-%-%-%11%

-212-*-*-2--911Quite high
-%84%100%100%-%100%-%100%-%100%-%-%60%55%

-*--2-------67Very high
-%16%-%-%100%-%-%-%-%-%-%-%40%35%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-3122*-*-2--1417NET: High
-%100%100%100%100%100%-%100%-%100%-%-%100%89%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of
the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
37144--141534118Unweighted total
17173--17*347220Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*2*--------2Neither low nor high
-%3%12%7%-%-%-%-%-%-%-%-%11%

*583--11*325-11Quite high
17%71%48%93%-%-%65%100%95%55%74%-%55%

127---6-*2227Very high
83%27%40%-%-%-%35%-%5%45%26%100%35%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

17153--17*347217NET: High
100%97%88%93%-%-%100%100%100%100%100%100%89%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of
the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--7-122178218Unweighted total
--7-161*710120Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

--*----*--2Neither low nor high
-%-%3%-%-%-%-%3%-%-%11%

--4-101-58111Quite high
-%-%64%-%63%100%-%71%80%100%55%

--2-6-*22-7Very high
-%-%34%-%37%-%100%27%20%-%35%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

--7-161*710117NET: High
-%-%97%-%100%100%100%97%100%100%89%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of
the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-73456-2811--7118Unweighted total
-73347-1512--4*20Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*--*--------2Neither low nor high
-%-%8%-%-%3%-%-%-%-%-%-%-%-%11%

-5*314-*56--1*11Quite high
-%68%19%100%35%68%-%78%97%52%-%-%34%100%55%

-22-22-**6--3-7Very high
-%32%74%-%65%29%-%22%3%48%-%-%66%-%35%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-72346-1512--4*17NET: High
-%100%92%100%100%97%-%100%100%100%-%-%100%100%89%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of
the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-1--95--23118Unweighted total
-*--84--*2*20Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

-----*-----2Neither low nor high
-%-%-%-%-%5%-%-%-%-%-%11%

-*--52--*2*11Quite high
-%100%-%-%67%47%-%-%100%100%100%55%

----22-----7Very high
-%-%-%-%33%49%-%-%-%-%-%35%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

-*--84--*2*17NET: High
-%100%-%-%100%95%-%-%100%100%100%89%

------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of
the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
92-9121810181818161818Unweighted total
91-9**209202020162020Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*----22222*22Neither low nor high
-%27%-%-%-%-%11%22%11%11%11%1%11%11%

61-7-*11611111191111Quite high
72%73%-%75%-%59%55%72%55%55%55%56%55%55%

2--2**71777777Very high
28%-%-%25%100%41%35%7%35%35%35%43%35%35%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

91-9**177171717161717NET: High
100%73%-%100%100%100%89%78%89%89%89%99%89%89%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of
the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
99927210615311518Unweighted total
91115141145191*1920Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

2*2*-*2-2--22Neither low nor high
22%2%13%29%-%28%14%-%11%-%-%10%11%

388-3-82101-1011Quite high
33%72%50%-%84%-%59%48%53%83%-%54%55%

436*1*427**77Very high
44%27%37%71%16%72%27%52%35%17%100%35%35%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

71113*4*125171*1717NET: High
78%98%87%71%100%72%86%100%89%100%100%90%89%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of
the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
May' 2019Apr' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Total base

*i*h*g*f*e*d*c*b*aSignificance Level: 95%
12111144318Unweighted total
*2212264120Weighted total

----------Very low
-%-%-%-%-%-%-%-%-%-%

----------Quite low
-%-%-%-%-%-%-%-%-%-%

------2--2Neither low nor high
-%-%-%-%-%-%36%-%-%11%

-2-1-242111Quite high
-%100%-%100%-%100%64%40%100%55%

*-2-2--3-7Very high
100%-%100%-%100%-%-%60%-%35%

Don't Know (DO NOT READ
----------OUT)
-%-%-%-%-%-%-%-%-%-%

*2212244117NET: High
100%100%100%100%100%100%64%100%100%89%

----------NET: Low
-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of
the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h,i

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
326718Unweighted total
3210520Weighted total

-----Very low
-%-%-%-%-%

-----Quite low
-%-%-%-%-%

--2-2Neither low nor high
-%-%22%-%11%

216311Quite high
82%22%58%50%55%

*2237Very high
18%78%20%50%35%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

328517NET: High
100%100%78%100%89%

-----NET: Low
-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UK Mail on each of
the following aspects:)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
11-69142253143658Unweighted total

5-6152231*26165Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

2-2------44Quite low
40%-%29%-%-%-%-%-%-%6%6%

*---2*-**77Neither low nor high
2%-%-%-%10%6%-%28%5%11%11%

1-*3221*168Quite high
18%-%4%23%9%55%64%72%49%10%12%

2-412181*-14546Very high
40%-%68%77%82%36%22%-%46%73%72%

Don't Know (DO NOT READ
-----**---*OUT)
-%-%-%-%-%3%14%-%-%-%*%

3-4152031*25154NET: High
58%-%71%100%90%91%86%72%95%83%83%

2-2------44NET: Low
40%-%29%-%-%-%-%-%-%6%6%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
25348554116-95358Unweighted total
*2162876114-1310265Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---42--2-----4Quite low
-%-%-%6%28%-%-%15%-%-%-%-%-%6%

-*16-2-*--22-7Neither low nor high
-%6%45%10%-%33%-%1%-%-%12%22%-%11%

*1*7***2*-22-8Quite high
100%35%14%11%3%3%2%17%9%-%16%19%-%12%

-1*4564674-106246Very high
-%59%41%73%70%64%98%67%91%-%72%60%100%72%

Don't Know (DO NOT READ
---*---*-----*OUT)
-%-%-%*%-%-%-%1%-%-%-%-%-%*%

*215164694-128254NET: High
100%94%55%84%72%67%100%84%100%-%88%78%100%83%

---42--2-----4NET: Low
-%-%-%6%28%-%-%15%-%-%-%-%-%6%
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The quality of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
5531246131-23-120-58Unweighted total
460857182-28-215-65Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-4222--2----4Quite low
-%6%21%4%9%-%-%8%-%-%-%-%6%

*7164--1--2-7Neither low nor high
2%11%7%11%23%-%-%2%-%-%16%-%11%

*7*7*--4--3-8Quite high
4%12%4%13%1%-%-%15%-%-%21%-%12%

442541122-21-29-46Very high
94%70%67%72%67%100%-%75%-%100%63%-%72%

Don't Know (DO NOT READ
-**-*-------*OUT)
-%*%1%-%1%-%-%-%-%-%-%-%*%

450648122-26-212-54NET: High
98%82%71%85%68%100%-%90%-%100%84%-%83%

-4222--2----4NET: Low
-%6%21%4%9%-%-%8%-%-%-%-%6%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
28111925658Unweighted total
32141936265Weighted total

------Very low
-%-%-%-%-%-%

-22-44Quite low
-%12%12%-%6%6%

5-2-77Neither low nor high
16%-%9%-%11%11%

421-88Quite high
14%13%7%-%12%12%

22111434446Very high
70%75%72%100%70%72%

Don't Know (DO NOT READ
*---**OUT)
*%-%-%-%*%*%

26121535154NET: High
84%88%79%100%83%83%

-22-44NET: Low
-%12%12%-%6%6%
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The quality of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
331961751---1-6262558Unweighted total
29288*560---*-4243665Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

22--22-----2-24Quite low
8%6%-%-%49%3%-%-%-%-%-%51%-%5%6%

322-*7-----*347Neither low nor high
10%8%22%-%2%11%-%-%-%-%-%2%11%11%11%

71-**7---*-*618Quite high
24%3%-%100%9%12%-%-%-%100%-%5%27%2%12%

17236-244-----2153046Very high
58%83%78%-%40%74%-%-%-%-%-%42%62%82%72%

Don't Know (DO NOT READ
*----*------*-*OUT)
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

24246*252---*-2213054NET: High
82%86%78%100%49%86%-%-%-%100%-%47%88%84%83%

22--22-----2-24NET: Low
8%6%-%-%49%3%-%-%-%-%-%51%-%5%6%
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The quality of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
--13-23144164437323458Unweighted total
--*2-23246125136303065Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------22222224Quite low
-%-%-%-%-%-%5%5%13%4%5%5%5%6%

------23*522*7Neither low nor high
-%-%-%-%-%-%7%6%1%10%6%7%*%11%

--*2--46376668Quite high
-%-%100%95%-%-%11%13%22%14%16%18%19%12%

-----2253583626202346Very high
-%-%-%-%-%100%77%76%63%71%73%68%75%72%

Don't Know (DO NOT READ
---*---**-****OUT)
-%-%-%5%-%-%-%*%1%-%*%*%*%*%

--*2-22841104332262854NET: High
-%-%100%95%-%100%88%89%85%86%89%87%94%83%

------22222224NET: Low
-%-%-%-%-%-%5%5%13%4%5%5%5%6%
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The quality of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-1510481--1-214058Unweighted total
-710316*--*-*24865Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----2-------24Quite low
-%-%-%-%10%-%-%-%-%-%-%-%5%6%

---*2-------57Neither low nor high
-%-%-%4%14%-%-%-%-%-%-%-%11%11%

-32*-*--*-*-78Quite high
-%41%24%6%-%100%-%-%100%-%100%-%14%12%

-48212------23446Very high
-%57%76%90%76%-%-%-%-%-%-%100%70%72%

Don't Know (DO NOT READ
-*-----------*OUT)
-%1%-%-%-%-%-%-%-%-%-%-%-%*%

-710312*--*-*24154NET: High
-%99%100%96%76%100%-%-%100%-%100%100%85%83%

----2-------24NET: Low
-%-%-%-%10%-%-%-%-%-%-%-%5%6%
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The quality of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*bab*a*c*ba*e*d*c*b*aSignificance Level: 95%
13633254238116109858Unweighted total
23436284*4621510121165Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-222--2-2---4Quite low
-%5%6%6%-%-%5%-%14%-%-%-%6%

-242--5-2--37Neither low nor high
-%7%12%8%-%-%11%-%15%-%-%25%11%

-635**7-34**8Quite high
-%16%8%16%4%100%15%-%17%43%2%1%12%

22526204-3228612846Very high
100%72%73%70%96%-%69%100%54%57%98%74%72%

Don't Know (DO NOT READ
-*-*--------*OUT)
-%*%-%*%-%-%-%-%-%-%-%-%*%

23029244*392111012854NET: High
100%88%81%86%100%100%84%100%71%100%100%75%83%

-222--2-2---4NET: Low
-%5%6%6%-%-%5%-%14%-%-%-%6%
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The quality of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*ab*a*ba*b*aSignificance Level: 95%
-12281937713528858Unweighted total
-122423428232261065Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

--2-2--2--4Quite low
-%-%7%-%5%-%-%5%-%-%6%

--*-32-2127Neither low nor high
-%-%*%-%7%27%-%7%2%22%11%

-4437*-67*8Quite high
-%36%16%14%17%2%-%17%27%2%12%

-8181930622319846Very high
-%64%77%86%71%70%100%70%71%76%72%

Don't Know (DO NOT READ
--*----*--*OUT)
-%-%*%-%-%-%-%*%-%-%*%

-12222337622826854NET: High
-%100%92%100%88%73%100%87%98%78%83%

--2-2--2--4NET: Low
-%-%7%-%5%-%-%5%-%-%6%
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The quality of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*ba*cba*d*c*ba*d*c*b*aSignificance Level: 95%
62030213233-172738-10281958Unweighted total
62030233028-152846-8262365Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2-22--2---2-4Quite low
-%-%6%-%5%6%-%-%8%-%-%-%6%-%6%

-*-22*-*23---27Neither low nor high
-%1%-%10%7%*%-%1%8%6%-%-%-%10%11%

255766-457-2438Quite high
37%26%18%30%18%20%-%29%17%16%-%29%14%13%12%

41423142021-101936-6201846Very high
63%74%76%60%68%74%-%70%67%78%-%71%79%78%72%

Don't Know (DO NOT READ
--*-**------*-*OUT)
-%-%*%-%*%*%-%-%-%-%-%-%*%-%*%

61928202627-152443-8242154NET: High
100%99%94%90%87%93%-%99%84%94%-%100%93%90%83%

--2-22--2---2-4NET: Low
-%-%6%-%5%6%-%-%8%-%-%-%6%-%6%
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The quality of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
131-1728672091858Unweighted total
*5*-14276823101565Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

-----2-----4Quite low
-%-%-%-%-%6%-%-%-%-%-%6%

----*-*-2**7Neither low nor high
-%-%-%-%1%-%2%-%10%1%1%11%

*3*-35223458Quite high
100%65%100%-%23%19%34%27%13%42%32%12%

-2--1020461761046Very high
-%35%-%-%76%74%64%73%77%57%67%72%

Don't Know (DO NOT READ
-----*-----*OUT)
-%-%-%-%-%*%-%-%-%-%-%*%

*5*-14256820101554NET: High
100%100%100%-%99%94%98%100%90%99%99%83%

-----2-----4NET: Low
-%-%-%-%-%6%-%-%-%-%-%6%
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*d*cbaedcbaSignificance Level: 95%
3014232-285445575353435358Unweighted total
2616430-276046635758435865Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2--2--4-444-44Quite low
6%-%-%6%-%-%6%-%6%7%7%-%7%6%

22-2-*74755257Neither low nor high
7%14%-%8%-%*%11%9%11%8%8%5%8%11%

2623-776888888Quite high
6%37%49%10%-%25%12%12%12%13%13%18%13%12%

218222-204236444142334246Very high
80%49%51%76%-%74%70%79%71%71%72%77%72%72%

Don't Know (DO NOT READ
*--*-*********OUT)
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

2214425-275042524850405054NET: High
86%86%100%86%-%99%82%91%83%85%85%94%85%83%

2--2--4-444-44NET: Low
6%-%-%6%-%-%6%-%6%7%7%-%7%6%
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The quality of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*ba*c*ba*cb*ab*a*baSignificance Level: 95%
233520631103216431534758Unweighted total
253924733143417511345265Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-422---4-44-4Quite low
-%10%7%31%-%-%-%23%-%29%88%-%6%

341-6*4234127Neither low nor high
11%10%3%-%18%1%13%13%6%30%12%5%11%

342*5-7152-78Quite high
13%11%9%3%15%-%21%3%10%17%-%14%12%

192719522142210433-4246Very high
76%69%81%66%66%99%66%61%84%24%-%81%72%

Don't Know (DO NOT READ
-*--**--*---*OUT)
-%*%-%-%*%1%-%-%*%-%-%-%*%

233122527142911486-5054NET: High
89%80%91%69%81%99%87%64%94%41%-%95%83%

-422---4-44-4NET: Low
-%10%7%31%-%-%-%23%-%29%88%-%6%
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The quality of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
4666714656758Unweighted total
69351224468665Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

-----2----24Quite low
-%-%-%-%-%100%-%-%-%-%27%6%

--*15----2-7Neither low nor high
-%-%3%11%38%-%-%-%-%21%-%11%

*11*2-**22*8Quite high
3%6%22%6%16%-%3%4%30%26%2%12%

68246-4444446Very high
97%94%75%83%47%-%95%96%70%53%71%72%

Don't Know (DO NOT READ
------*----*OUT)
-%-%-%-%-%-%3%-%-%-%-%*%

69347-4466454NET: High
100%100%97%89%62%-%97%100%100%79%73%83%

-----2----24NET: Low
-%-%-%-%-%100%-%-%-%-%27%6%
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The quality of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
1614101858Unweighted total
181982065Weighted total

-----Very low
-%-%-%-%-%

-2-24Quite low
-%12%-%8%6%

*5-27Neither low nor high
1%27%-%8%11%

12*48Quite high
7%11%3%20%12%

17981246Very high
92%50%95%64%72%

Don't Know (DO NOT READ
--*-*OUT)
-%-%1%-%*%

181181654NET: High
99%61%99%83%83%

-2-24NET: Low
-%12%-%8%6%
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
11-69142253143658Unweighted total

5-6152231*26165Weighted total

----2----22Very low
-%-%-%-%10%-%-%-%-%4%3%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

2-234*-**2122Neither low nor high
45%-%29%23%17%13%-%49%13%35%34%

2-2262**11314Quite high
44%-%38%14%28%53%61%51%51%21%22%

1-29101*-12526Very high
11%-%34%63%45%30%25%-%36%41%40%

Don't Know (DO NOT READ
-----**---*OUT)
-%-%-%-%-%3%14%-%-%-%*%

3-4121631*23840NET: High
55%-%71%77%73%83%86%51%87%61%63%

----2----22NET: Low
-%-%-%-%10%-%-%-%-%4%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
25348554116-95358Unweighted total
*2162876114-1310265Weighted total

--12------2--2Very low
-%-%45%3%-%-%-%-%-%-%12%-%-%3%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*1*2144-3--36-22Neither low nor high
41%34%14%34%52%62%-%30%-%-%26%60%-%34%

*1*13-342*-2-214Quite high
59%36%41%21%-%38%67%19%5%-%17%-%100%22%

-*-254-264-64-26Very high
-%30%-%41%48%-%33%50%95%-%44%40%-%40%

Don't Know (DO NOT READ
---*---*-----*OUT)
-%-%-%*%-%-%-%1%-%-%-%-%-%*%

*1*3943684-84240NET: High
59%66%41%63%48%38%100%69%100%-%61%40%100%63%

--12------2--2NET: Low
-%-%45%3%-%-%-%-%-%-%12%-%-%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
5531246131-23-120-58Unweighted total
460857182-28-215-65Weighted total

-2122--1----2Very low
-%4%7%3%9%-%-%2%-%-%-%-%3%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

*224184--12--6-22Neither low nor high
6%36%47%32%23%-%-%41%-%-%41%-%34%

2121132--9-22-14Quite high
52%20%18%23%12%-%-%30%-%100%12%-%22%

224224102-8--7-26Very high
41%40%27%42%55%100%-%27%-%-%47%-%40%

Don't Know (DO NOT READ
-**-*-------*OUT)
-%*%1%-%1%-%-%-%-%-%-%-%*%

436437122-16-29-40NET: High
94%60%45%65%67%100%-%57%-%100%59%-%63%

-2122--1----2NET: Low
-%4%7%3%9%-%-%2%-%-%-%-%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
28111925658Unweighted total
32141936265Weighted total

1-2-22Very low
2%-%9%-%3%3%

------Quite low
-%-%-%-%-%-%

1057-2222Neither low nor high
32%37%34%-%35%34%

77*21214Quite high
22%51%2%81%20%22%

14210*2526Very high
44%12%55%19%41%40%

Don't Know (DO NOT READ
*---**OUT)
*%-%-%-%*%*%

2191133840NET: High
66%63%57%100%61%63%

1-2-22NET: Low
2%-%9%-%3%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
331961751---1-6262558Unweighted total
29288*560---*-4243665Weighted total

1-2--2------122Very low
2%-%21%-%-%4%-%-%-%-%-%-%2%5%3%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1462-220-----211822Neither low nor high
48%22%26%-%51%33%-%-%-%-%-%53%47%23%34%

86-*212---*-26614Quite high
28%22%-%100%49%20%-%-%-%100%-%47%25%17%22%

6164--26------62026Very high
22%55%53%-%-%43%-%-%-%-%-%-%26%55%40%

Don't Know (DO NOT READ
*----*------*-*OUT)
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

14224*238---*-2122640NET: High
50%78%53%100%49%64%-%-%-%100%-%47%50%72%63%

1-2--2------122NET: Low
2%-%21%-%-%4%-%-%-%-%-%-%2%5%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
--13-23144164437323458Unweighted total
--*2-23246125136303065Weighted total

-------1-1---2Very low
-%-%-%-%-%-%-%1%-%1%-%-%-%3%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2--121672014121222Neither low nor high
-%-%-%95%-%-%37%35%59%40%38%40%39%34%

--*--2101231012101014Quite high
-%-%100%-%-%100%31%25%24%20%33%32%34%22%

------1018220108826Very high
-%-%-%-%-%-%32%39%17%39%29%28%27%40%

Don't Know (DO NOT READ
---*---**-****OUT)
-%-%-%5%-%-%-%*%1%-%*%*%*%*%

--*--2202953022181840NET: High
-%-%100%-%-%100%63%63%40%59%61%60%61%63%

-------1-1---2NET: Low
-%-%-%-%-%-%-%1%-%1%-%-%-%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-1510481--1-214058Unweighted total
-710316*--*-*24865Weighted total

------------12Very low
-%-%-%-%-%-%-%-%-%-%-%-%1%3%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-44*6-------2022Neither low nor high
-%59%36%4%36%-%-%-%-%-%-%-%42%34%

-3612*--*-*2814Quite high
-%36%62%25%13%100%-%-%100%-%100%100%16%22%

-**28-------2026Very high
-%4%2%71%51%-%-%-%-%-%-%-%41%40%

Don't Know (DO NOT READ
-*-----------*OUT)
-%1%-%-%-%-%-%-%-%-%-%-%-%*%

-37310*--*-*22740NET: High
-%40%64%96%64%100%-%-%100%-%100%100%57%63%

------------12NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%1%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*bab*a*c*ba*e*d*c*b*aSignificance Level: 95%
13633254238116109858Unweighted total
23436284*4621510121165Weighted total

--2---1----12Very low
-%-%6%-%-%-%1%-%-%-%-%5%3%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

21210122*18-882222Neither low nor high
100%35%27%42%51%41%39%-%53%74%17%21%34%

-1269**10-512214Quite high
-%34%16%30%4%59%21%-%33%8%17%20%22%

-101882-182228626Very high
-%30%51%27%45%-%39%100%14%18%66%54%40%

Don't Know (DO NOT READ
-*-*--------*OUT)
-%*%-%*%-%-%-%-%-%-%-%-%*%

-2224162*2827310840NET: High
-%64%67%57%49%59%60%100%47%26%83%74%63%

--2---1----12NET: Low
-%-%6%-%-%-%1%-%-%-%-%5%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*ab*a*ba*b*aSignificance Level: 95%
-12281937713528858Unweighted total
-122423428232261065Weighted total

----1---1-2Very low
-%-%-%-%1%-%-%-%2%-%3%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

-886146-128622Neither low nor high
-%64%34%27%33%76%-%38%30%62%34%

-28982-126214Quite high
-%19%32%39%19%24%-%36%22%19%22%

-28820-2812226Very high
-%18%34%34%46%-%100%26%46%19%40%

Don't Know (DO NOT READ
--*----*--*OUT)
-%-%*%-%-%-%-%*%-%-%*%

-4161628222018440NET: High
-%36%66%73%66%24%100%62%68%38%63%

----1---1-2NET: Low
-%-%-%-%1%-%-%-%2%-%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*ba*cba*d*c*ba*d*c*b*aSignificance Level: 95%
62030213233-172738-10281958Unweighted total
62030233028-152846-8262365Weighted total

---------1----2Very low
-%-%-%-%-%-%-%-%-%1%-%-%-%-%3%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4810141210-61216-48622Neither low nor high
60%42%33%61%40%35%-%39%44%35%-%47%31%29%34%

*91071010-3810-29814Quite high
8%44%32%29%32%36%-%22%27%21%-%27%36%37%22%

2310288-6820-28826Very high
32%14%35%9%28%29%-%39%29%43%-%26%33%35%40%

Don't Know (DO NOT READ
--*-**------*-*OUT)
-%-%*%-%*%*%-%-%-%-%-%-%*%-%*%

3112091818-91629-4181640NET: High
40%58%67%39%60%65%-%61%56%64%-%53%69%71%63%

---------1----2NET: Low
-%-%-%-%-%-%-%-%-%1%-%-%-%-%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
131-1728672091858Unweighted total
*5*-14276823101565Weighted total

-----------2Very low
-%-%-%-%-%-%-%-%-%-%-%3%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

-3--5946128822Neither low nor high
-%65%-%-%33%35%68%75%53%80%53%34%

*-*-772252514Quite high
100%-%100%-%48%26%32%25%21%20%31%22%

-2--310--6-226Very high
-%35%-%-%20%38%-%-%27%-%16%40%

Don't Know (DO NOT READ
-----*-----*OUT)
-%-%-%-%-%*%-%-%-%-%-%*%

*2*-91722112740NET: High
100%35%100%-%67%64%32%25%47%20%47%63%

-----------2NET: Low
-%-%-%-%-%-%-%-%-%-%-%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*d*cbaedcbaSignificance Level: 95%
3014232-285445575353435358Unweighted total
2616430-276046635758435865Weighted total

2-----222-2-22Very low
6%-%-%-%-%-%4%4%3%-%4%-%4%3%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

412410-102212222020142022Neither low nor high
17%70%100%33%-%37%36%26%35%36%34%33%34%34%

75-9-91210121212121214Quite high
28%28%-%32%-%33%20%22%20%22%21%29%21%22%

12*-10-82422262424162426Very high
48%2%-%35%-%29%40%48%42%42%41%38%41%40%

Don't Know (DO NOT READ
*--*-*********OUT)
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

205-20-173632383636293640NET: High
76%30%-%67%-%63%60%70%61%64%62%67%62%63%

2-----222-2-22NET: Low
6%-%-%-%-%-%4%4%3%-%4%-%4%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*ba*c*ba*cb*ab*a*baSignificance Level: 95%
233520631103216431534758Unweighted total
253924733143417511345265Weighted total

121-2-2-121-2Very low
2%4%2%-%5%-%6%-%1%12%12%-%3%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

51742162101014841622Neither low nor high
19%44%15%31%48%15%30%57%28%59%88%30%34%

86833293123-1214Quite high
33%15%34%43%9%13%27%19%22%22%-%23%22%

12141221210124251-2426Very high
46%37%48%26%37%71%36%24%49%7%-%46%40%

Don't Know (DO NOT READ
-*--**--*---*OUT)
-%*%-%-%*%1%-%-%*%-%-%-%*%

20202051512217364-3640NET: High
79%52%83%69%46%84%64%43%71%29%-%70%63%

121-2-2-121-2NET: Low
2%4%2%-%5%-%6%-%1%12%12%-%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
4666714656758Unweighted total
69351224468665Weighted total

---1-----2-2Very low
-%-%-%11%-%-%-%-%-%21%-%3%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

-*2*622*24322Neither low nor high
-%5%72%4%53%100%47%2%28%49%54%34%

24*2--2**2114Quite high
38%47%13%42%-%-%50%7%2%29%14%22%

44*26--44-226Very high
62%48%14%42%47%-%-%92%70%-%33%40%

Don't Know (DO NOT READ
------*----*OUT)
-%-%-%-%-%-%3%-%-%-%-%*%

68146-2442340NET: High
100%95%28%85%47%-%50%98%72%29%46%63%

---1-----2-2NET: Low
-%-%-%11%-%-%-%-%-%21%-%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate UPS on each of the
following aspects:)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
1614101858Unweighted total
181982065Weighted total

-1-22Very low
-%3%-%8%3%

-----Quite low
-%-%-%-%-%

292922Neither low nor high
14%47%24%44%34%

722314Quite high
39%10%28%16%22%

974626Very high
48%40%46%31%40%

Don't Know (DO NOT READ
--*-*OUT)
-%-%1%-%*%

1596940NET: High
86%50%74%47%63%

-1-22NET: Low
-%3%-%8%3%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1--121-1-45Unweighted total
*--*4*-*-66Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

---*2----22Neither low nor high
-%-%-%100%52%-%-%-%-%40%40%

*---2*-*-44Quite high
100%-%-%-%48%100%-%100%-%60%60%

-----------Very high
-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

*---2*-*-44NET: High
100%-%-%-%48%100%-%100%-%60%60%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of
the following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-1131---1-1--5Unweighted total
-**62---2-2--6Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*2------2--2Neither low nor high
-%-%100%35%-%-%-%-%-%-%100%-%-%40%

-*-42---2----4Quite high
-%100%-%65%100%-%-%-%100%-%-%-%-%60%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-42---2----4NET: High
-%100%-%65%100%-%-%-%100%-%-%-%-%60%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 159  (continuation)                                                                                                                                                  Page 2609

The quality of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of
the following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-5141-12--1-5Unweighted total
-6*62-*2--2-6Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2---*--2-2Neither low nor high
-%40%-%40%-%-%-%20%-%-%100%-%40%

-4*42-*2----4Quite high
-%60%100%60%100%-%100%80%-%-%-%-%60%

-------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-4*42-*2----4NET: High
-%60%100%60%100%-%100%80%-%-%-%-%60%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of
the following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
212-55Unweighted total
4*2-66Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

2*--22Neither low nor high
53%100%-%-%40%40%

2-2-44Quite high
47%-%100%-%60%60%

------Very high
-%-%-%-%-%-%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

2-2-44NET: High
47%-%100%-%60%60%

------NET: Low
-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of
the following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
221-14-----1135Unweighted total
222-24-----2*46Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2---2------*22Neither low nor high
20%96%-%-%-%56%-%-%-%-%-%-%100%51%40%

2*2-22-----2-24Quite high
80%4%100%-%100%44%-%-%-%-%-%100%-%49%60%

---------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*2-22-----2-24NET: High
80%4%100%-%100%44%-%-%-%-%-%100%-%49%60%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of
the following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
------43234435Unweighted total
------43164436Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------22*22222Neither low nor high
-%-%-%-%-%-%57%97%85%35%57%57%97%40%

------2**422*4Quite high
-%-%-%-%-%-%43%3%15%65%43%43%3%60%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------2**422*4NET: High
-%-%-%-%-%-%43%3%15%65%43%43%3%60%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 159  (continuation)                                                                                                                                                  Page 2613

The quality of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of
the following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
--211-----1-25Unweighted total
--2*2-----2-46Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-2-------22Neither low nor high
-%-%20%-%100%-%-%-%-%-%-%-%52%40%

--2*------2-24Quite high
-%-%80%100%-%-%-%-%-%-%100%-%48%60%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2*------2-24NET: High
-%-%80%100%-%-%-%-%-%-%100%-%48%60%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of
the following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-4231-2-11-15Unweighted total
-4422-4-22-26Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-22*--2--2--2Neither low nor high
-%57%52%20%-%-%53%-%-%100%-%-%40%

-2222-2-2--24Quite high
-%43%48%80%100%-%47%-%100%-%-%100%60%

-------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2222-2-2--24NET: High
-%43%48%80%100%-%47%-%100%-%-%100%60%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of
the following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-13-21-4115Unweighted total
-*3-42-4226Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

-*2-2--22-2Neither low nor high
-%100%97%-%52%-%-%57%100%-%40%

--*-22-2-24Quite high
-%-%3%-%48%100%-%43%-%100%60%

-----------Very high
-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

--*-22-2-24NET: High
-%-%3%-%48%100%-%43%-%100%60%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of
the following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
--2143-111-1325Unweighted total
--1243-222-*346Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-22-2---*222Neither low nor high
-%-%85%-%57%97%-%100%-%-%-%100%97%53%40%

--*22*--22--*24Quite high
-%-%15%100%43%3%-%-%100%100%-%-%3%47%60%

---------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*22*--22--*24NET: High
-%-%15%100%43%3%-%-%100%100%-%-%3%47%60%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of
the following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
11---3--1--5Unweighted total
22---3--2--6Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

-2---2-----2Neither low nor high
-%100%-%-%-%97%-%-%-%-%-%40%

2----*--2--4Quite high
100%-%-%-%-%3%-%-%100%-%-%60%

------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

2----*--2--4NET: High
100%-%-%-%-%3%-%-%100%-%-%60%

------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of
the following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
2213-455555555Unweighted total
1422-466666666Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*22*-222222222Neither low nor high
85%53%100%20%-%57%40%40%40%40%40%40%40%40%

*2-2-244444444Quite high
15%47%-%80%-%43%60%60%60%60%60%60%60%60%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2-2-244444444NET: High
15%47%-%80%-%43%60%60%60%60%60%60%60%60%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of
the following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
41221-3241-45Unweighted total
6*142-426*-66Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

2-*2--2*2--22Neither low nor high
40%-%85%52%-%-%51%20%40%-%-%35%40%

4**22-224*-44Quite high
60%100%15%48%100%-%49%80%60%100%-%65%60%

-------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

4**22-224*-44NET: High
60%100%15%48%100%-%49%80%60%100%-%65%60%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of
the following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q2 2019Q1 2019Q4 2018May' 2019Jan' 2019Oct' 2018Total base

*c*b*a*c*b*aSignificance Level: 95%
3113115Unweighted total
4*24*26Weighted total

-------Very low
-%-%-%-%-%-%-%

-------Quite low
-%-%-%-%-%-%-%

2--2--2Neither low nor high
57%-%-%57%-%-%40%

2*22*24Quite high
43%100%100%43%100%100%60%

-------Very high
-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

2*22*24NET: High
43%100%100%43%100%100%60%

-------NET: Low
-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of
the following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1--121-1-45Unweighted total
*--*4*-*-66Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

----2----22Quite low
-%-%-%-%48%-%-%-%-%31%30%

---*2----22Neither low nor high
-%-%-%100%52%-%-%-%-%40%40%

*----*-*-22Quite high
100%-%-%-%-%100%-%100%-%29%30%

-----------Very high
-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

*----*-*-22NET: High
100%-%-%-%-%100%-%100%-%29%30%

----2----22NET: Low
-%-%-%-%48%-%-%-%-%31%30%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The price of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the
following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-1131---1-1--5Unweighted total
-**62---2-2--6Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---22--------2Quite low
-%-%-%33%100%-%-%-%-%-%-%-%-%30%

--*2------2--2Neither low nor high
-%-%100%35%-%-%-%-%-%-%100%-%-%40%

-*-2----2----2Quite high
-%100%-%32%-%-%-%-%100%-%-%-%-%30%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-2----2----2NET: High
-%100%-%32%-%-%-%-%100%-%-%-%-%30%

---22--------2NET: Low
-%-%-%33%100%-%-%-%-%-%-%-%-%30%
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The price of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the
following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-5141-12--1-5Unweighted total
-6*62-*2--2-6Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2---2----2Quite low
-%30%-%31%-%-%-%80%-%-%-%-%30%

-2-2---*--2-2Neither low nor high
-%40%-%40%-%-%-%20%-%-%100%-%40%

-2*22-*-----2Quite high
-%30%100%29%100%-%100%-%-%-%-%-%30%

-------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*22-*-----2NET: High
-%30%100%29%100%-%100%-%-%-%-%-%30%

-2-2---2----2NET: Low
-%30%-%31%-%-%-%80%-%-%-%-%30%
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The price of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the
following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
212-55Unweighted total
4*2-66Weighted total

------Very low
-%-%-%-%-%-%

--2-22Quite low
-%-%96%-%30%30%

2*--22Neither low nor high
53%100%-%-%40%40%

2-*-22Quite high
47%-%4%-%30%30%

------Very high
-%-%-%-%-%-%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

2-*-22NET: High
47%-%4%-%30%30%

--2-22NET: Low
-%-%96%-%30%30%
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The price of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the
following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
221-14-----1135Unweighted total
222-24-----2*46Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2--2-------22Quite low
-%-%100%-%-%42%-%-%-%-%-%-%-%47%30%

*2---2------*22Neither low nor high
20%96%-%-%-%56%-%-%-%-%-%-%100%51%40%

2*--2*-----2-*2Quite high
80%4%-%-%100%2%-%-%-%-%-%100%-%2%30%

---------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*--2*-----2-*2NET: High
80%4%-%-%100%2%-%-%-%-%-%100%-%2%30%

--2--2-------22NET: Low
-%-%100%-%-%42%-%-%-%-%-%-%-%47%30%
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The price of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the
following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
------43234435Unweighted total
------43164436Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------2---2Quite low
-%-%-%-%-%-%-%-%-%33%-%-%-%30%

------22*22222Neither low nor high
-%-%-%-%-%-%57%97%85%35%57%57%97%40%

------2**222*2Quite high
-%-%-%-%-%-%43%3%15%32%43%43%3%30%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------2**222*2NET: High
-%-%-%-%-%-%43%3%15%32%43%43%3%30%

---------2---2NET: Low
-%-%-%-%-%-%-%-%-%33%-%-%-%30%
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The price of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the
following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
--211-----1-25Unweighted total
--2*2-----2-46Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------22Quite low
-%-%-%-%-%-%-%-%-%-%-%-%48%30%

--*-2-------22Neither low nor high
-%-%20%-%100%-%-%-%-%-%-%-%52%40%

--2*------2--2Quite high
-%-%80%100%-%-%-%-%-%-%100%-%-%30%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2*------2--2NET: High
-%-%80%100%-%-%-%-%-%-%100%-%-%30%

------------22NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%48%30%
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The price of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the
following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-4231-2-11-15Unweighted total
-4422-4-22-26Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

--2-2------22Quite low
-%-%48%-%100%-%-%-%-%-%-%100%30%

-22*--2--2--2Neither low nor high
-%57%52%20%-%-%53%-%-%100%-%-%40%

-2-2--2-2---2Quite high
-%43%-%80%-%-%47%-%100%-%-%-%30%

-------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2--2-2---2NET: High
-%43%-%80%-%-%47%-%100%-%-%-%30%

--2-2------22NET: Low
-%-%48%-%100%-%-%-%-%-%-%100%30%
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The price of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the
following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-13-21-4115Unweighted total
-*3-42-4226Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

----2-----2Quite low
-%-%-%-%48%-%-%-%-%-%30%

-*2-2--22-2Neither low nor high
-%100%97%-%52%-%-%57%100%-%40%

--*--2-2-22Quite high
-%-%3%-%-%100%-%43%-%100%30%

-----------Very high
-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

--*--2-2-22NET: High
-%-%3%-%-%100%-%43%-%100%30%

----2-----2NET: Low
-%-%-%-%48%-%-%-%-%-%30%
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The price of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the
following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
--2143-111-1325Unweighted total
--1243-222-*346Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------2-----2Quite low
-%-%-%-%-%-%-%-%100%-%-%-%-%-%30%

--*-22-2---*222Neither low nor high
-%-%85%-%57%97%-%100%-%-%-%100%97%53%40%

--*22*---2--*22Quite high
-%-%15%100%43%3%-%-%-%100%-%-%3%47%30%

---------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*22*---2--*22NET: High
-%-%15%100%43%3%-%-%-%100%-%-%3%47%30%

--------2-----2NET: Low
-%-%-%-%-%-%-%-%100%-%-%-%-%-%30%
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The price of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the
following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
11---3--1--5Unweighted total
22---3--2--6Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

-----------2Quite low
-%-%-%-%-%-%-%-%-%-%-%30%

-2---2-----2Neither low nor high
-%100%-%-%-%97%-%-%-%-%-%40%

2----*--2--2Quite high
100%-%-%-%-%3%-%-%100%-%-%30%

------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

2----*--2--2NET: High
100%-%-%-%-%3%-%-%100%-%-%30%

-----------2NET: Low
-%-%-%-%-%-%-%-%-%-%-%30%
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The price of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the
following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
2213-455555555Unweighted total
1422-466666666Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------22222222Quite low
-%-%-%-%-%-%30%30%30%30%30%30%30%30%

*22*-222222222Neither low nor high
85%53%100%20%-%57%40%40%40%40%40%40%40%40%

*2-2-222222222Quite high
15%47%-%80%-%43%30%30%30%30%30%30%30%30%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2-2-222222222NET: High
15%47%-%80%-%43%30%30%30%30%30%30%30%30%

------22222222NET: Low
-%-%-%-%-%-%30%30%30%30%30%30%30%30%
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The price of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the
following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
41221-3241-45Unweighted total
6*142-426*-66Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

2--2--2-2--22Quite low
31%-%-%48%-%-%47%-%31%-%-%33%30%

2-*2--2*2--22Neither low nor high
40%-%85%52%-%-%51%20%40%-%-%35%40%

2**-2-*22*-22Quite high
29%100%15%-%100%-%2%80%29%100%-%33%30%

-------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

2**-2-*22*-22NET: High
29%100%15%-%100%-%2%80%29%100%-%33%30%

2--2--2-2--22NET: Low
31%-%-%48%-%-%47%-%31%-%-%33%30%
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The price of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the
following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q2 2019Q1 2019Q4 2018May' 2019Jan' 2019Oct' 2018Total base

*c*b*a*c*b*aSignificance Level: 95%
3113115Unweighted total
4*24*26Weighted total

-------Very low
-%-%-%-%-%-%-%

2--2--2Quite low
43%-%-%43%-%-%30%

2--2--2Neither low nor high
57%-%-%57%-%-%40%

-*2-*22Quite high
-%100%100%-%100%100%30%

-------Very high
-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

-*2-*22NET: High
-%100%100%-%100%100%30%

2--2--2NET: Low
43%-%-%43%-%-%30%
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The price of the postal services provided by Yodel in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Yodel on each of the
following aspects:)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
74622182013165373Unweighted total
4*828233**27678Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

----1----11Quite low
-%-%-%-%2%-%-%-%-%1%1%

2-**2*--*66Neither low nor high
43%-%1%2%7%8%-%-%10%7%7%

**215101***3334Quite high
7%26%25%54%42%27%100%31%19%43%43%

2*611112-*13536Very high
50%74%74%38%49%62%-%69%67%46%47%

Don't Know (DO NOT READ
---2-*--*22OUT)
-%-%-%7%-%4%-%-%5%2%3%

3*826212**26870NET: High
57%100%99%92%91%88%100%100%86%89%89%

----1----11NET: Low
-%-%-%-%2%-%-%-%-%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 - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
128647296115-61773Unweighted total

53269*139167-821378Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---1----1----1Quite low
-%-%-%1%-%-%-%-%8%-%-%-%-%1%

-1-5--22----26Neither low nor high
-%20%-%8%-%-%17%12%-%-%-%-%12%7%

11131-4274-5-834Quite high
22%27%62%45%-%31%21%43%65%-%72%-%59%43%

41130*9672-22236Very high
78%53%38%44%100%69%60%45%27%-%28%100%14%47%

Don't Know (DO NOT READ
---2--*-----22OUT)
-%-%-%3%-%-%1%-%-%-%-%-%14%3%

52261*138156-821070NET: High
100%80%100%89%100%100%82%88%92%-%100%100%74%89%

---1----1----1NET: Low
-%-%-%1%-%-%-%-%8%-%-%-%-%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,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
27126472022275214173Unweighted total
2762158184*357210278Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1---1----1Quite low
-%1%-%1%-%-%-%1%-%-%-%-%1%

-6*62--22-*-6Neither low nor high
-%8%1%10%9%-%-%6%26%-%2%-%7%

-3410249-*10527-34Quite high
-%44%47%41%50%-%100%28%72%100%74%-%43%

234112674-21*-2236Very high
100%45%52%45%40%100%-%59%2%-%24%100%47%

Don't Know (DO NOT READ
-2*2*--2----2OUT)
-%3%*%3%1%-%-%5%-%-%-%-%3%

2682050164*31529270NET: High
100%89%99%86%90%100%100%87%74%100%98%100%89%

-1-1---1----1NET: Low
-%1%-%1%-%-%-%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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
3183366773Unweighted total
33123387078Weighted total

------Very low
-%-%-%-%-%-%

--1-11Quite low
-%-%2%-%1%1%

2-4-66Neither low nor high
6%-%12%-%8%7%

1421882634Quite high
42%17%53%92%37%43%

1710913636Very high
52%83%27%8%51%47%

a

Don't Know (DO NOT READ
--2-22OUT)
-%-%6%-%3%3%

31122786270NET: High
94%100%80%100%88%89%

--1-11NET: Low
-%-%2%-%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: 12/07/19



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%
283693667---123224573Unweighted total
313983574---*22274778Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1---1-------11Quite low
-%1%-%-%-%1%-%-%-%-%-%-%-%1%1%

24--24-----2*46Neither low nor high
6%10%-%-%36%6%-%-%-%-%-%84%*%9%7%

92053331---*2*62534Quite high
28%51%60%100%59%42%-%-%-%100%100%5%23%53%43%

19153-*36-----*181836Very high
60%37%39%-%5%49%-%-%-%-%-%11%70%38%47%

Don't Know (DO NOT READ
2-*--2------2*2OUT)
6%-%1%-%-%3%-%-%-%-%-%-%7%*%3%

273583367---*2*254270NET: High
88%88%99%100%64%91%-%-%-%100%100%16%93%90%89%

-1---1-------11NET: Low
-%1%-%-%-%1%-%-%-%-%-%-%-%1%1%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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 - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
--1--64362245350344473Unweighted total
--*--64167245847334178Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------11111111Quite low
-%-%-%-%-%-%1%1%2%1%1%2%1%1%

-----246226566Neither low nor high
-%-%-%-%-%29%10%9%7%4%12%16%14%7%

-----214257231681334Quite high
-%-%-%-%-%34%34%38%27%39%34%24%31%43%

--*--22033133123172036Very high
-%-%100%-%-%38%50%50%55%53%48%53%50%47%

Don't Know (DO NOT READ
------22222222OUT)
-%-%-%-%-%-%5%3%8%3%4%6%5%3%

--*--43559205439253370NET: High
-%-%100%-%-%71%84%88%83%92%82%76%80%89%

b

------11111111NET: Low
-%-%-%-%-%-%1%1%2%1%1%2%1%1%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-111315111--11144673Unweighted total
-9121413*--*2245078Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---1--------11Quite low
-%-%-%4%-%-%-%-%-%-%-%-%1%1%

-222-----2--16Neither low nor high
-%19%18%14%-%-%-%-%-%100%-%-%1%7%

-4444*--*--*2234Quite high
-%48%31%32%30%100%-%-%100%-%-%11%43%43%

-3677-----242536Very high
-%33%51%50%54%-%-%-%-%-%100%89%50%47%

Don't Know (DO NOT READ
----2-------22OUT)
-%-%-%-%16%-%-%-%-%-%-%-%4%3%

-7101111*--*-244770NET: High
-%81%82%82%84%100%-%-%100%-%100%100%94%89%

---1--------11NET: Low
-%-%-%4%-%-%-%-%-%-%-%-%1%1%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*baba*c*ba*e*d*c*b*aSignificance Level: 95%
5454132924211315111373Unweighted total
44341376250*1518121378Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-11---1--1--1Quite low
-%1%1%-%-%-%1%-%-%3%-%-%1%

*623--2*2*-*6Neither low nor high
3%13%6%9%-%-%5%100%11%1%-%4%7%

21418162218-584634Quite high
44%33%44%42%38%100%37%-%30%44%30%51%43%

22118184-27-9107636Very high
53%48%45%48%62%-%54%-%59%53%55%45%47%

Don't Know (DO NOT READ
-22*--2---2-2OUT)
-%5%5%*%-%-%4%-%-%-%15%-%3%

43536346246-1417101270NET: High
97%81%88%90%100%100%91%-%89%97%85%96%89%

-11---1--1--1NET: Low
-%1%1%-%-%-%1%-%-%3%-%-%1%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*ab*a*bab*aSignificance Level: 95%
-740224211-45301273Unweighted total
-738204316-43301778Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

--1-1--11-1Quite low
-%-%1%-%1%-%-%1%2%-%1%

-2622--62-6Neither low nor high
-%26%15%9%5%-%-%13%7%-%7%

-51310175-149734Quite high
-%65%33%50%40%34%-%33%29%42%43%

-11882110-21171036Very high
-%8%46%42%49%66%-%48%56%58%47%

Don't Know (DO NOT READ
--2-2--22-2OUT)
-%-%5%-%4%-%-%5%6%-%3%

-530193816-35251770NET: High
-%74%79%91%89%100%-%81%85%100%89%

--1-1--11-1NET: Low
-%-%1%-%1%-%-%1%2%-%1%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cba*c*ba*d*c*ba*d*cb*aSignificance Level: 95%
13032272939-92744-8321573Unweighted total
*3231283137-72453-7331478Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--1-11--11--111Quite low
-%-%2%-%2%1%-%-%2%1%-%-%2%4%1%

-64156-*12-*526Neither low nor high
-%18%11%2%17%15%-%1%2%3%-%2%16%14%7%

*111212611-11222-48634Quite high
100%35%38%43%20%29%-%9%51%42%-%57%24%45%43%

-1313151718-61126-317536Very high
-%41%43%55%55%49%-%89%45%50%-%41%52%37%47%

Don't Know (DO NOT READ
-22-22---2--2*2OUT)
-%6%6%-%6%5%-%-%-%4%-%-%6%1%3%

*2425272329-72349-7251170NET: High
100%76%81%98%75%78%-%99%96%92%-%98%76%81%89%

--1-11--11--111NET: Low
-%-%2%-%2%1%-%-%2%1%-%-%2%4%1%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*ba*e*dc*b*aSignificance Level: 95%
131229313332132173Unweighted total
252431291136122078Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

-----1-----1Quite low
-%-%-%-%-%2%-%-%-%-%-%1%

-2--64***1*6Neither low nor high
-%32%-%-%18%12%10%15%1%5%*%7%

2-241110**1681034Quite high
100%-%100%100%34%34%46%70%46%71%49%43%

-4--1313**1931036Very high
-%68%-%-%42%45%44%14%54%24%50%47%

Don't Know (DO NOT READ
----22-----2OUT)
-%-%-%-%6%6%-%-%-%-%-%3%

242424231136112070NET: High
100%68%100%100%76%80%90%85%99%95%100%89%

-----1-----1NET: Low
-%-%-%-%-%2%-%-%-%-%-%1%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*d*cbaedcbaSignificance Level: 95%
4314151-216248706562566273Unweighted total
4120251-216454736863566378Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1--11111111Quite low
-%3%-%1%-%-%1%1%1%1%1%1%1%1%

4224-*44666666Neither low nor high
10%9%100%8%-%1%6%7%8%8%9%10%9%7%

149-15-102418282622202234Quite high
34%45%-%29%-%49%38%33%38%38%35%35%35%43%

218-30-113432363433283336Very high
52%43%-%58%-%50%52%59%50%50%52%50%52%47%

Don't Know (DO NOT READ
2--2--2-222222OUT)
5%-%-%4%-%-%3%-%3%3%3%3%3%3%

3517-44-215850646054485470NET: High
85%88%-%87%-%99%90%92%89%88%87%86%87%89%

-1-1--11111111NET: Low
-%3%-%1%-%-%1%1%1%1%1%1%1%1%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

ba*c*ba*cb*ab*a*baSignificance Level: 95%
38352973694518541955973Unweighted total
413732838114126532536678Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

1---1-1--11-1Quite low
1%-%-%-%1%-%1%-%-%2%16%-%1%

-65-1*4224*36Neither low nor high
-%15%16%-%2%1%9%7%4%14%3%5%7%

b

1717143177151225822934Quite high
42%44%43%36%45%61%36%45%47%33%60%44%43%

21151152042012241313136Very high
52%41%35%64%52%38%48%48%45%50%21%47%47%

Don't Know (DO NOT READ
2-2-*-2-2*-22OUT)
5%-%6%-%*%-%5%-%4%*%-%3%3%

383225837113524492136070NET: High
94%85%78%100%97%99%84%93%92%83%81%92%89%

1---1-1--11-1NET: Low
1%-%-%-%1%-%1%-%-%2%16%-%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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
65729546697773Unweighted total
8744924104137578Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

----1-------1Quite low
-%-%-%-%6%-%-%-%-%-%-%-%1%

--1----2*3--6Neither low nor high
-%-%14%-%-%-%-%18%2%25%-%-%7%

42*25*-84-3534Quite high
49%28%5%50%58%4%-%76%89%-%52%98%43%

45323241*83*36Very high
51%72%81%50%36%92%100%6%8%61%48%2%47%

Don't Know (DO NOT READ
-----*---2--2OUT)
-%-%-%-%-%5%-%-%-%14%-%-%3%

87348248487570NET: High
100%100%86%100%94%95%100%82%98%61%100%100%89%

----1-------1NET: Low
-%-%-%-%6%-%-%-%-%-%-%-%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,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
1816162373Unweighted total
1915192578Weighted total

-----Very low
-%-%-%-%-%

-1--1Quite low
-%3%-%-%1%

1-236Neither low nor high
3%-%10%13%7%

6711834Quite high
32%48%61%34%43%

12751136Very high
65%48%29%45%47%

Don't Know (DO NOT READ
-*-22OUT)
-%1%-%8%3%

1915172070NET: High
97%96%90%79%89%

-1--1NET: Low
-%3%-%-%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

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
74622182013165373Unweighted total
4*828233**27678Weighted total

----1----33Very low
-%-%-%-%2%-%-%-%-%4%3%

*--2-*--*22Quite low
2%-%-%6%-%4%-%-%5%2%2%

***9101***2122Neither low nor high
7%25%1%33%41%26%100%31%18%28%28%

4*615121-*14445Quite high
86%51%70%53%52%29%-%34%31%58%57%

**2-11-*145Very high
5%23%29%-%4%31%-%34%33%6%7%

Don't Know (DO NOT READ
---2-*--*22OUT)
-%-%-%7%-%11%-%-%13%2%3%

4*815132-*14850NET: High
91%75%99%53%56%59%-%69%64%64%64%

*--21*--*44NET: Low
2%-%-%6%2%4%-%-%5%6%6%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
128647296115-61773Unweighted total

53269*139167-821378Weighted total

*--2----1---23Very low
10%-%-%3%-%-%-%-%8%-%-%-%12%3%

---2---2-----2Quite low
-%-%-%3%-%-%-%11%-%-%-%-%-%2%

11119-4662-2--22Neither low nor high
22%20%34%28%-%31%60%34%32%-%27%-%-%28%

22141*6494-521045Quite high
32%59%60%59%55%49%39%55%61%-%73%100%74%57%

21*3*2-------5Very high
37%21%6%4%45%19%-%-%-%-%-%-%-%7%

Don't Know (DO NOT READ
---2-**-----22OUT)
-%-%-%3%-%1%1%-%-%-%-%-%14%3%

32143*9494-521050NET: High
69%80%66%63%100%68%39%55%61%-%73%100%74%64%

*--4---21---24NET: Low
10%-%-%6%-%-%-%11%8%-%-%-%12%6%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
27126472022275214173Unweighted total
2762158184*357210278Weighted total

-3-3---3----3Very low
-%3%-%5%-%-%-%8%-%-%-%-%3%

-2*2---2--*-2Quite low
-%2%1%3%-%-%-%5%-%-%1%-%2%

-225169--7222-22Neither low nor high
-%28%25%29%48%-%-%19%26%95%25%-%28%

243143174*205*7245Quite high
95%56%70%53%41%100%45%56%72%5%69%100%57%

*5142-*3*-*-5Very high
5%7%4%7%9%-%55%8%2%-%4%-%7%

Don't Know (DO NOT READ
-2*2*--2----2OUT)
-%3%*%4%2%-%-%5%-%-%-%-%3%

248153594*225*7250NET: High
100%63%74%60%51%100%100%63%74%5%74%100%64%

-4*4---4--*-4NET: Low
-%6%1%7%-%-%-%12%-%-%1%-%6%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
3183366773Unweighted total
33123387078Weighted total

2-1-33Very low
6%-%2%-%4%3%

2---22Quite low
5%-%-%-%2%2%

6213-2222Neither low nor high
19%18%40%-%31%28%

1991683745Quite high
58%81%48%92%53%57%

4*1145Very high
11%1%4%8%6%7%

Don't Know (DO NOT READ
*-2-22OUT)
1%-%6%-%3%3%

2391784250NET: High
69%82%52%100%60%64%

4-1-44NET: Low
12%-%2%-%6%6%
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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: 12/07/19



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%
283693667---123224573Unweighted total
313983574---*22274778Weighted total

21--21-----2*13Very low
7%1%-%-%36%1%-%-%-%-%-%84%2%1%3%

2*---2------2*2Quite low
5%*%-%-%-%2%-%-%-%-%-%-%6%*%2%

5134**21---*--41722Neither low nor high
15%32%54%8%4%29%-%-%-%100%-%-%17%36%28%

182532243----2-152745Quite high
56%63%32%92%52%58%-%-%-%-%100%-%57%58%57%

311-*5-----*325Very high
10%2%13%-%7%6%-%-%-%-%-%16%11%4%7%

Don't Know (DO NOT READ
2**--2------2*2OUT)
6%*%1%-%-%3%-%-%-%-%-%-%7%1%3%

212642347----2*182950NET: High
67%66%45%92%59%64%-%-%-%-%100%16%68%62%64%

41--23-----2214NET: Low
12%2%-%-%36%4%-%-%-%-%-%84%8%1%6%
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
--1--64362245350344473Unweighted total
--*--64167245847334178Weighted total

-----213122223Very low
-%-%-%-%-%29%1%4%2%4%5%7%5%3%

------*2****-2Quite low
-%-%-%-%-%-%*%3%*%*%*%*%-%2%

-----*13176131371322Neither low nor high
-%-%-%-%-%2%32%26%26%23%28%20%32%28%

--*--42239143625192045Quite high
-%-%100%-%-%64%52%58%57%62%54%56%48%57%

-----*45244345Very high
-%-%-%-%-%6%9%7%7%8%8%10%10%7%

Don't Know (DO NOT READ
------22222222OUT)
-%-%-%-%-%-%5%3%8%4%5%7%5%3%

--*--42543154129222450NET: High
-%-%100%-%-%70%61%64%63%70%62%66%57%64%

-----214122224NET: Low
-%-%-%-%-%29%2%7%3%4%5%7%5%6%
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-111315111--11144673Unweighted total
-9121413*--*2245078Weighted total

-2-1-----2--13Very low
-%19%-%4%-%-%-%-%-%100%-%-%1%3%

---*--------*2Quite low
-%-%-%1%-%-%-%-%-%-%-%-%*%2%

-*445*--*---1322Neither low nor high
-%5%36%27%39%100%-%-%100%-%-%-%26%28%

-6776-----243045Quite high
-%66%58%50%46%-%-%-%-%-%100%95%60%57%

-112-------*45Very high
-%10%6%17%-%-%-%-%-%-%-%5%8%7%

Don't Know (DO NOT READ
---*2-------22OUT)
-%-%-%1%16%-%-%-%-%-%-%-%4%3%

-7896-----243550NET: High
-%76%64%67%46%-%-%-%-%-%100%100%69%64%

-2-1-----2--14NET: Low
-%19%-%5%-%-%-%-%-%100%-%-%1%6%
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*baba*c*ba*e*d*c*b*aSignificance Level: 95%
5454132924211315111373Unweighted total
44341376250*1518121378Weighted total

-23---2-21--3Very low
-%5%6%-%-%-%4%-%11%3%-%-%3%

*-*2--**----2Quite low
3%-%*%4%-%-%*%100%-%-%-%-%2%

212715*-13-226322Neither low nor high
44%27%17%39%3%-%26%-%15%11%45%27%28%

b

22325206229-9154945Quite high
49%54%61%54%91%100%58%-%58%82%34%68%57%

-441*-4-31*15Very high
-%9%11%2%3%-%8%-%17%4%4%5%7%

Don't Know (DO NOT READ
*22**-2---2-2OUT)
4%5%5%*%3%-%4%-%-%-%17%-%3%

22729216233-11155950NET: High
49%64%71%56%94%100%66%-%75%86%38%73%64%

*232--2*21--4NET: Low
3%5%7%4%-%-%5%100%11%3%-%-%6%
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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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*ab*a*bab*aSignificance Level: 95%
-740224211-45301273Unweighted total
-738204316-43301778Weighted total

--2-2--22-3Very low
-%-%6%-%5%-%-%5%7%-%3%

----*-----2Quite low
-%-%-%-%*%-%-%-%-%-%2%

-313676-127622Neither low nor high
-%43%35%31%17%39%-%27%24%36%28%

-41711279-23151145Quite high
-%55%46%53%64%58%-%54%50%63%57%

-*3341-44*5Very high
-%1%9%15%9%3%-%9%13%1%7%

Don't Know (DO NOT READ
--2*2--22-2OUT)
-%-%5%1%5%-%-%5%6%-%3%

-42114319-27191150NET: High
-%57%55%68%73%61%-%64%63%64%64%

--2-2--22-4NET: Low
-%-%6%-%5%-%-%5%7%-%6%
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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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cba*c*ba*d*c*ba*d*cb*aSignificance Level: 95%
13032272939-92744-8321573Unweighted total
*3231283137-72453-7331478Weighted total

-21-22--12--213Very low
-%5%2%-%7%6%-%-%2%4%-%-%7%4%3%

-------*-*-***2Quite low
-%-%-%-%-%-%-%1%-%*%-%2%*%1%2%

*101113511-*712-27222Neither low nor high
100%31%34%48%15%31%-%4%27%24%-%35%20%15%28%

-1517141818-71432-419845Quite high
-%47%55%49%60%47%-%94%59%61%-%62%57%61%57%

-41134--34-*325Very high
-%11%3%3%11%11%-%-%12%7%-%1%10%18%7%

Don't Know (DO NOT READ
-22-22---2--2*2OUT)
-%6%6%-%6%5%-%-%-%4%-%-%6%2%3%

-1818142222-71736-4221150NET: High
-%58%58%52%71%58%-%94%71%68%-%63%67%79%64%

-21-22-*12-*214NET: Low
-%5%2%-%7%6%-%1%2%4%-%2%7%5%6%
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Parcelforce on
each of the following aspects:)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*ba*e*dc*b*aSignificance Level: 95%
131229313332132173Unweighted total
252431291136122078Weighted total

-2--21-----3Very low
-%32%-%-%5%2%-%-%-%-%-%3%

------***--2Quite low
-%-%-%-%-%-%10%15%*%-%-%2%

2-2-1011-*125622Neither low nor high
100%-%100%-%31%37%-%14%34%39%31%28%

-4-415151*2271345Quite high
-%68%-%100%47%51%90%70%61%60%65%57%

----41--1*15Very high
-%-%-%-%11%4%-%-%4%1%3%7%

Don't Know (DO NOT READ
----22-----2OUT)
-%-%-%-%6%6%-%-%-%-%-%3%

-4-418161*2471450NET: High
-%68%-%100%58%54%90%70%65%61%69%64%

-2--21***--4NET: Low
-%32%-%-%5%2%10%15%*%-%-%6%
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*d*cbaedcbaSignificance Level: 95%
4314151-216248706562566273Unweighted total
4120251-216454736863566378Weighted total

-221-*11333333Very low
-%11%100%1%-%2%2%2%4%4%4%5%4%3%

2--2-222222222Quite low
4%-%-%3%-%8%3%3%2%3%3%3%3%2%

164-14-92016202018181822Neither low nor high
39%19%-%28%-%42%31%30%27%29%29%32%29%28%

1911-28-73632413733273345Quite high
46%58%-%55%-%33%55%58%57%54%53%49%53%57%

22-5-344555455Very high
6%11%-%9%-%15%6%7%7%7%8%8%8%7%

Don't Know (DO NOT READ
2--2--2*222222OUT)
5%-%-%4%-%-%3%*%3%3%3%4%3%3%

2114-32-104035464238313850NET: High
52%70%-%64%-%48%62%65%64%61%61%57%61%64%

2222-233444444NET: Low
4%11%100%4%-%11%4%5%6%6%7%8%7%6%
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

ba*c*ba*cb*ab*a*baSignificance Level: 95%
38352973694518541955973Unweighted total
413732838114126532536678Weighted total

122-1-12-3123Very low
1%6%5%-%3%-%2%6%-%11%30%3%3%

-2--2*2-2**22Quite low
-%5%-%-%5%1%4%-%3%*%3%3%2%

81413*8410717421322Neither low nor high
19%37%42%3%21%40%23%29%32%18%60%20%28%

291613527624142916-4245Quite high
70%44%41%64%70%59%58%56%55%62%-%64%57%

a

2423*-3232*55Very high
4%9%6%34%1%-%6%9%5%9%6%7%7%

Don't Know (DO NOT READ
2-2-*-2-2*-22OUT)
5%-%6%-%1%-%5%-%4%*%-%3%3%

302015827627173218*4750NET: High
74%53%47%97%71%59%65%65%61%71%6%72%64%

142-3*3223134NET: Low
1%10%5%-%7%1%6%6%3%11%33%5%6%
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
65729546697773Unweighted total
8744924104137578Weighted total

----1----2--3Very low
-%-%-%-%6%-%-%-%-%16%-%-%3%

--------*2--2Quite low
-%-%-%-%-%-%-%-%2%12%-%-%2%

423-1-*6222*22Neither low nor high
50%28%74%-%6%-%2%57%44%12%33%9%28%

42*47244254545Quite high
50%37%12%100%80%91%98%36%49%41%66%89%57%

-21-1*-1-***5Very high
-%35%14%-%8%5%-%6%-%4%2%2%7%

Don't Know (DO NOT READ
-----*--*2--2OUT)
-%-%-%-%-%5%-%-%4%14%-%-%3%

45148244264550NET: High
50%72%26%100%88%95%98%43%49%45%67%91%64%

----1---*4--4NET: Low
-%-%-%-%6%-%-%-%2%29%-%-%6%
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
1816162373Unweighted total
1915192578Weighted total

-1-23Very low
-%3%-%9%3%

--*22Quite low
-%-%1%7%2%

918422Neither low nor high
47%3%41%17%28%

713101445Quite high
37%87%54%57%57%

31115Very high
15%5%3%3%7%

Don't Know (DO NOT READ
-**22OUT)
-%1%1%8%3%

1014111550NET: High
53%93%57%60%64%

-1*44NET: Low
-%3%1%15%6%
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
2129255-144752Unweighted total
2*415421-*18283Weighted total

----*----**Very low
-%-%-%-%1%-%-%-%-%1%1%

---31----55Quite low
-%-%-%17%1%-%-%-%-%6%6%

-*-44*--*1010Neither low nor high
-%100%-%24%11%58%-%-%65%12%13%

*-2412*-**2525Quite high
5%-%46%23%28%33%-%100%25%30%30%

2-2523*--*4040Very high
95%-%54%36%54%9%-%-%10%48%48%

Don't Know (DO NOT READ
----2----22OUT)
-%-%-%-%5%-%-%-%-%3%3%

2-4934*-**6465NET: High
100%-%100%58%82%42%-%100%35%78%78%

---31----66NET: Low
-%-%-%17%2%-%-%-%-%7%7%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-254549499-34352Unweighted total
-128081581615-58683Weighted total

--*----------*Very low
-%-%23%-%-%-%-%-%-%-%-%-%-%1%

-*-5----1-2-25Quite low
-%83%-%6%-%-%-%-%4%-%35%-%39%6%

---10-4-42----10Neither low nor high
-%-%-%13%-%29%-%25%14%-%-%-%-%13%

-*12442632-24225Quite high
-%17%26%30%48%16%76%20%12%-%31%50%33%30%

--139462910-24240Very high
-%-%52%48%52%41%24%55%70%-%34%50%29%48%

Don't Know (DO NOT READ
---2-2-------2OUT)
-%-%-%3%-%14%-%-%-%-%-%-%-%3%

-*2638981212-38465NET: High
-%17%77%78%100%57%100%75%83%-%65%100%61%78%

-**5----1-2-26NET: Low
-%83%23%6%-%-%-%-%4%-%35%-%39%7%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*fe*d*c*b*aSignificance Level: 95%
44816361311301-6-52Unweighted total
7751865242245*-10-83Weighted total

-**----*----*Very low
-%1%3%-%-%-%-%1%-%-%-%-%1%

-523---3--2-5Quite low
-%7%12%4%-%-%-%7%-%-%19%-%6%

-103862-2--*-10Neither low nor high
-%14%15%12%24%100%-%5%-%-%2%-%13%

22342110--9*-6-25Quite high
26%30%24%32%40%-%-%21%100%-%59%-%30%

5348329-228--2-40Very high
74%45%46%49%36%-%100%61%-%-%20%-%48%

Don't Know (DO NOT READ
-2-2---2----2OUT)
-%3%-%3%-%-%-%5%-%-%-%-%3%

757135218-237*-8-65NET: High
100%76%70%80%76%-%100%82%100%-%79%-%78%

-633---4--2-6NET: Low
-%7%15%4%-%-%-%8%-%-%19%-%7%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
2262425052Unweighted total
3793647983Weighted total

*---**Very low
1%-%-%-%1%1%

2-3-55Quite low
6%-%8%-%6%6%

4-7-1010Neither low nor high
10%-%18%-%13%13%

13*12-2525Quite high
35%1%32%-%31%30%

1891343640Very high
48%99%36%100%46%48%

Don't Know (DO NOT READ
--2-22OUT)
-%-%6%-%3%3%

3192546165NET: High
82%100%68%100%77%78%

3-3-66NET: Low
7%-%8%-%7%7%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
133182448--1-1293952Unweighted total
175412*479--*-*3136683Weighted total

*----*------*-*Very low
3%-%-%-%-%1%-%-%-%-%-%-%4%-%1%

41---5------415Quite low
24%2%-%-%-%6%-%-%-%-%-%-%32%1%6%

262*28--*--2-810Neither low nor high
12%11%18%72%54%11%-%-%100%-%-%53%-%13%13%

4156**25----*-42125Quite high
22%27%53%28%2%31%-%-%-%-%100%-%27%32%30%

6303-238-----253340Very high
39%55%29%-%43%48%-%-%-%-%-%47%37%50%48%

Don't Know (DO NOT READ
-2---2-------22OUT)
-%4%-%-%-%3%-%-%-%-%-%-%-%3%3%

104510*263----*285565NET: High
60%83%82%28%46%80%-%-%-%-%100%47%65%82%78%

51---6------516NET: Low
27%2%-%-%-%7%-%-%-%-%-%-%35%1%7%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*af*edc*b*aSignificance Level: 95%
---3-22539133930252352Unweighted total
---4-33961216146433483Weighted total

------**-***-*Very low
-%-%-%-%-%-%1%1%-%1%1%1%-%1%

------55255535Quite low
-%-%-%-%-%-%13%8%11%8%11%11%8%6%

---*-2684888610Neither low nor high
-%-%-%6%-%53%16%14%19%14%18%19%19%13%

---4--101761714131025Quite high
-%-%-%94%-%-%27%27%30%28%30%31%31%30%

-----2172882819171440Very high
-%-%-%-%-%47%43%46%39%46%40%38%42%48%

Don't Know (DO NOT READ
-------2-2---2OUT)
-%-%-%-%-%-%-%4%-%4%-%-%-%3%

---4-22745144533302465NET: High
-%-%-%94%-%47%70%74%69%74%70%69%72%78%

------66266536NET: Low
-%-%-%-%-%-%14%9%11%9%12%12%8%7%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-49891-1-12-3552Unweighted total
-6111316*-*-22-5783Weighted total

--*---------**Very low
-%-%4%-%-%-%-%-%-%-%-%-%1%1%

-221--------55Quite low
-%37%21%4%-%-%-%-%-%-%-%-%9%6%

-*4-4*-*--2-610Neither low nor high
-%4%36%-%25%100%-%100%-%-%95%-%11%13%

-2228-----*-1725Quite high
-%32%19%13%52%-%-%-%-%-%5%-%30%30%

-22114----2--2640Very high
-%27%20%83%23%-%-%-%-%100%-%-%46%48%

Don't Know (DO NOT READ
------------22OUT)
-%-%-%-%-%-%-%-%-%-%-%-%4%3%

-441312----2*-4365NET: High
-%59%39%96%75%-%-%-%-%100%5%-%76%78%

-231--------66NET: Low
-%37%25%4%-%-%-%-%-%-%-%-%10%7%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*ab*a*c*ba*e*d*c*b*aSignificance Level: 95%
22831215133349101352Unweighted total
44250338*532811192183Weighted total

-*-*-*---*--*Very low
-%1%-%1%-%100%-%-%-%4%-%-%1%

-55---5-212*5Quite low
-%12%10%-%-%-%10%-%28%5%10%2%6%

-8462-6*2--610Neither low nor high
-%20%8%20%29%-%11%11%23%-%-%29%13%

21211142-15*-74625Quite high
46%29%22%42%26%-%28%4%-%69%18%29%30%

21628123-2524212840Very high
54%38%55%37%45%-%46%85%49%22%60%40%48%

Don't Know (DO NOT READ
--2---2---2-2OUT)
-%-%4%-%-%-%4%-%-%-%12%-%3%

42939265-402410151565NET: High
100%67%78%79%71%-%75%89%49%91%79%69%78%

-65*-*5-212*6NET: Low
-%13%10%1%-%100%10%-%28%9%10%2%7%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*ab*a*b*a*b*aSignificance Level: 95%
-323332722825852Unweighted total
-43445110442381383Weighted total

----*--**-*Very low
-%-%-%-%1%-%-%1%1%-%1%

--3-5-235-5Quite low
-%-%8%-%10%-%46%8%13%-%6%

--6-44-84410Neither low nor high
-%-%19%-%8%41%-%20%11%34%13%

-410-134-1411425Quite high
-%98%31%-%26%39%-%33%30%32%30%

-*14426221617440Very high
-%2%42%100%51%20%54%38%44%34%48%

Don't Know (DO NOT READ
----2-----2OUT)
-%-%-%-%4%-%-%-%-%-%3%

-424439623028865NET: High
-%100%72%100%77%59%54%72%75%66%78%

--3-6-246-6NET: Low
-%-%8%-%11%-%46%9%15%-%7%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-1814152523-22327-323852Unweighted total
-2823214334-43342-4391583Weighted total

----*---**--*-*Very low
-%-%-%-%1%-%-%-%1%1%-%-%1%-%1%

-32*53--35-2535Quite low
-%9%10%2%11%8%-%-%10%11%-%53%12%19%6%

-46486--26--6210Neither low nor high
-%15%27%20%19%19%-%-%6%16%-%-%16%12%13%

-7881310-2910-211425Quite high
-%26%33%36%31%31%-%48%27%24%-%45%28%26%30%

-14791714-21620-*17640Very high
-%50%29%42%38%42%-%52%49%48%-%2%42%43%48%

Don't Know (DO NOT READ
--------2-----2OUT)
-%-%-%-%-%-%-%-%7%-%-%-%-%-%3%

-2114173024-42530-2281065NET: High
-%76%62%78%69%72%-%100%76%72%-%47%71%69%78%

-32*53--45-2536NET: Low
-%9%10%2%12%8%-%-%11%12%-%53%13%19%7%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
171120141-1113852Unweighted total
2142229232-16181283Weighted total

----*------*Very low
-%-%-%-%2%-%-%-%-%-%-%1%

----32---*-5Quite low
-%-%-%-%9%10%-%-%-%3%-%6%

2---46--4-410Neither low nor high
100%-%-%-%14%27%-%-%26%-%33%13%

-22-882-46225Quite high
-%13%100%-%27%33%100%-%26%30%16%30%

-12-2147--812640Very high
-%87%-%100%48%29%-%-%48%67%51%48%

Don't Know (DO NOT READ
-----------2OUT)
-%-%-%-%-%-%-%-%-%-%-%3%

-142222142-1218865NET: High
-%100%100%100%75%62%100%-%74%97%67%78%

----32---*-6NET: Low
-%-%-%-%11%10%-%-%-%3%-%7%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*ba*d*cbaedcbaSignificance Level: 95%
2314232-164834514649424752Unweighted total
3523450-247653817579677583Weighted total

-*---*********Very low
-%2%-%-%-%2%1%1%1%1%1%1%1%1%

2323-255555555Quite low
7%12%57%6%-%9%7%9%6%7%6%8%7%6%

62-8-410910101091010Neither low nor high
18%8%-%17%-%17%14%16%13%14%13%13%14%13%

910-18-92116252121192125Quite high
27%44%-%36%-%39%28%30%31%29%26%28%28%30%

178221-83624383540323640Very high
48%34%43%42%-%33%48%45%47%47%51%48%48%48%

Don't Know (DO NOT READ
------2-222222OUT)
-%-%-%-%-%-%3%-%3%3%3%3%3%3%

2618239-175739635660515665NET: High
75%78%43%78%-%72%76%74%78%76%77%76%76%78%

2323-365666666NET: Low
7%14%57%6%-%11%7%10%7%7%7%8%7%7%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*cb*ab*a*baSignificance Level: 95%
27251962763312411153752Unweighted total
4043311042105318681566283Weighted total

*---*-*--**-*Very low
1%-%-%-%1%-%1%-%-%3%8%-%1%

32221-32*55-5Quite low
7%5%6%22%2%-%5%12%1%30%82%-%6%

466-4-8210--410Neither low nor high
11%14%21%-%10%-%16%11%15%-%-%7%13%

121362172212186-2225Quite high
29%31%20%21%40%17%40%10%27%43%-%36%30%

1822166188201236413540Very high
46%50%53%57%42%83%37%66%53%24%9%57%48%

Don't Know (DO NOT READ
2---2---2---2OUT)
6%-%-%-%5%-%-%-%3%-%-%-%3%

303522834104114551015865NET: High
75%81%73%78%82%100%78%77%81%67%9%93%78%

32221-32*55-6NET: Low
8%5%6%22%3%-%6%12%1%33%91%-%7%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
41676218563352Unweighted total
8*6121042158104583Weighted total

--*---------*Very low
-%-%8%-%-%-%-%-%-%-%-%-%1%

--*212------5Quite low
-%-%8%19%6%46%-%-%-%-%-%-%6%

2-2*---24-*-10Neither low nor high
27%-%39%2%-%-%-%12%50%-%6%-%13%

4**-5--5-54225Quite high
48%100%2%-%48%-%-%38%-%50%94%32%30%

2-27422745-440Very high
25%-%42%61%46%54%100%50%50%50%-%68%48%

Don't Know (DO NOT READ
---2--------2OUT)
-%-%-%19%-%-%-%-%-%-%-%-%3%

6*27922134104565NET: High
73%100%44%61%94%54%100%88%50%100%94%100%78%

--1212------6NET: Low
-%-%17%19%6%46%-%-%-%-%-%-%7%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
1115141252Unweighted total
1425242083Weighted total

*---*Very low
3%-%-%-%1%

*5--5Quite low
3%18%-%-%6%

4*6*10Neither low nor high
32%1%23%1%13%

4551125Quite high
30%18%23%54%30%

41413940Very high
32%54%54%45%48%

Don't Know (DO NOT READ
-2--2OUT)
-%9%-%-%3%

918181965NET: High
62%72%77%99%78%

15--6NET: Low
7%18%-%-%7%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 163  (continuation)                                                                                                                                                  Page 2680

The quality of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
2129255-144752Unweighted total
2*415421-*18283Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

----4----44Quite low
-%-%-%-%9%-%-%-%-%5%5%

---23----88Neither low nor high
-%-%-%13%7%-%-%-%-%10%10%

-*-415*--*2929Quite high
-%100%-%26%37%30%-%-%34%35%35%

2-410201-**4142Very high
100%-%100%62%48%70%-%100%66%50%50%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

2*414351-*17071NET: High
100%100%100%87%84%100%-%100%100%85%85%

----4----44NET: Low
-%-%-%-%9%-%-%-%-%5%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-254549499-34352Unweighted total
-128081581615-58683Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---4--4------4Quite low
-%-%-%5%-%-%51%-%-%-%-%-%-%5%

--1722--2-2--8Neither low nor high
-%-%46%9%24%13%-%-%12%-%35%-%-%10%

-*-2845474-24-29Quite high
-%83%-%36%48%30%49%45%25%-%31%50%-%35%

-*14029-99-24642Very high
-%17%54%50%28%57%-%55%62%-%34%50%100%50%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-116961341613-38671NET: High
-%100%54%86%76%87%49%100%88%-%65%100%100%85%

---4--4------4NET: Low
-%-%-%5%-%-%51%-%-%-%-%-%-%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*fe*d*c*b*aSignificance Level: 95%
44816361311301-6-52Unweighted total
7751865242245*-10-83Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-4-4---4----4Quite low
-%5%-%6%-%-%-%9%-%-%-%-%5%

-8*82--5--2-8Neither low nor high
-%11%3%12%8%-%-%10%-%-%19%-%10%

425821112-10--6-29Quite high
50%33%42%33%47%100%-%22%-%-%59%-%35%

438103211-227*-2-42Very high
50%50%55%49%45%-%100%59%100%-%22%-%50%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

7631753222236*-8-71NET: High
100%84%97%82%92%100%100%81%100%-%81%-%85%

-4-4---4----4NET: Low
-%5%-%6%-%-%-%9%-%-%-%-%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
2262425052Unweighted total
3793647983Weighted total

------Very low
-%-%-%-%-%-%

4--224Quite low
10%-%-%49%3%5%

**7-88Neither low nor high
1%5%20%-%11%10%

11216-2929Quite high
30%20%43%-%37%35%

2271324042Very high
58%75%36%51%50%50%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

3392926971NET: High
88%95%80%51%87%85%

4--224NET: Low
10%-%-%49%3%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
133182448--1-1293952Unweighted total
175412*479--*-*3136683Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-22--4-------44Quite low
-%3%17%-%-%5%-%-%-%-%-%-%-%6%5%

324--8------368Neither low nor high
17%3%32%-%-%11%-%-%-%-%-%-%22%8%10%

6212*227--*--242329Quite high
35%39%16%72%54%34%-%-%100%-%-%53%30%35%35%

8294*240----*263442Very high
48%54%35%28%46%50%-%-%-%-%100%47%49%51%50%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

14516*467--*-*3105771NET: High
83%93%51%100%100%85%-%-%100%-%100%100%78%86%85%

-22--4-------44NET: Low
-%3%17%-%-%5%-%-%-%-%-%-%-%6%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*af*edc*b*aSignificance Level: 95%
---3-22539133930252352Unweighted total
---4-33961216146433483Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------24-22224Quite low
-%-%-%-%-%-%5%6%-%3%4%5%6%5%

------27232228Neither low nor high
-%-%-%-%-%-%6%11%9%5%5%5%5%10%

---2--141842716141129Quite high
-%-%-%53%-%-%37%29%20%44%35%32%32%35%

---2-32033152926251942Very high
-%-%-%47%-%100%52%54%71%48%55%58%57%50%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---4-33551195642393071NET: High
-%-%-%100%-%100%89%83%91%92%91%90%88%85%

------24-22224NET: Low
-%-%-%-%-%-%5%6%-%3%4%5%6%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-49891-1-12-3552Unweighted total
-6111316*-*-22-5783Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----2-------24Quite low
-%-%-%-%13%-%-%-%-%-%-%-%4%5%

--2---------38Neither low nor high
-%-%21%-%-%-%-%-%-%-%-%-%5%10%

-*5210*-*--2-2529Quite high
-%4%40%13%62%100%-%100%-%-%95%-%44%35%

-64114----2*-2842Very high
-%96%39%87%26%-%-%-%-%100%5%-%48%50%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-691314*-*-22-5371NET: High
-%100%79%100%87%100%-%100%-%100%100%-%92%85%

----2-------24NET: Low
-%-%-%-%13%-%-%-%-%-%-%-%4%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*ab*a*c*ba*e*d*c*b*aSignificance Level: 95%
22831215133349101352Unweighted total
44250338*532811192183Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-222--2----24Quite low
-%5%4%6%-%-%4%-%-%-%-%10%5%

-28*-*2--12-8Neither low nor high
-%5%16%1%-%100%4%-%-%9%10%-%10%

-1613166-2122751129Quite high
-%39%26%49%74%-%40%96%23%67%28%50%35%

42227142-27*6312942Very high
100%51%54%44%26%-%52%4%77%24%62%41%50%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

43840308-492810171971NET: High
100%90%80%93%100%-%92%100%100%91%90%90%85%

-222--2----24NET: Low
-%5%4%6%-%-%4%-%-%-%-%10%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*ab*a*b*a*b*aSignificance Level: 95%
-323332722825852Unweighted total
-43445110442381383Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

--2-2--22-4Quite low
-%-%6%-%4%-%-%5%5%-%5%

--2-3-2*3-8Neither low nor high
-%-%5%-%5%-%46%1%7%-%10%

-211-198-1612829Quite high
-%49%32%-%37%80%-%39%31%66%35%

-219427222421442Very high
-%51%57%100%54%20%54%55%56%34%50%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-43044610240331371NET: High
-%100%88%100%91%100%54%94%87%100%85%

--2-2--22-4NET: Low
-%-%6%-%4%-%-%5%5%-%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-1814152523-22327-323852Unweighted total
-2823214334-43342-4391583Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2-22---2--2-4Quite low
-%-%9%-%5%6%-%-%-%5%-%-%5%-%5%

--2*22--13--2-8Neither low nor high
-%-%8%2%5%5%-%-%3%7%-%-%6%-%10%

-88121411--1121--10629Quite high
-%29%34%58%32%32%-%-%34%51%-%-%25%39%35%

-201182519-42116-425942Very high
-%71%49%40%58%57%-%100%63%37%-%100%63%61%50%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2819213930-43237-4351571NET: High
-%100%83%98%90%88%-%100%97%88%-%100%89%100%85%

--2-22---2--2-4NET: Low
-%-%9%-%5%6%-%-%-%5%-%-%5%-%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
171120141-1113852Unweighted total
2142229232-16181283Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

-----2-----4Quite low
-%-%-%-%-%9%-%-%-%-%-%5%

----*2---*-8Neither low nor high
-%-%-%-%2%8%-%-%-%3%-%10%

222-88--128429Quite high
100%13%100%-%28%34%-%-%74%43%33%35%

-12-221112-410842Very high
-%87%-%100%70%49%100%-%26%55%67%50%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

2142229192-16181271NET: High
100%100%100%100%98%83%100%-%100%97%100%85%

-----2-----4NET: Low
-%-%-%-%-%9%-%-%-%-%-%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*ba*d*cbaedcbaSignificance Level: 95%
2314232-164834514649424752Unweighted total
3523450-247653817579677583Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

22-4-244444244Quite low
6%8%-%8%-%8%5%7%5%5%5%3%5%5%

2*-2-276867578Neither low nor high
7%2%-%5%-%10%9%11%10%8%8%7%9%10%

128-18-52521272527222729Quite high
35%33%-%37%-%22%33%40%33%34%34%32%36%35%

1813425-144022423941393742Very high
52%57%100%51%-%60%53%41%51%53%52%58%50%50%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3121444-206543696568616471NET: High
88%90%100%88%-%82%86%81%85%87%87%90%86%85%

22-4-244444244NET: Low
6%8%-%8%-%8%5%7%5%5%5%3%5%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*cb*ab*a*baSignificance Level: 95%
27251962763312411153752Unweighted total
4043311042105318681566283Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

22-22-2222-24Quite low
5%4%-%20%4%-%4%10%3%13%-%3%5%

364-5-8*62248Neither low nor high
7%13%12%-%11%-%15%3%9%15%42%7%10%

181082194188254-2429Quite high
47%24%27%19%44%37%34%42%37%25%-%39%35%

162519617625835733242Very high
41%59%61%61%40%63%47%46%51%47%58%51%50%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

353627835104316601135671NET: High
88%83%88%80%84%100%81%87%88%71%58%90%85%

22-22-2222-24NET: Low
5%4%-%20%4%-%4%10%3%13%-%3%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
41676218563352Unweighted total
8*6121042158104583Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

2------2----4Quite low
25%-%-%-%-%-%-%12%-%-%-%-%5%

--1--2-42---8Neither low nor high
-%-%17%-%-%46%-%25%26%-%-%-%10%

4-5-4--4452229Quite high
50%-%82%-%43%-%-%25%49%50%53%32%35%

2**125225252442Very high
25%100%2%100%57%54%100%37%25%50%47%68%50%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

6*512102296104571NET: High
75%100%83%100%100%54%100%62%74%100%100%100%85%

2------2----4NET: Low
25%-%-%-%-%-%-%12%-%-%-%-%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
1115141252Unweighted total
1425242083Weighted total

-----Very low
-%-%-%-%-%

2-2-4Quite low
15%-%8%-%5%

126-8Neither low nor high
7%7%23%-%10%

947929Quite high
62%16%30%46%35%

21991142Very high
16%77%39%54%50%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

1124172071NET: High
79%93%69%100%85%

2-2-4NET: Low
15%-%8%-%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Hermes on each of
the following aspects:)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
12155122191527Unweighted total
*22492**12426Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

---2-----22Quite low
-%-%-%54%-%-%-%-%-%9%8%

---12----44Neither low nor high
-%-%-%14%21%-%-%-%-%18%17%

-22-41*-*910Quite high
-%100%100%-%40%28%100%-%17%38%37%

*--131-*1810Very high
100%-%-%33%39%72%-%100%83%36%38%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

*22172**11719NET: High
100%100%100%33%79%100%100%100%100%74%75%

---2-----22NET: Low
-%-%-%54%-%-%-%-%-%9%8%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of
the following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3122113221-61527Unweighted total
*11242223*-72526Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2--2------2Quite low
-%-%-%9%-%-%94%-%-%-%-%-%-%8%

-1-42-----2--4Neither low nor high
-%100%-%16%100%-%-%-%-%-%25%-%-%17%

---10-*-2--32210Quite high
-%-%-%40%-%17%-%50%-%-%46%100%50%37%

*-18-2*2*-2-210Very high
100%-%100%35%-%83%6%50%100%-%28%-%50%38%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-118-2*3*-52519NET: High
100%-%100%76%-%100%6%100%100%-%75%100%100%75%

---2--2------2NET: Low
-%-%-%9%-%-%94%-%-%-%-%-%-%8%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of
the following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
5224237-25--13-27Unweighted total
2231258-25--11-26Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2------2-2Quite low
-%9%-%8%-%-%-%-%-%-%18%-%8%

-4-42-----2-4Neither low nor high
-%18%-%17%23%-%-%-%-%-%22%-%17%

-10-102-24--2-10Quite high
-%41%-%38%23%-%92%82%-%-%20%-%37%

28194-*1--4-10Very high
100%32%100%36%55%-%8%18%-%-%40%-%38%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

2171196-25--7-19NET: High
100%73%100%75%77%-%100%100%-%-%60%-%75%

-2-2------2-2NET: Low
-%9%-%8%-%-%-%-%-%-%18%-%8%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of
the following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
13311-2727Unweighted total
10412-2626Weighted total

------Very low
-%-%-%-%-%-%

--2-22Quite low
-%-%17%-%8%8%

4-1-44Neither low nor high
37%-%4%-%17%17%

532-1010Quite high
46%93%14%-%37%37%

2*8-1010Very high
16%7%65%-%38%38%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

6410-1919NET: High
63%100%79%-%75%75%

--2-22NET: Low
-%-%17%-%8%8%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of
the following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1665-423-----4121127Unweighted total
1475-125-----1131226Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2----2------2-2Quite low
15%-%-%-%-%8%-%-%-%-%-%-%16%-%8%

221--4------224Neither low nor high
14%25%11%-%-%17%-%-%-%-%-%-%15%19%17%

82---10------8210Quite high
58%22%-%-%-%39%-%-%-%-%-%-%63%14%37%

244-19-----11810Very high
13%53%89%-%100%36%-%-%-%-%-%100%6%67%38%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1064-118-----191019NET: High
71%75%89%-%100%74%-%-%-%-%-%100%69%81%75%

2----2------2-2NET: Low
15%-%-%-%-%8%-%-%-%-%-%-%16%-%8%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of
the following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
---1-21617121919131727Unweighted total
---2-*1719121819101526Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------22222-22Quite low
-%-%-%-%-%-%12%11%16%11%11%-%14%8%

------24242224Neither low nor high
-%-%-%-%-%-%15%20%15%20%13%25%16%17%

---2-*78410106610Quite high
-%-%-%100%-%100%44%42%32%52%51%64%38%37%

------555351510Very high
-%-%-%-%-%-%29%27%37%17%26%11%32%38%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2-*12139131471119NET: High
-%-%-%100%-%100%73%69%68%69%76%75%70%75%

------22222-22NET: Low
-%-%-%-%-%-%12%11%16%11%11%-%14%8%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of
the following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-6733-----1-1827Unweighted total
-3844-----*-1826Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2---------22Quite low
-%-%25%-%-%-%-%-%-%-%-%-%11%8%

-2--1-------44Neither low nor high
-%63%-%-%13%-%-%-%-%-%-%-%20%17%

-1622-------1010Quite high
-%17%70%45%41%-%-%-%-%-%-%-%52%37%

-1*22-----*-310Very high
-%21%5%55%46%-%-%-%-%-%100%-%16%38%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1643-----*-1319NET: High
-%37%75%100%87%-%-%-%-%-%100%-%69%75%

--2---------22NET: Low
-%-%25%-%-%-%-%-%-%-%-%-%11%8%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of
the following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
21716114213-753427Unweighted total
*1913131*17-672226Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-22---2-2---2Quite low
-%11%16%-%-%-%12%-%32%-%-%-%8%

-222--4-2-2-4Neither low nor high
-%13%19%15%-%-%22%-%30%-%74%-%17%

-1054*-9-*7-210Quite high
-%51%43%31%30%-%54%-%2%99%-%95%37%

*5371*2-2*1*10Very high
100%25%22%54%70%100%13%-%36%1%26%5%38%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*148111*12-271219NET: High
100%76%65%85%100%100%67%-%37%100%26%100%75%

-22---2-2---2NET: Low
-%11%16%-%-%-%12%-%32%-%-%-%8%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of
the following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-815717221716227Unweighted total
-8146144*1914426Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

--222--22-2Quite low
-%-%14%32%14%-%-%11%14%-%8%

-22122-2224Neither low nor high
-%30%13%8%13%46%-%13%13%46%17%

-46272-107210Quite high
-%46%40%25%51%54%-%51%52%54%37%

-2523-*53-10Very high
-%25%33%35%22%-%100%25%21%-%38%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-6104102*1410219NET: High
-%70%72%60%73%54%100%76%73%54%75%

--222--22-2NET: Low
-%-%14%32%14%-%-%11%14%-%8%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of
the following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
21317101216-111416-612527Unweighted total
21618141015-101516-79526Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-222-2--22----2Quite low
-%13%11%15%-%14%-%-%14%12%-%-%-%-%8%

222422--24-1214Neither low nor high
95%12%13%27%25%16%-%-%13%23%-%8%21%11%17%

-810666-888-66410Quite high
-%48%52%43%65%38%-%77%54%46%-%90%68%82%37%

*44215-233-*1*10Very high
5%28%23%15%10%32%-%23%19%19%-%2%12%7%38%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*12148710-101111-67419NET: High
5%76%76%58%75%70%-%100%73%65%-%92%79%89%75%

-222-2--22----2NET: Low
-%13%11%15%-%14%-%-%14%12%-%-%-%-%8%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of
the following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
1-3-11152658627Unweighted total
2-4-121628712826Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

----22--2222Quite low
-%-%-%-%16%13%-%-%27%17%24%8%

--2--2-24224Neither low nor high
-%-%51%-%-%12%-%24%50%16%23%17%

2-2-882426510Quite high
100%-%46%-%62%49%100%51%22%51%53%37%

--*-34-2*2-10Very high
-%-%3%-%21%26%-%25%1%16%-%38%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

2-2-10122628519NET: High
100%-%49%-%84%76%100%76%23%67%53%75%

----22--2222NET: Low
-%-%-%-%16%13%-%-%27%17%24%8%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of
the following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
214-23-142516262224212427Unweighted total
214-21-122218241822192226Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-----22222222Quite low
10%-%-%-%-%-%9%11%9%11%9%11%9%8%

22-2-222222224Neither low nor high
9%54%-%11%-%15%11%11%10%14%11%13%11%17%

82-10-810710810101010Quite high
37%44%-%44%-%63%43%41%40%44%44%50%44%37%

9*-9-38710685810Very high
45%2%-%44%-%21%37%37%41%31%36%27%36%38%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

172-19-101814191317151719NET: High
81%46%-%89%-%85%80%78%81%75%80%77%80%75%

2-----22222222NET: Low
10%-%-%-%-%-%9%11%9%11%9%11%9%8%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of
the following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
111611313315920712127Unweighted total
111511114215817821826Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--22---22-2Quite low
-%14%-%-%14%85%-%-%-%24%100%-%8%

-41-4-1422-24Neither low nor high
-%29%5%-%26%-%4%46%11%28%-%13%17%

826*4-6354-610Quite high
72%12%52%82%25%-%41%42%32%49%-%33%37%

375*5*8110--1010Very high
28%46%43%18%35%15%56%12%57%-%-%54%38%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

1191018*144154-1619NET: High
100%58%95%100%60%15%96%54%89%49%-%87%75%

-2--22---22-2NET: Low
-%14%-%-%14%85%-%-%-%24%100%-%8%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of
the following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019Apr' 2019Mar' 2019Jan' 2019Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*i*h*g*f*e*d*c*b*aSignificance Level: 95%
22234335327Unweighted total
22124246226Weighted total

----------Very low
-%-%-%-%-%-%-%-%-%-%

2--------2Quite low
96%-%-%-%-%-%-%-%-%8%

-21--2---4Neither low nor high
-%95%50%-%-%87%-%-%-%17%

---2-*-5210Quite high
-%-%-%93%-%8%-%98%77%37%

**1*4*4*110Very high
4%5%50%7%100%5%100%2%23%38%

Don't Know (DO NOT READ
----------OUT)
-%-%-%-%-%-%-%-%-%-%

**124*46219NET: High
4%5%50%100%100%13%100%100%100%75%

2--------2NET: Low
96%-%-%-%-%-%-%-%-%8%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of
the following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h,i

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
4571127Unweighted total
4471126Weighted total

-----Very low
-%-%-%-%-%

2---2Quite low
49%-%-%-%8%

212-4Neither low nor high
46%15%28%-%17%

-2*710Quite high
-%66%3%62%37%

*15410Very high
5%20%70%38%38%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

*351119NET: High
5%85%72%100%75%

2---2NET: Low
49%-%-%-%8%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of
the following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
12155122191527Unweighted total
*22492**12426Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

---2-----22Quite low
-%-%-%54%-%-%-%-%-%9%8%

-*2-5*--*99Neither low nor high
-%13%100%-%61%18%-%-%23%37%36%

*--221*-*56Quite high
100%-%-%44%21%30%100%-%19%23%23%

-2-*21-*156Very high
-%87%-%2%19%44%-%100%49%23%25%

Don't Know (DO NOT READ
-----*--*22OUT)
-%-%-%-%-%8%-%-%10%8%8%

*2-231**11112NET: High
100%87%-%46%39%74%100%100%67%46%48%

---2-----22NET: Low
-%-%-%54%-%-%-%-%-%9%8%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the
following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3122113221-61527Unweighted total
*11242223*-72526Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2--2------2Quite low
-%-%-%9%-%-%94%-%-%-%-%-%-%8%

*--92*----52-9Neither low nor high
32%-%-%39%100%10%-%-%-%-%72%100%-%36%

*114-*----2-26Quite high
36%100%100%18%-%7%-%-%-%-%25%-%47%23%

*--6---3*-*-26Very high
32%-%-%26%-%-%-%100%100%-%3%-%53%25%

Don't Know (DO NOT READ
---2-2*------2OUT)
-%-%-%9%-%83%6%-%-%-%-%-%-%8%

*1110-*-3*-2-512NET: High
68%100%100%44%-%7%-%100%100%-%28%-%100%48%

---2--2------2NET: Low
-%-%-%9%-%-%94%-%-%-%-%-%-%8%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the
following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
5224237-25--13-27Unweighted total
2231258-25--11-26Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2------2-2Quite low
-%9%-%8%-%-%-%-%-%-%18%-%8%

-9*93--2--4-9Neither low nor high
-%40%12%37%43%-%-%35%-%-%37%-%36%

-6*63--1--3-6Quite high
-%25%22%23%31%-%-%15%-%-%24%-%23%

2416*-22--2-6Very high
94%18%66%23%1%-%92%50%-%-%20%-%25%

Don't Know (DO NOT READ
*2-22-*-----2OUT)
6%8%-%8%24%-%8%-%-%-%-%-%8%

2101123-23--5-12NET: High
94%43%88%47%33%-%92%65%-%-%44%-%48%

-2-2------2-2NET: Low
-%9%-%8%-%-%-%-%-%-%18%-%8%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the
following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
13311-2727Unweighted total
10412-2626Weighted total

------Very low
-%-%-%-%-%-%

--2-22Quite low
-%-%17%-%8%8%

622-99Neither low nor high
59%47%14%-%36%36%

2-4-66Quite high
17%-%35%-%23%23%

222-66Very high
24%53%17%-%25%25%

Don't Know (DO NOT READ
--2-22OUT)
-%-%17%-%8%8%

426-1212NET: High
41%53%52%-%48%48%

--2-22NET: Low
-%-%17%-%8%8%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the
following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1665-423-----4121127Unweighted total
1475-125-----1131226Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2----2------2-2Quite low
15%-%-%-%-%8%-%-%-%-%-%-%16%-%8%

63---9------639Neither low nor high
43%47%-%-%-%38%-%-%-%-%-%-%46%29%36%

222-15-----1146Quite high
12%26%50%-%89%20%-%-%-%-%-%89%6%35%23%

42*-*6-----*426Very high
30%27%6%-%11%25%-%-%-%-%-%11%31%19%25%

Don't Know (DO NOT READ
--2--2-------22OUT)
-%-%45%-%-%9%-%-%-%-%-%-%-%17%8%

643-111-----15612NET: High
42%53%55%-%100%46%-%-%-%-%-%100%38%54%48%

2----2------2-2NET: Low
15%-%-%-%-%8%-%-%-%-%-%-%16%-%8%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the
following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
---1-21617121919131727Unweighted total
---2-*1719121819101526Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------22222-22Quite low
-%-%-%-%-%-%12%11%16%11%11%-%14%8%

---2--67697669Neither low nor high
-%-%-%100%-%-%33%40%45%50%39%58%38%36%

-----*53535156Quite high
-%-%-%-%-%100%29%18%37%16%27%15%34%23%

------46*44326Very high
-%-%-%-%-%-%26%31%1%23%23%27%14%25%

Don't Know (DO NOT READ
-------------2OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%8%

-----*995794712NET: High
-%-%-%-%-%100%55%49%38%39%50%42%48%48%

------22222-22NET: Low
-%-%-%-%-%-%12%11%16%11%11%-%14%8%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the
following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-6733-----1-1827Unweighted total
-3844-----*-1826Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2---------22Quite low
-%-%25%-%-%-%-%-%-%-%-%-%11%8%

-2222-------99Neither low nor high
-%70%24%45%41%-%-%-%-%-%-%-%50%36%

-1-22-----*-36Quite high
-%30%-%52%59%-%-%-%-%-%100%-%16%23%

--4*--------46Very high
-%-%51%3%-%-%-%-%-%-%-%-%23%25%

Don't Know (DO NOT READ
-------------2OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%8%

-1422-----*-712NET: High
-%30%51%55%59%-%-%-%-%-%100%-%38%48%

--2---------22NET: Low
-%-%25%-%-%-%-%-%-%-%-%-%11%8%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the
following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
21716114213-753427Unweighted total
*1913131*17-672226Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-22---2-2---2Quite low
-%11%16%-%-%-%12%-%32%-%-%-%8%

*754-*9-24229Neither low nor high
47%39%43%29%-%48%53%-%30%48%74%87%36%

-5331*2-2-1*6Quite high
-%27%24%23%88%52%12%-%36%-%21%8%23%

*424*-4-*4**6Very high
53%22%17%32%12%-%23%-%1%52%4%5%25%

Don't Know (DO NOT READ
---2--------2OUT)
-%-%-%16%-%-%-%-%-%-%-%-%8%

*9571*6-241*12NET: High
53%50%40%55%100%52%35%-%37%52%26%13%48%

-22---2-2---2NET: Low
-%11%16%-%-%-%12%-%32%-%-%-%8%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the
following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-815717221716227Unweighted total
-8146144*1914426Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

--222--22-2Quite low
-%-%14%32%14%-%-%11%14%-%8%

-66272*7729Neither low nor high
-%70%40%27%51%46%47%39%52%46%36%

-2523--53-6Quite high
-%30%32%38%21%-%-%27%20%-%23%

--2*22*4226Very high
-%-%13%4%14%54%53%22%14%54%25%

Don't Know (DO NOT READ
----------2OUT)
-%-%-%-%-%-%-%-%-%-%8%

-26352*95212NET: High
-%30%45%42%34%54%53%50%34%54%48%

--222--22-2NET: Low
-%-%14%32%14%-%-%11%14%-%8%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the
following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
21317101216-111416-612527Unweighted total
21618141015-101516-79526Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-222-2--22----2Quite low
-%13%11%15%-%14%-%-%14%12%-%-%-%-%8%

267766-569-4629Neither low nor high
95%36%41%54%59%39%-%55%39%56%-%54%61%35%36%

*45215-233-1116Quite high
5%28%25%14%15%34%-%21%20%16%-%12%10%13%23%

-44232-243-2326Very high
-%24%23%17%27%13%-%24%27%15%-%34%29%52%25%

Don't Know (DO NOT READ
--------------2OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%8%

*89447-575-34312NET: High
5%52%48%31%41%48%-%45%47%32%-%46%39%65%48%

-222-2--22----2NET: Low
-%13%11%15%-%14%-%-%14%12%-%-%-%-%8%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the
following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
1-3-11152658627Unweighted total
2-4-121628712826Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

----22--2222Quite low
-%-%-%-%16%13%-%-%27%17%24%8%

--3-47245449Neither low nor high
-%-%97%-%31%46%92%45%72%34%48%36%

--*-34*2*2*6Quite high
-%-%3%-%21%25%8%27%1%17%2%23%

2---43-2-426Very high
100%-%-%-%31%16%-%28%-%32%26%25%

Don't Know (DO NOT READ
-----------2OUT)
-%-%-%-%-%-%-%-%-%-%-%8%

2-*-67*4*6212NET: High
100%-%3%-%52%41%8%55%1%49%28%48%

----22--2222NET: Low
-%-%-%-%16%13%-%-%27%17%24%8%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the
following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
214-23-142516262224212427Unweighted total
214-21-122218241822192226Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-----22222222Quite low
10%-%-%-%-%-%9%11%9%11%9%11%9%8%

64-7-775777779Neither low nor high
26%86%-%35%-%60%33%30%31%41%34%39%34%36%

51-6-264656566Quite high
24%14%-%27%-%18%27%23%25%30%27%28%27%23%

6--6-355634446Very high
30%-%-%29%-%22%21%26%27%17%20%22%20%25%

Don't Know (DO NOT READ
2--2--222*2*22OUT)

10%-%-%10%-%-%9%11%9%1%10%1%10%8%

111-12-511912810101012NET: High
54%14%-%56%-%40%48%48%51%46%47%50%47%48%

2-----22222222NET: Low
10%-%-%-%-%-%9%11%9%11%9%11%9%8%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the
following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
111611313315920712127Unweighted total
111511114215817821826Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--22---22-2Quite low
-%14%-%-%14%85%-%-%-%24%100%-%8%

452*7-4572-49Neither low nor high
36%36%16%47%51%-%26%66%43%21%-%21%36%

153*3-5151-66Quite high
12%31%28%34%19%-%32%13%30%9%-%32%23%

614*2*4224-66Very high
52%5%37%18%16%15%28%21%14%45%-%35%25%

Don't Know (DO NOT READ
-22---2-2--22OUT)
-%14%19%-%-%-%14%-%12%-%-%12%8%

757*5*9385-1212NET: High
64%36%65%53%35%15%60%34%44%55%-%67%48%

-2--22---22-2NET: Low
-%14%-%-%14%85%-%-%-%24%100%-%8%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the
following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019Apr' 2019Mar' 2019Jan' 2019Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*i*h*g*f*e*d*c*b*aSignificance Level: 95%
22234335327Unweighted total
22124246226Weighted total

----------Very low
-%-%-%-%-%-%-%-%-%-%

2--------2Quite low
96%-%-%-%-%-%-%-%-%8%

-2---2-429Neither low nor high
-%100%-%-%-%87%-%68%77%36%

--1*2*2*-6Quite high
-%-%100%11%54%8%51%2%-%23%

*--2**2216Very high
4%-%-%89%2%5%45%30%23%25%

Don't Know (DO NOT READ
----2-*--2OUT)
-%-%-%-%43%-%4%-%-%8%

*-123*42112NET: High
4%-%100%100%57%13%96%32%23%48%

2--------2NET: Low
96%-%-%-%-%-%-%-%-%8%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the
following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h,i

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
4571127Unweighted total
4471126Weighted total

-----Very low
-%-%-%-%-%

2---2Quite low
49%-%-%-%8%

2-259Neither low nor high
48%-%28%48%36%

-1326Quite high
-%37%40%18%23%

*2*46Very high
2%63%3%33%25%

Don't Know (DO NOT READ
--2*2OUT)
-%-%30%1%8%

*43612NET: High
2%100%43%51%48%

2---2NET: Low
49%-%-%-%8%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate FedEx on each of the
following aspects:)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
-1---1--1-1Unweighted total
-*---*--*-*Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

-----------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite high
-%-%-%-%-%-%-%-%-%-%-%

-----------Very high
-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-*---*--*-*OUT)
-%100%-%-%-%100%-%-%100%-%100%

-----------NET: High
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
---1-1-------1Unweighted total
---*-*-------*Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---*-*-------*OUT)
-%-%-%100%-%100%-%-%-%-%-%-%-%100%

--------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-11----1----1Unweighted total
-**----*----*Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-**----*----*OUT)
-%100%100%-%-%-%-%100%-%-%-%-%100%

-------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
1---11Unweighted total
*---**Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

------Neither low nor high
-%-%-%-%-%-%

------Quite high
-%-%-%-%-%-%

------Very high
-%-%-%-%-%-%

Don't Know (DO NOT READ
*---**OUT)

100%-%-%-%100%100%

------NET: High
-%-%-%-%-%-%

------NET: Low
-%-%-%-%-%-%
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1--11---1-----1Unweighted total
*--**---*-----*Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
*--**---*-----*OUT)

100%-%-%100%100%-%-%-%100%-%-%-%-%-%100%

---------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
---1---1-11111Unweighted total
---*---*-*****Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---*---*-*****OUT)
-%-%-%100%-%-%-%100%-%100%100%100%100%100%

--------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-1---1-1-----1Unweighted total
-*---*-*-----*Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-*---*-*-----*OUT)
-%100%-%-%-%100%-%100%-%-%-%-%-%100%

--------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-1-1--11----1Unweighted total
-*-*--**----*Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-*-*--**----*OUT)
-%100%-%100%-%-%100%100%-%-%-%-%100%

-------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--1--1-1-11Unweighted total
--*--*-*-**Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

-----------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite high
-%-%-%-%-%-%-%-%-%-%-%

-----------Very high
-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--*--*-*-**OUT)
-%-%100%-%-%100%-%100%-%100%100%

-----------NET: High
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-1-111--11--1-1Unweighted total
-*-***--**--*-*Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-*-***--**--*-*OUT)
-%100%-%100%100%100%-%-%100%100%-%-%100%-%100%

---------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
----1---1--1Unweighted total
----*---*--*Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%

------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
----*---*--*OUT)
-%-%-%-%100%-%-%-%100%-%-%100%

------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%

------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1--1--11111111Unweighted total
*--*--********Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
*--*--********OUT)

100%-%-%100%-%-%100%100%100%100%100%100%100%100%

--------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
1-1----11--11Unweighted total
*-*----**--**Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
*-*----**--**OUT)

100%-%100%-%-%-%-%100%100%-%-%100%100%

-------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q3 2018Aug' 2018Total base

*aSignificance Level: 95%
111Unweighted total
***Weighted total

---Very low
-%-%-%

---Quite low
-%-%-%

---Neither low nor high
-%-%-%

---Quite high
-%-%-%

---Very high
-%-%-%

Don't Know (DO NOT READ
***OUT)

100%100%100%

---NET: High
-%-%-%

---NET: Low
-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: None

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
-1---1--1-1Unweighted total
-*---*--*-*Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

-----------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite high
-%-%-%-%-%-%-%-%-%-%-%

-----------Very high
-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-*---*--*-*OUT)
-%100%-%-%-%100%-%-%100%-%100%

-----------NET: High
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 168                                                                                                                                                                  Page 2740

The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
---1-1-------1Unweighted total
---*-*-------*Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---*-*-------*OUT)
-%-%-%100%-%100%-%-%-%-%-%-%-%100%

--------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-11----1----1Unweighted total
-**----*----*Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-**----*----*OUT)
-%100%100%-%-%-%-%100%-%-%-%-%100%

-------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
1---11Unweighted total
*---**Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

------Neither low nor high
-%-%-%-%-%-%

------Quite high
-%-%-%-%-%-%

------Very high
-%-%-%-%-%-%

Don't Know (DO NOT READ
*---**OUT)

100%-%-%-%100%100%

------NET: High
-%-%-%-%-%-%

------NET: Low
-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1--11---1-----1Unweighted total
*--**---*-----*Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
*--**---*-----*OUT)

100%-%-%100%100%-%-%-%100%-%-%-%-%-%100%

---------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
---1---1-11111Unweighted total
---*---*-*****Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---*---*-*****OUT)
-%-%-%100%-%-%-%100%-%100%100%100%100%100%

--------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-1---1-1-----1Unweighted total
-*---*-*-----*Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-*---*-*-----*OUT)
-%100%-%-%-%100%-%100%-%-%-%-%-%100%

--------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-1-1--11----1Unweighted total
-*-*--**----*Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-*-*--**----*OUT)
-%100%-%100%-%-%100%100%-%-%-%-%100%

-------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--1--1-1-11Unweighted total
--*--*-*-**Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

-----------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite high
-%-%-%-%-%-%-%-%-%-%-%

-----------Very high
-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--*--*-*-**OUT)
-%-%100%-%-%100%-%100%-%100%100%

-----------NET: High
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-1-111--11--1-1Unweighted total
-*-***--**--*-*Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-*-***--**--*-*OUT)
-%100%-%100%100%100%-%-%100%100%-%-%100%-%100%

---------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
----1---1--1Unweighted total
----*---*--*Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%

------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
----*---*--*OUT)
-%-%-%-%100%-%-%-%100%-%-%100%

------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%

------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1--1--11111111Unweighted total
*--*--********Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
*--*--********OUT)

100%-%-%100%-%-%100%100%100%100%100%100%100%100%

--------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
1-1----11--11Unweighted total
*-*----**--**Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
*-*----**--**OUT)

100%-%100%-%-%-%-%100%100%-%-%100%100%

-------------NET: High
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q3 2018Aug' 2018Total base

*aSignificance Level: 95%
111Unweighted total
***Weighted total

---Very low
-%-%-%

---Quite low
-%-%-%

---Neither low nor high
-%-%-%

---Quite high
-%-%-%

---Very high
-%-%-%

Don't Know (DO NOT READ
***OUT)

100%100%100%

---NET: High
-%-%-%

---NET: Low
-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 168  (continuation)                                                                                                                                                  Page 2753

The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: None

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1-22-6114410Unweighted total
*-*2-1**155Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

-----*--*-*Neither low nor high
-%-%-%-%-%27%-%-%43%-%4%

--*2-*--*44Quite high
-%-%50%100%-%23%-%-%37%86%77%

*----**--11Very high
100%-%-%-%-%25%100%-%-%14%15%

Don't Know (DO NOT READ
--*--*-**-*OUT)
-%-%50%-%-%24%-%100%20%-%4%

*-*2-**-*55NET: High
100%-%50%100%-%48%100%-%37%100%92%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 169                                                                                                                                                                  Page 2754

The quality of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2125--112-1--10Unweighted total
1*14--*2*-2--5Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*----*----*Neither low nor high
-%-%-%5%-%-%-%-%52%-%-%-%-%4%

*-13---2--2--4Quite high
12%-%100%87%-%-%-%100%-%-%100%-%-%77%

1--*----*----1Very high
88%-%-%5%-%-%-%-%48%-%-%-%-%15%

Don't Know (DO NOT READ
-*-*--*------*OUT)
-%100%-%3%-%-%100%-%-%-%-%-%-%4%

1-14---2*-2--5NET: High
100%-%100%92%-%-%-%100%48%-%100%-%-%92%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
281971-1--1-10Unweighted total
*5*55*-*--*-5Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--**-------*Neither low nor high
70%-%-%4%4%-%-%-%-%-%-%-%4%

-4-44-------4Quite high
-%82%-%78%83%-%-%-%-%-%-%-%77%

-1-11-----*-1Very high
-%16%-%16%12%-%-%-%-%-%100%-%15%

Don't Know (DO NOT READ
****-*-*----*OUT)

30%2%100%2%-%100%-%100%-%-%-%-%4%

-5-55-----*-5NET: High
-%98%-%94%96%-%-%-%-%-%100%-%92%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 169  (continuation)                                                                                                                                                  Page 2756

The quality of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
541-1010Unweighted total
41*-55Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

--*-**Neither low nor high
-%-%100%-%4%4%

41--44Quite high
92%44%-%-%77%77%

*1--11Very high
5%48%-%-%15%15%

Don't Know (DO NOT READ
**--**OUT)
3%7%-%-%4%4%

41--55NET: High
97%93%-%-%92%92%

------NET: Low
-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 169  (continuation)                                                                                                                                                  Page 2757

The quality of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
64-128---1-14410Unweighted total
15-**5---*-**55Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*---*------*--*Neither low nor high
27%-%-%-%52%-%-%-%-%-%-%100%-%-%4%

*4---4------*44Quite high
23%86%-%-%-%84%-%-%-%-%-%-%49%86%77%

*1-**1---*---11Very high
25%14%-%100%48%13%-%-%-%100%-%-%-%14%15%

Don't Know (DO NOT READ
*----*------*-*OUT)

24%-%-%-%-%4%-%-%-%-%-%-%51%-%4%

*5-**5---*--*55NET: High
48%100%-%100%48%96%-%-%-%100%-%-%49%100%92%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 169  (continuation)                                                                                                                                                  Page 2758

The quality of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
----2179651091010Unweighted total
----**54115555Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*--*-*****Neither low nor high
-%-%-%-%73%-%-%6%-%18%4%4%4%4%

----*-42**4444Quite high
-%-%-%-%27%-%81%65%15%7%77%75%77%77%

------11111111Very high
-%-%-%-%-%-%16%23%68%67%15%17%15%15%

Don't Know (DO NOT READ
-----*********OUT)
-%-%-%-%-%100%2%6%16%8%4%4%4%4%

----*-53115455NET: High
-%-%-%-%27%-%98%88%84%74%92%92%92%92%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 169  (continuation)                                                                                                                                                  Page 2759

The quality of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-82--1--1--1310Unweighted total
-32--*--*--*15Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---------*-*Neither low nor high
-%6%-%-%-%-%-%-%-%-%-%100%-%4%

-22---------*4Quite high
-%67%95%-%-%-%-%-%-%-%-%-%10%77%

-1---*--*---11Very high
-%24%-%-%-%100%-%-%100%-%-%-%77%15%

Don't Know (DO NOT READ
-**---------**OUT)
-%3%5%-%-%-%-%-%-%-%-%-%13%4%

-32--*--*---15NET: High
-%91%95%-%-%100%-%-%100%-%-%-%87%92%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 169  (continuation)                                                                                                                                                  Page 2760

The quality of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
28553-2-122-10Unweighted total
*5141-*-**1-5Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*-*----*--*Neither low nor high
68%-%18%-%24%-%-%-%-%68%-%-%4%

*4*4*-----*-4Quite high
32%80%8%98%9%-%-%-%-%-%12%-%77%

-11-1-*-*-1-1Very high
-%16%66%-%67%-%66%-%100%-%88%-%15%

Don't Know (DO NOT READ
-***--*--*--*OUT)
-%4%8%2%-%-%34%-%-%32%-%-%4%

*5141-*-*-1-5NET: High
32%96%74%98%76%-%66%-%100%-%100%-%92%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-310441194110Unweighted total
-2541**51*5Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

--*-*-*-*-*Neither low nor high
-%-%4%-%19%-%100%-%19%-%4%

-244-*-4-*4Quite high
-%91%77%95%-%100%-%80%-%100%77%

-*1*1--11-1Very high
-%9%15%5%72%-%-%16%72%-%15%

Don't Know (DO NOT READ
--*-*--**-*OUT)
-%-%4%-%9%-%-%4%9%-%4%

-2541*-51*5NET: High
-%100%92%100%72%100%-%96%72%100%92%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 169  (continuation)                                                                                                                                                  Page 2762

The quality of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
1792810-142-28410Unweighted total
*35*55-*11-*545Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*--*---*-*Neither low nor high
-%7%4%-%-%4%-%-%36%-%-%-%5%-%4%

-24*44--*--*444Quite high
-%83%80%29%78%77%-%-%14%-%-%34%76%95%77%

**1*11-**1-*1*1Very high
100%7%12%71%17%15%-%100%33%100%-%66%17%5%15%

Don't Know (DO NOT READ
-**-**--*---*-*OUT)
-%3%4%-%4%4%-%-%17%-%-%-%2%-%4%

*35*45-**1-*445NET: High
100%90%92%100%96%92%-%100%47%100%-%100%93%100%92%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 169  (continuation)                                                                                                                                                  Page 2763

The quality of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
----68--11310Unweighted total
----35--**15Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

-----*-----*Neither low nor high
-%-%-%-%-%5%-%-%-%-%-%4%

----24----*4Quite high
-%-%-%-%90%74%-%-%-%-%9%77%

----*1--**11Very high
-%-%-%-%7%17%-%-%100%100%91%15%

Don't Know (DO NOT READ
----**-----*OUT)
-%-%-%-%3%4%-%-%-%-%-%4%

----34--**15NET: High
-%-%-%-%97%91%-%-%100%100%100%92%

------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
91-8-210810810101010Unweighted total
5*-3-*55545555Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*--********Neither low nor high
4%-%-%6%-%-%4%4%4%6%4%4%4%4%

4--2-*44424444Quite high
80%-%-%64%-%34%77%78%77%69%77%77%77%77%

1*-1-*11111111Very high
12%100%-%24%-%66%15%16%15%23%15%15%15%15%

Don't Know (DO NOT READ
*--*--********OUT)
4%-%-%6%-%-%4%2%4%3%4%4%4%4%

5*-3-*55535555NET: High
92%100%-%88%-%100%92%94%92%91%92%92%92%92%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
3751317291-810Unweighted total
154*1*5*5*-55Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*---*--*Neither low nor high
28%-%5%-%-%100%-%-%-%100%-%-%4%

144-1-4-4--44Quite high
72%78%81%-%85%-%83%-%80%-%-%82%77%

-11*--1-1--11Very high
-%18%14%100%-%-%17%-%16%-%-%16%15%

Don't Know (DO NOT READ
-*--*--**--**OUT)
-%4%-%-%15%-%-%100%4%-%-%2%4%

144*1-5-5--55NET: High
72%96%95%100%85%-%100%-%96%-%-%98%92%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q2 2019Q1 2019Q4 2018Q3 2018Apr' 2019Mar' 2019Jan' 2019Nov' 2018Aug' 2018Jul' 2018Total base

*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
341232211110Unweighted total
12121*212*5Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

-*----*---*Neither low nor high
-%10%-%-%-%-%11%-%-%-%4%

*2-2**2-2*4Quite high
62%86%-%100%62%45%89%-%100%100%77%

*-1-*--1--1Very high
26%-%100%-%26%-%-%100%-%-%15%

Don't Know (DO NOT READ
**--**----*OUT)

12%5%-%-%12%55%-%-%-%-%4%

12121*212*5NET: High
88%86%100%100%88%45%89%100%100%100%92%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f - a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1-22-6114410Unweighted total
*-*2-1**155Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

--**-*--*23Neither low nor high
-%-%50%22%-%40%-%-%63%51%49%

---2-*--*22Quite high
-%-%-%78%-%10%-%-%16%36%32%

*----**--11Very high
100%-%-%-%-%25%100%-%-%14%15%

Don't Know (DO NOT READ
--*--*-**-*OUT)
-%-%50%-%-%24%-%100%20%-%4%

*--2-**-*23NET: High
100%-%-%78%-%35%100%-%16%49%47%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2125--112-1--10Unweighted total
1*14--*2*-2--5Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--12----*-2--3Neither low nor high
-%-%100%52%-%-%-%-%52%-%100%-%-%49%

*--2---2-----2Quite high
12%-%-%41%-%-%-%100%-%-%-%-%-%32%

1--*----*----1Very high
88%-%-%5%-%-%-%-%48%-%-%-%-%15%

Don't Know (DO NOT READ
-*-*--*------*OUT)
-%100%-%3%-%-%100%-%-%-%-%-%-%4%

1--2---2*----3NET: High
100%-%-%46%-%-%-%100%48%-%-%-%-%47%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
281971-1--1-10Unweighted total
*5*55*-*--*-5Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

*2-33-------3Neither low nor high
70%48%-%50%53%-%-%-%-%-%-%-%49%

-2-22-------2Quite high
-%34%-%33%35%-%-%-%-%-%-%-%32%

-1-11-----*-1Very high
-%16%-%16%12%-%-%-%-%-%100%-%15%

Don't Know (DO NOT READ
****-*-*----*OUT)

30%2%100%2%-%100%-%100%-%-%-%-%4%

-3-32-----*-3NET: High
-%50%-%48%47%-%-%-%-%-%100%-%47%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
541-1010Unweighted total
41*-55Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

21*-33Neither low nor high
48%44%100%-%49%49%

2---22Quite high
44%-%-%-%32%32%

*1--11Very high
5%48%-%-%15%15%

Don't Know (DO NOT READ
**--**OUT)
3%7%-%-%4%4%

21--33NET: High
50%48%-%-%47%47%

------NET: Low
-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The price of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
64-128---1-14410Unweighted total
15-**5---*-**55Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2--*2-----**23Neither low nor high
40%51%-%-%52%49%-%-%-%-%-%100%27%51%49%

*2---2------*22Quite high
10%36%-%-%-%35%-%-%-%-%-%-%22%36%32%

*1-**1---*---11Very high
25%14%-%100%48%13%-%-%-%100%-%-%-%14%15%

Don't Know (DO NOT READ
*----*------*-*OUT)

24%-%-%-%-%4%-%-%-%-%-%-%51%-%4%

*2-**2---*--*23NET: High
35%49%-%100%48%47%-%-%-%100%-%-%22%49%47%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The price of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
----2179651091010Unweighted total
----**54115555Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*-21**3233Neither low nor high
-%-%-%-%73%-%49%22%9%18%49%44%49%49%

----*-22**2222Quite high
-%-%-%-%27%-%33%49%7%7%32%35%32%32%

------11111111Very high
-%-%-%-%-%-%16%23%68%67%15%17%15%15%

Don't Know (DO NOT READ
-----*********OUT)
-%-%-%-%-%100%2%6%16%8%4%4%4%4%

----*-23113333NET: High
-%-%-%-%27%-%49%72%75%74%47%52%47%47%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-82--1--1--1310Unweighted total
-32--*--*--*15Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-12--------*-3Neither low nor high
-%23%95%-%-%-%-%-%-%-%-%100%-%49%

-2----------*2Quite high
-%50%-%-%-%-%-%-%-%-%-%-%10%32%

-1---*--*---11Very high
-%24%-%-%-%100%-%-%100%-%-%-%77%15%

Don't Know (DO NOT READ
-**---------**OUT)
-%3%5%-%-%-%-%-%-%-%-%-%13%4%

-3---*--*---13NET: High
-%74%-%-%-%100%-%-%100%-%-%-%87%47%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
28553-2-122-10Unweighted total
*5141-*-**1-5Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

*2*2*----*--3Neither low nor high
100%46%26%56%24%-%-%-%-%68%-%-%49%

-2-2*-----*-2Quite high
-%34%-%42%9%-%-%-%-%-%12%-%32%

-11-1-*-*-1-1Very high
-%16%66%-%67%-%66%-%100%-%88%-%15%

Don't Know (DO NOT READ
-***--*--*--*OUT)
-%4%8%2%-%-%34%-%-%32%-%-%4%

-3121-*-*-1-3NET: High
-%50%66%42%76%-%66%-%100%-%100%-%47%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-310441194110Unweighted total
-2541**51*5Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

-232*-*2*-3Neither low nor high
-%91%49%51%19%-%100%47%19%-%49%

--22-*-2-*2Quite high
-%-%32%43%-%100%-%33%-%100%32%

-*1*1--11-1Very high
-%9%15%5%72%-%-%16%72%-%15%

Don't Know (DO NOT READ
--*-*--**-*OUT)
-%-%4%-%9%-%-%4%9%-%4%

-*321*-31*3NET: High
-%9%47%49%72%100%-%49%72%100%47%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The price of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
1792810-142-28410Unweighted total
*35*55-*11-*545Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-33-23--*--*223Neither low nor high
-%88%51%-%42%49%-%-%36%-%-%34%45%51%49%

-*2*22--*---222Quite high
-%3%33%29%37%32%-%-%14%-%-%-%36%43%32%

**1*11-**1-*1*1Very high
100%7%12%71%17%15%-%100%33%100%-%66%17%5%15%

Don't Know (DO NOT READ
-**-**--*---*-*OUT)
-%3%4%-%4%4%-%-%17%-%-%-%2%-%4%

**2*33-**1-*323NET: High
100%9%45%100%54%47%-%100%47%100%-%66%53%49%47%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The price of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
----68--11310Unweighted total
----35--**15Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

----22-----3Neither low nor high
-%-%-%-%87%43%-%-%-%-%-%49%

----*2----*2Quite high
-%-%-%-%3%36%-%-%-%-%9%32%

----*1--**11Very high
-%-%-%-%7%17%-%-%100%100%91%15%

Don't Know (DO NOT READ
----**-----*OUT)
-%-%-%-%3%4%-%-%-%-%-%4%

----*3--**13NET: High
-%-%-%-%10%53%-%-%100%100%100%47%

------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
91-8-210810810101010Unweighted total
5*-3-*55545555Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3--1-*33333333Neither low nor high
51%-%-%23%-%34%49%51%49%72%49%49%49%49%

2--2--222*2222Quite high
33%-%-%48%-%-%32%32%32%2%32%32%32%32%

1*-1-*11111111Very high
12%100%-%24%-%66%15%16%15%23%15%15%15%15%

Don't Know (DO NOT READ
*--*--********OUT)
4%-%-%6%-%-%4%2%4%3%4%4%4%4%

2*-2-*32313333NET: High
45%100%-%71%-%66%47%47%47%25%47%47%47%47%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The price of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
3751317291-810Unweighted total
154*1*5*5*-55Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

122-1*2-2*-23Neither low nor high
89%42%47%-%85%100%49%-%47%100%-%48%49%

*22---2-2--22Quite high
11%36%39%-%-%-%35%-%33%-%-%34%32%

-11*--1-1--11Very high
-%18%14%100%-%-%17%-%16%-%-%16%15%

Don't Know (DO NOT READ
-*--*--**--**OUT)
-%4%-%-%15%-%-%100%4%-%-%2%4%

*22*--3-3--33NET: High
11%53%53%100%-%-%51%-%49%-%-%50%47%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q2 2019Q1 2019Q4 2018Q3 2018Apr' 2019Mar' 2019Jan' 2019Nov' 2018Aug' 2018Jul' 2018Total base

*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
341232211110Unweighted total
12121*212*5Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

*2-**-2--*3Neither low nor high
62%92%-%6%62%-%100%-%-%100%49%

-*-2-*--2-2Quite high
-%4%-%94%-%45%-%-%100%-%32%

*-1-*--1--1Very high
26%-%100%-%26%-%-%100%-%-%15%

Don't Know (DO NOT READ
**--**----*OUT)

12%5%-%-%12%55%-%-%-%-%4%

**12**-12-3NET: High
26%4%100%94%26%45%-%100%100%-%47%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by DX in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate DX on each of the
following aspects:)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f - a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1--2-2--268Unweighted total
*--1-*--*88Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

*----*--*22Neither low nor high
100%-%-%-%-%42%-%-%42%23%24%

---1-----33Quite high
-%-%-%100%-%-%-%-%-%35%34%

-----*--*34Very high
-%-%-%-%-%58%-%-%58%42%43%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

---1-*--*66NET: High
-%-%-%100%-%58%-%-%58%77%76%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
11-61-3---2--8Unweighted total
**-72-5---*--8Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2--2---*--2Neither low nor high
-%-%-%27%-%-%35%-%-%-%42%-%-%24%

**-2--2------3Quite high
100%100%-%25%-%-%34%-%-%-%-%-%-%34%

---42-2---*--4Very high
-%-%-%48%100%-%31%-%-%-%58%-%-%43%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**-52-3---*--6NET: High
100%100%-%73%100%-%65%-%-%-%58%-%-%76%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-82641-3----8Unweighted total
-8355*-2----8Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-22--*----2Neither low nor high
-%24%-%40%34%-%-%4%-%-%-%-%24%

-3-32*-*----3Quite high
-%34%-%57%33%100%-%21%-%-%-%-%34%

-43*2--2----4Very high
-%43%100%3%33%-%-%75%-%-%-%-%43%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-6334*-2----6NET: High
-%76%100%60%66%100%-%96%-%-%-%-%76%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
224-88Unweighted total
423-88Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

-*2-22Neither low nor high
-%6%63%-%24%24%

2-1-33Quite high
51%-%32%-%34%34%

22*-44Very high
49%94%5%-%43%43%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

421-66NET: High
100%94%37%-%76%76%

------NET: Low
-%-%-%-%-%-%
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The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
35---8------358Unweighted total
26---8------268Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2---2------*22Neither low nor high
4%32%-%-%-%24%-%-%-%-%-%-%4%32%24%

2*---3------2*3Quite high
96%8%-%-%-%34%-%-%-%-%-%-%96%8%34%

-4---4-------44Very high
-%60%-%-%-%43%-%-%-%-%-%-%-%60%43%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

24---6------246NET: High
96%68%-%-%-%76%-%-%-%-%-%-%96%68%76%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
----1-68537678Unweighted total
----2-68428888Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------22--2222Neither low nor high
-%-%-%-%-%-%29%24%-%-%23%24%23%24%

----2-131*3233Quite high
-%-%-%-%100%-%15%34%21%21%34%30%34%34%

------44424444Very high
-%-%-%-%-%-%56%43%79%79%43%46%43%43%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----2-46426666NET: High
-%-%-%-%100%-%71%76%100%100%77%76%77%76%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-15-1-------38Unweighted total
-*7-*-------28Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2----------2Neither low nor high
-%-%25%-%-%-%-%-%-%-%-%-%-%24%

--2-*-------*3Quite high
-%-%30%-%100%-%-%-%-%-%-%-%21%34%

-*3---------24Very high
-%100%45%-%-%-%-%-%-%-%-%-%79%43%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*6-*-------26NET: High
-%100%75%-%100%-%-%-%-%-%-%-%100%76%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
61711-2--1118Unweighted total
8*8**-2--2**8Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

2-2---------2Neither low nor high
24%-%25%-%-%-%-%-%-%-%-%-%24%

2*2*--*----*3Quite high
30%100%29%100%-%-%22%-%-%-%-%100%34%

4-4-*-2--2*-4Very high
46%-%45%-%100%-%78%-%-%100%100%-%43%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

6*6**-2--2**6NET: High
76%100%75%100%100%-%100%-%-%100%100%100%76%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-1613-2-1-8Unweighted total
-*822-2-*-8Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

--2---2---2Neither low nor high
-%-%24%-%-%-%79%-%-%-%24%

-*2-*-*-*-3Quite high
-%100%30%-%21%-%21%-%100%-%34%

--422-----4Very high
-%-%46%100%79%-%-%-%-%-%43%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-*622-*-*-6NET: High
-%100%76%100%100%-%21%-%100%-%76%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-2--12-112--518Unweighted total
-2--22-2*2--628Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--22------2-2Neither low nor high
-%79%-%-%100%79%-%-%-%-%-%-%31%-%24%

-*---*---*--2-3Quite high
-%21%-%-%-%21%-%-%-%22%-%-%39%-%34%

-------2*2--224Very high
-%-%-%-%-%-%-%100%100%78%-%-%30%100%43%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---*-2*2--426NET: High
-%21%-%-%-%21%-%100%100%100%-%-%69%100%76%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
----1----118Unweighted total
----2----**8Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

----2------2Neither low nor high
-%-%-%-%100%-%-%-%-%-%-%24%

-----------3Quite high
-%-%-%-%-%-%-%-%-%-%-%34%

---------**4Very high
-%-%-%-%-%-%-%-%-%100%100%43%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

---------**6NET: High
-%-%-%-%-%-%-%-%-%100%100%76%

------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
2--1-386878788Unweighted total
2--*-286878788Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2----222222222Neither low nor high
79%-%-%-%-%80%24%30%24%30%24%30%24%24%

*--*-*33333333Quite high
21%-%-%100%-%20%34%43%34%42%34%42%34%34%

------42424244Very high
-%-%-%-%-%-%43%27%43%28%43%28%43%43%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*64656566NET: High
21%-%-%100%-%20%76%70%76%70%76%70%76%76%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
1761-16171168Unweighted total
*88*-26*8*268Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-22*-2*-2*2-2Neither low nor high
-%25%23%100%-%100%2%-%23%100%100%-%24%

*23---2*3--33Quite high
100%29%35%-%-%-%39%100%34%-%-%44%34%

-43---4-4--44Very high
-%45%42%-%-%-%59%-%43%-%-%56%43%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*66---6*6--66NET: High
100%75%77%-%-%-%98%100%77%-%-%100%76%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q2 2019Q1 2019Q4 2018Q3 2018May' 2019Feb' 2019Jan' 2019Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
121411111128Unweighted total
*224*2*2*228Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

-2---2*----2Neither low nor high
-%100%-%-%-%100%100%-%-%-%-%24%

*-2**--2*--3Quite high
100%-%100%12%100%-%-%100%100%-%-%34%

---4-----224Very high
-%-%-%88%-%-%-%-%-%100%100%43%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

*-24*--2*226NET: High
100%-%100%100%100%-%-%100%100%100%100%76%

------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g - a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1--2-2--268Unweighted total
*--1-*--*88Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

---*-----22Quite low
-%-%-%51%-%-%-%-%-%29%28%

*----*--*22Neither low nor high
100%-%-%-%-%42%-%-%42%23%24%

---*-----44Quite high
-%-%-%49%-%-%-%-%-%48%47%

-----------Very high
-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----*--*-*OUT)
-%-%-%-%-%58%-%-%58%-%2%

---*-----44NET: High
-%-%-%49%-%-%-%-%-%48%47%

---*-----22NET: Low
-%-%-%51%-%-%-%-%-%29%28%
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
11-61-3---2--8Unweighted total
**-72-5---*--8Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--2--2------2Quite low
100%-%-%25%-%-%34%-%-%-%-%-%-%28%

---2--2---*--2Neither low nor high
-%-%-%27%-%-%35%-%-%-%42%-%-%24%

-*-32-2------4Quite high
-%100%-%46%100%-%31%-%-%-%-%-%-%47%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---*------*--*OUT)
-%-%-%2%-%-%-%-%-%-%58%-%-%2%

-*-32-2------4NET: High
-%100%-%46%100%-%31%-%-%-%-%-%-%47%

*--2--2------2NET: Low
100%-%-%25%-%-%34%-%-%-%-%-%-%28%
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-82641-3----8Unweighted total
-8355*-2----8Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-22--*----2Quite low
-%28%-%47%33%-%-%21%-%-%-%-%28%

-2-22--*----2Neither low nor high
-%24%-%40%34%-%-%4%-%-%-%-%24%

-43*2*-2----4Quite high
-%47%100%10%30%100%-%75%-%-%-%-%47%

-------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-*-**-------*OUT)
-%2%-%3%3%-%-%-%-%-%-%-%2%

-43*2*-2----4NET: High
-%47%100%10%30%100%-%75%-%-%-%-%47%

-2-22--*----2NET: Low
-%28%-%47%33%-%-%21%-%-%-%-%28%
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
224-88Unweighted total
423-88Weighted total

------Very low
-%-%-%-%-%-%

2-*-22Quite low
51%-%17%-%28%28%

-*2-22Neither low nor high
-%6%63%-%24%24%

22*-44Quite high
49%94%16%-%47%47%

------Very high
-%-%-%-%-%-%

Don't Know (DO NOT READ
--*-**OUT)
-%-%5%-%2%2%

22*-44NET: High
49%94%16%-%47%47%

2-*-22NET: Low
51%-%17%-%28%28%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 172  (continuation)                                                                                                                                                  Page 2799

The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
35---8------358Unweighted total
26---8------268Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*---2------2*2Quite low
76%8%-%-%-%28%-%-%-%-%-%-%76%8%28%

*2---2------*22Neither low nor high
4%32%-%-%-%24%-%-%-%-%-%-%4%32%24%

*3---4------*34Quite high
20%58%-%-%-%47%-%-%-%-%-%-%20%58%47%

---------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-*---*-------**OUT)
-%2%-%-%-%2%-%-%-%-%-%-%-%2%2%

*3---4------*34NET: High
20%58%-%-%-%47%-%-%-%-%-%-%20%58%47%

2*---2------2*2NET: Low
76%8%-%-%-%28%-%-%-%-%-%-%76%8%28%
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
----1-68537678Unweighted total
----2-68428888Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----2-*2**2222Quite low
-%-%-%-%100%-%8%28%11%21%28%24%28%28%

------22--2222Neither low nor high
-%-%-%-%-%-%29%24%-%-%23%24%23%24%

------44424444Quite high
-%-%-%-%-%-%61%47%86%73%47%50%47%47%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------********OUT)
-%-%-%-%-%-%2%2%3%6%2%2%2%2%

------44424444NET: High
-%-%-%-%-%-%61%47%86%73%47%50%47%47%

----2-*2**2222NET: Low
-%-%-%-%100%-%8%28%11%21%28%24%28%28%
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-15-1-------38Unweighted total
-*7-*-------28Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2-*-------*2Quite low
-%-%24%-%100%-%-%-%-%-%-%-%21%28%

--2----------2Neither low nor high
-%-%25%-%-%-%-%-%-%-%-%-%-%24%

--4---------24Quite high
-%-%51%-%-%-%-%-%-%-%-%-%73%47%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-*----------**OUT)
-%100%-%-%-%-%-%-%-%-%-%-%6%2%

--4---------24NET: High
-%-%51%-%-%-%-%-%-%-%-%-%73%47%

--2-*-------*2NET: Low
-%-%24%-%100%-%-%-%-%-%-%-%21%28%
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
61711-2--1118Unweighted total
8*8**-2--2**8Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

2*2*--*----*2Quite low
24%100%23%100%-%-%22%-%-%-%-%100%28%

2-2---------2Neither low nor high
24%-%25%-%-%-%-%-%-%-%-%-%24%

4-4---2--2--4Quite high
50%-%50%-%-%-%78%-%-%100%-%-%47%

-------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
*-*-*-----*-*OUT)
2%-%2%-%100%-%-%-%-%-%100%-%2%

4-4---2--2--4NET: High
50%-%50%-%-%-%78%-%-%100%-%-%47%

2*2*--*----*2NET: Low
24%100%23%100%-%-%22%-%-%-%-%100%28%
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-1613-2-1-8Unweighted total
-*822-2-*-8Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-*2-*-*-*-2Quite low
-%100%24%-%21%-%21%-%100%-%28%

--2---2---2Neither low nor high
-%-%24%-%-%-%79%-%-%-%24%

--422-----4Quite high
-%-%50%100%73%-%-%-%-%-%47%

-----------Very high
-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--*-*-----*OUT)
-%-%2%-%6%-%-%-%-%-%2%

--422-----4NET: High
-%-%50%100%73%-%-%-%-%-%47%

-*2-*-*-*-2NET: Low
-%100%24%-%21%-%21%-%100%-%28%
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-2--12-112--518Unweighted total
-2--22-2*2--628Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---*---*--2-2Quite low
-%21%-%-%-%21%-%-%-%22%-%-%31%-%28%

-2--22------2-2Neither low nor high
-%79%-%-%100%79%-%-%-%-%-%-%31%-%24%

-------2-2--224Quite high
-%-%-%-%-%-%-%100%-%78%-%-%36%100%47%

---------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------*---*-*OUT)
-%-%-%-%-%-%-%-%100%-%-%-%2%-%2%

-------2-2--224NET: High
-%-%-%-%-%-%-%100%-%78%-%-%36%100%47%

-*---*---*--2-2NET: Low
-%21%-%-%-%21%-%-%-%22%-%-%31%-%28%
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
----1----118Unweighted total
----2----**8Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

-----------2Quite low
-%-%-%-%-%-%-%-%-%-%-%28%

----2------2Neither low nor high
-%-%-%-%100%-%-%-%-%-%-%24%

-----------4Quite high
-%-%-%-%-%-%-%-%-%-%-%47%

------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------***OUT)
-%-%-%-%-%-%-%-%-%100%100%2%

-----------4NET: High
-%-%-%-%-%-%-%-%-%-%-%47%

-----------2NET: Low
-%-%-%-%-%-%-%-%-%-%-%28%
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
2--1-386878788Unweighted total
2--*-286878788Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*22222222Quite low
21%-%-%100%-%20%28%36%28%35%28%35%28%28%

2----222222222Neither low nor high
79%-%-%-%-%80%24%30%24%30%24%30%24%24%

------42424244Quite high
-%-%-%-%-%-%47%34%47%33%47%33%47%47%

--------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------*-******OUT)
-%-%-%-%-%-%2%-%2%2%2%2%2%2%

------42424244NET: High
-%-%-%-%-%-%47%34%47%33%47%33%47%47%

*--*-*22222222NET: Low
21%-%-%100%-%20%28%36%28%35%28%35%28%28%
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Table 172  (continuation)                                                                                                                                                  Page 2807

The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
1761-16171168Unweighted total
*88*-26*8*268Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

*22---2-2--22Quite low
100%23%29%-%-%-%39%-%28%-%-%37%28%

-22*-2*-2*2-2Neither low nor high
-%25%23%100%-%100%2%-%23%100%100%-%24%

-44---3*4--44Quite high
-%50%48%-%-%-%57%100%47%-%-%61%47%

-------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-*----*-*--**OUT)
-%2%-%-%-%-%2%-%2%-%-%2%2%

-44---3*4--44NET: High
-%50%48%-%-%-%57%100%47%-%-%61%47%

*22---2-2--22NET: Low
100%23%29%-%-%-%39%-%28%-%-%37%28%
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q2 2019Q1 2019Q4 2018Q3 2018May' 2019Feb' 2019Jan' 2019Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
121411111128Unweighted total
*224*2*2*228Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

--2*---2*--2Quite low
-%-%100%12%-%-%-%100%100%-%-%28%

-2---2*----2Neither low nor high
-%100%-%-%-%100%100%-%-%-%-%24%

*--3*----224Quite high
100%-%-%84%100%-%-%-%-%100%92%47%

------------Very high
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---*------**OUT)
-%-%-%3%-%-%-%-%-%-%8%2%

*--3*----224NET: High
100%-%-%84%100%-%-%-%-%100%92%47%

--2*---2*--2NET: Low
-%-%100%12%-%-%-%100%100%-%-%28%
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Pitney Bowes
on each of the following aspects:)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g - a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
653682838172250Unweighted total
13*91341133539Weighted total

-*---*--*-*Very low
-%3%-%-%-%2%-%-%3%-%*%

--*--*-**-*Quite low
-%-%60%-%-%9%-%11%10%-%1%

*--321***910Neither low nor high
35%-%-%35%14%13%46%11%8%26%25%

*1*292-*11315Quite high
34%21%40%22%68%40%-%55%43%38%38%

*2-421**11214Very high
31%77%-%43%18%35%54%22%36%35%35%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

13*6113*122629NET: High
65%97%40%65%86%75%54%77%79%74%74%

-**--*-**-*NET: Low
-%3%60%-%-%11%-%11%13%-%1%
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The quality of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express
on each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
7443551376323550Unweighted total
111365*2106324439Weighted total

*------------*Very low
7%-%-%-%-%-%-%-%-%-%-%-%-%*%

--**-----*---*Quite low
-%-%13%1%-%-%-%-%-%10%-%-%-%1%

**-9-*222--2210Neither low nor high
9%33%-%26%-%100%90%17%32%-%-%44%41%25%

11*132-*4*222-15Quite high
61%67%12%37%45%-%10%38%8%90%100%56%-%38%

*-1133--44---214Very high
23%-%75%36%55%-%-%45%61%-%-%-%59%35%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

111265-*84222229NET: High
84%67%87%74%100%-%10%83%68%90%100%56%59%74%

*-**-----*---*NET: Low
7%-%13%1%-%-%-%-%-%10%-%-%-%1%
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The quality of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express
on each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
347163441-174222-50Unweighted total
2378314*-161414-39Weighted total

-**-------*-*Very low
-%*%1%-%-%-%-%-%-%-%1%-%*%

-*-*---**---*Quite low
-%1%-%1%-%-%-%1%37%-%-%-%1%

28192--4--4-10Neither low nor high
75%22%7%30%42%-%-%23%-%-%31%-%25%

*15312*--6*-9-15Quite high
20%40%40%38%7%-%-%37%51%-%61%-%38%

*144102*-6*41-14Very high
4%37%51%31%51%100%-%40%12%100%7%-%35%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

1288213*-12*410-29NET: High
25%77%92%69%58%100%-%77%63%100%68%-%74%

-***---**-*-*NET: Low
-%1%1%1%-%-%-%1%37%-%1%-%1%
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The quality of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express
on each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
16826-5050Unweighted total
11325-3939Weighted total

*---**Very low
1%-%-%-%*%*%

-**-**Quite low
-%4%1%-%1%1%

622-1010Neither low nor high
52%60%9%-%25%25%

3*12-1515Quite high
27%6%47%-%38%38%

2111-1414Very high
20%31%43%-%35%35%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

5123-2929NET: High
47%37%90%-%74%74%

***-**NET: Low
1%4%1%-%1%1%
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The quality of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express
on each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
212181446----13172950Unweighted total
17157*237----*2152239Weighted total

*----*------*-*Very low
*%-%-%-%-%*%-%-%-%-%-%-%1%-%*%

-**--*-------**Quite low
-%2%1%-%-%1%-%-%-%-%-%-%-%2%1%

622-28-----24410Neither low nor high
35%13%25%-%74%22%-%-%-%-%-%81%30%17%25%

663**15----*-6915Quite high
34%41%45%100%9%40%-%-%-%-%100%-%38%42%38%

572-*13-----*5914Very high
30%44%29%-%17%37%-%-%-%-%-%19%32%39%35%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11135*128----**111829NET: High
64%85%74%100%26%77%-%-%-%-%100%19%70%82%74%

***--*------***NET: Low
*%2%1%-%-%1%-%-%-%-%-%-%1%2%1%
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The quality of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express
on each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edc*baSignificance Level: 95%
---1-53041163936283450Unweighted total
---2-3223292526172439Weighted total

-------*-----*Very low
-%-%-%-%-%-%-%*%-%-%-%-%-%*%

------*--*****Quite low
-%-%-%-%-%-%2%-%-%1%1%2%1%1%

---2--382644310Neither low nor high
-%-%-%100%-%-%12%25%24%25%17%26%11%25%

-----37127101091015Quite high
-%-%-%-%-%100%35%38%71%41%39%55%42%38%

------1112*81131114Very high
-%-%-%-%-%-%52%36%5%32%42%18%45%35%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----3192471921122129NET: High
-%-%-%-%-%100%86%75%76%73%82%73%87%74%

------**-*****NET: Low
-%-%-%-%-%-%2%*%-%1%1%2%1%1%
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The quality of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express
on each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-81279------13850Unweighted total
-110411------*2539Weighted total

-------------*Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

--*-*-------**Quite low
-%-%3%-%1%-%-%-%-%-%-%-%1%1%

--23--------610Neither low nor high
-%-%19%57%-%-%-%-%-%-%-%-%25%25%

-*425------*1015Quite high
-%45%36%39%42%-%-%-%-%-%-%100%41%38%

-14*6-------814Very high
-%55%43%4%57%-%-%-%-%-%-%-%32%35%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-18211------*1829NET: High
-%100%78%43%99%-%-%-%-%-%-%100%73%74%

--*-*-------**NET: Low
-%-%3%-%1%-%-%-%-%-%-%-%1%1%
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The quality of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express
on each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
432252510227-61361450Unweighted total
42223162*23-1152739Weighted total

--*---------*Very low
-%-%*%-%-%-%-%-%-%-%-%-%*%

-*-**------**Quite low
-%2%-%2%16%-%-%-%-%-%-%5%1%

2345-*6-16-*10Neither low nor high
42%12%19%33%-%49%27%-%50%38%-%1%25%

281142*9-*42415Quite high
54%37%50%22%69%51%38%-%22%26%88%60%38%

*1177*-8-*5*214Very high
5%49%30%42%15%-%34%-%27%36%12%33%35%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

21918102*17-192629NET: High
58%86%81%64%84%51%73%-%50%62%100%93%74%

-****------**NET: Low
-%2%*%2%16%-%-%-%-%-%-%5%1%
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Table 173  (continuation)                                                                                                                                                  Page 2817

The quality of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express
on each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*a*b*a*ba*b*aSignificance Level: 95%
-731142910231241150Unweighted total
-522820542017539Weighted total

----------*Very low
-%-%-%-%-%-%-%-%-%-%*%

--*-*--****Quite low
-%-%2%-%2%-%-%2%1%5%1%

-23*42-34210Neither low nor high
-%40%12%4%21%39%-%13%25%39%25%

-310583466315Quite high
-%55%46%66%38%55%100%31%32%50%38%

-*928*-117*14Very high
-%6%40%29%39%5%-%54%43%7%35%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-319815341713329NET: High
-%60%86%96%77%61%100%85%75%57%74%

--*-*--****NET: Low
-%-%2%-%2%-%-%2%1%5%1%
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The quality of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express
on each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*ba*d*c*b*a*d*c*b*aSignificance Level: 95%
-2225222432-92928-9241450Unweighted total
-1021111322-31721-714839Weighted total

--------------*Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-*****--**--*-*Quite low
-%4%1%2%2%2%-%-%2%1%-%-%2%-%1%

-23633-266-44*10Neither low nor high
-%26%13%54%20%12%-%73%37%30%-%52%28%3%25%

-47378-*79-39515Quite high
-%43%35%32%56%37%-%12%40%43%-%42%65%63%38%

-3111311-*45-*1314Very high
-%28%51%12%22%49%-%15%21%26%-%7%5%34%35%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-71851019-11014-310729NET: High
-%70%86%44%78%86%-%27%61%68%-%48%70%97%74%

-*****--**--*-*NET: Low
-%4%1%2%2%2%-%-%2%1%-%-%2%-%1%
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The quality of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express
on each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-3-120254213151850Unweighted total
-3-*9222*7101039Weighted total

-----------*Very low
-%-%-%-%-%-%-%-%-%-%-%*%

---***--****Quite low
-%-%-%100%4%1%-%-%5%3%3%1%

-2--262*25610Neither low nor high
-%49%-%-%26%26%88%54%31%55%58%25%

-2--47--23315Quite high
-%51%-%-%42%32%-%-%27%32%30%38%

----39**31114Very high
-%-%-%-%28%41%12%46%37%10%10%35%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

-2--716**44429NET: High
-%51%-%-%71%73%12%46%63%42%40%74%

---***--****NET: Low
-%-%-%100%4%1%-%-%5%3%3%1%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 173  (continuation)                                                                                                                                                  Page 2820

The quality of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express
on each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*d*cbaedcbaSignificance Level: 95%
337232-184732504447464750Unweighted total
236224-163725393237373739Weighted total

-----**-******Very low
-%-%-%-%-%1%*%-%*%*%*%*%*%*%

***---********Quite low
*%4%12%-%-%-%1%1%1%1%1%1%1%1%

34-4-7106101010101010Neither low nor high
12%61%-%18%-%47%26%22%25%30%26%27%26%25%

8*-8-81512151315151515Quite high
36%3%-%34%-%49%40%47%38%40%40%40%40%38%

122211-112714912121214Very high
52%31%88%48%-%4%32%30%35%29%32%32%32%35%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

202220-82719292227272729NET: High
88%34%88%82%-%53%72%77%74%69%72%73%72%74%

***--*********NET: Low
*%4%12%-%-%1%1%1%1%1%1%1%1%1%
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The quality of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express
on each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*ba*c*b*a*cb*ab*a*baSignificance Level: 95%
1238224229356331773850Unweighted total
1227176165286211863139Weighted total

*---*-*--**-*Very low
1%-%-%-%1%-%*%-%-%*%1%-%*%

-**--**-*-*-*Quite low
-%1%2%-%-%5%*%-%2%-%4%-%1%

54226*82272810Neither low nor high
44%17%10%29%38%2%28%30%11%40%34%24%25%

*15825410*8721215Quite high
3%54%46%38%32%89%38%2%39%38%30%38%38%

67725*9410421214Very high
53%28%42%33%30%4%34%68%48%21%31%38%35%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

722154105204181142429NET: High
56%82%87%71%62%93%71%70%87%59%61%76%74%

***-***-***-*NET: Low
1%1%2%-%1%5%1%-%2%*%6%-%1%
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The quality of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express
on each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
35943421533850Unweighted total
47232422352339Weighted total

----*-------*Very low
-%-%-%-%4%-%-%-%-%-%-%-%*%

-----------**Quite low
-%-%-%-%-%-%-%-%-%-%-%13%1%

--*-----232210Neither low nor high
-%-%10%-%-%-%-%-%65%67%96%70%25%

4312-2*-12-*15Quite high
100%41%37%90%-%47%9%-%28%33%-%13%38%

-41*2222*-**14Very high
-%59%53%10%96%53%91%100%7%-%4%4%35%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

4723242212**29NET: High
100%100%90%100%96%100%100%100%35%33%4%17%74%

----*------**NET: Low
-%-%-%-%4%-%-%-%-%-%-%13%1%
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The quality of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express
on each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
171181450Unweighted total
13971039Weighted total

-*--*Very low
-%1%-%-%*%

---**Quite low
-%-%-%4%1%

*-2810Neither low nor high
2%-%27%75%25%

841215Quite high
59%49%15%19%38%

554*14Very high
40%50%59%2%35%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

1395229NET: High
98%99%73%21%74%

-*-**NET: Low
-%1%-%4%1%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 173  (continuation)                                                                                                                                                  Page 2824

The quality of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express
on each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
653682838172250Unweighted total
13*91341133539Weighted total

-*---**-*-*Very low
-%3%-%-%-%8%46%-%3%-%1%

--*--*-**-*Quite low
-%-%60%-%-%9%-%11%10%-%1%

*-**71-*178Neither low nor high
45%-%23%5%50%18%-%23%19%20%20%

*1*341-*11214Quite high
31%27%16%35%33%35%-%44%40%35%35%

*2-621**11617Very high
23%70%-%60%17%30%54%22%28%45%43%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

*3*963*122831NET: High
55%97%16%95%50%65%54%66%68%80%78%

-**--1***-1NET: Low
-%3%60%-%-%17%46%11%13%-%2%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on
each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
7443551376323550Unweighted total
111365*2106324439Weighted total

*--*-*-------*Very low
7%-%-%1%-%100%-%-%-%-%-%-%-%1%

--**-----*---*Quite low
-%-%13%1%-%-%-%-%-%10%-%-%-%1%

*1*62-*2-**2-8Neither low nor high
17%63%61%17%40%-%10%19%-%7%5%44%-%20%

11*12*--52-22*14Quite high
61%37%25%34%9%-%-%57%32%-%95%56%4%35%

*--172-2242--417Very high
15%-%-%47%51%-%90%24%68%83%-%-%96%43%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11*293-286222431NET: High
76%37%25%81%60%-%90%81%100%83%95%56%100%78%

*-*1-*---*---1NET: Low
7%-%13%1%-%100%-%-%-%10%-%-%-%2%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on
each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
347163441-174222-50Unweighted total
2378314*-161414-39Weighted total

-***---*--*-*Very low
-%1%1%1%-%-%-%2%-%-%1%-%1%

-*-*---**---*Quite low
-%1%-%1%-%-%-%1%37%-%-%-%1%

*735*--3*-5-8Neither low nor high
20%20%34%16%2%-%-%18%27%-%32%-%20%

212113**-7*-6-14Quite high
75%32%12%41%5%100%-%43%24%-%45%-%35%

*174134--6*43-17Very high
4%46%53%41%93%-%-%36%12%100%22%-%43%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

2295254*-12*49-31NET: High
80%78%65%82%98%100%-%79%36%100%67%-%78%

-1*1---**-*-1NET: Low
-%2%1%2%-%-%-%2%37%-%1%-%2%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on
each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
16826-5050Unweighted total
11325-3939Weighted total

*-*-**Very low
1%-%1%-%1%1%

-**-**Quite low
-%4%1%-%1%1%

4*3-88Neither low nor high
36%17%13%-%20%20%

328-1414Quite high
31%72%33%-%35%35%

4*13-1717Very high
33%7%52%-%43%43%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

7221-3131NET: High
64%79%85%-%78%78%

**1-11NET: Low
1%4%2%-%2%2%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on
each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
212181446----13172950Unweighted total
17157*237----*2152239Weighted total

*----*------*-*Very low
2%-%-%-%-%1%-%-%-%-%-%-%2%-%1%

-**--*-------**Quite low
-%2%1%-%-%1%-%-%-%-%-%-%-%2%1%

611--8------628Neither low nor high
36%6%9%-%-%21%-%-%-%-%-%-%41%7%20%

652**13----**6714Quite high
36%37%27%100%17%36%-%-%-%-%100%9%39%34%35%

484-215-----231217Very high
26%55%62%-%83%41%-%-%-%-%-%91%18%57%43%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11146*228----*292031NET: High
62%92%89%100%100%77%-%-%-%-%100%100%57%91%78%

***--1------**1NET: Low
2%2%1%-%-%2%-%-%-%-%-%-%2%2%2%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on
each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edc*baSignificance Level: 95%
---1-53041163936283450Unweighted total
---2-3223292526172439Weighted total

------********Very low
-%-%-%-%-%-%1%1%3%1%1%1%1%1%

------*--*****Quite low
-%-%-%-%-%-%2%-%-%1%1%2%1%1%

---2-218465458Neither low nor high
-%-%-%100%-%74%7%24%44%23%21%26%22%20%

-----19124799814Quite high
-%-%-%-%-%26%41%37%48%30%36%56%32%35%

------1113*111131117Very high
-%-%-%-%-%-%50%39%5%45%41%15%44%43%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----1192451920121831NET: High
-%-%-%-%-%26%91%75%53%74%77%71%76%78%

------1**11111NET: Low
-%-%-%-%-%-%3%1%3%2%2%3%2%2%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on
each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-81279------13850Unweighted total
-110411------*2539Weighted total

---*--------**Very low
-%-%-%5%-%-%-%-%-%-%-%-%1%1%

--*-*-------**Quite low
-%-%3%-%1%-%-%-%-%-%-%-%1%1%

-*3*2-------68Neither low nor high
-%11%27%5%23%-%-%-%-%-%-%-%23%20%

-1342------*714Quite high
-%61%28%86%20%-%-%-%-%-%-%100%29%35%

-*4*6-------1117Very high
-%28%43%4%56%-%-%-%-%-%-%-%45%43%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1748------*1931NET: High
-%89%71%90%76%-%-%-%-%-%-%100%74%78%

--***-------11NET: Low
-%-%3%5%1%-%-%-%-%-%-%-%2%2%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on
each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
432252510227-61361450Unweighted total
42223162*23-1152739Weighted total

-**---*--*--*Very low
-%1%1%-%-%-%1%-%-%2%-%-%1%

-*-**------**Quite low
-%2%-%2%16%-%-%-%-%-%-%5%1%

*5351*5--4*18Neither low nor high
2%24%13%29%33%100%22%-%-%30%4%21%20%

46951-7-142114Quite high
95%25%39%30%36%-%29%-%71%25%88%10%35%

*11116*-11-*6*417Very high
2%48%47%39%15%-%48%-%29%43%8%64%43%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

41619111-18-1102531NET: High
98%73%85%69%51%-%77%-%100%68%96%74%78%

-1***-*--*-*1NET: Low
-%3%1%2%16%-%1%-%-%2%-%5%2%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on
each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*a*b*a*ba*b*aSignificance Level: 95%
-731142910231241150Unweighted total
-522820542017539Weighted total

-***-*-*-**Very low
-%4%1%3%-%5%-%1%-%4%1%

--*-*--****Quite low
-%-%2%-%2%-%-%2%1%5%1%

-2535*-55*8Neither low nor high
-%35%24%34%27%8%-%26%31%7%20%

-38353445214Quite high
-%55%35%34%24%51%100%18%28%46%35%

-*9292-117217Very high
-%6%39%29%47%37%-%53%40%37%43%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-316514541412431NET: High
-%60%73%63%71%88%100%71%69%83%78%

-*1***-1*11NET: Low
-%4%3%3%2%5%-%3%1%9%2%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on
each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*ba*d*c*b*a*d*c*b*aSignificance Level: 95%
-2225222432-92928-9241450Unweighted total
-1021111322-31721-714839Weighted total

--****--**---**Very low
-%-%1%2%2%1%-%-%1%1%-%-%-%3%1%

-*****--**--*-*Quite low
-%4%1%2%2%2%-%-%2%1%-%-%2%-%1%

-55345-265-2428Neither low nor high
-%50%23%30%33%24%-%67%35%24%-%28%30%29%20%

-25566-146-59314Quite high
-%21%25%42%43%25%-%21%22%31%-%66%64%37%35%

-2113211-*79-*1217Very high
-%25%50%23%20%48%-%12%39%42%-%5%4%31%43%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-4167816-11015-510531NET: High
-%46%75%65%63%73%-%33%61%73%-%72%68%68%78%

-*1111--11--**1NET: Low
-%4%2%5%4%3%-%-%4%2%-%-%2%3%2%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on
each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-3-120254213151850Unweighted total
-3-*9222*7101039Weighted total

-----****-**Very low
-%-%-%-%-%1%10%54%3%-%2%1%

---***--****Quite low
-%-%-%100%4%1%-%-%5%3%3%1%

-*--552-*328Neither low nor high
-%3%-%-%49%21%82%-%5%32%24%20%

-3--26--24514Quite high
-%97%-%-%22%30%-%-%28%44%47%35%

----210**42217Very high
-%-%-%-%25%47%8%46%59%21%24%43%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

-3--417**66731NET: High
-%97%-%-%47%77%8%46%87%65%71%78%

---**1**1*11NET: Low
-%-%-%100%4%2%10%54%9%3%5%2%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on
each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*d*cbaedcbaSignificance Level: 95%
337232-184732504447464750Unweighted total
236224-163725393237373739Weighted total

*----*********Very low
1%-%-%-%-%2%1%1%1%1%1%1%1%1%

***---********Quite low
*%4%12%-%-%-%1%1%1%1%1%1%1%1%

62-8-485878888Neither low nor high
25%33%-%31%-%29%21%19%20%23%21%21%21%20%

62-6-8138141114141414Quite high
25%28%-%23%-%54%36%34%35%36%37%37%37%35%

112211-21511171315151517Very high
48%34%88%46%-%16%41%45%43%40%40%41%40%43%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

174216-112820312429292931NET: High
73%63%88%69%-%69%77%79%78%76%77%78%77%78%

***--*11111111NET: Low
2%4%12%-%-%2%2%2%2%2%2%2%2%2%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on
each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*ba*c*b*a*cb*ab*a*baSignificance Level: 95%
1238224229356331773850Unweighted total
1227176165286211863139Weighted total

**--*-**-**-*Very low
1%1%-%-%2%-%*%4%-%2%5%-%1%

-**--**-*-*-*Quite low
-%1%2%-%-%5%*%-%2%-%4%-%1%

4332323271*78Neither low nor high
36%13%16%31%20%46%11%39%34%4%2%22%20%

212725211-4104914Quite high
18%43%42%31%30%42%41%-%19%53%58%30%35%

611728*1349821517Very high
46%42%40%38%48%7%47%57%46%41%31%48%43%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

823144132254131752431NET: High
63%85%82%69%78%49%88%57%64%95%89%78%78%

*1*-******1-1NET: Low
1%2%2%-%2%5%1%4%2%2%9%-%2%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on
each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
35943421533850Unweighted total
47232422352339Weighted total

----*------**Very low
-%-%-%-%4%-%-%-%-%-%-%8%1%

-----------**Quite low
-%-%-%-%-%-%-%-%-%-%-%13%1%

2*1*2-*-*-2*8Neither low nor high
50%7%48%4%92%-%9%-%4%-%76%7%20%

221--2--151*14Quite high
50%34%27%-%-%47%-%-%31%100%24%4%35%

-4*2*2222--217Very high
-%59%25%96%4%53%91%100%65%-%-%68%43%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

2712*422351231NET: High
50%93%52%96%4%100%91%100%96%100%24%71%78%

----*------11NET: Low
-%-%-%-%4%-%-%-%-%-%-%21%2%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on
each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
171181450Unweighted total
13971039Weighted total

-*-**Very low
-%1%-%2%1%

---**Quite low
-%-%-%4%1%

32*28Neither low nor high
26%22%4%20%20%

521614Quite high
38%23%13%55%35%

556217Very high
35%54%83%18%43%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

1076831NET: High
74%77%96%74%78%

-*-11NET: Low
-%1%-%6%2%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate TNT Express on
each of the following aspects:)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1----2-2--2Unweighted total
*----*-*--*Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

-----------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite high
-%-%-%-%-%-%-%-%-%-%-%

*----*-*--*Very high
100%-%-%-%-%100%-%100%-%-%100%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

*----*-*--*NET: High
100%-%-%-%-%100%-%100%-%-%100%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1--1---1-----2Unweighted total
*--*---*-----*Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*---*-----*Very high
100%-%-%100%-%-%-%100%-%-%-%-%-%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*---*-----*NET: High
100%-%-%100%-%-%-%100%-%-%-%-%-%100%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 175  (continuation)                                                                                                                                                  Page 2841

The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-211---2----2Unweighted total
-***---*----*Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-***---*----*Very high
-%100%100%100%-%-%-%100%-%-%-%-%100%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-***---*----*NET: High
-%100%100%100%-%-%-%100%-%-%-%-%100%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 175  (continuation)                                                                                                                                                  Page 2842

The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
-11-22Unweighted total
-**-**Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

------Neither low nor high
-%-%-%-%-%-%

------Quite high
-%-%-%-%-%-%

-**-**Very high
-%100%100%-%100%100%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

-**-**NET: High
-%100%100%-%100%100%

------NET: Low
-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 175  (continuation)                                                                                                                                                  Page 2843

The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2----2------2-2Unweighted total
*----*------*-*Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*----*------*-*Very high
100%-%-%-%-%100%-%-%-%-%-%-%100%-%100%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*----*------*-*NET: High
100%-%-%-%-%100%-%-%-%-%-%-%100%-%100%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 175  (continuation)                                                                                                                                                  Page 2844

The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
------221-2212Unweighted total
------***-****Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------***-****Very high
-%-%-%-%-%-%100%100%100%-%100%100%100%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------***-****NET: High
-%-%-%-%-%-%100%100%100%-%100%100%100%100%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 175  (continuation)                                                                                                                                                  Page 2845

The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-2-----------2Unweighted total
-*-----------*Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----------*Very high
-%100%-%-%-%-%-%-%-%-%-%-%-%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----------*NET: High
-%100%-%-%-%-%-%-%-%-%-%-%-%100%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 175  (continuation)                                                                                                                                                  Page 2846

The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
2-2---------2Unweighted total
*-*---------*Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*---------*Very high
100%-%100%-%-%-%-%-%-%-%-%-%100%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*---------*NET: High
100%-%100%-%-%-%-%-%-%-%-%-%100%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 175  (continuation)                                                                                                                                                  Page 2847

The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--11--2---2Unweighted total
--**--*---*Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

-----------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite high
-%-%-%-%-%-%-%-%-%-%-%

--**--*---*Very high
-%-%100%100%-%-%100%-%-%-%100%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

--**--*---*NET: High
-%-%100%100%-%-%100%-%-%-%100%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 175  (continuation)                                                                                                                                                  Page 2848

The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-11-11-----1222Unweighted total
-**-**-----****Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**-**-----****Very high
-%100%100%-%100%100%-%-%-%-%-%100%100%100%100%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**-**-----****NET: High
-%100%100%-%100%100%-%-%-%-%-%100%100%100%100%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
---112-----2Unweighted total
---***-----*Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%

---***-----*Very high
-%-%-%100%100%100%-%-%-%-%-%100%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

---***-----*NET: High
-%-%-%100%100%100%-%-%-%-%-%100%

------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
2--2-111222222Unweighted total
*--*-*********Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*********Very high
100%-%-%100%-%100%100%100%100%100%100%100%100%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*********NET: High
100%-%-%100%-%100%100%100%100%100%100%100%100%100%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
11-111-12--22Unweighted total
**-***-**--**Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%

**-***-**--**Very high
100%100%-%100%100%100%-%100%100%-%-%100%100%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

**-***-**--**NET: High
100%100%-%100%100%100%-%100%100%-%-%100%100%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q2 2019Q3 2018Apr' 2019Jul' 2018Total base

*b*a*b*aSignificance Level: 95%
11112Unweighted total
*****Weighted total

-----Very low
-%-%-%-%-%

-----Quite low
-%-%-%-%-%

-----Neither low nor high
-%-%-%-%-%

-----Quite high
-%-%-%-%-%

*****Very high
100%100%100%100%100%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

*****NET: High
100%100%100%100%100%

-----NET: Low
-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 175  (continuation)                                                                                                                                                  Page 2853

The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b - a,b

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1----2-2--2Unweighted total
*----*-*--*Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

-----------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite high
-%-%-%-%-%-%-%-%-%-%-%

*----*-*--*Very high
100%-%-%-%-%100%-%100%-%-%100%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

*----*-*--*NET: High
100%-%-%-%-%100%-%100%-%-%100%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 176                                                                                                                                                                  Page 2854

The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1--1---1-----2Unweighted total
*--*---*-----*Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*---*-----*Very high
100%-%-%100%-%-%-%100%-%-%-%-%-%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*---*-----*NET: High
100%-%-%100%-%-%-%100%-%-%-%-%-%100%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-211---2----2Unweighted total
-***---*----*Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-***---*----*Very high
-%100%100%100%-%-%-%100%-%-%-%-%100%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-***---*----*NET: High
-%100%100%100%-%-%-%100%-%-%-%-%100%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 176  (continuation)                                                                                                                                                  Page 2856

The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
-11-22Unweighted total
-**-**Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

------Neither low nor high
-%-%-%-%-%-%

------Quite high
-%-%-%-%-%-%

-**-**Very high
-%100%100%-%100%100%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

-**-**NET: High
-%100%100%-%100%100%

------NET: Low
-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 176  (continuation)                                                                                                                                                  Page 2857

The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2----2------2-2Unweighted total
*----*------*-*Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*----*------*-*Very high
100%-%-%-%-%100%-%-%-%-%-%-%100%-%100%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*----*------*-*NET: High
100%-%-%-%-%100%-%-%-%-%-%-%100%-%100%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 176  (continuation)                                                                                                                                                  Page 2858

The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
------221-2212Unweighted total
------***-****Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------***-****Very high
-%-%-%-%-%-%100%100%100%-%100%100%100%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------***-****NET: High
-%-%-%-%-%-%100%100%100%-%100%100%100%100%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-2-----------2Unweighted total
-*-----------*Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----------*Very high
-%100%-%-%-%-%-%-%-%-%-%-%-%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----------*NET: High
-%100%-%-%-%-%-%-%-%-%-%-%-%100%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
2-2---------2Unweighted total
*-*---------*Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*---------*Very high
100%-%100%-%-%-%-%-%-%-%-%-%100%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*---------*NET: High
100%-%100%-%-%-%-%-%-%-%-%-%100%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--11--2---2Unweighted total
--**--*---*Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

-----------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite high
-%-%-%-%-%-%-%-%-%-%-%

--**--*---*Very high
-%-%100%100%-%-%100%-%-%-%100%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

--**--*---*NET: High
-%-%100%100%-%-%100%-%-%-%100%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-11-11-----1222Unweighted total
-**-**-----****Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**-**-----****Very high
-%100%100%-%100%100%-%-%-%-%-%100%100%100%100%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**-**-----****NET: High
-%100%100%-%100%100%-%-%-%-%-%100%100%100%100%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
---112-----2Unweighted total
---***-----*Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%

---***-----*Very high
-%-%-%100%100%100%-%-%-%-%-%100%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

---***-----*NET: High
-%-%-%100%100%100%-%-%-%-%-%100%

------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
2--2-111222222Unweighted total
*--*-*********Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*********Very high
100%-%-%100%-%100%100%100%100%100%100%100%100%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*********NET: High
100%-%-%100%-%100%100%100%100%100%100%100%100%100%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
11-111-12--22Unweighted total
**-***-**--**Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%

**-***-**--**Very high
100%100%-%100%100%100%-%100%100%-%-%100%100%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

**-***-**--**NET: High
100%100%-%100%100%100%-%100%100%-%-%100%100%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q2 2019Q3 2018Apr' 2019Jul' 2018Total base

*b*a*b*aSignificance Level: 95%
11112Unweighted total
*****Weighted total

-----Very low
-%-%-%-%-%

-----Quite low
-%-%-%-%-%

-----Neither low nor high
-%-%-%-%-%

-----Quite high
-%-%-%-%-%

*****Very high
100%100%100%100%100%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

*****NET: High
100%100%100%100%100%

-----NET: Low
-%-%-%-%-%
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The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how
would you rate TNT Post UK on each of the following aspects:)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b - a,b

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
25821304380121949112192Unweighted total

6515395611237165176Weighted total

----4----44Very low
-%-%-%-%7%-%-%-%-%2%2%

*--1-1-**45Quite low
4%-%-%1%-%5%-%5%6%3%3%

*2*221-*11213Neither low nor high
4%39%2%5%3%10%-%18%9%7%7%

313131341134751Quite high
50%16%17%34%24%39%47%25%42%28%29%

22122335511396101Very high
42%45%81%59%63%46%53%52%43%58%58%

Don't Know (DO NOT READ
----2----22OUT)
-%-%-%-%3%-%-%-%-%1%1%

5315364910226143152NET: High
92%61%98%93%87%85%100%77%85%87%87%

*--141-**89NET: Low
4%-%-%1%7%5%-%5%6%5%5%
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2625171241218162517215415192Unweighted total

71351501424243317215220176Weighted total

---4--2--2---4Very low
-%-%-%2%-%-%8%-%-%93%-%-%-%2%

--14*---2*--25Quite low
-%-%10%3%2%-%-%-%12%7%-%-%9%3%

1**12-*44*-22-13Neither low nor high
10%2%2%8%-%1%15%12%1%-%12%79%-%7%

241442132103-4*1151Quite high
32%32%11%29%16%55%8%30%15%-%25%14%53%29%

484851110161912-8*8101Very high
59%62%77%57%83%45%69%58%71%-%52%7%38%58%

Don't Know (DO NOT READ
-1-2------2--2OUT)
-%4%-%1%-%-%-%-%-%-%12%-%-%1%

71251291423182915-12118152NET: High
90%94%88%86%98%99%77%88%87%-%76%21%91%87%

--18*-2-22--29NET: Low
-%-%10%5%2%-%8%-%12%100%-%-%9%5%
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
3216042150487871114412192Unweighted total
26150301464676717335*176Weighted total

-422---4----4Very low
-%2%6%1%-%-%-%5%-%-%-%-%2%

-5231--*-22-5Quite low
-%3%6%2%1%-%-%*%-%71%6%-%3%

-133102-26*-3-13Neither low nor high
-%8%8%7%4%-%28%8%1%-%8%-%7%

9428431124213*9*51Quite high
36%28%26%30%25%32%59%30%42%6%26%50%29%

148716863251404119*101Very high
57%58%52%59%70%68%13%56%57%22%55%50%58%

Don't Know (DO NOT READ
2112---1--2-2OUT)
7%*%2%1%-%-%-%1%-%-%5%-%1%

a

24129231294475617128*152NET: High
93%86%78%89%94%100%72%86%99%29%81%100%87%

-9451--4-22-9NET: Low
-%6%12%3%1%-%-%5%-%71%6%-%5%

a
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
7232849183192Unweighted total
6326818168176Weighted total

2--224Very low
3%-%-%23%1%2%

1-4-55Quite low
2%-%5%-%3%3%

22821113Neither low nor high
3%8%10%24%6%7%

1892224951Quite high
29%33%27%30%29%29%

3916462100101Very high
62%59%56%22%59%58%

Don't Know (DO NOT READ
1-2-22OUT)
1%-%2%-%1%1%

5824674148152NET: High
91%92%83%53%88%87%

3-4279NET: Low
5%-%5%23%4%5%
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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: 12/07/19



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%
877827625167--3211962105192Unweighted total
617937114162--1**1247115176Weighted total

-22--4-------44Very low
-%2%5%-%-%2%-%-%-%-%-%-%-%3%2%

122*14----*1*45Quite low
2%2%5%16%7%2%-%-%-%-%100%6%*%3%3%

536**12--*--*4813Neither low nor high
7%3%15%19%3%8%-%-%41%-%-%1%9%7%7%

192581150--**-1183251Quite high
31%31%21%44%10%31%-%-%59%43%-%7%37%28%29%

344820*1091---*-102367101Very high
56%61%54%21%77%56%-%-%-%57%-%82%50%59%58%

Don't Know (DO NOT READ
2---12-----12-2OUT)
4%-%-%-%4%1%-%-%-%-%-%4%4%-%1%

a

537227112141--**-1141100152NET: High
87%92%75%65%86%87%-%-%59%100%-%89%87%87%87%

144*18----*1*79NET: Low
2%5%10%16%7%5%-%-%-%-%100%6%*%6%5%
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-31497991506712612391114192Unweighted total
-2*1438511948105966787176Weighted total

------2---2224Very low
-%-%-%-%-%-%2%-%-%-%2%3%2%2%

f

-1---*25113135Quite low
-%23%-%-%-%8%2%4%2%1%3%1%3%3%

----1*494753513Neither low nor high
-%-%-%-%16%9%5%7%9%6%5%5%6%7%

-*-1*2243693227182551Quite high
-%5%-%50%10%67%28%30%20%31%28%27%28%29%

-2*13*52693263574351101Very high
-%72%100%50%74%17%60%58%66%60%60%63%58%58%

Don't Know (DO NOT READ
------21222122OUT)
-%-%-%-%-%-%3%*%4%2%2%1%3%1%

-2*132751054195846175152NET: High
-%77%100%100%84%83%88%88%85%90%88%91%87%87%

-1---*45115359NET: Low
-%23%-%-%-%8%5%4%2%1%5%4%5%5%
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*ed*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-392926292-11139111192Unweighted total
-17292328*-**22497176Weighted total

----2--------4Very low
-%-%-%-%7%-%-%-%-%-%-%-%-%2%

-*21-------*15Quite low
-%2%7%2%-%-%-%-%-%-%-%11%1%3%

-*2*3------*613Neither low nor high
-%2%7%*%9%-%-%-%-%-%-%6%7%7%

-65115*-**-**3151Quite high
-%38%16%47%18%100%-%100%100%-%13%10%32%29%

-1020918-----2258101Very high
-%58%71%40%66%-%-%-%-%-%87%60%60%58%

Don't Know (DO NOT READ
---2-----2-1-2OUT)
-%-%-%10%-%-%-%-%-%100%-%13%-%1%

-16252023*-**-2390152NET: High
-%96%87%87%84%100%-%100%100%-%100%70%93%87%

-*212------*19NET: Low
-%2%7%2%7%-%-%-%-%-%-%11%1%5%
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*baba*c*ba*edc*baSignificance Level: 95%
249911181232101332342730192Unweighted total
1778997714*91222312722176Weighted total

-2-4--------4Very low
-%2%-%5%-%-%-%-%-%-%-%-%2%

b

-341*-1-*-*15Quite low
-%4%4%1%1%-%1%-%2%-%1%2%3%

2384*-62*4**13Neither low nor high
13%3%8%6%1%-%7%85%2%12%1%1%7%

52131205*28*1059851Quite high
30%27%32%26%32%100%30%15%45%17%33%35%29%

c

104755469-53-11221613101Very high
57%60%56%60%66%-%59%-%49%71%59%61%58%

Don't Know (DO NOT READ
-2-2--2-1-2-2OUT)
-%3%-%3%-%-%3%-%2%-%7%-%1%

1569866614*81*21272521152NET: High
87%88%87%86%98%100%89%15%94%88%92%96%87%

-544*-1-*-*19NET: Low
-%6%4%6%1%-%1%-%2%-%1%2%5%
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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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cbaba*babaSignificance Level: 95%
-2310642943113977735192Unweighted total
-13823377267776327176Weighted total

--2----2--4Very low
-%-%2%-%-%-%-%2%-%-%2%

-*3*11-3115Quite low
-%1%3%*%1%2%-%4%1%2%3%

-*516*-36*13Neither low nor high
-%4%6%2%8%1%-%3%10%1%7%

-72414248*22161051Quite high
-%55%30%42%32%31%7%28%25%37%29%

-5461944167463916101Very high
-%40%56%56%57%64%93%59%62%58%58%

Don't Know (DO NOT READ
--2-21-2212OUT)
-%-%3%-%2%2%-%3%3%2%1%

-13703268247685526152NET: High
-%95%86%98%89%95%100%88%86%95%87%

b

-*5*11-5119NET: Low
-%1%6%*%1%2%-%6%1%2%5%
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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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*d*cbaSignificance Level: 95%
76978708099-318098-208140192Unweighted total
24260576076-266387-106028176Weighted total

--2-22------2-4Very low
-%-%3%-%3%2%-%-%-%-%-%-%3%-%2%

-22113-*11-*1*5Quite low
-%6%4%2%1%4%-%1%2%1%-%1%1%*%3%

-21112--16-*3113Neither low nor high
-%6%1%1%1%3%-%-%1%7%-%5%5%3%7%

*1318201420-82229-5171351Quite high
17%32%31%35%23%27%-%29%35%34%-%55%28%47%29%

b

12237344246-183751-43714101Very high
53%53%61%59%70%61%-%68%58%58%-%38%61%50%58%

Don't Know (DO NOT READ
12-212-121--1-2OUT)

30%4%-%4%1%3%-%2%4%1%-%-%1%-%1%

13655535666-265980-95427152NET: High
70%84%92%93%93%87%-%97%94%92%-%94%90%97%87%

-24135-*11-*3*9NET: Low
-%6%7%2%5%6%-%1%2%1%-%1%5%*%5%
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
21134667999543542192Unweighted total
39*4406578412436176Weighted total

-----2-----4Very low
-%-%-%-%-%3%-%-%-%-%-%2%

----22--*1*5Quite low
-%-%-%-%6%3%-%-%1%2%1%3%

---*21--***13Neither low nor high
-%-%-%3%6%1%-%-%1%1%*%7%

21*2141933159951Quite high
47%11%100%45%34%30%34%32%37%36%25%29%

28-2193956251327101Very high
53%89%-%40%48%60%66%68%60%53%74%58%

Don't Know (DO NOT READ
---122--12-2OUT)
-%-%-%13%6%4%-%-%1%7%-%1%

39*3335878402236152NET: High
100%100%100%84%82%89%100%100%97%89%99%87%

----24--*1*9NET: Low
-%-%-%-%6%6%-%-%1%2%1%5%
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
109292124263178121189171180156177192Unweighted total

86292106245160114173155159134156176Weighted total

4--4--42444244Very low
4%-%-%3%-%-%2%2%2%2%2%1%2%2%

122*-*5*545555Quite low
1%7%92%*%-%*%3%*%3%3%3%4%3%3%

72-8-*13813111351113Neither low nor high
8%6%-%8%-%1%8%7%7%7%8%4%7%7%

c

235*26*174532514145414551Quite high
26%17%8%25%7%39%28%28%29%26%28%31%29%29%

5020-6522792729993917989101Very high
58%69%-%61%93%60%57%63%57%60%57%59%57%58%

Don't Know (DO NOT READ
2--2--21222222OUT)
3%-%-%2%-%-%1%*%1%2%1%2%2%1%

7326*91244137104150134136120134152NET: High
85%87%8%86%100%99%85%91%86%86%85%90%86%87%

ab

4224-*82989799NET: Low
5%7%92%4%-%*%5%2%5%5%5%5%5%5%
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbaba*baSignificance Level: 95%
9110194167930117451514114159192Unweighted total
859188177030107391413513147176Weighted total

-42-222-224-4Very low
-%4%2%-%3%6%2%-%1%5%28%-%2%

23*14-32*4325Quite low
3%3%*%3%6%-%3%5%*%13%21%1%3%

cb

48642184762413Neither low nor high
5%9%7%22%3%2%8%10%5%17%14%3%7%

b

31202652093210381414451Quite high
36%22%30%30%28%31%30%25%27%39%7%30%29%

a

455651742196023938495101Very high
53%62%58%45%60%61%56%59%66%24%30%65%58%

a

Don't Know (DO NOT READ
2-2---2121-22OUT)
3%-%3%-%-%-%2%1%1%2%-%1%1%

7676781262289233131225140152NET: High
90%84%88%75%89%92%86%84%92%63%37%95%87%

a

2621625226629NET: Low
3%7%2%3%8%6%4%5%2%18%49%1%5%

b
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
131313111617121819181923192Unweighted total
15146121010192418181417176Weighted total

-----22-----4Very low
-%-%-%-%-%19%9%-%-%-%-%-%2%

-2--12-----*5Quite low
-%15%-%-%7%19%-%-%-%-%-%1%3%

----*-2244*113Neither low nor high
-%-%-%-%3%-%9%8%21%22%2%5%7%

55346149*26751Quite high
32%38%47%36%63%8%20%36%2%9%43%40%29%

10637351213121389101Very high
68%47%53%64%27%48%61%56%67%70%56%54%58%

Don't Know (DO NOT READ
-----1--2---2OUT)
-%-%-%-%-%5%-%-%10%-%-%-%1%

151261295162212141416152NET: High
100%85%100%100%90%56%81%92%69%78%98%94%87%

-2--142----*9NET: Low
-%15%-%-%7%38%9%-%-%-%-%1%5%
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
39444960192Unweighted total
34316149176Weighted total

-22-4Very low
-%6%3%-%2%

23-*5Quite low
6%8%-%*%3%

ab

-*7513Neither low nor high
-%1%12%10%7%

cdd

1311131451Quite high
37%36%21%29%29%

19153730101Very high
57%48%61%60%58%

Don't Know (DO NOT READ
-12-2OUT)
-%2%3%-%1%

32265044152NET: High
94%83%82%90%87%

242*9NET: Low
6%14%3%*%5%

a
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
25821304380121949112192Unweighted total

6515395611237165176Weighted total

*-*-2*--*22Very low
1%-%2%-%3%3%-%-%5%1%1%

--2141*-*67Quite low
-%-%12%1%8%6%14%-%7%4%4%

1*2853*122326Neither low nor high
15%7%16%21%9%23%18%25%24%14%15%

34292331125962Quite high
45%87%14%24%41%28%37%29%25%36%35%

2*8201841136873Very high
38%6%56%53%32%38%32%38%39%42%41%

Don't Know (DO NOT READ
----4*-*-56OUT)
-%-%-%-%7%2%-%8%-%3%3%

551130417124127135NET: High
84%93%70%77%73%66%68%67%64%77%77%

*-2161*-189NET: Low
1%-%14%1%11%10%14%-%12%5%5%
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2625171241218162517215415192Unweighted total

71351501424243317215220176Weighted total

**-2----*2---2Very low
1%1%-%1%-%-%-%-%1%93%-%-%-%1%

--17*2221--*-7Quite low
-%-%10%4%1%9%8%5%3%-%-%7%-%4%

1312126242**-426Neither low nor high
18%20%20%14%16%27%8%12%14%7%1%-%20%15%

22157289168-6*862Quite high
30%19%16%38%14%35%38%48%46%-%37%7%40%35%

463608711116-82873Very high
50%47%53%40%55%29%46%34%36%-%50%86%40%41%

Don't Know (DO NOT READ
-2-42--*--2--6OUT)
-%13%-%3%14%-%-%1%-%-%12%-%-%3%

684117915202714-13216135NET: High
80%66%70%78%69%64%84%82%82%-%87%93%80%77%

**19*22212-*-9NET: Low
1%1%10%6%1%9%8%5%4%93%-%7%-%5%
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
3216042150487871114412192Unweighted total
26150301464676717335*176Weighted total

-22*--*2--*-2Very low
-%1%7%*%-%-%3%3%-%-%1%-%1%

a

*7252--3--2-7Quite low
1%5%6%4%5%-%-%4%-%-%5%-%4%

5212243-215-*6-26Neither low nor high
19%14%8%16%7%-%29%21%-%18%16%-%15%

h

55712501944214-11-62Quite high
20%38%40%34%40%62%58%29%53%-%32%-%35%

145911622331302212*73Very high
53%39%37%42%49%38%10%42%35%82%35%100%41%

Don't Know (DO NOT READ
2415---11-4-6OUT)
7%2%2%3%-%-%-%1%12%-%11%-%3%

eh

19116231124174506224*135NET: High
73%77%77%77%89%100%68%71%88%82%68%100%77%

be

*9462-*5--2-9NET: Low
1%6%13%4%5%-%3%7%-%-%6%-%5%

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,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
7232849183192Unweighted total
6326818168176Weighted total

--*2*2Very low
-%-%*%23%*%1%

421-77Quite low
7%7%1%-%4%4%

741352126Neither low nor high
10%15%16%62%13%15%

221129-6262Quite high
35%44%35%-%37%35%

3093417273Very high
47%34%42%15%43%41%

Don't Know (DO NOT READ
1*4-66OUT)
1%1%5%-%3%3%

5220621134135NET: High
82%77%77%15%80%77%

421289NET: Low
7%7%2%23%4%5%
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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: 12/07/19



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%
877827625167--3211962105192Unweighted total
617937114162--1**1247115176Weighted total

**2-*2-----**22Very low
*%*%5%-%1%1%-%-%-%-%-%1%*%2%1%

16--16-----1*67Quite low
2%7%-%-%6%4%-%-%-%-%-%7%1%5%4%

899*125--**-171826Neither low nor high
13%12%24%35%8%15%-%-%41%43%-%5%15%16%15%

1932111360--*-*2164462Quite high
31%41%31%44%19%37%-%-%59%-%100%16%34%38%35%

303112*864---*-8214373Very high
49%40%32%21%62%40%-%-%-%57%-%66%46%37%41%

Don't Know (DO NOT READ
3-3-15-----1236OUT)
4%-%8%-%4%3%-%-%-%-%-%4%4%3%3%

496323111124--***103886135NET: High
80%80%63%65%81%76%-%-%59%57%100%83%80%75%77%

262-18-----1189NET: Low
3%8%5%-%7%5%-%-%-%-%-%8%1%7%5%
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-31497991506712612391114192Unweighted total
-2*1438511948105966787176Weighted total

------*******2Very low
-%-%-%-%-%-%*%*%*%*%*%*%*%1%

-1----54345557Quite low
-%23%-%-%-%-%5%3%6%3%5%8%6%4%

---11*8205161041026Neither low nor high
-%-%-%50%26%12%9%17%10%15%10%6%11%15%

bb

-*--*23539193938273262Quite high
-%5%-%-%5%82%41%32%40%37%39%40%36%35%

-2*13*3556194441313873Very high
-%72%100%50%69%7%41%47%40%42%42%45%44%41%

Don't Know (DO NOT READ
------31233136OUT)
-%-%-%-%-%-%3%1%4%2%3%1%3%3%

-2*13270943883785770135NET: High
-%77%100%50%74%88%82%79%79%79%82%85%80%77%

-1----54345559NET: Low
-%23%-%-%-%-%6%3%7%4%6%8%6%5%
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*ed*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-392926292-11139111192Unweighted total
-17292328*-**22497176Weighted total

---**-------*2Very low
-%-%-%*%1%-%-%-%-%-%-%-%*%1%

-*-13-----*-37Quite low
-%2%-%6%13%-%-%-%-%-%8%-%4%4%

-2431*-**-*21326Neither low nor high
-%9%14%13%4%100%-%100%100%-%5%59%13%15%

-591112-----213662Quite high
-%31%30%51%44%-%-%-%-%-%87%15%38%35%

-1016511------*4473Very high
-%57%55%20%38%-%-%-%-%-%-%12%45%41%

Don't Know (DO NOT READ
--*2-----2-1*6OUT)
-%-%1%10%-%-%-%-%-%100%-%13%*%3%

-15251623-----2180135NET: High
-%89%85%71%82%-%-%-%-%-%87%27%83%77%

-*-14-----*-49NET: Low
-%2%-%6%13%-%-%-%-%-%8%-%4%5%
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*baba*c*ba*edc*baSignificance Level: 95%
249911181232101332342730192Unweighted total
1778997714*91222312722176Weighted total

-**2--*----*2Very low
-%*%*%2%-%-%*%-%-%-%-%1%1%

-516-*3-*3-17Quite low
-%7%1%8%-%63%4%-%2%8%-%2%4%

b

1914123*13*56*426Neither low nor high
7%11%14%15%19%37%14%11%23%19%1%17%15%

53333298-30-51016862Quite high
29%41%33%38%59%-%34%-%22%33%58%37%35%

112947253-41211129973Very high
64%38%48%33%21%-%46%89%51%39%34%43%41%

a

Don't Know (DO NOT READ
-333*-2-1*2-6OUT)
-%3%3%3%1%-%3%-%2%1%7%-%3%

1662805411-72216222517135NET: High
93%79%81%71%80%-%79%89%73%71%92%80%77%

-518-*4-*3-19NET: Low
-%7%1%10%-%63%4%-%2%8%-%3%5%

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 - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cbaba*babaSignificance Level: 95%
-2310642943113977735192Unweighted total
-13823377267776327176Weighted total

--***--**-2Very low
-%-%*%*%*%-%-%*%*%-%1%

-*5*13-5317Quite low
-%2%6%1%1%12%-%7%4%3%4%

b

-1104123*910426Neither low nor high
-%8%12%11%16%13%3%12%15%13%15%

-931132415231211662Quite high
-%65%38%40%31%59%32%40%33%58%35%

bb

-3331638453028673Very high
-%25%41%47%50%14%65%38%44%24%41%

aa

Don't Know (DO NOT READ
--3*21-3216OUT)
-%-%3%1%3%2%-%3%3%2%3%

-12652962197604922135NET: High
-%90%79%87%80%73%97%78%77%81%77%

-*5113-5319NET: Low
-%2%6%2%1%12%-%7%5%3%5%

b
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*d*cbaSignificance Level: 95%
76978708099-318098-208140192Unweighted total
24260576076-266387-106028176Weighted total

-**-**---*--**2Very low
-%*%*%-%*%*%-%-%-%*%-%-%*%1%1%

-15355-233--517Quite low
-%2%8%5%9%7%-%8%5%4%-%-%8%3%4%

*48939-41412-14226Neither low nor high
23%9%13%16%5%12%-%16%22%14%-%12%6%7%15%

b

-1524242227-101836-7221862Quite high
-%35%39%42%37%35%-%37%29%41%-%76%37%63%35%

b

12123192832-102535-128773Very high
47%49%39%33%47%43%-%38%40%40%-%12%47%25%41%

a

Don't Know (DO NOT READ
12*213-131--1*6OUT)

30%5%*%4%1%3%-%2%4%1%-%-%1%1%3%

13647435059-204471-95125135NET: High
47%84%78%75%84%78%-%74%69%81%-%88%84%88%77%

-15355-233--519NET: Low
-%2%8%5%9%7%-%8%5%4%-%-%8%4%5%
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
21134667999543542192Unweighted total
39*4406578412436176Weighted total

----**--*--2Very low
-%-%-%-%*%*%-%-%*%-%-%1%

--*-3622*2*7Quite low
-%-%39%-%6%10%29%26%1%10%1%4%

-3**48-*64326Neither low nor high
-%27%61%3%10%12%-%1%15%16%9%15%

31-213225420101462Quite high
100%6%-%45%33%34%64%47%48%41%40%35%

-6-21825121461873Very high
-%67%-%40%44%39%7%25%35%26%50%41%

b

Don't Know (DO NOT READ
---133--12-6OUT)
-%-%-%13%6%4%-%-%1%7%-%3%

37-3314856341632135NET: High
100%73%-%84%77%73%71%73%83%66%90%77%

b

--*-372212*9NET: Low
-%-%39%-%7%10%29%26%1%10%1%5%
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
109292124263178121189171180156177192Unweighted total

86292106245160114173155159134156176Weighted total

2--2-*2*222*22Very low
2%-%-%2%-%*%1%*%1%1%1%*%1%1%

43*6*175777657Quite low
5%9%8%6%7%2%4%4%4%4%4%4%3%4%

152-16-92418262323192126Neither low nor high
17%8%-%15%-%19%15%16%15%15%15%15%14%15%

2912-38-145743605555485562Quite high
34%41%-%36%-%32%35%38%35%35%34%36%35%35%

33122412216645736467566773Very high
39%41%92%39%93%47%41%39%42%41%42%42%43%41%

Don't Know (DO NOT READ
3--3-*53545456OUT)
3%-%-%2%-%*%3%2%3%3%3%3%3%3%

632427923512288133119122104122135NET: High
72%82%92%75%93%79%76%77%77%76%76%78%78%77%

73*8*195999679NET: Low
8%9%8%8%7%2%6%5%5%6%6%4%5%5%
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbaba*baSignificance Level: 95%
9110194167930117451514114159192Unweighted total
859188177030107391413513147176Weighted total

*2--22**2-2*2Very low
*%2%-%-%3%6%*%*%2%-%14%*%1%

b

34313-3425527Quite low
3%5%4%3%4%-%3%10%1%15%37%2%4%

bb

18816*10319518822126Neither low nor high
22%8%18%1%14%9%18%12%13%23%17%14%15%

a

263629727939145111*5662Quite high
31%39%33%40%38%29%37%36%36%33%4%38%35%

324135929174016631046373Very high
38%45%40%55%41%55%38%41%45%27%28%43%41%

a

Don't Know (DO NOT READ
5*5-*-5151-56OUT)
6%*%6%-%*%-%5%1%4%2%-%3%3%

aa

5877641655268030114214119135NET: High
69%84%72%96%78%85%75%76%81%60%32%81%77%

ba

3631523445729NET: Low
3%7%4%3%8%6%3%11%3%15%51%2%5%

b
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
131313111617121819181923192Unweighted total
15146121010192418181417176Weighted total

----*-2-*-*-2Very low
-%-%-%-%1%-%9%-%1%-%1%-%1%

--*-12--*2-27Quite low
-%-%3%-%11%19%-%-%1%11%-%11%4%

*4*2**-6234326Neither low nor high
3%30%5%18%4%3%-%26%10%17%31%18%15%

934244810446362Quite high
60%23%72%21%41%44%41%43%22%21%42%19%35%

5517431071093973Very high
36%34%16%61%44%28%49%28%56%51%24%52%41%

Don't Know (DO NOT READ
-2*--1-12-*-6OUT)
-%14%3%-%-%5%-%3%10%-%3%-%3%

148598718171413912135NET: High
97%56%88%82%85%72%91%71%78%72%65%71%77%

--*-122-*2*29NET: Low
-%-%3%-%11%19%9%-%2%11%1%11%5%
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
39444960192Unweighted total
34316149176Weighted total

-*2*2Very low
-%*%3%*%1%

*3*47Quite low
1%9%*%8%4%

b

5381026Neither low nor high
14%9%13%21%15%

1611221362Quite high
47%34%36%26%35%

a

1114262173Very high
32%45%43%43%41%

Don't Know (DO NOT READ
212*6OUT)
6%2%4%1%3%

27254934135NET: High
79%80%79%70%77%

*3249NET: Low
1%10%4%8%5%
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1-4218224513Unweighted total
*-12*1**145Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

---2-*-**23Neither low nor high
-%-%-%79%-%22%-%56%20%62%54%

*-1*-*-**11Quite high
100%-%74%21%-%40%-%44%60%25%28%

--*-***-**1Very high
-%-%26%-%100%38%100%-%20%12%18%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

*-1**1***12NET: High
100%-%100%21%100%78%100%44%80%38%46%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3325-12-1-1--13Unweighted total
1112-**-*-2--5Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-2--*---2--3Neither low nor high
-%86%-%80%-%-%51%-%-%-%100%-%-%54%

1--*--*-*----1Quite high
100%-%-%13%-%-%49%-%100%-%-%-%-%28%

-*1*-*-------1Very high
-%14%100%7%-%100%-%-%-%-%-%-%-%18%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1*1*-**-*----2NET: High
100%14%100%20%-%100%49%-%100%-%-%-%-%46%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
310673--6--3113Unweighted total
*4232--2--**5Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

*2122--1--*-3Neither low nor high
28%56%30%68%76%-%-%27%-%-%67%-%54%

-11**--1---*1Quite high
-%31%59%10%20%-%-%40%-%-%-%100%28%

*1*1*--1--*-1Very high
72%13%12%21%4%-%-%33%-%-%33%-%18%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*2111--1--**2NET: High
72%44%70%32%24%-%-%73%-%-%33%100%46%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
724-1313Unweighted total
41*-55Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

2-*-33Neither low nor high
66%-%23%-%54%54%

1-*-11Quite high
34%-%18%-%28%28%

-1*-11Very high
-%100%59%-%18%18%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

11*-22NET: High
34%100%77%-%46%46%

------NET: Low
-%-%-%-%-%-%
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The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
103-1211----118313Unweighted total

41-*14----*1315Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*--12-----12*3Neither low nor high
58%31%-%-%72%51%-%-%-%-%-%100%55%31%54%

1*-**1----*-1*1Quite high
21%69%-%100%28%28%-%-%-%-%100%-%20%69%28%

1----1------1-1Very high
21%-%-%-%-%21%-%-%-%-%-%-%25%-%18%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*-**2----*-2*2NET: High
42%69%-%100%28%49%-%-%-%-%100%-%45%69%46%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Table 179  (continuation)                                                                                                                                                  Page 2902

The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
----2-61341186613Unweighted total
----2-25244335Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----2-13232223Neither low nor high
-%-%-%-%95%-%35%54%91%62%66%78%67%54%

------11*11111Quite high
-%-%-%-%-%-%59%28%9%21%29%18%30%28%

----*-*1-1***1Very high
-%-%-%-%5%-%6%18%-%18%6%3%3%18%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*-12*21112NET: High
-%-%-%-%5%-%65%46%9%38%34%22%33%46%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 179  (continuation)                                                                                                                                                  Page 2903

The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
--314------3813Unweighted total
--211------135Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--21-------123Neither low nor high
-%-%95%100%-%-%-%-%-%-%-%59%62%54%

--*-1------*11Quite high
-%-%5%-%82%-%-%-%-%-%-%22%20%28%

----*------*11Very high
-%-%-%-%18%-%-%-%-%-%-%19%18%18%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-1------*12NET: High
-%-%5%-%100%-%-%-%-%-%-%41%38%46%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 179  (continuation)                                                                                                                                                  Page 2904

The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
17852-91432113Unweighted total
*4231-4*31**5Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*2--3-2-*-3Neither low nor high
-%68%6%82%-%-%71%-%86%-%100%-%54%

-1111-****-*1Quite high
-%29%46%18%100%-%8%100%7%15%-%100%28%

**1---1-*1--1Very high
100%3%49%-%-%-%21%-%6%85%-%-%18%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*1211-1**1-*2NET: High
100%32%94%18%100%-%29%100%14%100%-%100%46%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 179  (continuation)                                                                                                                                                  Page 2905

The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-26292179213Unweighted total
-13241*4415Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

--2221-2213Neither low nor high
-%-%67%79%55%100%-%68%55%100%54%

-11*1--11-1Quite high
-%100%30%21%24%-%-%29%24%-%28%

--*-1-**1-1Very high
-%-%3%-%21%-%100%3%21%-%18%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-11*2-*12-2NET: High
-%100%33%21%45%-%100%32%45%-%46%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 179  (continuation)                                                                                                                                                  Page 2906

The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
255865-488-16113Unweighted total
133433-142-*3*5Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

122322-121--2*3Neither low nor high
100%64%64%68%78%69%-%41%65%42%-%-%78%100%54%

-11*11-11*-*1-1Quite high
-%32%36%12%18%31%-%59%20%16%-%100%18%-%28%

-*-1*---11--*-1Very high
-%3%-%20%3%-%-%-%15%42%-%-%3%-%18%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-11111-111-*1-2NET: High
-%36%36%32%22%31%-%59%35%58%-%100%22%-%46%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 179  (continuation)                                                                                                                                                  Page 2907

The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
---165--44113Unweighted total
---133--11*5Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

---122--1*-3Neither low nor high
-%-%-%100%70%69%-%-%81%9%-%54%

----11---**1Quite high
-%-%-%-%27%31%-%-%-%41%100%28%

----*---*1-1Very high
-%-%-%-%3%-%-%-%19%50%-%18%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

----11--*1*2NET: High
-%-%-%-%30%31%-%-%19%91%100%46%

------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 179  (continuation)                                                                                                                                                  Page 2908

The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
101-10-7136131113131313Unweighted total

4*-4-353545555Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3--3-232323333Neither low nor high
59%-%-%60%-%60%54%86%54%59%54%54%54%54%

1--1-11*111111Quite high
26%-%-%27%-%32%28%10%28%32%28%28%28%28%

1*-1-*1*1*1111Very high
15%100%-%13%-%8%18%4%18%9%18%18%18%18%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*-2-12*222222NET: High
41%100%-%40%-%40%46%14%46%41%46%46%46%46%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 179  (continuation)                                                                                                                                                  Page 2909

The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
947-6265112-1113Unweighted total
223-111341-45Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

122-*-*221-23Neither low nor high
28%77%72%-%14%-%9%81%54%52%-%49%54%

111-1*1*1*-11Quite high
34%23%17%-%54%83%67%3%23%48%-%30%28%

1-*-****1--11Very high
37%-%11%-%32%17%24%16%23%-%-%20%18%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

211-11112*-22NET: High
72%23%28%-%86%100%91%19%46%48%-%51%46%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q2 2019Q1 2019Q4 2018Q3 2018May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Oct' 2018Aug' 2018Jul' 2018Total base

*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
34242111221313Unweighted total
11211***12*15Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-12*----12-*3Neither low nor high
-%60%100%13%-%-%-%-%76%100%-%15%54%

1*-*1-**---*1Quite high
59%21%-%61%100%-%100%100%-%-%-%70%28%

**-*-*--*-**1Very high
41%19%-%26%-%100%-%-%24%-%100%15%18%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

1*-11****-*12NET: High
100%40%-%87%100%100%100%100%24%-%100%85%46%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1-4218224513Unweighted total
*-12*1**145Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

--*-**--**1Neither low nor high
-%-%13%-%100%11%-%-%20%12%12%

*--*-*-**11Quite high
100%-%-%21%-%40%-%100%40%27%30%

--12-**-*23Very high
-%-%87%79%-%49%100%-%40%61%58%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

*-12-1***34NET: High
100%-%87%100%-%89%100%100%80%88%88%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 180                                                                                                                                                                  Page 2912

The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3325-12-1-1--13Unweighted total
1112-**-*-2--5Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--**--*------1Neither low nor high
-%-%82%4%-%-%49%-%-%-%-%-%-%12%

11-*--*-*----1Quite high
55%72%-%13%-%-%51%-%100%-%-%-%-%30%

***2-*----2--3Very high
45%28%18%83%-%100%-%-%-%-%100%-%-%58%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11*2-**-*-2--4NET: High
100%100%18%96%-%100%51%-%100%-%100%-%-%88%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 180  (continuation)                                                                                                                                                  Page 2913

The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
310673--6--3113Unweighted total
*4232--2--**5Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1---1----1Neither low nor high
-%13%-%19%-%-%-%30%-%-%-%-%12%

*11**--1--**1Quite high
28%30%62%10%20%-%-%38%-%-%34%100%30%

*2122--1--*-3Very high
72%57%38%70%80%-%-%33%-%-%66%-%58%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*4222--1--**4NET: High
100%87%100%81%100%-%-%70%-%-%100%100%88%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 180  (continuation)                                                                                                                                                  Page 2914

The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
724-1313Unweighted total
41*-55Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

**--11Neither low nor high
3%82%-%-%12%12%

1-*-11Quite high
33%-%41%-%30%30%

2**-33Very high
65%18%59%-%58%58%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

4**-44NET: High
97%18%100%-%88%88%

------NET: Low
-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 180  (continuation)                                                                                                                                                  Page 2915

The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
103-1211----118313Unweighted total

41-*14----*1315Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1----1------1-1Neither low nor high
14%-%-%-%-%14%-%-%-%-%-%-%17%-%12%

1*-*11----*11*1Quite high
32%16%-%100%100%17%-%-%-%-%100%100%17%16%30%

21---3------213Very high
54%84%-%-%-%69%-%-%-%-%-%-%66%84%58%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

31-*13----*1314NET: High
86%100%-%100%100%86%-%-%-%-%100%100%83%100%88%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 180  (continuation)                                                                                                                                                  Page 2916

The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
----2-61341186613Unweighted total
----2-25244335Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------*1*1***1Neither low nor high
-%-%-%-%-%-%6%12%5%14%3%3%3%12%

------11*11111Quite high
-%-%-%-%-%-%57%30%4%22%27%17%29%30%

----2-13233223Very high
-%-%-%-%100%-%38%58%91%64%70%80%68%58%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----2-24244334NET: High
-%-%-%-%100%-%94%88%95%86%97%97%97%88%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
--314------3813Unweighted total
--211------135Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*---------11Neither low nor high
-%-%5%-%-%-%-%-%-%-%-%-%18%12%

---1*------1*1Quite high
-%-%-%100%42%-%-%-%-%-%-%81%6%30%

--2-1------*23Very high
-%-%95%-%58%-%-%-%-%-%-%19%77%58%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--211------134NET: High
-%-%95%100%100%-%-%-%-%-%-%100%82%88%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
17852-91432113Unweighted total
*4231-4*31**5Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*1---1--1--1Neither low nor high
-%3%33%-%-%-%16%-%-%85%-%-%12%

-111*-1*1-*-1Quite high
-%28%40%24%15%-%23%100%27%-%51%-%30%

*2*2*-2-2***3Very high
100%69%27%76%85%-%61%-%73%15%49%100%58%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*3131-3*3***4NET: High
100%97%67%100%100%-%84%100%100%15%100%100%88%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-26292179213Unweighted total
-13241*4415Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

--*-1--*1-1Neither low nor high
-%-%3%-%16%-%-%3%16%-%12%

-*1**1-1*11Quite high
-%51%29%21%8%100%-%28%8%100%30%

-*223-*23-3Very high
-%49%68%79%76%-%100%69%76%-%58%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-13231*3314NET: High
-%100%97%100%84%100%100%97%84%100%88%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
255865-488-16113Unweighted total
133433-142-*3*5Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--****--1*--*-1Neither low nor high
-%-%3%12%3%3%-%-%15%27%-%-%3%-%12%

1**111-111--1-1Quite high
84%16%16%17%17%30%-%63%19%52%-%-%17%-%30%

*22322-*2*-*2*3Very high
16%84%80%71%80%67%-%37%66%21%-%100%80%100%58%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

133333-131-*3*4NET: High
100%100%97%88%97%97%-%100%85%73%-%100%97%100%88%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
---165--44113Unweighted total
---133--11*5Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

-----*---*-1Neither low nor high
-%-%-%-%-%3%-%-%-%41%-%12%

---111--1--1Quite high
-%-%-%100%29%30%-%-%70%-%-%30%

----22--*1*3Very high
-%-%-%-%71%67%-%-%30%59%100%58%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

---133--11*4NET: High
-%-%-%100%100%97%-%-%100%59%100%88%

------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
101-10-7136131113131313Unweighted total

4*-4-353545555Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1--1--1-1*1111Neither low nor high
13%-%-%13%-%-%12%-%12%2%12%12%12%12%

1--1-111111111Quite high
28%-%-%28%-%18%30%29%30%31%30%30%30%30%

3*-2-332333333Very high
59%100%-%58%-%82%58%71%58%66%58%58%58%58%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4*-4-343444444NET: High
87%100%-%87%-%100%88%100%88%98%88%88%88%88%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
947-6265112-1113Unweighted total
223-111341-45Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

**--1--11--*1Neither low nor high
21%4%-%-%39%-%-%19%15%-%-%11%12%

1-1-1**1*1-11Quite high
63%-%19%-%54%83%25%21%10%100%-%21%30%

*23-**123--33Very high
17%96%81%-%7%17%75%60%74%-%-%67%58%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

223-111231-44NET: High
79%96%100%-%61%100%100%81%85%100%-%89%88%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q2 2019Q1 2019Q4 2018Q3 2018May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Oct' 2018Aug' 2018Jul' 2018Total base

*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
34242111221313Unweighted total
11211***12*15Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

**---**-----1Neither low nor high
41%12%-%-%-%100%100%-%-%-%-%-%12%

*1***--*1*-*1Quite high
18%69%6%61%30%-%-%100%76%6%-%70%30%

**2**---*2**3Very high
41%19%94%39%70%-%-%-%24%94%100%30%58%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

11211--*12*14NET: High
59%88%100%100%100%-%-%100%100%100%100%100%88%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
92515162374124063Unweighted total
4*7172431*26366Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

---*2----22Fairly dissatisfied
-%-%-%3%8%-%-%-%-%4%3%

Neither satisfied nor
--**21*-*45dissatisfied
-%-%2%1%9%17%22%-%16%6%7%

2*514111**13738Fairly satisfied
55%70%74%80%46%31%18%44%36%59%57%

2*23921*11819Very satisfied
45%30%25%16%37%50%51%56%48%28%29%

Don't Know (DO NOT READ
-----**--22OUT)
-%-%-%-%-%3%9%-%-%3%3%

4*7172031*15457NET: Satisfied
100%100%98%96%83%80%69%100%84%87%86%

---*2----22NET: Dissatisfied
-%-%-%3%8%-%-%-%-%4%3%
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
7544746481-191463Unweighted total
12261654112-282266Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--2--2------2Fairly dissatisfied
34%-%-%3%-%-%48%-%-%-%-%-%-%3%

Neither satisfied nor
---5-2-2--*-*5dissatisfied
-%-%-%8%-%51%-%16%-%-%*%-%7%7%

*11362**7--222238Fairly satisfied
17%22%33%60%37%7%4%68%-%-%78%100%77%57%

1211642222-4-*19Very satisfied
49%78%61%26%63%42%48%16%100%-%14%-%16%29%

Don't Know (DO NOT READ
--*2------2--2OUT)
-%-%6%3%-%-%-%-%-%-%7%-%-%3%

1215262292-262257NET: Satisfied
66%100%94%86%100%49%52%84%100%-%92%100%93%86%

*--2--2------2NET: Dissatisfied
34%-%-%3%-%-%48%-%-%-%-%-%-%3%
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
55810531652182415163Unweighted total
858759189*182515*66Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-22--*----2Fairly dissatisfied
-%4%-%4%10%-%-%3%-%-%-%-%3%

Neither satisfied nor
-5*4-2*2----5dissatisfied
-%8%3%7%-%26%55%12%-%-%-%-%7%

433236126*8*111*38Fairly satisfied
57%57%33%60%70%68%45%45%4%11%72%100%57%

31641531-5244-19Very satisfied
43%27%65%25%19%6%-%29%96%89%28%-%29%

Don't Know (DO NOT READ
-2-2*--2----2OUT)
-%4%-%4%1%-%-%11%-%-%-%-%3%

849651166*132515*57NET: Satisfied
100%85%97%85%89%74%45%74%100%100%100%100%86%

-2-22--*----2NET: Dissatisfied
-%4%-%4%10%-%-%3%-%-%-%-%3%
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*ba*baSignificance Level: 95%
20103236063Unweighted total
19123366066Weighted total

------Very dissatisfied
-%-%-%-%-%-%

*-2-22Fairly dissatisfied
3%-%5%-%4%3%

Neither satisfied nor
*-3-55dissatisfied
1%-%8%-%8%7%

8102023538Fairly satisfied
44%79%60%36%59%57%

83941519Very satisfied
42%21%26%64%26%29%

Don't Know (DO NOT READ
2-*-22OUT)

11%-%*%-%4%3%

16122965157NET: Satisfied
86%100%86%100%85%86%

*-2-22NET: Dissatisfied
3%-%5%-%4%3%
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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: 12/07/19



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%
28269-657-----6223563Unweighted total
18399-263-----2164766Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2---2------*22Fairly dissatisfied
3%5%-%-%-%4%-%-%-%-%-%-%3%4%3%

Neither satisfied nor
*22-*4-----**45dissatisfied
2%6%21%-%4%7%-%-%-%-%-%4%1%9%7%

12214-236-----2102538Fairly satisfied
67%55%47%-%80%56%-%-%-%-%-%80%65%54%57%

3133-*19-----*31619Very satisfied
18%34%31%-%16%30%-%-%-%-%-%16%18%34%29%

Don't Know (DO NOT READ
2-*--2------2*2OUT)

11%-%1%-%-%3%-%-%-%-%-%-%13%*%3%

16357-255-----2134157NET: Satisfied
84%89%78%-%96%86%-%-%-%-%-%96%83%87%86%

*2---2------*22NET: Dissatisfied
3%5%-%-%-%4%-%-%-%-%-%-%3%4%3%
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
---2-33846214343374063Unweighted total
---2-24049124244364066Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------22-22222Fairly dissatisfied
-%-%-%-%-%-%6%5%-%5%5%6%6%3%

Neither satisfied nor
------33133335dissatisfied
-%-%-%-%-%-%7%6%4%6%6%8%7%7%

---2-2262682430252638Fairly satisfied
-%-%-%100%-%86%66%53%67%57%68%70%65%57%

-----*81611196919Very satisfied
-%-%-%-%-%14%21%32%11%27%20%16%22%29%

Don't Know (DO NOT READ
------*222***2OUT)
-%-%-%-%-%-%*%4%17%5%*%*%*%3%

---2-2354293539303557NET: Satisfied
-%-%-%100%-%100%87%86%79%84%88%86%87%86%

------22-22222NET: Dissatisfied
-%-%-%-%-%-%6%5%-%5%5%6%6%3%
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-158812-----2-4163Unweighted total
-511919-----*-4266Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----2-------22Fairly dissatisfied
-%-%-%-%12%-%-%-%-%-%-%-%5%3%

Neither satisfied nor
-*2*------*-25dissatisfied
-%2%21%3%-%-%-%-%-%-%51%-%6%7%

-46812-------2438Fairly satisfied
-%80%56%88%64%-%-%-%-%-%-%-%57%57%

-1314-----*-1119Very satisfied
-%18%22%9%24%-%-%-%-%-%49%-%27%29%

Don't Know (DO NOT READ
--*---------22OUT)
-%-%1%-%-%-%-%-%-%-%-%-%5%3%

-59816-----*-3557NET: Satisfied
-%98%78%97%88%-%-%-%-%-%49%-%84%86%

----2-------22NET: Dissatisfied
-%-%-%-%12%-%-%-%-%-%-%-%5%3%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 181  (continuation)                                                                                                                                                  Page 2932

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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*bab*a*c*b*a*e*d*c*b*aSignificance Level: 95%
7364023123281101391063Unweighted total
935442212228*615101166Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-22---2--2*-2Fairly dissatisfied
-%7%5%-%-%-%8%-%-%12%5%-%3%

Neither satisfied nor
-3222-*-**-25dissatisfied
-%8%5%11%18%-%1%-%2%2%-%21%7%

82226128215*288638Fairly satisfied
91%63%58%56%63%94%52%100%31%53%74%61%57%

181452*9-252219Very satisfied
9%22%32%24%19%6%32%-%36%33%21%19%29%

Don't Know (DO NOT READ
-*-2--2-2---2OUT)
-%*%-%10%-%-%7%-%32%-%-%-%3%

930391710224*41310857NET: Satisfied
100%85%90%79%82%100%84%100%67%86%95%79%86%

-22---2--2*-2NET: Dissatisfied
-%7%5%-%-%-%8%-%-%12%5%-%3%
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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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*ab*a*ba*b*aSignificance Level: 95%
-18371937633528863Unweighted total
-18392036653328866Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

--2-2--22-2Fairly dissatisfied
-%-%6%-%6%-%-%7%8%-%3%

Neither satisfied nor
-*3*2*-32*5dissatisfied
-%1%7%2%6%4%-%8%8%3%7%

-14251320442017638Fairly satisfied
-%81%66%68%56%63%87%62%61%73%57%

-38611-176-19Very satisfied
-%18%21%30%31%-%13%23%23%-%29%

Don't Know (DO NOT READ
--*--2-*-22OUT)
-%-%*%-%-%33%-%*%-%24%3%

-17341931452824657NET: Satisfied
-%99%87%98%87%63%100%84%84%73%86%

--2-2--22-2NET: Dissatisfied
-%-%6%-%6%-%-%7%8%-%3%
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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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*ba*cba*d*c*ba*d*cb*aSignificance Level: 95%
11833173235-292334-17311863Unweighted total
*2033132934-252133-14321966Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2*22-*-2--2*2Fairly dissatisfied
-%-%7%4%8%7%-%2%-%5%-%-%6%2%3%

Neither satisfied nor
--3*33--*3--2*5dissatisfied
-%-%8%2%9%8%-%-%1%8%-%-%7%2%7%

-142071921-161417-11221438Fairly satisfied
-%68%61%59%64%61%-%62%66%52%-%77%69%71%57%

*68368-779-36519Very satisfied
100%31%24%20%19%24%-%28%33%28%-%23%18%25%29%

Don't Know (DO NOT READ
-**2**-2-2--*-2OUT)
-%*%*%16%*%*%-%8%-%6%-%-%*%-%3%

*2028102428-232127-14281957NET: Satisfied
100%100%84%78%83%85%-%90%99%81%-%100%87%96%86%

--2*22-*-2--2*2NET: Dissatisfied
-%-%7%4%8%7%-%2%-%5%-%-%6%2%3%
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*ba*e*d*c*b*aSignificance Level: 95%
223-15328131592063Unweighted total
142-17345101661366Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

*----2*****2Fairly dissatisfied
82%-%-%-%-%7%10%5%3%9%4%3%

Neither satisfied nor
*-*--3***-*5dissatisfied

18%-%9%-%-%8%5%2%2%-%2%7%

-42-1222257*638Fairly satisfied
-%100%86%-%73%63%38%52%45%4%44%57%

--*-472465719Very satisfied
-%-%5%-%26%22%47%40%37%87%50%29%

Don't Know (DO NOT READ
----**--2--2OUT)
-%-%-%-%1%*%-%-%13%-%-%3%

-42-1629491351357NET: Satisfied
-%100%91%-%99%85%85%93%82%91%95%86%

*----2*****2NET: Dissatisfied
82%-%-%-%-%7%10%5%3%9%4%3%
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
3312337-365947625261566163Unweighted total
2717631-336149644664566466Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2-*-*22222222Fairly dissatisfied
2%11%-%2%-%1%4%4%4%5%4%4%4%3%

Neither satisfied nor
3*-2-*43535555dissatisfied

10%1%-%8%-%1%7%5%7%6%7%8%7%7%

189418-233631352638343838Fairly satisfied
66%52%69%59%-%70%59%63%56%56%59%61%59%57%

6428-91614191517151719Very satisfied
22%24%31%25%-%28%26%28%30%33%27%27%27%29%

Don't Know (DO NOT READ
*2-2--2*2*2*22OUT)
*%12%-%7%-%-%3%*%3%*%3%*%3%3%

2413626-335244554155495557NET: Satisfied
88%76%100%84%-%98%85%91%86%89%86%88%86%86%

*2-*-*22222222NET: Dissatisfied
2%11%-%2%-%1%4%4%4%5%4%4%4%3%
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*bac*b*a*cb*ab*a*baSignificance Level: 95%
253831624123911501225463Unweighted total
293735525144210561025866Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*2-*2-*2-2-22Fairly dissatisfied
2%5%-%10%7%-%1%18%-%23%-%4%3%

Neither satisfied nor
*42-222*41*25dissatisfied
1%12%7%-%9%13%6%4%7%5%11%4%7%

152325489272335-3438Fairly satisfied
53%61%71%82%33%65%64%17%59%50%-%59%57%

1188*11312417221719Very satisfied
38%22%22%8%43%21%29%40%31%22%89%30%29%

Don't Know (DO NOT READ
2*--2*-22--22OUT)
7%*%-%-%8%1%-%20%4%-%-%3%3%

2631335191239650725157NET: Satisfied
91%83%93%90%76%86%93%58%89%72%89%89%86%

*2-*2-*2-2-22NET: Dissatisfied
2%5%-%10%7%-%1%18%-%23%-%4%3%
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
58354232889663Unweighted total
515*442227109666Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------2-*--2Fairly dissatisfied
-%-%-%-%-%-%-%75%-%5%-%-%3%

Neither satisfied nor
2-----*-2--*5dissatisfied

48%-%-%-%-%-%8%-%29%-%-%4%7%

28*342*-257338Fairly satisfied
44%57%25%84%100%92%5%-%29%55%76%57%57%

*4*1-*21342219Very satisfied
6%29%75%16%-%8%87%25%42%40%24%39%29%

Don't Know (DO NOT READ
*2----------2OUT)
2%14%-%-%-%-%-%-%-%-%-%-%3%

213*44221599657NET: Satisfied
50%86%100%100%100%100%92%25%71%95%100%96%86%

-------2-*--2NET: Dissatisfied
-%-%-%-%-%-%-%75%-%5%-%-%3%
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
1611132363Unweighted total
2010112566Weighted total

-----Very dissatisfied
-%-%-%-%-%

--2*2Fairly dissatisfied
-%-%16%2%3%

Neither satisfied nor
2-2*5dissatisfied

11%-%19%1%7%

11921638Fairly satisfied
53%92%18%64%57%

515819Very satisfied
25%8%47%33%29%

Don't Know (DO NOT READ
2---2OUT)

11%-%-%-%3%

161072457NET: Satisfied
78%100%65%97%86%

--2*2NET: Dissatisfied
-%-%16%2%3%
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
322455-141318Unweighted total
122661-*11920Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

*----*-*--*Fairly dissatisfied
26%-%-%-%-%15%-%100%-%-%1%

Neither satisfied nor
*-*-1*--*11dissatisfied

36%-%7%-%8%36%-%-%43%3%4%

**-23*--*88Fairly satisfied
38%11%-%32%54%48%-%-%57%41%41%

-2242----1010Very satisfied
-%89%93%68%38%-%-%-%-%56%53%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

*2266*--*1819NET: Satisfied
38%100%93%100%92%48%-%-%57%97%95%

*----*-*--*NET: Dissatisfied
26%-%-%-%-%15%-%100%-%-%1%
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UK Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-4-1412222-12218Unweighted total
-2-18*23*2-24420Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---*-----*Fairly dissatisfied
-%-%-%1%-%-%-%50%-%-%-%-%-%1%

Neither satisfied nor
-1-**--*-----1dissatisfied
-%27%-%2%100%-%-%50%-%-%-%-%-%4%

-*-8-*3-*-22-8Fairly satisfied
-%25%-%43%-%11%100%-%10%-%100%50%-%41%

-1-10-2--2--2410Very satisfied
-%49%-%54%-%89%-%-%90%-%-%50%100%53%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-17-23-2-24419NET: Satisfied
-%73%-%97%-%100%100%-%100%-%100%100%100%95%

---*---*-----*NET: Dissatisfied
-%-%-%1%-%-%-%50%-%-%-%-%-%1%
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UK Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
2164141--8215118Unweighted total
2184152--92*5220Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*------*-*Fairly dissatisfied
7%-%-%1%-%-%-%-%-%-%3%-%1%

Neither satisfied nor
-1-1---1-*--1dissatisfied
-%5%-%6%-%-%-%7%-%100%-%-%4%

2626---42-2-8Fairly satisfied
93%36%55%38%-%-%-%45%100%-%48%-%41%

-10292--4--2210Very satisfied
-%59%45%56%100%-%-%48%-%-%49%100%53%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

2174142--82-5219NET: Satisfied
93%95%100%94%100%-%-%93%100%-%97%100%95%

*--*------*-*NET: Dissatisfied
7%-%-%1%-%-%-%-%-%-%3%-%1%
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UK Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
5-12-1818Unweighted total
3-14-2020Weighted total

------Very dissatisfied
-%-%-%-%-%-%

--*-**Fairly dissatisfied
-%-%1%-%1%1%

Neither satisfied nor
1-*-11dissatisfied

16%-%2%-%4%4%

1-7-88Fairly satisfied
28%-%50%-%41%41%

2-7-1010Very satisfied
56%-%47%-%53%53%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

3-14-1919NET: Satisfied
84%-%97%-%95%95%

--*-**NET: Dissatisfied
-%-%1%-%1%1%
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UK Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
13321216--1--111518Unweighted total
1532**19--*--*14520Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*----*------*-*Fairly dissatisfied
1%-%-%-%-%1%-%-%-%-%-%-%1%-%1%

Neither satisfied nor
*1--*1-----**11dissatisfied
2%20%-%-%37%4%-%-%-%-%-%100%1%10%4%

72-**8--*---628Fairly satisfied
45%62%-%100%63%41%-%-%100%-%-%-%44%32%41%

8*2--10------8310Very satisfied
52%18%100%-%-%54%-%-%-%-%-%-%53%57%53%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1422**18--*---14519NET: Satisfied
97%80%100%100%63%96%-%-%100%-%-%-%98%90%95%

*----*------*-*NET: Dissatisfied
1%-%-%-%-%1%-%-%-%-%-%-%1%-%1%
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UK Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
---1--916714107718Unweighted total
---*--81671784720Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------***---*Fairly dissatisfied
-%-%-%-%-%-%-%1%2%1%-%-%-%1%

Neither satisfied nor
------111111*1dissatisfied
-%-%-%-%-%-%9%5%10%4%9%12%3%4%

---*--46485148Fairly satisfied
-%-%-%100%-%-%56%40%53%49%57%22%64%41%

------392833210Very satisfied
-%-%-%-%-%-%35%54%35%46%34%66%34%53%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*--71561684719NET: Satisfied
-%-%-%100%-%-%91%94%88%95%91%88%97%95%

-------***---*NET: Dissatisfied
-%-%-%-%-%-%-%1%2%1%-%-%-%1%
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UK Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
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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*b*aSignificance Level: 95%
141221-1-1--1218Unweighted total
*3122*-*-2--1420Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------**Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%1%1%

Neither satisfied nor
*-1---------11dissatisfied

100%-%100%-%-%-%-%-%-%-%-%-%5%4%

-2-2-*-*-2--68Fairly satisfied
-%84%-%100%-%100%-%100%-%100%-%-%42%41%

-*--2-------810Very satisfied
-%16%-%-%100%-%-%-%-%-%-%-%52%53%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-3-22*-*-2--1419NET: Satisfied
-%100%-%100%100%100%-%100%-%100%-%-%94%95%

------------**NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%1%1%
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UK Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
37144--141534118Unweighted total
17173--17*347220Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

--*---*-*---*Fairly dissatisfied
-%-%1%-%-%-%1%-%5%-%-%-%1%

Neither satisfied nor
-1*1--1-*1--1dissatisfied
-%10%1%26%-%-%4%-%5%12%-%-%4%

*462--8*323-8Fairly satisfied
17%63%36%74%-%-%49%100%90%42%48%-%41%

1210---8--24210Very satisfied
83%27%62%-%-%-%46%-%-%45%52%100%53%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

16172--16*347219NET: Satisfied
100%90%98%74%-%-%95%100%90%88%100%100%95%

--*---*-*---*NET: Dissatisfied
-%-%1%-%-%-%1%-%5%-%-%-%1%
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UK Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--7-122178218Unweighted total
--7-161*710120Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

----*---*-*Fairly dissatisfied
-%-%-%-%1%-%-%-%1%-%1%

Neither satisfied nor
--*-*1-1*11dissatisfied
-%-%3%-%1%69%-%10%1%69%4%

--4-8*-46*8Fairly satisfied
-%-%64%-%50%31%-%63%60%31%41%

--2-8-*24-10Very satisfied
-%-%34%-%48%-%100%27%37%-%53%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

--7-15**610*19NET: Satisfied
-%-%97%-%98%31%100%90%97%31%95%

----*---*-*NET: Dissatisfied
-%-%-%-%1%-%-%-%1%-%1%
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UK Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-73456-2811--7118Unweighted total
-73347-1512--4*20Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*----**----*Fairly dissatisfied
-%-%-%5%-%-%-%-%3%1%-%-%-%-%1%

Neither satisfied nor
-1*11*-*1*--1-1dissatisfied
-%7%8%19%15%3%-%22%12%1%-%-%12%-%4%

-4*214-*54--1*8Fairly satisfied
-%61%19%76%20%68%-%78%85%36%-%-%22%100%41%

-22-22---8--3-10Very satisfied
-%32%74%-%65%29%-%-%-%62%-%-%66%-%53%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-72236-*512--4*19NET: Satisfied
-%93%92%76%85%97%-%78%85%98%-%-%88%100%95%

---*----**----*NET: Dissatisfied
-%-%-%5%-%-%-%-%3%1%-%-%-%-%1%
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UK Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-1--95--23118Unweighted total
-*--84--*2*20Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

-*--**--****Fairly dissatisfied
-%100%-%-%2%3%-%-%37%6%100%1%

Neither satisfied nor
----1*---1-1dissatisfied
-%-%-%-%9%8%-%-%-%21%-%4%

----42--*2-8Fairly satisfied
-%-%-%-%59%44%-%-%63%73%-%41%

----22-----10Very satisfied
-%-%-%-%31%45%-%-%-%-%-%53%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

----74--*2-19NET: Satisfied
-%-%-%-%90%89%-%-%63%73%-%95%

-*--**--****NET: Dissatisfied
-%100%-%-%2%3%-%-%37%6%100%1%
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UK Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
92-9121810181818161818Unweighted total
91-9**209202020162020Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*--********Fairly dissatisfied
2%-%-%1%-%-%1%2%1%1%1%1%1%1%

Neither satisfied nor
*1-1**11111111dissatisfied
2%100%-%6%100%41%4%7%4%4%4%5%4%4%

6--6-*84888688Fairly satisfied
71%-%-%68%-%59%41%43%41%41%41%40%41%41%

2--2--10410101091010Very satisfied
26%-%-%25%-%-%53%48%53%53%53%54%53%53%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

9--9-*198191919151919NET: Satisfied
97%-%-%93%-%59%95%91%95%95%95%94%95%95%

*--*--********NET: Dissatisfied
2%-%-%1%-%-%1%2%1%1%1%1%1%1%
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UK Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
99927210615311518Unweighted total
91115141145191*1920Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*---*-*--*-**Fairly dissatisfied
2%-%-%-%4%-%1%-%-%17%-%1%1%

Neither satisfied nor
1*-*1*1**1*-1dissatisfied
8%2%-%29%18%28%4%3%1%83%100%-%4%

266-2-628--88Fairly satisfied
26%54%37%-%66%-%41%48%43%-%-%43%41%

6510***8210--1010Very satisfied
65%44%63%71%13%72%54%49%56%-%-%56%53%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

81115*3*14519--1919NET: Satisfied
91%98%100%71%79%72%95%97%99%-%-%99%95%

*---*-*--*-**NET: Dissatisfied
2%-%-%-%4%-%1%-%-%17%-%1%1%
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UK Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
May' 2019Apr' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Total base

*i*h*g*f*e*d*c*b*aSignificance Level: 95%
12111144318Unweighted total
*2212264120Weighted total

----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%

--------**Fairly dissatisfied
-%-%-%-%-%-%-%-%16%1%

Neither satisfied nor
---1--**-1dissatisfied
-%-%-%100%-%-%3%3%-%4%

-*---24218Fairly satisfied
-%10%-%-%-%100%64%40%84%41%

*22-2-22-10Very satisfied
100%90%100%-%100%-%33%57%-%53%

Don't Know (DO NOT READ
----------OUT)
-%-%-%-%-%-%-%-%-%-%

*22-2264119NET: Satisfied
100%100%100%-%100%100%97%97%84%95%

--------**NET: Dissatisfied
-%-%-%-%-%-%-%-%16%1%
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UK Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h,i

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
326718Unweighted total
3210520Weighted total

-----Very dissatisfied
-%-%-%-%-%

---**Fairly dissatisfied
-%-%-%3%1%

Neither satisfied nor
-1**1dissatisfied
-%22%2%3%4%

*-628Fairly satisfied
8%-%58%47%41%

224210Very satisfied
92%78%40%47%53%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

329519NET: Satisfied
100%78%98%94%95%

---**NET: Dissatisfied
-%-%-%3%1%
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UK Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
11-69142253143658Unweighted total

5-6152231*26165Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

2--------22Fairly dissatisfied
40%-%-%-%-%-%-%-%-%4%3%

Neither satisfied nor
*-2-2*-*-88dissatisfied
2%-%29%-%10%3%-%28%-%13%13%

1-*3221*189Fairly satisfied
17%-%4%23%9%57%64%72%52%12%15%

2-412181*-14344Very satisfied
41%-%68%77%81%36%22%-%48%71%69%

Don't Know (DO NOT READ
-----**---*OUT)
-%-%-%-%-%3%14%-%-%-%*%

3-4152031*25154NET: Satisfied
58%-%71%100%90%94%86%72%100%83%84%

2--------22NET: Dissatisfied
40%-%-%-%-%-%-%-%-%4%3%
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
25348554116-95358Unweighted total
*2162876114-1310265Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---22--------2Fairly dissatisfied
-%-%-%4%28%-%-%-%-%-%-%-%-%3%

Neither satisfied nor
-*18-2-2--22-8dissatisfied
-%6%45%13%-%33%-%15%-%-%12%22%-%13%

*1*9***2*-6-*9Fairly satisfied
100%35%14%14%3%3%2%18%5%-%43%-%7%15%

-1*4364674-68244Very satisfied
-%59%41%70%70%64%98%67%95%-%44%78%93%69%

Don't Know (DO NOT READ
---*---*-----*OUT)
-%-%-%*%-%-%-%1%-%-%-%-%-%*%

*215264694-128254NET: Satisfied
100%94%55%84%72%67%100%84%100%-%88%78%100%84%

---22--------2NET: Dissatisfied
-%-%-%4%28%-%-%-%-%-%-%-%-%3%
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
5531246131-23-120-58Unweighted total
460857182-28-215-65Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2---2----2Fairly dissatisfied
-%4%-%4%-%-%-%8%-%-%-%-%3%

Neither satisfied nor
-8265--1--2-8dissatisfied
-%14%28%11%31%-%-%2%-%-%16%-%13%

*9*9*--6-21-9Fairly satisfied
6%15%4%16%2%-%-%21%-%100%8%-%15%

441539122-20--11-44Very satisfied
94%67%67%69%67%100%-%69%-%-%76%-%69%

Don't Know (DO NOT READ
-**-*-------*OUT)
-%*%1%-%1%-%-%-%-%-%-%-%*%

450648122-26-212-54NET: Satisfied
100%82%71%85%68%100%-%90%-%100%84%-%84%

-2-2---2----2NET: Dissatisfied
-%4%-%4%-%-%-%8%-%-%-%-%3%
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
28111925658Unweighted total
32141936265Weighted total

------Very dissatisfied
-%-%-%-%-%-%

--2-22Fairly dissatisfied
-%-%12%-%4%3%

Neither satisfied nor
522-88dissatisfied

16%12%9%-%13%13%

523279Fairly satisfied
14%14%15%81%12%15%

221012*4444Very satisfied
69%74%64%19%71%69%

Don't Know (DO NOT READ
*---**OUT)
*%-%-%-%*%*%

26121535154NET: Satisfied
84%88%80%100%83%84%

--2-22NET: Dissatisfied
-%-%12%-%4%3%
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
331961751---1-6262558Unweighted total
29288*560---*-4243665Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2---2------2--2Fairly dissatisfied
8%-%-%-%49%-%-%-%-%-%-%51%-%-%3%

Neither satisfied nor
342-*8-----*358dissatisfied

10%14%21%-%2%14%-%-%-%-%-%2%11%15%13%

73**19---*-*639Fairly satisfied
23%10%1%100%13%15%-%-%-%100%-%9%25%8%15%

17216-243-----2152744Very satisfied
59%76%78%-%36%71%-%-%-%-%-%38%63%77%69%

Don't Know (DO NOT READ
*----*------*-*OUT)
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

24246*252---*-2213054NET: Satisfied
82%86%79%100%49%86%-%-%-%100%-%47%88%85%84%

2---2------2--2NET: Dissatisfied
8%-%-%-%49%-%-%-%-%-%-%51%-%-%3%
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
--13-23144164437323458Unweighted total
--*2-23246125136303065Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------2-2---2Fairly dissatisfied
-%-%-%-%-%-%-%5%-%4%-%-%-%3%

Neither satisfied nor
------43254428dissatisfied
-%-%-%-%-%-%12%6%13%10%11%13%5%13%

--**--78378689Fairly satisfied
-%-%100%3%-%-%23%16%21%14%21%19%26%15%

---2-2213483624202144Very satisfied
-%-%-%91%-%100%65%72%65%72%68%67%68%69%

Don't Know (DO NOT READ
---*---**-****OUT)
-%-%-%5%-%-%-%*%1%-%*%*%*%*%

--*2-22841114332262854NET: Satisfied
-%-%100%95%-%100%88%89%86%86%89%87%94%84%

-------2-2---2NET: Dissatisfied
-%-%-%-%-%-%-%5%-%4%-%-%-%3%
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-1510481--1-214058Unweighted total
-710316*--*-*24865Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------22Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%5%3%

Neither satisfied nor
----4-------58dissatisfied
-%-%-%-%24%-%-%-%-%-%-%-%11%13%

-32*2*--*-*-79Fairly satisfied
-%44%21%10%13%100%-%-%100%-%100%-%14%15%

-48210------23444Very satisfied
-%55%79%90%63%-%-%-%-%-%-%100%71%69%

Don't Know (DO NOT READ
-*-----------*OUT)
-%1%-%-%-%-%-%-%-%-%-%-%-%*%

-710312*--*-*24154NET: Satisfied
-%99%100%100%76%100%-%-%100%-%100%100%85%84%

------------22NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%5%3%
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*bab*a*c*ba*e*d*c*b*aSignificance Level: 95%
13633254238116109858Unweighted total
23436284*4621510121165Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

--2---2-2---2Fairly dissatisfied
-%-%6%-%-%-%5%-%14%-%-%-%3%

Neither satisfied nor
-444--5-2--38dissatisfied
-%11%12%14%-%-%11%-%15%-%-%25%13%

2645**7-34**9Fairly satisfied
100%18%12%18%4%100%14%-%17%40%2%1%15%

-2425204-3228612844Very satisfied
-%71%69%69%96%-%70%100%54%60%98%74%69%

Don't Know (DO NOT READ
-*-*--------*OUT)
-%*%-%*%-%-%-%-%-%-%-%-%*%

23029254*392111012854NET: Satisfied
100%89%81%86%100%100%84%100%71%100%100%75%84%

--2---2-2---2NET: Dissatisfied
-%-%6%-%-%-%5%-%14%-%-%-%3%
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*ab*a*ba*b*aSignificance Level: 95%
-12281937713528858Unweighted total
-122423428232261065Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

----2-----2Fairly dissatisfied
-%-%-%-%5%-%-%-%-%-%3%

Neither satisfied nor
--2-32-4128dissatisfied
-%-%7%-%7%27%-%12%2%22%13%

-2477*-65*9Fairly satisfied
-%21%17%30%16%4%-%19%19%3%15%

-10181631522221744Very satisfied
-%79%75%70%72%68%100%69%79%74%69%

Don't Know (DO NOT READ
--*----*--*OUT)
-%-%*%-%-%-%-%*%-%-%*%

-12222337622826854NET: Satisfied
-%100%93%100%88%73%100%88%98%78%84%

----2-----2NET: Dissatisfied
-%-%-%-%5%-%-%-%-%-%3%
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*ba*cba*d*c*ba*d*c*b*aSignificance Level: 95%
62030213233-172738-10281958Unweighted total
62030233028-152846-8262365Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------2-----2Fairly dissatisfied
-%-%-%-%-%-%-%-%8%-%-%-%-%-%3%

Neither satisfied nor
--2242-*23--228dissatisfied
-%-%6%10%13%6%-%1%8%6%-%-%6%10%13%

256566-237-*459Fairly satisfied
37%28%19%22%19%21%-%17%11%15%-%6%14%22%15%

41422162021-122136-8201544Very satisfied
63%72%75%68%67%72%-%83%73%79%-%94%79%68%69%

Don't Know (DO NOT READ
--*-**------*-*OUT)
-%-%*%-%*%*%-%-%-%-%-%-%*%-%*%

62028202627-152443-8242154NET: Satisfied
100%100%94%90%87%94%-%99%84%94%-%100%93%90%84%

--------2-----2NET: Dissatisfied
-%-%-%-%-%-%-%-%8%-%-%-%-%-%3%
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
131-1728672091858Unweighted total
*5*-14276823101565Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

-----------2Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%3%

Neither satisfied nor
-----2*-2**8dissatisfied
-%-%-%-%-%6%2%-%10%1%1%13%

*3*-26*25239Fairly satisfied
100%65%100%-%11%20%1%27%21%23%21%15%

-2--1220661671244Very satisfied
-%35%-%-%89%73%97%73%69%76%79%69%

Don't Know (DO NOT READ
-----*-----*OUT)
-%-%-%-%-%*%-%-%-%-%-%*%

*5*-14256820101554NET: Satisfied
100%100%100%-%100%94%98%100%90%99%99%84%

-----------2NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%3%
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*d*cbaedcbaSignificance Level: 95%
3014232-285445575353435358Unweighted total
2616430-276046635758435865Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------2-222-22Fairly dissatisfied
-%-%-%-%-%-%4%-%4%4%4%-%4%3%

Neither satisfied nor
32-4-*84866268dissatisfied

13%14%-%13%-%*%14%9%13%11%11%5%11%13%

4423-799989899Fairly satisfied
15%24%49%12%-%26%15%20%15%14%16%18%16%15%

1810222-204032424040334044Very satisfied
72%62%51%75%-%73%67%71%68%71%69%77%69%69%

Don't Know (DO NOT READ
*--*-*********OUT)
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

2214426-275042524850405054NET: Satisfied
87%86%100%86%-%99%82%91%83%85%86%94%86%84%

------2-222-22NET: Dissatisfied
-%-%-%-%-%-%4%-%4%4%4%-%4%3%
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*ba*c*ba*cb*ab*a*baSignificance Level: 95%
233520631103216431534758Unweighted total
253924733143417511345265Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2---2-22-2Fairly dissatisfied
-%6%-%31%-%-%-%13%-%17%51%-%3%

Neither satisfied nor
362-6*4436228dissatisfied

11%14%9%-%18%1%13%23%5%42%49%4%13%

364*5-7272-99Fairly satisfied
14%15%18%3%15%-%21%13%14%16%-%17%15%

19251752214229413-4144Very satisfied
75%65%73%66%66%99%66%52%80%26%-%78%69%

Don't Know (DO NOT READ
-*--**--*---*OUT)
-%*%-%-%*%1%-%-%*%-%-%-%*%

233122527142911486-5054NET: Satisfied
89%80%91%69%81%99%87%64%94%41%-%96%84%

-2-2---2-22-2NET: Dissatisfied
-%6%-%31%-%-%-%13%-%17%51%-%3%
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
4666714656758Unweighted total
69351224468665Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

-----2-----2Fairly dissatisfied
-%-%-%-%-%100%-%-%-%-%-%3%

Neither satisfied nor
--*14----228dissatisfied
-%-%3%11%37%-%-%-%-%21%27%13%

*31*2-**2*29Fairly satisfied
3%29%21%6%16%-%3%4%30%1%29%15%

66246-4446344Very satisfied
97%71%76%83%47%-%95%96%70%77%45%69%

Don't Know (DO NOT READ
------*----*OUT)
-%-%-%-%-%-%3%-%-%-%-%*%

69347-4466454NET: Satisfied
100%100%97%89%63%-%97%100%100%79%73%84%

-----2-----2NET: Dissatisfied
-%-%-%-%-%100%-%-%-%-%-%3%
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
1614101858Unweighted total
181982065Weighted total

-----Very dissatisfied
-%-%-%-%-%

-2--2Fairly dissatisfied
-%12%-%-%3%

Neither satisfied nor
*5-38dissatisfied
1%26%-%17%13%

32*49Fairly satisfied
19%12%3%18%15%

15981344Very satisfied
81%50%95%65%69%

Don't Know (DO NOT READ
--*-*OUT)
-%-%1%-%*%

181281654NET: Satisfied
99%62%99%83%84%

-2--2NET: Dissatisfied
-%12%-%-%3%
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UPS (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use UPS (QV4=5)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1--121-1-45Unweighted total
*--*4*-*-66Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---*-----**dissatisfied
-%-%-%100%-%-%-%-%-%8%7%

*---4*-*-66Fairly satisfied
100%-%-%-%100%100%-%100%-%92%93%

-----------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

*---4*-*-66NET: Satisfied
100%-%-%-%100%100%-%100%-%92%93%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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Yodel (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-1131---1-1--5Unweighted total
-**62---2-2--6Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--*----------*dissatisfied
-%-%100%-%-%-%-%-%-%-%-%-%-%7%

-*-62---2-2--6Fairly satisfied
-%100%-%100%100%-%-%-%100%-%100%-%-%93%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-62---2-2--6NET: Satisfied
-%100%-%100%100%-%-%-%100%-%100%-%-%93%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Yodel (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-5141-12--1-5Unweighted total
-6*62-*2--2-6Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-*-*---*----*dissatisfied
-%7%-%8%-%-%-%20%-%-%-%-%7%

-6*62-*2--2-6Fairly satisfied
-%93%100%92%100%-%100%80%-%-%100%-%93%

-------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-6*62-*2--2-6NET: Satisfied
-%93%100%92%100%-%100%80%-%-%100%-%93%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Yodel (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
212-55Unweighted total
4*2-66Weighted total

------Very dissatisfied
-%-%-%-%-%-%

------Fairly dissatisfied
-%-%-%-%-%-%

Neither satisfied nor
-*--**dissatisfied
-%100%-%-%7%7%

4-2-66Fairly satisfied
100%-%100%-%93%93%

------Very satisfied
-%-%-%-%-%-%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

4-2-66NET: Satisfied
100%-%100%-%93%93%

------NET: Dissatisfied
-%-%-%-%-%-%
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Yodel (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
221-14-----1135Unweighted total
222-24-----2*46Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*----*------*-*dissatisfied

20%-%-%-%-%10%-%-%-%-%-%-%100%-%7%

222-24-----2-46Fairly satisfied
80%100%100%-%100%90%-%-%-%-%-%100%-%100%93%

---------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

222-24-----2-46NET: Satisfied
80%100%100%-%100%90%-%-%-%-%-%100%-%100%93%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Yodel (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
------43234435Unweighted total
------43164436Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
------***-****dissatisfied
-%-%-%-%-%-%11%18%85%-%11%11%18%7%

------42*64426Fairly satisfied
-%-%-%-%-%-%89%82%15%100%89%89%82%93%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------42*64426NET: Satisfied
-%-%-%-%-%-%89%82%15%100%89%89%82%93%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Yodel (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
--211-----1-25Unweighted total
--2*2-----2-46Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--*----------*dissatisfied
-%-%20%-%-%-%-%-%-%-%-%-%-%7%

--2*2-----2-46Fairly satisfied
-%-%80%100%100%-%-%-%-%-%100%-%100%93%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2*2-----2-46NET: Satisfied
-%-%80%100%100%-%-%-%-%-%100%-%100%93%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Yodel (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-4231-2-11-15Unweighted total
-4422-4-22-26Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-*-*--------*dissatisfied
-%11%-%20%-%-%-%-%-%-%-%-%7%

-4422-4-22-26Fairly satisfied
-%89%100%80%100%-%100%-%100%100%-%100%93%

-------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-4422-4-22-26NET: Satisfied
-%89%100%80%100%-%100%-%100%100%-%100%93%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Yodel (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-13-21-4115Unweighted total
-*3-42-4226Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-**----*--*dissatisfied
-%100%18%-%-%-%-%11%-%-%7%

--2-42-4226Fairly satisfied
-%-%82%-%100%100%-%89%100%100%93%

-----------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

--2-42-4226NET: Satisfied
-%-%82%-%100%100%-%89%100%100%93%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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Yodel (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
--2143-111-1325Unweighted total
--1243-222-*346Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--*-**-----**-*dissatisfied
-%-%85%-%11%18%-%-%-%-%-%100%18%-%7%

--*242-222--246Fairly satisfied
-%-%15%100%89%82%-%100%100%100%-%-%82%100%93%

---------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*242-222--246NET: Satisfied
-%-%15%100%89%82%-%100%100%100%-%-%82%100%93%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Yodel (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
11---3--1--5Unweighted total
22---3--2--6Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-----*-----*dissatisfied
-%-%-%-%-%18%-%-%-%-%-%7%

22---2--2--6Fairly satisfied
100%100%-%-%-%82%-%-%100%-%-%93%

------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

22---2--2--6NET: Satisfied
100%100%-%-%-%82%-%-%100%-%-%93%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%
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Yodel (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
2213-455555555Unweighted total
1422-466666666Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*--*-*********dissatisfied

85%-%-%20%-%11%7%7%7%7%7%7%7%7%

*422-466666666Fairly satisfied
15%100%100%80%-%89%93%93%93%93%93%93%93%93%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*422-466666666NET: Satisfied
15%100%100%80%-%89%93%93%93%93%93%93%93%93%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 184  (continuation)                                                                                                                                                  Page 2982

Yodel (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
41221-3241-45Unweighted total
6*142-426*-66Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*-*----**---*dissatisfied
8%-%85%-%-%-%-%20%8%-%-%-%7%

6**42-426*-66Fairly satisfied
92%100%15%100%100%-%100%80%92%100%-%100%93%

-------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

6**42-426*-66NET: Satisfied
92%100%15%100%100%-%100%80%92%100%-%100%93%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Yodel (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q2 2019Q1 2019Q4 2018May' 2019Jan' 2019Oct' 2018Total base

*c*b*a*c*b*aSignificance Level: 95%
3113115Unweighted total
4*24*26Weighted total

-------Very dissatisfied
-%-%-%-%-%-%-%

-------Fairly dissatisfied
-%-%-%-%-%-%-%

Neither satisfied nor
*--*--*dissatisfied

11%-%-%11%-%-%7%

4*24*26Fairly satisfied
89%100%100%89%100%100%93%

-------Very satisfied
-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

4*24*26NET: Satisfied
89%100%100%89%100%100%93%

-------NET: Dissatisfied
-%-%-%-%-%-%-%
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Yodel (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Yodel (QV4=6)

Columns Tested: a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
74622182013165373Unweighted total
4*828233**27678Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

---------22Fairly dissatisfied
-%-%-%-%-%-%-%-%-%2%2%

Neither satisfied nor
*-224*--*88dissatisfied
2%-%25%6%17%8%-%-%10%10%10%

4*21481*-*3334Fairly satisfied
88%51%25%48%34%26%100%-%23%44%43%

**411112-*13133Very satisfied
9%49%51%39%49%62%-%100%62%42%42%

4*624192**26567NET: Satisfied
98%100%75%87%83%88%100%100%86%85%86%

---------22NET: Dissatisfied
-%-%-%-%-%-%-%-%-%2%2%

Don't Know (DO NOT READ
---2-*--*22OUT)
-%-%-%7%-%4%-%-%5%2%3%
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
128647296115-61773Unweighted total

53269*139167-821378Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2--------22Fairly dissatisfied
-%-%-%2%-%-%-%-%-%-%-%-%12%2%

Neither satisfied nor
-*-8-2221-2--8dissatisfied
-%3%-%11%-%15%17%11%8%-%24%-%-%10%

*1131-4472-42834Fairly satisfied
10%44%62%45%-%30%41%43%36%-%49%100%59%43%

41126*7484-2-233Very satisfied
90%53%38%39%100%55%41%46%56%-%27%-%14%42%

53257*118156-621067NET: Satisfied
100%97%100%84%100%85%82%89%92%-%76%100%74%86%

---2--------22NET: Dissatisfied
-%-%-%2%-%-%-%-%-%-%-%-%12%2%

Don't Know (DO NOT READ
---2--*-----22OUT)
-%-%-%3%-%-%1%-%-%-%-%-%14%3%
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
27126472022275214173Unweighted total
2762158184*357210278Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2---2----2Fairly dissatisfied
-%2%-%3%-%-%-%5%-%-%-%-%2%

Neither satisfied nor
26*83--4--*-8dissatisfied

95%8%1%13%19%-%-%12%-%-%2%-%10%

-3411235-*13527234Fairly satisfied
-%44%53%40%30%-%55%36%72%100%69%100%43%

*3392494*152-3-33Very satisfied
5%43%46%41%50%100%45%43%28%-%29%-%42%

*672047154*28729267NET: Satisfied
5%88%99%81%80%100%100%78%100%100%98%100%86%

-2-2---2----2NET: Dissatisfied
-%2%-%3%-%-%-%5%-%-%-%-%2%

Don't Know (DO NOT READ
-2*2*--2----2OUT)
-%3%*%3%1%-%-%5%-%-%-%-%3%
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
3183366773Unweighted total
33123387078Weighted total

------Very dissatisfied
-%-%-%-%-%-%

2---22Fairly dissatisfied
5%-%-%-%2%2%

Neither satisfied nor
422-88dissatisfied

11%16%7%-%11%10%

1441682634Fairly satisfied
42%34%49%92%37%43%

1461313233Very satisfied
42%50%39%8%46%42%

28102985967NET: Satisfied
84%84%87%100%84%86%

2---22NET: Dissatisfied
5%-%-%-%2%2%

Don't Know (DO NOT READ
--2-22OUT)
-%-%6%-%3%3%
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
283693667---123224573Unweighted total
313983574---*22274778Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2---2------2--2Fairly dissatisfied
5%-%-%-%36%-%-%-%-%-%-%84%-%-%2%

Neither satisfied nor
44---8------448dissatisfied

12%10%-%-%-%10%-%-%-%-%-%-%14%9%10%

121932232---*2*102234Fairly satisfied
39%48%37%81%48%43%-%-%-%100%80%5%37%46%43%

12165*132----**112133Very satisfied
38%42%62%19%16%44%-%-%-%-%20%11%42%45%42%

243583364---*2*214367NET: Satisfied
77%90%99%100%64%87%-%-%-%100%100%16%79%91%86%

2---2------2--2NET: Dissatisfied
5%-%-%-%36%-%-%-%-%-%-%84%-%-%2%

Don't Know (DO NOT READ
2-*--2------2*2OUT)
6%-%1%-%-%3%-%-%-%-%-%-%7%*%3%
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
--1--64362245350344473Unweighted total
--*--64167245847334178Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----2-2-22222Fairly dissatisfied
-%-%-%-%-%29%-%2%-%3%3%5%4%2%

Neither satisfied nor
------48444248dissatisfied
-%-%-%-%-%-%10%11%17%8%9%7%10%10%

-----41526102519101534Fairly satisfied
-%-%-%-%-%64%36%38%43%42%39%29%37%43%

--*--*203082621171833Very satisfied
-%-%100%-%-%7%49%45%32%44%44%52%45%42%

--*--43556185039273367NET: Satisfied
-%-%100%-%-%71%85%83%75%86%83%82%81%86%

-----2-2-22222NET: Dissatisfied
-%-%-%-%-%29%-%2%-%3%3%5%4%2%

Don't Know (DO NOT READ
------22222222OUT)
-%-%-%-%-%-%5%3%8%3%4%6%5%3%
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-111315111--11144673Unweighted total
-9121413*--*2245078Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-------2---2Fairly dissatisfied
-%19%-%-%-%-%-%-%-%100%-%-%-%2%

Neither satisfied nor
--41-------238dissatisfied
-%-%30%5%-%-%-%-%-%-%-%43%5%10%

-6436*--*--22334Fairly satisfied
-%70%35%19%45%100%-%-%100%-%-%42%45%43%

-14115-----212333Very satisfied
-%11%36%76%39%-%-%-%-%-%100%16%46%42%

-791311*--*-234667NET: Satisfied
-%81%70%95%84%100%-%-%100%-%100%57%91%86%

-2-------2---2NET: Dissatisfied
-%19%-%-%-%-%-%-%-%100%-%-%-%2%

Don't Know (DO NOT READ
----2-------22OUT)
-%-%-%-%16%-%-%-%-%-%-%-%4%3%
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*baba*c*ba*e*d*c*b*aSignificance Level: 95%
5454132924211315111373Unweighted total
44341376250*1518121378Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-22---2-2---2Fairly dissatisfied
-%4%4%-%-%-%3%-%11%-%-%-%2%

Neither satisfied nor
*443--4*-32-8dissatisfied
3%10%11%9%-%-%9%100%-%14%15%-%10%

21718162221-6102734Fairly satisfied
46%39%44%42%39%100%41%-%39%56%15%55%43%

21915184-22-857633Very satisfied
51%43%36%49%61%-%43%-%50%30%55%45%42%

43533346242-141691367NET: Satisfied
97%82%81%91%100%100%84%-%89%86%70%100%86%

-22---2-2---2NET: Dissatisfied
-%4%4%-%-%-%3%-%11%-%-%-%2%

Don't Know (DO NOT READ
-22*--2---2-2OUT)
-%5%5%*%-%-%4%-%-%-%15%-%3%
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*ab*a*bab*aSignificance Level: 95%
-740224211-45301273Unweighted total
-738204316-43301778Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

--2-2--22-2Fairly dissatisfied
-%-%4%-%4%-%-%4%5%-%2%

Neither satisfied nor
--424--44-8dissatisfied
-%-%11%9%10%-%-%10%14%-%10%

-51312195-1710734Fairly satisfied
-%65%34%59%46%34%-%39%32%41%43%

-21761510-19131033Very satisfied
-%35%46%32%36%66%-%43%42%59%42%

-731193516-35221767NET: Satisfied
-%100%80%91%81%100%-%82%74%100%86%

--2-2--22-2NET: Dissatisfied
-%-%4%-%4%-%-%4%5%-%2%

Don't Know (DO NOT READ
--2-2--22-2OUT)
-%-%5%-%4%-%-%5%6%-%3%
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cba*c*ba*d*c*ba*d*cb*aSignificance Level: 95%
13032272939-92744-8321573Unweighted total
*3231283137-72453-7331478Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--22---2--2-2Fairly dissatisfied
-%5%-%-%5%4%-%-%-%3%-%-%5%-%2%

Neither satisfied nor
-24224-234-*218dissatisfied
-%5%13%7%7%11%-%28%10%8%-%2%7%5%10%

*1314111013-21222-410634Fairly satisfied
100%41%44%39%31%35%-%30%50%42%-%58%30%45%43%

-1311151516-31023-317733Very satisfied
-%42%37%54%50%44%-%43%40%43%-%41%52%50%42%

*2625262529-52245-7271367NET: Satisfied
100%83%80%93%81%79%-%72%90%85%-%98%82%95%86%

-2--22---2--2-2NET: Dissatisfied
-%5%-%-%5%4%-%-%-%3%-%-%5%-%2%

Don't Know (DO NOT READ
-22-22---2--2*2OUT)
-%6%6%-%6%5%-%-%-%4%-%-%6%1%3%
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*ba*e*dc*b*aSignificance Level: 95%
131229313332132173Unweighted total
252431291136122078Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

-2--2------2Fairly dissatisfied
-%32%-%-%5%-%-%-%-%-%-%2%

Neither satisfied nor
-22-24**2*28dissatisfied
-%36%100%-%6%14%10%15%6%1%10%10%

2--41312-*1681034Fairly satisfied
100%-%-%100%41%41%-%14%45%70%47%43%

-2--13111*183933Very satisfied
-%32%-%-%42%39%90%70%49%29%43%42%

22-426231134121867NET: Satisfied
100%32%-%100%83%79%90%85%94%99%90%86%

-2--2------2NET: Dissatisfied
-%32%-%-%5%-%-%-%-%-%-%2%

Don't Know (DO NOT READ
----22-----2OUT)
-%-%-%-%6%6%-%-%-%-%-%3%
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Table 185  (continuation)                                                                                                                                                  Page 2995

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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*d*cbaedcbaSignificance Level: 95%
4314151-216248706562566273Unweighted total
4120251-216454736863566378Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-22-----222222Fairly dissatisfied
-%8%100%-%-%-%-%-%2%2%3%3%3%2%

Neither satisfied nor
34-6-266666668dissatisfied
8%22%-%11%-%9%9%11%8%9%9%10%9%10%

167-19-82622302826222634Fairly satisfied
40%36%-%38%-%39%41%40%41%41%41%39%41%43%

197-24-113027333127252733Very satisfied
47%34%-%47%-%52%47%49%46%45%44%44%44%42%

3514-43-195749635953465367NET: Satisfied
87%69%-%85%-%91%88%89%87%86%85%83%85%86%

-22-----222222NET: Dissatisfied
-%8%100%-%-%-%-%-%2%2%3%3%3%2%

Don't Know (DO NOT READ
2--2--2-222222OUT)
5%-%-%4%-%-%3%-%3%3%3%3%3%3%
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

ba*c*ba*cb*ab*a*baSignificance Level: 95%
38352973694518541955973Unweighted total
413732838114126532536678Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-22----2-2-22Fairly dissatisfied
-%4%5%-%-%-%-%6%-%7%-%3%2%

Neither satisfied nor
252-6*4434148dissatisfied
6%14%5%-%16%1%9%15%6%18%19%5%10%

19151051951712191422934Fairly satisfied
46%40%30%60%51%44%42%45%37%57%60%44%43%

181617313618928513033Very satisfied
43%42%54%40%33%55%44%34%54%19%21%46%42%

363127832113620481935967NET: Satisfied
89%82%84%100%84%99%86%79%90%76%81%89%86%

-22----2-2-22NET: Dissatisfied
-%4%5%-%-%-%-%6%-%7%-%3%2%

Don't Know (DO NOT READ
2-2-*-2-2*-22OUT)
5%-%6%-%*%-%5%-%4%*%-%3%3%
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
65729546697773Unweighted total
8744924104137578Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

---------2--2Fairly dissatisfied
-%-%-%-%-%-%-%-%-%12%-%-%2%

Neither satisfied nor
--*-1---232-8dissatisfied
-%-%2%-%6%-%-%-%44%25%29%-%10%

4-1452*6223534Fairly satisfied
49%-%17%100%58%83%2%56%47%14%52%89%43%

473-3*44*41133Very satisfied
51%100%81%-%36%13%98%44%8%34%19%11%42%

874482410265567NET: Satisfied
100%100%98%100%94%95%100%100%56%48%71%100%86%

---------2--2NET: Dissatisfied
-%-%-%-%-%-%-%-%-%12%-%-%2%

Don't Know (DO NOT READ
-----*---2--2OUT)
-%-%-%-%-%5%-%-%-%14%-%-%3%
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
1816162373Unweighted total
1915192578Weighted total

-----Very dissatisfied
-%-%-%-%-%

---22Fairly dissatisfied
-%-%-%7%2%

Neither satisfied nor
*1258dissatisfied
*%3%10%21%10%

51181034Fairly satisfied
25%74%41%40%43%

1439633Very satisfied
74%22%48%25%42%

1915171667NET: Satisfied
100%96%90%65%86%

---22NET: Dissatisfied
-%-%-%7%2%

Don't Know (DO NOT READ
-*-22OUT)
-%1%-%8%3%
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Parcelforce (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
2129255-144752Unweighted total
2*415421-*18283Weighted total

----*----**Very dissatisfied
-%-%-%-%1%-%-%-%-%1%1%

---*-----44Fairly dissatisfied
-%-%-%3%-%-%-%-%-%5%5%

Neither satisfied nor
-*-65*--*1112dissatisfied
-%100%-%39%13%30%-%-%34%14%14%

*--511*-**2626Fairly satisfied
5%-%-%33%27%61%-%100%56%32%32%

2-4424*--*4040Very satisfied
95%-%100%25%59%9%-%-%10%49%48%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

2-49361-**6666NET: Satisfied
100%-%100%58%86%70%-%100%66%80%80%

---**----55NET: Dissatisfied
-%-%-%3%1%-%-%-%-%6%6%
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Hermes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-254549499-34352Unweighted total
-128081581615-58683Weighted total

--*----------*Very dissatisfied
-%-%23%-%-%-%-%-%-%-%-%-%-%1%

-*-4-2----2--4Fairly dissatisfied
-%83%-%5%-%13%-%-%-%-%35%-%-%5%

Neither satisfied nor
--111-7-21---212dissatisfied
-%-%26%14%-%43%-%11%4%-%-%-%39%14%

-*-2642674-22-26Fairly satisfied
-%17%-%33%48%16%76%44%26%-%31%25%-%32%

--139442710-26440Very satisfied
-%-%52%49%52%29%24%45%70%-%34%75%61%48%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*1658781414-38466NET: Satisfied
-%17%52%81%100%44%100%89%96%-%65%100%61%80%

-**4-2----2--5NET: Dissatisfied
-%83%23%5%-%13%-%-%-%-%35%-%-%6%
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Table 186  (continuation)                                                                                                                                                  Page 3001

Hermes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*fe*d*c*b*aSignificance Level: 95%
44816361311301-6-52Unweighted total
7751865242245*-10-83Weighted total

-**----*----*Very dissatisfied
-%1%3%-%-%-%-%1%-%-%-%-%1%

-422---2--2-4Fairly dissatisfied
-%6%11%4%-%-%-%5%-%-%19%-%5%

Neither satisfied nor
-123922-7----12dissatisfied
-%15%17%13%10%100%-%16%-%-%-%-%14%

22581911--11*-4-26Fairly satisfied
26%33%44%29%47%-%-%24%100%-%42%-%32%

53453510-224--4-40Very satisfied
74%46%26%54%43%-%100%53%-%-%39%-%48%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

759135422-235*-8-66NET: Satisfied
100%78%70%83%90%-%100%78%100%-%81%-%80%

-522---3--2-5NET: Dissatisfied
-%6%13%4%-%-%-%6%-%-%19%-%6%
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Hermes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
2262425052Unweighted total
3793647983Weighted total

*---**Very dissatisfied
1%-%-%-%1%1%

2-2-44Fairly dissatisfied
5%-%6%-%5%5%

Neither satisfied nor
4-7-1212dissatisfied

11%-%20%-%15%14%

13*13-2626Fairly satisfied
34%1%37%-%33%32%

1891343640Very satisfied
48%99%36%100%46%48%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

3192746366NET: Satisfied
82%100%73%100%79%80%

2-2-55NET: Dissatisfied
6%-%6%-%6%6%
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Hermes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
133182448--1-1293952Unweighted total
175412*479--*-*3136683Weighted total

*----*------*-*Very dissatisfied
3%-%-%-%-%1%-%-%-%-%-%-%4%-%1%

22---4------224Fairly dissatisfied
11%4%-%-%-%5%-%-%-%-%-%-%14%4%5%

Neither satisfied nor
272**11--*---2912dissatisfied

15%12%21%72%6%14%-%-%100%-%-%-%17%14%14%

4176*225----*222326Fairly satisfied
21%31%50%28%51%31%-%-%-%-%100%53%13%35%32%

8283-238-----273240Very satisfied
50%52%29%-%43%49%-%-%-%-%-%47%52%48%48%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

12459*463----*385566NET: Satisfied
71%83%79%28%94%80%-%-%-%-%100%100%65%82%80%

22---5------225NET: Dissatisfied
14%4%-%-%-%6%-%-%-%-%-%-%18%4%6%
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Hermes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*af*edc*b*aSignificance Level: 95%
---3-22539133930252352Unweighted total
---4-33961216146433483Weighted total

------**-***-*Very dissatisfied
-%-%-%-%-%-%1%1%-%1%1%1%-%1%

------24422224Fairly dissatisfied
-%-%-%-%-%-%6%7%18%4%5%4%7%5%

Neither satisfied nor
---*-25113987512dissatisfied
-%-%-%6%-%53%14%18%14%15%16%16%16%14%

---2--12154191414826Fairly satisfied
-%-%-%47%-%-%31%25%20%31%30%31%24%32%

---2-21930103022201840Very satisfied
-%-%-%47%-%47%48%49%48%49%48%47%53%48%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---4-23145144936342666NET: Satisfied
-%-%-%94%-%47%79%74%68%80%78%78%77%80%

------35433225NET: Dissatisfied
-%-%-%-%-%-%7%8%18%5%6%5%7%6%
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Hermes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-49891-1-12-3552Unweighted total
-6111316*-*-22-5783Weighted total

--*---------**Very dissatisfied
-%-%4%-%-%-%-%-%-%-%-%-%1%1%

--2---------24Fairly dissatisfied
-%-%21%-%-%-%-%-%-%-%-%-%4%5%

Neither satisfied nor
-2212*-*----912dissatisfied
-%41%20%4%14%100%-%100%-%-%-%-%16%14%

--2210-----2-1726Fairly satisfied
-%-%19%13%63%-%-%-%-%-%100%-%30%32%

-44114----2--2940Very satisfied
-%59%37%83%23%-%-%-%-%100%-%-%50%48%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-461314----22-4666NET: Satisfied
-%59%55%96%86%-%-%-%-%100%100%-%80%80%

--3---------35NET: Dissatisfied
-%-%25%-%-%-%-%-%-%-%-%-%5%6%
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Hermes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*ab*a*c*ba*e*d*c*b*aSignificance Level: 95%
22831215133349101352Unweighted total
44250338*532811192183Weighted total

-*-*-*---*--*Very dissatisfied
-%1%-%1%-%100%-%-%-%4%-%-%1%

-24---2---2*4Fairly dissatisfied
-%5%9%-%-%-%4%-%-%-%10%2%5%

Neither satisfied nor
-8932-7*212412dissatisfied
-%18%17%9%29%-%13%11%28%5%12%19%14%

-1411154-15*2521026Fairly satisfied
-%33%22%47%48%-%29%4%23%51%9%47%32%

41826142-2824413740Very satisfied
100%43%52%43%24%-%54%85%49%39%70%32%48%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

43237295-442610151766NET: Satisfied
100%76%74%89%71%-%82%89%72%91%79%79%80%

-34*-*2--*2*5NET: Dissatisfied
-%7%9%1%-%100%4%-%-%4%10%2%6%
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Hermes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*ab*a*b*a*b*aSignificance Level: 95%
-323332722825852Unweighted total
-43445110442381383Weighted total

----*--**-*Very dissatisfied
-%-%-%-%1%-%-%1%1%-%1%

--2-2-2*2-4Fairly dissatisfied
-%-%7%-%5%-%46%1%6%-%5%

Neither satisfied nor
--5-9*-87*12dissatisfied
-%-%16%-%18%2%-%18%18%2%14%

-28-118-148826Fairly satisfied
-%49%24%-%21%78%-%33%20%64%32%

-218428222020440Very satisfied
-%51%53%100%55%20%54%47%54%34%48%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-42643910234281266NET: Satisfied
-%100%77%100%77%98%54%80%75%98%80%

--2-3-213-5NET: Dissatisfied
-%-%7%-%5%-%46%2%7%-%6%
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Hermes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-1814152523-22327-323852Unweighted total
-2823214334-43342-4391583Weighted total

----*---**--*-*Very dissatisfied
-%-%-%-%1%-%-%-%1%1%-%-%1%-%1%

-*2*22--*2--2-4Fairly dissatisfied
-%2%8%2%4%7%-%-%1%4%-%-%5%-%5%

Neither satisfied nor
-45*75--75-27312dissatisfied
-%15%20%1%16%16%-%-%21%12%-%53%18%19%14%

-6810148--514--10626Fairly satisfied
-%21%34%46%31%24%-%-%16%33%-%-%24%39%32%

-189112018-42020-220640Very satisfied
-%63%38%51%47%53%-%100%60%49%-%47%52%43%48%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2416213426-42534-2301266NET: Satisfied
-%83%72%97%78%77%-%100%76%82%-%47%76%81%80%

-*2*22--12--2-5NET: Dissatisfied
-%2%8%2%5%7%-%-%3%6%-%-%6%-%6%
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Hermes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
171120141-1113852Unweighted total
2142229232-16181283Weighted total

----*------*Very dissatisfied
-%-%-%-%2%-%-%-%-%-%-%1%

----*2---*-4Fairly dissatisfied
-%-%-%-%2%8%-%-%-%3%-%5%

Neither satisfied nor
----55--*-212dissatisfied
-%-%-%-%16%20%-%-%1%-%15%14%

2-2-68--84226Fairly satisfied
100%-%100%-%20%34%-%-%50%20%19%32%

-14-21892-814840Very satisfied
-%100%-%100%61%38%100%-%48%77%67%48%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

2142224162-16181066NET: Satisfied
100%100%100%100%81%72%100%-%99%97%85%80%

----12---*-5NET: Dissatisfied
-%-%-%-%3%8%-%-%-%3%-%6%
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Hermes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*ba*d*cbaedcbaSignificance Level: 95%
2314232-164834514649424752Unweighted total
3523450-247653817579677583Weighted total

-*---*********Very dissatisfied
-%2%-%-%-%2%1%1%1%1%1%1%1%1%

2--2--44444444Fairly dissatisfied
7%-%-%5%-%-%6%7%5%6%5%6%6%5%

Neither satisfied nor
4325-412812121191112dissatisfied

12%14%57%11%-%17%15%14%14%16%14%14%15%14%

128-17-82321262323212326Fairly satisfied
33%33%-%35%-%32%30%40%33%31%29%31%30%32%

1712225-123720383540323640Very satisfied
48%50%43%50%-%49%48%38%47%47%51%48%48%48%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2919242-195941655863535966NET: Satisfied
81%84%43%85%-%81%78%78%80%78%80%79%79%80%

2*-2-*54555555NET: Dissatisfied
7%2%-%5%-%2%6%8%6%6%6%7%6%6%
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Hermes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*cb*ab*a*baSignificance Level: 95%
27251962763312411153752Unweighted total
4043311042105318681566283Weighted total

*---*-*--**-*Very dissatisfied
1%-%-%-%1%-%1%-%-%3%8%-%1%

2222*22-*42-4Fairly dissatisfied
5%5%6%20%1%20%4%-%1%25%33%-%5%

Neither satisfied nor
66525-72833212dissatisfied

14%14%16%22%11%-%13%13%12%22%49%4%14%

151182172214216-2226Fairly satisfied
38%26%25%21%39%17%40%20%30%39%-%35%32%

1624164206221238213840Very satisfied
41%55%53%37%47%63%41%66%57%11%9%61%48%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

3135246368431659816066NET: Satisfied
79%81%78%58%87%80%81%87%87%50%9%96%80%

2222123-*42-5NET: Dissatisfied
6%5%6%20%2%20%5%-%1%28%42%-%6%
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Hermes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
41676218563352Unweighted total
8*6121042158104583Weighted total

--*---------*Very dissatisfied
-%-%8%-%-%-%-%-%-%-%-%-%1%

--*--22-----4Fairly dissatisfied
-%-%8%-%-%46%100%-%-%-%-%-%5%

Neither satisfied nor
2--41--22-*-12dissatisfied

27%-%-%38%11%-%-%12%26%-%6%-%14%

4*2*4--5252226Fairly satisfied
48%100%41%2%43%-%-%38%24%48%47%32%32%

2-2742-7452440Very satisfied
25%-%42%61%46%54%-%50%50%52%47%68%48%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

6*5782-136104566NET: Satisfied
73%100%83%62%89%54%-%88%74%100%94%100%80%

--1--22-----5NET: Dissatisfied
-%-%17%-%-%46%100%-%-%-%-%-%6%
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Hermes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
1115141252Unweighted total
1425242083Weighted total

*---*Very dissatisfied
3%-%-%-%1%

*22-4Fairly dissatisfied
3%7%8%-%5%

Neither satisfied nor
254*12dissatisfied

16%22%16%1%14%

647826Fairly satisfied
46%17%30%43%32%

414111140Very satisfied
32%54%46%55%48%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

1118181966NET: Satisfied
77%71%76%99%80%

122-5NET: Dissatisfied
7%7%8%-%6%
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Hermes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use Hermes (QV4=8)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
12155122191527Unweighted total
*22492**12426Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

---2-----22Fairly dissatisfied
-%-%-%54%-%-%-%-%-%9%8%

Neither satisfied nor
---12**--66dissatisfied
-%-%-%14%21%9%63%-%-%26%25%

-22-21*-*78Fairly satisfied
-%100%100%-%19%31%37%-%33%30%30%

*--151-*1810Very satisfied
100%-%-%33%61%59%-%100%67%36%37%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

*22172**11617NET: Satisfied
100%100%100%33%79%91%37%100%100%66%67%

---2-----22NET: Dissatisfied
-%-%-%54%-%-%-%-%-%9%8%
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FedEx (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3122113221-61527Unweighted total
*11242223*-72526Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2--2------2Fairly dissatisfied
-%-%-%9%-%-%94%-%-%-%-%-%-%8%

Neither satisfied nor
-1-62*----2-26dissatisfied
-%100%-%24%100%7%-%-%-%-%25%-%41%25%

*--8-**2--3-28Fairly satisfied
32%-%-%32%-%10%6%50%-%-%46%-%50%30%

*-18-2-2*-22*10Very satisfied
68%-%100%35%-%83%-%50%100%-%28%100%9%37%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-116-2*3*-52317NET: Satisfied
100%-%100%67%-%93%6%100%100%-%75%100%59%67%

---2--2------2NET: Dissatisfied
-%-%-%9%-%-%94%-%-%-%-%-%-%8%
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FedEx (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
5224237-25--13-27Unweighted total
2231258-25--11-26Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2------2-2Fairly dissatisfied
-%9%-%8%-%-%-%-%-%-%18%-%8%

Neither satisfied nor
-6-62-----4-6dissatisfied
-%27%-%25%25%-%-%-%-%-%39%-%25%

*8*82-24--*-8Fairly satisfied
6%32%12%31%20%-%100%82%-%-%4%-%30%

27194--1--4-10Very satisfied
94%32%88%36%55%-%-%18%-%-%39%-%37%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

2151166-25--5-17NET: Satisfied
100%64%100%66%75%-%100%100%-%-%43%-%67%

-2-2------2-2NET: Dissatisfied
-%9%-%8%-%-%-%-%-%-%18%-%8%
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FedEx (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
13311-2727Unweighted total
10412-2626Weighted total

------Very dissatisfied
-%-%-%-%-%-%

--2-22Fairly dissatisfied
-%-%17%-%8%8%

Neither satisfied nor
4-2-66dissatisfied

39%-%20%-%25%25%

332-88Fairly satisfied
26%93%16%-%30%30%

4*6-1010Very satisfied
35%7%48%-%37%37%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

648-1717NET: Satisfied
61%100%63%-%67%67%

--2-22NET: Dissatisfied
-%-%17%-%8%8%
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FedEx (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1665-423-----4121127Unweighted total
1475-125-----1131226Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2----2------2-2Fairly dissatisfied
15%-%-%-%-%8%-%-%-%-%-%-%16%-%8%

Neither satisfied nor
241--6------246dissatisfied

15%51%11%-%-%26%-%-%-%-%-%-%17%35%25%

62*--8------628Fairly satisfied
44%22%3%-%-%31%-%-%-%-%-%-%47%15%30%

324-19-----13610Very satisfied
26%27%86%-%100%35%-%-%-%-%-%100%20%50%37%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

944-116-----18817NET: Satisfied
70%49%89%-%100%66%-%-%-%-%-%100%67%65%67%

2----2------2-2NET: Dissatisfied
15%-%-%-%-%8%-%-%-%-%-%-%16%-%8%
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FedEx (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
---1-21617121919131727Unweighted total
---2-*1719121819101526Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------22222-22Fairly dissatisfied
-%-%-%-%-%-%12%11%16%11%11%-%14%8%

Neither satisfied nor
-----*44464346dissatisfied
-%-%-%-%-%63%26%21%32%31%24%27%30%25%

-----*76288448Fairly satisfied
-%-%-%-%-%37%45%31%15%41%40%43%25%30%

---2--375353510Very satisfied
-%-%-%100%-%-%17%37%37%16%25%30%32%37%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2-*1013611127817NET: Satisfied
-%-%-%100%-%37%62%68%52%57%65%73%57%67%

------22222-22NET: Dissatisfied
-%-%-%-%-%-%12%11%16%11%11%-%14%8%
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FedEx (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-6733-----1-1827Unweighted total
-3844-----*-1826Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2---------22Fairly dissatisfied
-%-%25%-%-%-%-%-%-%-%-%-%11%8%

Neither satisfied nor
-2-21-------66dissatisfied
-%68%-%52%13%-%-%-%-%-%-%-%32%25%

-*422-------88Fairly satisfied
-%11%48%45%41%-%-%-%-%-%-%-%41%30%

-12*2-----*-310Very satisfied
-%21%27%3%46%-%-%-%-%-%100%-%16%37%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1623-----*-1017NET: Satisfied
-%32%75%48%87%-%-%-%-%-%100%-%57%67%

--2---------22NET: Dissatisfied
-%-%25%-%-%-%-%-%-%-%-%-%11%8%
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FedEx (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
21716114213-753427Unweighted total
*1913131*17-672226Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-22---2-2---2Fairly dissatisfied
-%11%16%-%-%-%12%-%32%-%-%-%8%

Neither satisfied nor
-442*-6-4-2*6dissatisfied
-%24%35%15%19%-%32%-%60%-%74%8%25%

*752**7-*6-28Fairly satisfied
47%40%43%18%11%48%43%-%2%75%-%87%30%

*5191*2-*21*10Very satisfied
53%25%6%67%70%52%13%-%6%25%26%5%37%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*126111*10-*71217NET: Satisfied
100%65%49%85%81%100%56%-%7%100%26%92%67%

-22---2-2---2NET: Dissatisfied
-%11%16%-%-%-%12%-%32%-%-%-%8%
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FedEx (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-815717221716227Unweighted total
-8146144*1914426Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

--222--22-2Fairly dissatisfied
-%-%14%32%14%-%-%11%14%-%8%

Neither satisfied nor
-24142-4426dissatisfied
-%30%28%8%27%46%-%24%28%46%25%

-24252*7528Fairly satisfied
-%24%26%27%38%54%47%40%38%54%30%

-4523-*53-10Very satisfied
-%46%32%33%21%-%53%25%20%-%37%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-68482*128217NET: Satisfied
-%70%58%60%59%54%100%65%58%54%67%

--222--22-2NET: Dissatisfied
-%-%14%32%14%-%-%11%14%-%8%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 187  (continuation)                                                                                                                                                  Page 3023

FedEx (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
21317101216-111416-612527Unweighted total
21618141015-101516-79526Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-222-2--22----2Fairly dissatisfied
-%13%11%15%-%14%-%-%14%12%-%-%-%-%8%

Neither satisfied nor
244634-246-1216dissatisfied

95%24%25%41%27%30%-%20%27%34%-%11%22%11%25%

-68444-666-4448Fairly satisfied
-%37%42%30%43%25%-%58%40%35%-%59%45%82%30%

*44235-233-23*10Very satisfied
5%27%23%15%30%31%-%22%19%18%-%30%32%7%37%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*1012678-899-67417NET: Satisfied
5%64%64%45%73%56%-%80%59%54%-%89%78%89%67%

-222-2--22----2NET: Dissatisfied
-%13%11%15%-%14%-%-%14%12%-%-%-%-%8%
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FedEx (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
1-3-11152658627Unweighted total
2-4-121628712826Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

----22--2222Fairly dissatisfied
-%-%-%-%16%13%-%-%27%17%24%8%

Neither satisfied nor
--2-24*44426dissatisfied
-%-%51%-%15%25%8%50%50%33%25%25%

2-2-66-42428Fairly satisfied
100%-%46%-%48%37%-%49%22%34%29%30%

--*-342**2210Very satisfied
-%-%3%-%20%26%92%1%1%16%22%37%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

2-2-8102426417NET: Satisfied
100%-%49%-%68%63%92%50%23%50%51%67%

----22--2222NET: Dissatisfied
-%-%-%-%16%13%-%-%27%17%24%8%
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FedEx (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
214-23-142516262224212427Unweighted total
214-21-122218241822192226Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-----22222222Fairly dissatisfied
10%-%-%-%-%-%9%11%9%11%9%11%9%8%

Neither satisfied nor
42-4-244444446dissatisfied

19%54%-%21%-%17%20%22%19%25%21%23%21%25%

8--8-687868888Fairly satisfied
37%-%-%36%-%47%35%40%32%34%35%40%35%30%

72-9-48510585810Very satisfied
35%46%-%43%-%36%36%26%40%30%35%26%35%37%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

152-17-101612171115131517NET: Satisfied
71%46%-%79%-%83%71%66%73%64%70%66%70%67%

2-----22222222NET: Dissatisfied
10%-%-%-%-%-%9%11%9%11%9%11%9%8%
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FedEx (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
111611313315920712127Unweighted total
111511114215817821826Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--22---22-2Fairly dissatisfied
-%14%-%-%14%85%-%-%-%24%100%-%8%

Neither satisfied nor
-62*4-2443-46dissatisfied
-%42%22%34%26%-%16%48%22%30%-%25%25%

626*2-4344-48Fairly satisfied
55%12%54%47%12%-%30%40%22%47%-%23%30%

553*7*8110--1010Very satisfied
45%32%24%18%48%15%54%12%56%-%-%53%37%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

1178*8*134134-1417NET: Satisfied
100%44%78%66%60%15%84%52%78%47%-%75%67%

-2--22---22-2NET: Dissatisfied
-%14%-%-%14%85%-%-%-%24%100%-%8%
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FedEx (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019Apr' 2019Mar' 2019Jan' 2019Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*i*h*g*f*e*d*c*b*aSignificance Level: 95%
22234335327Unweighted total
22124246226Weighted total

----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%

2--------2Fairly dissatisfied
96%-%-%-%-%-%-%-%-%8%

Neither satisfied nor
-21--22--6dissatisfied
-%95%50%-%-%95%51%-%-%25%

-*-2--*428Fairly satisfied
-%5%-%93%-%-%4%64%77%30%

*-1*4*22110Very satisfied
4%-%50%7%100%5%45%36%23%37%

Don't Know (DO NOT READ
----------OUT)
-%-%-%-%-%-%-%-%-%-%

**124*26217NET: Satisfied
4%5%50%100%100%5%49%100%100%67%

2--------2NET: Dissatisfied
96%-%-%-%-%-%-%-%-%8%
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FedEx (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h,i

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
4571127Unweighted total
4471126Weighted total

-----Very dissatisfied
-%-%-%-%-%

2---2Fairly dissatisfied
49%-%-%-%8%

Neither satisfied nor
21226dissatisfied

46%15%30%17%25%

*2-58Fairly satisfied
2%66%-%47%30%

*15410Very satisfied
2%20%70%37%37%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

*35917NET: Satisfied
5%85%70%83%67%

2---2NET: Dissatisfied
49%-%-%-%8%
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FedEx (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use FedEx (QV4=9)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
-1---1--1-1Unweighted total
-*---*--*-*Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-*---*--*-*dissatisfied
-%100%-%-%-%100%-%-%100%-%100%

-----------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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Secured Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
---1-1-------1Unweighted total
---*-*-------*Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---*-*-------*dissatisfied
-%-%-%100%-%100%-%-%-%-%-%-%-%100%

--------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Secured Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-11----1----1Unweighted total
-**----*----*Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-**----*----*dissatisfied
-%100%100%-%-%-%-%100%-%-%-%-%100%

-------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Secured Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
1---11Unweighted total
*---**Weighted total

------Very dissatisfied
-%-%-%-%-%-%

------Fairly dissatisfied
-%-%-%-%-%-%

Neither satisfied nor
*---**dissatisfied

100%-%-%-%100%100%

------Fairly satisfied
-%-%-%-%-%-%

------Very satisfied
-%-%-%-%-%-%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

------NET: Satisfied
-%-%-%-%-%-%

------NET: Dissatisfied
-%-%-%-%-%-%
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Secured Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1--11---1-----1Unweighted total
*--**---*-----*Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*--**---*-----*dissatisfied

100%-%-%100%100%-%-%-%100%-%-%-%-%-%100%

---------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Secured Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
---1---1-11111Unweighted total
---*---*-*****Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---*---*-*****dissatisfied
-%-%-%100%-%-%-%100%-%100%100%100%100%100%

--------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Secured Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-1---1-1-----1Unweighted total
-*---*-*-----*Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-*---*-*-----*dissatisfied
-%100%-%-%-%100%-%100%-%-%-%-%-%100%

--------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Secured Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-1-1--11----1Unweighted total
-*-*--**----*Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-*-*--**----*dissatisfied
-%100%-%100%-%-%100%100%-%-%-%-%100%

-------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Secured Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--1--1-1-11Unweighted total
--*--*-*-**Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--*--*-*-**dissatisfied
-%-%100%-%-%100%-%100%-%100%100%

-----------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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Secured Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-1-111--11--1-1Unweighted total
-*-***--**--*-*Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-*-***--**--*-*dissatisfied
-%100%-%100%100%100%-%-%100%100%-%-%100%-%100%

---------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Secured Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
----1---1--1Unweighted total
----*---*--*Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
----*---*--*dissatisfied
-%-%-%-%100%-%-%-%100%-%-%100%

------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%
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Secured Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1--1--11111111Unweighted total
*--*--********Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*--*--********dissatisfied

100%-%-%100%-%-%100%100%100%100%100%100%100%100%

--------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Secured Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
1-1----11--11Unweighted total
*-*----**--**Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*-*----**--**dissatisfied

100%-%100%-%-%-%-%100%100%-%-%100%100%

-------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Secured Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q3 2018Aug' 2018Total base

*aSignificance Level: 95%
111Unweighted total
***Weighted total

---Very dissatisfied
-%-%-%

---Fairly dissatisfied
-%-%-%

Neither satisfied nor
***dissatisfied

100%100%100%

---Fairly satisfied
-%-%-%

---Very satisfied
-%-%-%

Don't Know (DO NOT READ
---OUT)
-%-%-%

---NET: Satisfied
-%-%-%

---NET: Dissatisfied
-%-%-%
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Secured Mail (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: None

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1-22-6114410Unweighted total
*-*2-1**155Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

--*--*--*-*Fairly dissatisfied
-%-%50%-%-%13%-%-%20%-%2%

Neither satisfied nor
-----*--*-*dissatisfied
-%-%-%-%-%27%-%-%43%-%4%

--*2-*--*44Fairly satisfied
-%-%50%100%-%13%-%-%20%86%76%

*----**-*11Very satisfied
100%-%-%-%-%35%100%-%16%14%17%

Don't Know (DO NOT READ
-----*-*--*OUT)
-%-%-%-%-%12%-%100%-%-%2%

*-*2-**-*55NET: Satisfied
100%-%50%100%-%48%100%-%37%100%92%

--*--*--*-*NET: Dissatisfied
-%-%50%-%-%13%-%-%20%-%2%
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DX (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2125--112-1--10Unweighted total
1*14--*2*-2--5Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*--*------*Fairly dissatisfied
-%-%-%3%-%-%100%-%-%-%-%-%-%2%

Neither satisfied nor
---*----*----*dissatisfied
-%-%-%5%-%-%-%-%52%-%-%-%-%4%

--13---2--2--4Fairly satisfied
-%-%100%87%-%-%-%100%-%-%100%-%-%76%

1--*----*----1Very satisfied
100%-%-%5%-%-%-%-%48%-%-%-%-%17%

Don't Know (DO NOT READ
-*-----------*OUT)
-%100%-%-%-%-%-%-%-%-%-%-%-%2%

1-14---2*-2--5NET: Satisfied
100%-%100%92%-%-%-%100%48%-%100%-%-%92%

---*--*------*NET: Dissatisfied
-%-%-%3%-%-%100%-%-%-%-%-%-%2%
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DX (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
281971-1--1-10Unweighted total
*5*55*-*--*-5Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*---*----*Fairly dissatisfied
-%2%-%2%-%-%-%100%-%-%-%-%2%

Neither satisfied nor
*--**-------*dissatisfied

70%-%-%4%4%-%-%-%-%-%-%-%4%

-4-44-------4Fairly satisfied
-%80%-%77%82%-%-%-%-%-%-%-%76%

-1-11-----*-1Very satisfied
-%18%-%17%14%-%-%-%-%-%100%-%17%

Don't Know (DO NOT READ
*-*--*------*OUT)

30%-%100%-%-%100%-%-%-%-%-%-%2%

-5-55-----*-5NET: Satisfied
-%98%-%94%96%-%-%-%-%-%100%-%92%

-*-*---*----*NET: Dissatisfied
-%2%-%2%-%-%-%100%-%-%-%-%2%
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DX (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
541-1010Unweighted total
41*-55Weighted total

------Very dissatisfied
-%-%-%-%-%-%

*---**Fairly dissatisfied
3%-%-%-%2%2%

Neither satisfied nor
--*-**dissatisfied
-%-%100%-%4%4%

31--44Fairly satisfied
90%44%-%-%76%76%

*1--11Very satisfied
7%48%-%-%17%17%

Don't Know (DO NOT READ
-*--**OUT)
-%7%-%-%2%2%

41--55NET: Satisfied
97%93%-%-%92%92%

*---**NET: Dissatisfied
3%-%-%-%2%2%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 189  (continuation)                                                                                                                                                  Page 3047

DX (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DX (QV4=11)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
64-128---1-14410Unweighted total
15-**5---*-**55Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*----*------*-*Fairly dissatisfied
13%-%-%-%-%2%-%-%-%-%-%-%27%-%2%

Neither satisfied nor
*---*------*--*dissatisfied

27%-%-%-%52%-%-%-%-%-%-%100%-%-%4%

*4---4------*44Fairly satisfied
13%86%-%-%-%82%-%-%-%-%-%-%27%86%76%

*1-**1---*--*11Very satisfied
35%14%-%100%48%14%-%-%-%100%-%-%22%14%17%

Don't Know (DO NOT READ
*----*------*-*OUT)

12%-%-%-%-%2%-%-%-%-%-%-%24%-%2%

*5-**5---*--*55NET: Satisfied
48%100%-%100%48%96%-%-%-%100%-%-%49%100%92%

*----*------*-*NET: Dissatisfied
13%-%-%-%-%2%-%-%-%-%-%-%27%-%2%
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DX (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
----2179651091010Unweighted total
----**54115555Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------********Fairly dissatisfied
-%-%-%-%-%-%2%3%9%8%2%2%2%2%

Neither satisfied nor
----*--*-*****dissatisfied
-%-%-%-%73%-%-%6%-%18%4%4%4%4%

------42*-4444Fairly satisfied
-%-%-%-%-%-%81%63%9%-%76%73%76%76%

----*-11111111Very satisfied
-%-%-%-%27%-%16%26%75%74%17%18%17%17%

Don't Know (DO NOT READ
-----*-**-****OUT)
-%-%-%-%-%100%-%3%8%-%2%2%2%2%

----*-53115455NET: Satisfied
-%-%-%-%27%-%98%88%84%74%92%92%92%92%

------********NET: Dissatisfied
-%-%-%-%-%-%2%3%9%8%2%2%2%2%
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DX (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-82--1--1--1310Unweighted total
-32--*--*--*15Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*---------**Fairly dissatisfied
-%-%5%-%-%-%-%-%-%-%-%-%13%2%

Neither satisfied nor
-*---------*-*dissatisfied
-%6%-%-%-%-%-%-%-%-%-%100%-%4%

-22----------4Fairly satisfied
-%65%95%-%-%-%-%-%-%-%-%-%-%76%

-1---*--*---11Very satisfied
-%26%-%-%-%100%-%-%100%-%-%-%87%17%

Don't Know (DO NOT READ
-*-----------*OUT)
-%3%-%-%-%-%-%-%-%-%-%-%-%2%

-32--*--*---15NET: Satisfied
-%91%95%-%-%100%-%-%100%-%-%-%87%92%

--*---------**NET: Dissatisfied
-%-%5%-%-%-%-%-%-%-%-%-%13%2%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 189  (continuation)                                                                                                                                                  Page 3050

DX (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
28553-2-122-10Unweighted total
*5141-*-**1-5Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-**---*--*--*Fairly dissatisfied
-%2%8%-%-%-%34%-%-%32%-%-%2%

Neither satisfied nor
*-*-*----*--*dissatisfied

68%-%18%-%24%-%-%-%-%68%-%-%4%

*4*4--------4Fairly satisfied
32%78%8%96%-%-%-%-%-%-%-%-%76%

-11*1-*-*-1-1Very satisfied
-%18%66%2%76%-%66%-%100%-%100%-%17%

Don't Know (DO NOT READ
-*-*--------*OUT)
-%2%-%2%-%-%-%-%-%-%-%-%2%

*5141-*-*-1-5NET: Satisfied
32%96%74%98%76%-%66%-%100%-%100%-%92%

-**---*--*--*NET: Dissatisfied
-%2%8%-%-%-%34%-%-%32%-%-%2%
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DX (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-310441194110Unweighted total
-2541**51*5Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

--*-*--**-*Fairly dissatisfied
-%-%2%-%9%-%-%2%9%-%2%

Neither satisfied nor
--*-*-*-*-*dissatisfied
-%-%4%-%19%-%100%-%19%-%4%

-244---4--4Fairly satisfied
-%91%76%95%-%-%-%79%-%-%76%

-*1*1*-11*1Very satisfied
-%9%17%5%72%100%-%17%72%100%17%

Don't Know (DO NOT READ
--*----*--*OUT)
-%-%2%-%-%-%-%2%-%-%2%

-2541*-51*5NET: Satisfied
-%100%92%100%72%100%-%96%72%100%92%

--*-*--**-*NET: Dissatisfied
-%-%2%-%9%-%-%2%9%-%2%
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DX (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DX (QV4=11)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
1792810-142-28410Unweighted total
*35*55-*11-*545Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**--*---*-*Fairly dissatisfied
-%-%2%-%2%2%-%-%17%-%-%-%2%-%2%

Neither satisfied nor
-**--*--*---*-*dissatisfied
-%7%4%-%-%4%-%-%36%-%-%-%5%-%4%

-24-44-----*444Fairly satisfied
-%80%78%-%77%76%-%-%-%-%-%34%75%95%76%

**1*11-**1-*1*1Very satisfied
100%9%14%100%19%17%-%100%47%100%-%66%19%5%17%

Don't Know (DO NOT READ
-**-**--------*OUT)
-%3%2%-%2%2%-%-%-%-%-%-%-%-%2%

*35*45-**1-*445NET: Satisfied
100%90%92%100%96%92%-%100%47%100%-%100%93%100%92%

--*-**--*---*-*NET: Dissatisfied
-%-%2%-%2%2%-%-%17%-%-%-%2%-%2%
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DX (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
----68--11310Unweighted total
----35--**15Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

-----*-----*Fairly dissatisfied
-%-%-%-%-%2%-%-%-%-%-%2%

Neither satisfied nor
-----*-----*dissatisfied
-%-%-%-%-%5%-%-%-%-%-%4%

----23-----4Fairly satisfied
-%-%-%-%87%73%-%-%-%-%-%76%

----*1--**11Very satisfied
-%-%-%-%10%19%-%-%100%100%100%17%

Don't Know (DO NOT READ
----**-----*OUT)
-%-%-%-%3%2%-%-%-%-%-%2%

----34--**15NET: Satisfied
-%-%-%-%97%91%-%-%100%100%100%92%

-----*-----*NET: Dissatisfied
-%-%-%-%-%2%-%-%-%-%-%2%
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DX (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
91-8-210810810101010Unweighted total
5*-3-*55545555Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*--*-******Fairly dissatisfied
2%-%-%3%-%-%2%-%2%3%2%2%2%2%

Neither satisfied nor
*--*--********dissatisfied
4%-%-%6%-%-%4%4%4%6%4%4%4%4%

4--2-*44424444Fairly satisfied
78%-%-%64%-%34%76%78%76%66%76%76%76%76%

1*-1-*11111111Very satisfied
14%100%-%24%-%66%17%16%17%25%17%17%17%17%

Don't Know (DO NOT READ
*--*--***-****OUT)
2%-%-%3%-%-%2%2%2%-%2%2%2%2%

5*-3-*55535555NET: Satisfied
92%100%-%88%-%100%92%94%92%91%92%92%92%92%

*--*--*-******NET: Dissatisfied
2%-%-%3%-%-%2%-%2%3%2%2%2%2%
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DX (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
3751317291-810Unweighted total
154*1*5*5*-55Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*--**---*Fairly dissatisfied
-%2%-%-%15%-%-%52%2%-%-%-%2%

Neither satisfied nor
*-*--*---*--*dissatisfied

28%-%5%-%-%100%-%-%-%100%-%-%4%

*43-1-4-4--44Fairly satisfied
61%78%79%-%85%-%82%-%79%-%-%80%76%

*11*--1-1--11Very satisfied
11%18%16%100%-%-%18%-%17%-%-%18%17%

Don't Know (DO NOT READ
-*-----**--**OUT)
-%2%-%-%-%-%-%48%2%-%-%2%2%

144*1-5-5--55NET: Satisfied
72%96%95%100%85%-%100%-%96%-%-%98%92%

-*--*--**---*NET: Dissatisfied
-%2%-%-%15%-%-%52%2%-%-%-%2%
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DX (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DX (QV4=11)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q2 2019Q1 2019Q4 2018Q3 2018Apr' 2019Mar' 2019Jan' 2019Nov' 2018Aug' 2018Jul' 2018Total base

*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
341232211110Unweighted total
12121*212*5Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-*---*----*Fairly dissatisfied
-%5%-%-%-%55%-%-%-%-%2%

Neither satisfied nor
-*----*---*dissatisfied
-%10%-%-%-%-%11%-%-%-%4%

*2-2*-2-2*4Fairly satisfied
62%82%-%100%62%-%89%-%100%100%76%

**1-**-1--1Very satisfied
26%4%100%-%26%45%-%100%-%-%17%

Don't Know (DO NOT READ
*---*-----*OUT)

12%-%-%-%12%-%-%-%-%-%2%

12121*212*5NET: Satisfied
88%86%100%100%88%45%89%100%100%100%92%

-*---*----*NET: Dissatisfied
-%5%-%-%-%55%-%-%-%-%2%
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DX (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from ...?)
Base: All those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f - a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1--2-2--268Unweighted total
*--1-*--*88Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---------22dissatisfied
-%-%-%-%-%-%-%-%-%23%22%

*--1-*--*66Fairly satisfied
100%-%-%100%-%100%-%-%100%77%78%

-----------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

*--1-*--*66NET: Satisfied
100%-%-%100%-%100%-%-%100%77%78%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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Pitney Bowes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
11-61-3---2--8Unweighted total
**-72-5---*--8Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---2--2------2dissatisfied
-%-%-%25%-%-%35%-%-%-%-%-%-%22%

**-52-3---*--6Fairly satisfied
100%100%-%75%100%-%65%-%-%-%100%-%-%78%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**-52-3---*--6NET: Satisfied
100%100%-%75%100%-%65%-%-%-%100%-%-%78%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Pitney Bowes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-82641-3----8Unweighted total
-8355*-2----8Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-2-22-------2dissatisfied
-%22%-%38%34%-%-%-%-%-%-%-%22%

-6334*-2----6Fairly satisfied
-%78%100%62%66%100%-%100%-%-%-%-%78%

-------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-6334*-2----6NET: Satisfied
-%78%100%62%66%100%-%100%-%-%-%-%78%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Pitney Bowes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
224-88Unweighted total
423-88Weighted total

------Very dissatisfied
-%-%-%-%-%-%

------Fairly dissatisfied
-%-%-%-%-%-%

Neither satisfied nor
--2-22dissatisfied
-%-%63%-%22%22%

421-66Fairly satisfied
100%100%37%-%78%78%

------Very satisfied
-%-%-%-%-%-%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

421-66NET: Satisfied
100%100%37%-%78%78%

------NET: Dissatisfied
-%-%-%-%-%-%
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Pitney Bowes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
35---8------358Unweighted total
26---8------268Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-2---2-------22dissatisfied
-%32%-%-%-%22%-%-%-%-%-%-%-%32%22%

24---6------246Fairly satisfied
100%68%-%-%-%78%-%-%-%-%-%-%100%68%78%

---------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

24---6------246NET: Satisfied
100%68%-%-%-%78%-%-%-%-%-%-%100%68%78%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Pitney Bowes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
----1-68537678Unweighted total
----2-68428888Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
------22--2222dissatisfied
-%-%-%-%-%-%29%22%-%-%23%24%23%22%

----2-46426666Fairly satisfied
-%-%-%-%100%-%71%78%100%100%77%76%77%78%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----2-46426666NET: Satisfied
-%-%-%-%100%-%71%78%100%100%77%76%77%78%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Pitney Bowes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-15-1-------38Unweighted total
-*7-*-------28Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--2----------2dissatisfied
-%-%25%-%-%-%-%-%-%-%-%-%-%22%

-*6-*-------26Fairly satisfied
-%100%75%-%100%-%-%-%-%-%-%-%100%78%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*6-*-------26NET: Satisfied
-%100%75%-%100%-%-%-%-%-%-%-%100%78%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Pitney Bowes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
61711-2--1118Unweighted total
8*8**-2--2**8Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
2-2---------2dissatisfied

24%-%24%-%-%-%-%-%-%-%-%-%22%

6*6**-2--2**6Fairly satisfied
76%100%76%100%100%-%100%-%-%100%100%100%78%

-------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

6*6**-2--2**6NET: Satisfied
76%100%76%100%100%-%100%-%-%100%100%100%78%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Pitney Bowes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-1613-2-1-8Unweighted total
-*822-2-*-8Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--2---2---2dissatisfied
-%-%24%-%-%-%79%-%-%-%22%

-*622-*-*-6Fairly satisfied
-%100%76%100%100%-%21%-%100%-%78%

-----------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-*622-*-*-6NET: Satisfied
-%100%76%100%100%-%21%-%100%-%78%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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Pitney Bowes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-2--12-112--518Unweighted total
-2--22-2*2--628Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-2--22------2-2dissatisfied
-%79%-%-%100%79%-%-%-%-%-%-%31%-%22%

-*---*-2*2--426Fairly satisfied
-%21%-%-%-%21%-%100%100%100%-%-%69%100%78%

---------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---*-2*2--426NET: Satisfied
-%21%-%-%-%21%-%100%100%100%-%-%69%100%78%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Pitney Bowes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
----1----118Unweighted total
----2----**8Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
----2------2dissatisfied
-%-%-%-%100%-%-%-%-%-%-%22%

---------**6Fairly satisfied
-%-%-%-%-%-%-%-%-%100%100%78%

------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

---------**6NET: Satisfied
-%-%-%-%-%-%-%-%-%100%100%78%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%
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Pitney Bowes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
2--1-386878788Unweighted total
2--*-286878788Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
2----222222222dissatisfied

79%-%-%-%-%76%22%29%22%28%22%28%22%22%

*--*-165656566Fairly satisfied
21%-%-%100%-%24%78%71%78%72%78%72%78%78%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-165656566NET: Satisfied
21%-%-%100%-%24%78%71%78%72%78%72%78%78%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Pitney Bowes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
1761-16171168Unweighted total
*88*-26*8*268Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-22--2--2-2-2dissatisfied
-%24%23%-%-%100%-%-%23%-%100%-%22%

*66*--6*6*-66Fairly satisfied
100%76%77%100%-%-%100%100%77%100%-%100%78%

-------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*66*--6*6*-66NET: Satisfied
100%76%77%100%-%-%100%100%77%100%-%100%78%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Pitney Bowes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q2 2019Q1 2019Q4 2018Q3 2018May' 2019Feb' 2019Jan' 2019Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
121411111128Unweighted total
*224*2*2*228Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-2---2-----2dissatisfied
-%95%-%-%-%100%-%-%-%-%-%22%

**24*-*2*226Fairly satisfied
100%5%100%100%100%-%100%100%100%100%100%78%

------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

**24*-*2*226NET: Satisfied
100%5%100%100%100%-%100%100%100%100%100%78%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%
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Pitney Bowes (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g - a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
653682838172250Unweighted total
13*91341133539Weighted total

-*---*--*-*Very dissatisfied
-%3%-%-%-%2%-%-%3%-%*%

--*--*--*22Fairly dissatisfied
-%-%60%-%-%7%-%-%10%5%5%

Neither satisfied nor
*-*4-1***56dissatisfied

12%-%23%40%-%15%46%11%11%16%16%

11*2112-121618Fairly satisfied
77%27%16%17%86%55%-%78%58%45%46%

*2-421***1213Very satisfied
12%70%-%43%14%21%54%10%18%34%33%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

13*6133*122831NET: Satisfied
88%97%16%60%100%76%54%89%76%79%79%

-**--*--*22NET: Dissatisfied
-%3%60%-%-%9%-%-%13%5%6%
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TNT Express (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
7443551376323550Unweighted total
111365*2106324439Weighted total

*------------*Very dissatisfied
7%-%-%-%-%-%-%-%-%-%-%-%-%*%

---2--2--*---2Fairly dissatisfied
-%-%-%6%-%-%90%-%-%10%-%-%-%5%

Neither satisfied nor
**-6-**22--*26dissatisfied
9%31%-%16%-%100%5%17%28%-%-%4%41%16%

111152-*41224*18Fairly satisfied
70%69%87%43%49%-%5%39%11%90%100%96%4%46%

*-*132--44---213Very satisfied
15%-%13%35%51%-%-%43%61%-%-%-%55%33%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

111285-*84224231NET: Satisfied
84%69%100%79%100%-%5%83%72%90%100%96%59%79%

*--2--2--*---2NET: Dissatisfied
7%-%-%6%-%-%90%-%-%10%-%-%-%6%
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TNT Express (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
347163441-174222-50Unweighted total
2378314*-161414-39Weighted total

-**-------*-*Very dissatisfied
-%*%1%-%-%-%-%-%-%-%1%-%*%

-2-22---*---2Fairly dissatisfied
-%6%-%7%42%-%-%-%37%-%-%-%5%

Neither satisfied nor
24*6---4*-2-6dissatisfied

75%12%1%19%-%-%-%26%24%-%13%-%16%

117414*--6*-12-18Fairly satisfied
25%47%48%46%7%-%-%37%27%-%82%-%46%

-13492*-6*41-13Very satisfied
-%35%50%28%51%100%-%37%12%100%4%-%33%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

1308233*-12*412-31NET: Satisfied
25%82%98%74%58%100%-%74%39%100%86%-%79%

-2*22---*-*-2NET: Dissatisfied
-%6%1%7%42%-%-%-%37%-%1%-%6%
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TNT Express (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
16826-5050Unweighted total
11325-3939Weighted total

*---**Very dissatisfied
1%-%-%-%*%*%

2-*-22Fairly dissatisfied
16%-%1%-%5%5%

Neither satisfied nor
223-66dissatisfied

17%60%10%-%16%16%

5112-1818Fairly satisfied
45%37%47%-%46%46%

2*10-1313Very satisfied
20%4%41%-%33%33%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

7122-3131NET: Satisfied
66%40%89%-%79%79%

2-*-22NET: Dissatisfied
17%-%1%-%6%6%
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TNT Express (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
212181446----13172950Unweighted total
17157*237----*2152239Weighted total

*----*------*-*Very dissatisfied
*%-%-%-%-%*%-%-%-%-%-%-%1%-%*%

-2---2-------22Fairly dissatisfied
-%14%-%-%-%6%-%-%-%-%-%-%-%10%5%

Neither satisfied nor
412-24-----2226dissatisfied

22%4%25%-%74%12%-%-%-%-%-%81%14%11%16%

963**18----**8918Fairly satisfied
51%39%49%100%17%48%-%-%-%-%100%9%56%42%46%

562-*13-----*4813Very satisfied
27%43%26%-%9%34%-%-%-%-%-%10%29%38%33%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

13125*130----**131731NET: Satisfied
78%82%75%100%26%82%-%-%-%-%100%19%85%80%79%

*2---2------*22NET: Dissatisfied
*%14%-%-%-%6%-%-%-%-%-%-%1%10%6%
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TNT Express (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edc*baSignificance Level: 95%
---1-53041163936283450Unweighted total
---2-3223292526172439Weighted total

-------*-----*Very dissatisfied
-%-%-%-%-%-%-%*%-%-%-%-%-%*%

------*2-2***2Fairly dissatisfied
-%-%-%-%-%-%1%6%-%8%1%2%1%5%

Neither satisfied nor
------34133216dissatisfied
-%-%-%-%-%-%13%14%7%11%11%13%4%16%

---2-381581312121218Fairly satisfied
-%-%-%100%-%100%35%47%90%53%47%69%50%46%

------1111*71131113Very satisfied
-%-%-%-%-%-%50%33%4%28%41%16%44%33%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2-3182692123142331NET: Satisfied
-%-%-%100%-%100%86%80%93%81%88%85%94%79%

------*2-2***2NET: Dissatisfied
-%-%-%-%-%-%1%6%-%8%1%2%1%6%
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TNT Express (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-81279------13850Unweighted total
-110411------*2539Weighted total

-------------*Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

--*---------22Fairly dissatisfied
-%-%3%-%-%-%-%-%-%-%-%-%8%5%

Neither satisfied nor
-*12--------36dissatisfied
-%17%6%46%-%-%-%-%-%-%-%-%11%16%

-*525------*1318Fairly satisfied
-%45%49%50%44%-%-%-%-%-%-%100%53%46%

-*4*6-------713Very satisfied
-%38%43%4%56%-%-%-%-%-%-%-%28%33%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-19211------*2031NET: Satisfied
-%83%92%54%100%-%-%-%-%-%-%100%81%79%

--*---------22NET: Dissatisfied
-%-%3%-%-%-%-%-%-%-%-%-%8%6%
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TNT Express (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
432252510227-61361450Unweighted total
42223162*23-1152739Weighted total

--*---------*Very dissatisfied
-%-%*%-%-%-%-%-%-%-%-%-%*%

-*-2*-2--2-*2Fairly dissatisfied
-%1%-%13%11%-%8%-%-%12%-%4%5%

Neither satisfied nor
2142-*3--2-16dissatisfied

42%5%18%12%-%49%11%-%-%15%-%8%16%

2101262*12-162418Fairly satisfied
56%45%54%35%74%51%51%-%85%42%93%56%46%

*1167*-7-*5*213Very satisfied
2%49%28%40%15%-%30%-%15%31%7%32%33%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

22118122*18-1112631NET: Satisfied
58%94%81%76%89%51%81%-%100%73%100%88%79%

-**2*-2--2-*2NET: Dissatisfied
-%1%*%13%11%-%8%-%-%12%-%4%6%
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TNT Express (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*a*b*a*ba*b*aSignificance Level: 95%
-731142910231241150Unweighted total
-522820542017539Weighted total

----------*Very dissatisfied
-%-%-%-%-%-%-%-%-%-%*%

--*-*2-*-22Fairly dissatisfied
-%-%1%-%1%35%-%1%-%39%5%

Neither satisfied nor
-*112*-12*6dissatisfied
-%4%5%6%12%5%-%5%14%4%16%

-5125103488318Fairly satisfied
-%90%55%64%51%59%100%40%47%53%46%

-*927*-117*13Very satisfied
-%6%39%29%35%2%-%53%39%3%33%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-521717341915331NET: Satisfied
-%96%94%94%86%61%100%93%86%57%79%

--*-*2-*-22NET: Dissatisfied
-%-%1%-%1%35%-%1%-%39%6%
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TNT Express (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*ba*d*c*b*a*d*c*b*aSignificance Level: 95%
-2225222432-92928-9241450Unweighted total
-1021111322-31721-714839Weighted total

--------------*Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-**2**--22--*-2Fairly dissatisfied
-%3%1%19%2%1%-%-%12%10%-%-%2%-%5%

Neither satisfied nor
-1*211--32-22*6dissatisfied
-%8%2%22%4%5%-%-%16%10%-%25%14%5%16%

-6106910-3912-512518Fairly satisfied
-%64%46%55%74%45%-%88%57%58%-%70%80%64%46%

-211*311-*35-*1213Very satisfied
-%26%50%4%20%49%-%12%15%22%-%5%5%31%33%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-82061221-31217-512731NET: Satisfied
-%89%97%58%94%94%-%100%71%80%-%75%84%95%79%

-**2**--22--*-2NET: Dissatisfied
-%3%1%19%2%1%-%-%12%10%-%-%2%-%6%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 191  (continuation)                                                                                                                                                  Page 3081

TNT Express (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-3-120254213151850Unweighted total
-3-*9222*7101039Weighted total

-----------*Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%*%

---**2--2222Fairly dissatisfied
-%-%-%100%3%9%-%-%30%21%22%5%

Neither satisfied nor
-2--12***226dissatisfied
-%49%-%-%7%9%10%54%5%22%19%16%

-2--692-25518Fairly satisfied
-%51%-%-%64%42%82%-%34%55%55%46%

----29**2**13Very satisfied
-%-%-%-%26%39%8%46%31%2%4%33%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

-2--8182*46631NET: Satisfied
-%51%-%-%90%81%90%46%65%57%59%79%

---**2--2222NET: Dissatisfied
-%-%-%100%3%9%-%-%30%21%22%6%
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TNT Express (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*d*cbaedcbaSignificance Level: 95%
337232-184732504447464750Unweighted total
236224-163725393237373739Weighted total

-----**-******Very dissatisfied
-%-%-%-%-%1%*%-%*%*%*%*%*%*%

2**2-222222222Fairly dissatisfied
8%4%12%8%-%12%6%8%5%6%6%6%6%5%

Neither satisfied nor
12-1-464666666dissatisfied
5%27%-%4%-%23%17%15%16%19%17%17%17%16%

92-11-101812181518181818Fairly satisfied
40%38%-%44%-%62%48%49%46%47%48%48%48%46%

112211-*11713911111113Very satisfied
47%31%88%45%-%2%29%27%33%27%30%30%30%33%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

204221-102919312429282931NET: Satisfied
87%69%88%89%-%65%78%77%79%74%78%78%78%79%

2**2-222222222NET: Dissatisfied
8%4%12%8%-%12%6%8%6%7%6%6%6%6%
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TNT Express (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*ba*c*b*a*cb*ab*a*baSignificance Level: 95%
1238224229356331773850Unweighted total
1227176165286211863139Weighted total

*---*-*--**-*Very dissatisfied
1%-%-%-%1%-%*%-%-%*%1%-%*%

-2*-2*2-*2*22Fairly dissatisfied
-%8%2%-%11%5%7%-%1%10%4%6%5%

Neither satisfied nor
33223*4216236dissatisfied

28%10%10%29%16%2%14%32%3%30%34%11%16%

315828413*11721518Fairly satisfied
24%56%48%38%47%89%47%8%53%38%30%49%46%

67724*949421113Very satisfied
48%26%40%33%25%4%32%60%43%21%31%35%33%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

922154125224201142631NET: Satisfied
71%82%88%71%72%93%79%68%96%59%61%83%79%

*2*-2*2-*2*22NET: Dissatisfied
1%8%2%-%12%5%7%-%1%10%6%6%6%
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TNT Express (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
35943421533850Unweighted total
47232422352339Weighted total

----*-------*Very dissatisfied
-%-%-%-%4%-%-%-%-%-%-%-%*%

--------2--*2Fairly dissatisfied
-%-%-%-%-%-%-%-%65%-%-%9%5%

Neither satisfied nor
--1*-----3-26dissatisfied
-%-%33%4%-%-%-%-%-%67%-%70%16%

4312-2*-122118Fairly satisfied
100%41%47%90%-%47%9%-%35%33%96%20%46%

-4**2222--*-13Very satisfied
-%59%20%6%96%53%91%100%-%-%4%-%33%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

47122422122131NET: Satisfied
100%100%67%96%96%100%100%100%35%33%100%20%79%

----*---2--*2NET: Dissatisfied
-%-%-%-%4%-%-%-%65%-%-%9%6%
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TNT Express (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

*d*c*b*aSignificance Level: 95%
171181450Unweighted total
13971039Weighted total

-*--*Very dissatisfied
-%1%-%-%*%

--2*2Fairly dissatisfied
-%-%27%3%5%

Neither satisfied nor
1*-56dissatisfied
5%1%-%52%16%

841518Fairly satisfied
60%49%17%44%46%

544*13Very satisfied
35%49%56%1%33%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

1295531NET: Satisfied
95%98%73%45%79%

-*2*2NET: Dissatisfied
-%1%27%3%6%
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TNT Express (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1----2-2--2Unweighted total
*----*-*--*Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-----------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%

*----*-*--*Very satisfied
100%-%-%-%-%100%-%100%-%-%100%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

*----*-*--*NET: Satisfied
100%-%-%-%-%100%-%100%-%-%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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Whistl (Previously known as TNT Post) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall
service you receive from ...?)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1--1---1-----2Unweighted total
*--*---*-----*Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*---*-----*Very satisfied
100%-%-%100%-%-%-%100%-%-%-%-%-%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*---*-----*NET: Satisfied
100%-%-%100%-%-%-%100%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Whistl (Previously known as TNT Post) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall
service you receive from ...?)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-211---2----2Unweighted total
-***---*----*Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-***---*----*Very satisfied
-%100%100%100%-%-%-%100%-%-%-%-%100%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-***---*----*NET: Satisfied
-%100%100%100%-%-%-%100%-%-%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Whistl (Previously known as TNT Post) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall
service you receive from ...?)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
-11-22Unweighted total
-**-**Weighted total

------Very dissatisfied
-%-%-%-%-%-%

------Fairly dissatisfied
-%-%-%-%-%-%

Neither satisfied nor
------dissatisfied
-%-%-%-%-%-%

------Fairly satisfied
-%-%-%-%-%-%

-**-**Very satisfied
-%100%100%-%100%100%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

-**-**NET: Satisfied
-%100%100%-%100%100%

------NET: Dissatisfied
-%-%-%-%-%-%
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Whistl (Previously known as TNT Post) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall
service you receive from ...?)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2----2------2-2Unweighted total
*----*------*-*Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*----*------*-*Very satisfied
100%-%-%-%-%100%-%-%-%-%-%-%100%-%100%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*----*------*-*NET: Satisfied
100%-%-%-%-%100%-%-%-%-%-%-%100%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Whistl (Previously known as TNT Post) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall
service you receive from ...?)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
------221-2212Unweighted total
------***-****Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------***-****Very satisfied
-%-%-%-%-%-%100%100%100%-%100%100%100%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------***-****NET: Satisfied
-%-%-%-%-%-%100%100%100%-%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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Whistl (Previously known as TNT Post) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall
service you receive from ...?)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-2-----------2Unweighted total
-*-----------*Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----------*Very satisfied
-%100%-%-%-%-%-%-%-%-%-%-%-%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----------*NET: Satisfied
-%100%-%-%-%-%-%-%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Whistl (Previously known as TNT Post) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall
service you receive from ...?)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
2-2---------2Unweighted total
*-*---------*Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*---------*Very satisfied
100%-%100%-%-%-%-%-%-%-%-%-%100%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*---------*NET: Satisfied
100%-%100%-%-%-%-%-%-%-%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Whistl (Previously known as TNT Post) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall
service you receive from ...?)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--11--2---2Unweighted total
--**--*---*Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-----------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%

--**--*---*Very satisfied
-%-%100%100%-%-%100%-%-%-%100%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

--**--*---*NET: Satisfied
-%-%100%100%-%-%100%-%-%-%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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Whistl (Previously known as TNT Post) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall
service you receive from ...?)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-11-11-----1222Unweighted total
-**-**-----****Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**-**-----****Very satisfied
-%100%100%-%100%100%-%-%-%-%-%100%100%100%100%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**-**-----****NET: Satisfied
-%100%100%-%100%100%-%-%-%-%-%100%100%100%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Whistl (Previously known as TNT Post) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall
service you receive from ...?)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
---112-----2Unweighted total
---***-----*Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

---***-----*Very satisfied
-%-%-%100%100%100%-%-%-%-%-%100%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

---***-----*NET: Satisfied
-%-%-%100%100%100%-%-%-%-%-%100%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%
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Whistl (Previously known as TNT Post) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall
service you receive from ...?)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
2--2-111222222Unweighted total
*--*-*********Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*********Very satisfied
100%-%-%100%-%100%100%100%100%100%100%100%100%100%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*********NET: Satisfied
100%-%-%100%-%100%100%100%100%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Whistl (Previously known as TNT Post) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall
service you receive from ...?)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
11-111-12--22Unweighted total
**-***-**--**Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

**-***-**--**Very satisfied
100%100%-%100%100%100%-%100%100%-%-%100%100%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

**-***-**--**NET: Satisfied
100%100%-%100%100%100%-%100%100%-%-%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Whistl (Previously known as TNT Post) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall
service you receive from ...?)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q2 2019Q3 2018Apr' 2019Jul' 2018Total base

*b*a*b*aSignificance Level: 95%
11112Unweighted total
*****Weighted total

-----Very dissatisfied
-%-%-%-%-%

-----Fairly dissatisfied
-%-%-%-%-%

Neither satisfied nor
-----dissatisfied
-%-%-%-%-%

-----Fairly satisfied
-%-%-%-%-%

*****Very satisfied
100%100%100%100%100%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

*****NET: Satisfied
100%100%100%100%100%

-----NET: Dissatisfied
-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 192  (continuation)                                                                                                                                                  Page 3100

Whistl (Previously known as TNT Post) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall
service you receive from ...?)
Base: All those who use Whistl (QV4=15)

Columns Tested: a,b - a,b

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
25821304380121949112192Unweighted total

6515395611237165176Weighted total

-*--2*--*22Very dissatisfied
-%2%-%-%3%1%-%-%1%1%1%

*---21--178Fairly dissatisfied
4%-%-%-%3%5%-%-%8%4%4%

Neither satisfied nor
*21221-111112dissatisfied
6%37%5%6%3%13%-%20%14%7%7%

316131641125357Fairly satisfied
49%16%38%33%29%33%53%29%30%32%32%

229233451139197Very satisfied
42%45%57%61%61%48%47%52%47%55%55%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

531436509225145154NET: Satisfied
91%61%95%94%90%81%100%80%77%88%87%

**--41--1910NET: Dissatisfied
4%2%-%-%7%6%-%-%10%6%6%
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2625171241218162517215415192Unweighted total

71351501424243317215220176Weighted total

*--2-----2---2Very dissatisfied
1%-%-%1%-%-%-%-%-%93%-%-%-%1%

---8*-42*---28Fairly dissatisfied
-%-%-%5%3%-%15%6%1%-%-%-%9%4%

Neither satisfied nor
1*110--222*22*12dissatisfied

15%2%10%7%-%-%8%7%12%7%12%79%1%7%

15150213315*-6*1057Fairly satisfied
20%36%15%33%15%55%15%46%3%-%37%7%52%32%

584801111151314-8*897Very satisfied
64%61%75%53%83%45%62%41%84%-%52%14%38%55%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

61251301324182915-13118154NET: Satisfied
84%98%90%87%97%100%77%88%87%-%88%21%90%87%

*--10*-42*2--210NET: Dissatisfied
1%-%-%6%3%-%15%6%1%93%-%-%9%6%
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
3216042150487871114412192Unweighted total
26150301464676717335*176Weighted total

-22----2--*-2Very dissatisfied
-%1%6%-%-%-%-%3%-%-%*%-%1%

a

-826---4--4-8Fairly dissatisfied
-%5%6%4%-%-%-%6%-%-%11%-%4%

h

Neither satisfied nor
-122103-25*21-12dissatisfied
-%8%8%7%6%-%28%7%1%71%3%-%7%

134410471524213-13*57Fairly satisfied
51%29%33%32%32%32%59%29%42%-%36%50%32%

a

128414832951404117*97Very satisfied
49%56%47%57%62%68%13%56%57%29%50%50%55%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

26128241304475617130*154NET: Satisfied
100%85%80%89%94%100%72%85%99%29%86%100%87%

a

-1046---6--4-10NET: Dissatisfied
-%7%12%4%-%-%-%8%-%-%11%-%6%

ahh
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Other (1st) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
7232849183192Unweighted total
6326818168176Weighted total

*--2*2Very dissatisfied
*%-%-%23%*%1%

2-5-88Fairly dissatisfied
4%-%7%-%5%4%

Neither satisfied nor
42721012dissatisfied
6%8%8%24%6%7%

17142425557Fairly satisfied
27%53%29%30%33%32%

ac

40104629597Very satisfied
63%39%56%22%57%55%

b

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

5724694150154NET: Satisfied
91%92%85%53%89%87%

3-52810NET: Dissatisfied
4%-%7%23%5%6%
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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: 12/07/19



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%
877827625167--3211962105192Unweighted total
617937114162--1**1247115176Weighted total

*-2--2------*22Very dissatisfied
*%-%5%-%-%1%-%-%-%-%-%-%*%2%1%

224**7----**268Fairly dissatisfied
4%2%10%16%3%5%-%-%-%-%100%2%4%5%4%

Neither satisfied nor
444*111--*--13812dissatisfied
7%6%10%19%8%7%-%-%41%-%-%6%6%7%7%

2423101256--**-1223357Fairly satisfied
39%29%28%44%11%34%-%-%59%43%-%8%47%29%32%

a

304917*1186---*-10206697Very satisfied
50%62%47%21%78%53%-%-%-%57%-%84%42%58%55%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

547227112142--**-1142100154NET: Satisfied
89%92%75%65%89%87%-%-%59%100%-%92%89%87%87%

225**9----**2710NET: Dissatisfied
4%2%15%16%3%6%-%-%-%-%100%2%4%6%6%
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-31497991506712612391114192Unweighted total
-2*1438511948105966787176Weighted total

-------*-----2Very dissatisfied
-%-%-%-%-%-%-%*%-%-%-%-%-%1%

----**46224448Fairly dissatisfied
-%-%-%-%4%8%4%5%4%2%4%6%5%4%

Neither satisfied nor
-1--1*584662612dissatisfied
-%23%-%-%16%9%5%7%7%5%6%3%7%7%

-*-1*23034163733213157Fairly satisfied
-%5%-%50%3%67%35%28%33%35%34%31%36%32%

-2*13*4771276053404697Very satisfied
-%72%100%50%77%17%55%59%56%57%55%60%53%55%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*132771044297866177154NET: Satisfied
-%77%100%100%79%83%90%88%88%92%89%91%89%87%

----**462244410NET: Dissatisfied
-%-%-%-%4%8%4%5%4%2%4%6%5%6%
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*ed*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-392926292-11139111192Unweighted total
-17292328*-**22497176Weighted total

-------------2Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%1%

-*--4------*28Fairly dissatisfied
-%2%-%-%13%-%-%-%-%-%-%11%2%4%

Neither satisfied nor
-1411------*512dissatisfied
-%5%14%3%2%-%-%-%-%-%-%6%6%7%

-66139*-**2*33257Fairly satisfied
-%33%21%56%32%100%-%100%100%100%13%66%33%32%

-1019914-----215897Very satisfied
-%59%66%41%52%-%-%-%-%-%87%17%60%55%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-16252223*-**22389154NET: Satisfied
-%93%86%97%84%100%-%100%100%100%100%83%92%87%

-*--4------*210NET: Dissatisfied
-%2%-%-%13%-%-%-%-%-%-%11%2%6%
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*baba*c*ba*edc*baSignificance Level: 95%
249911181232101332342730192Unweighted total
1778997714*91222312722176Weighted total

--*2--------2Very dissatisfied
-%-%*%2%-%-%-%-%-%-%-%-%1%

2262--2-*2*-8Fairly dissatisfied
10%3%6%3%-%-%3%-%2%6%1%-%4%

Neither satisfied nor
*675*-6212*112dissatisfied
3%7%8%6%1%-%6%85%3%6%1%3%7%

52832256*30*10712757Fairly satisfied
29%36%32%32%46%100%33%15%46%21%45%33%32%

c

104353437-53-1121141497Very satisfied
58%54%54%56%53%-%58%-%49%67%53%64%55%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

1571866814*83*21272721154NET: Satisfied
87%90%86%89%99%100%91%15%95%88%98%97%87%

2264--2-*2*-10NET: Dissatisfied
10%3%6%5%-%-%3%-%2%6%1%-%6%
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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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cbaba*babaSignificance Level: 95%
-2310642943113977735192Unweighted total
-13823377267776327176Weighted total

----------2Very dissatisfied
-%-%-%-%-%-%-%-%-%-%1%

-*4*2--22-8Fairly dissatisfied
-%1%5%1%3%-%-%3%4%-%4%

Neither satisfied nor
-16151-65112dissatisfied
-%6%7%3%6%3%-%7%8%3%7%

-931172710*28181357Fairly satisfied
-%66%38%51%35%39%5%37%28%46%32%

-441154315741391497Very satisfied
-%26%51%45%56%58%95%53%61%51%55%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-12723269257695626154NET: Satisfied
-%92%88%96%90%97%100%90%88%97%87%

-*4*2--22-10NET: Dissatisfied
-%1%5%1%3%-%-%3%4%-%6%
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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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*d*cbaSignificance Level: 95%
76978708099-318098-208140192Unweighted total
24260576076-266387-106028176Weighted total

--------------2Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%1%

-*2*22-*12-*4*8Fairly dissatisfied
-%*%4%*%4%3%-%1%1%3%-%2%7%1%4%

Neither satisfied nor
-53125-*25-12112dissatisfied
-%12%5%2%3%7%-%1%2%5%-%9%4%4%7%

11223231626-132732-7201457Fairly satisfied
53%28%38%41%27%35%-%50%43%37%-%72%33%49%32%

12532323942-123448-2341397Very satisfied
47%60%53%56%66%55%-%47%53%55%-%17%56%46%55%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

23754565568-266180-95426154NET: Satisfied
100%88%91%97%93%90%-%97%97%92%-%89%90%95%87%

-*2*22-*12-*4*10NET: Dissatisfied
-%*%4%*%4%3%-%1%1%3%-%2%7%1%6%
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
21134667999543542192Unweighted total
39*4406578412436176Weighted total

-----------2Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%1%

--*-*2--*-*8Fairly dissatisfied
-%-%38%-%*%3%-%-%1%-%1%4%

Neither satisfied nor
-*-*53**11*12dissatisfied
-%1%-%3%12%5%3%3%2%4%1%7%

23*214244417121557Fairly satisfied
47%31%62%57%36%37%59%49%42%50%42%32%

26-220363423112097Very satisfied
53%68%-%40%51%55%38%48%55%46%57%55%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

39*4356078402336154NET: Satisfied
100%99%62%97%87%92%97%97%98%96%99%87%

--*-*2--*-*10NET: Dissatisfied
-%-%38%-%*%3%-%-%1%-%1%6%
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
109292124263178121189171180156177192Unweighted total

86292106245160114173155159134156176Weighted total

2--2-*2-222*22Very dissatisfied
2%-%-%2%-%*%1%-%1%1%1%*%1%1%

4--4--84868488Fairly dissatisfied
5%-%-%4%-%-%5%4%5%4%5%3%5%4%

Neither satisfied nor
6427*112712121281012dissatisfied
6%13%92%6%7%3%8%6%7%8%8%6%7%7%

277*32-185136564651405157Fairly satisfied
32%22%8%31%-%39%32%31%32%30%32%30%32%32%

4819-612268868958987818597Very satisfied
55%65%-%58%93%58%55%59%55%58%54%60%55%55%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7526*93243138103151136137121135154NET: Satisfied
87%87%8%88%93%97%86%90%87%87%86%90%87%87%

b

6--6-*1041081041010NET: Dissatisfied
7%-%-%5%-%*%6%4%6%5%6%3%6%6%
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbaba*baSignificance Level: 95%
9110194167930117451514114159192Unweighted total
859188177030107391413513147176Weighted total

*2--22*-2*2-2Very dissatisfied
*%2%-%-%3%6%*%-%1%*%14%-%1%

b

254-4-6244268Fairly dissatisfied
3%6%4%-%6%-%6%5%3%11%16%4%4%

b

Neither satisfied nor
484431743105*12dissatisfied
5%9%5%25%4%3%7%11%2%27%38%*%7%

b

33243322273713431424957Fairly satisfied
39%27%37%14%31%23%35%33%31%40%14%33%32%

455247103921562089729297Very satisfied
53%57%54%60%56%68%53%51%63%21%18%63%55%

a

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

7876801261289333132214141154NET: Satisfied
92%83%91%75%87%91%88%84%94%62%32%96%87%

a

374-6262644610NET: Dissatisfied
3%8%4%-%8%6%6%5%4%11%30%4%6%
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
131313111617121819181923192Unweighted total
15146121010192418181417176Weighted total

----*-2-----2Very dissatisfied
-%-%-%-%1%-%9%-%-%-%-%-%1%

-*-**422----8Fairly dissatisfied
-%1%-%1%2%38%9%8%-%-%-%-%4%

Neither satisfied nor
-2**1---45*112dissatisfied
-%14%2%1%5%-%-%-%21%25%3%5%7%

453461210238957Fairly satisfied
29%35%46%37%64%11%10%44%12%14%54%52%32%

1073735141212116797Very satisfied
71%49%53%61%27%51%71%49%67%61%42%43%55%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

151261196162214141416154NET: Satisfied
100%85%98%98%92%62%81%92%79%75%97%95%87%

-*-**442----10NET: Dissatisfied
-%1%-%1%3%38%19%8%-%-%-%-%6%
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
39444960192Unweighted total
34316149176Weighted total

-*2-2Very dissatisfied
-%*%3%-%1%

*44-8Fairly dissatisfied
1%13%6%-%4%

ad

Neither satisfied nor
214612dissatisfied
6%2%6%12%7%

1212151957Fairly satisfied
34%37%24%39%32%

2015382497Very satisfied
59%47%61%49%55%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

32265243154NET: Satisfied
94%85%85%88%87%

*45-10NET: Dissatisfied
1%13%9%-%6%

ada
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1-4218224513Unweighted total
*-12*1**145Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--*2**-**33dissatisfied
-%-%13%79%100%22%-%56%20%75%64%

*-**-*-**11Fairly satisfied
100%-%60%21%-%40%-%44%60%25%28%

--*--**-*-*Very satisfied
-%-%26%-%-%38%100%-%20%-%8%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

*-1*-1***12NET: Satisfied
100%-%87%21%-%78%100%44%80%25%36%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 194                                                                                                                                                                  Page 3116

Other (2nd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3325-12-1-1--13Unweighted total
1112-**-*-2--5Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-1*2--*---2--3dissatisfied
-%72%82%85%-%-%100%-%-%-%100%-%-%64%

1*-*----*----1Fairly satisfied
100%14%-%8%-%-%-%-%100%-%-%-%-%28%

-***-*-------*Very satisfied
-%14%18%7%-%100%-%-%-%-%-%-%-%8%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1***-*--*----2NET: Satisfied
100%28%18%15%-%100%-%-%100%-%-%-%-%36%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Other (2nd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
310673--6--3113Unweighted total
*4232--2--**5Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*3122--1--*-3dissatisfied

28%67%30%84%76%-%-%57%-%-%34%-%64%

-11**--1--**1Fairly satisfied
-%31%59%10%20%-%-%35%-%-%33%100%28%

*****--*--*-*Very satisfied
72%2%12%6%4%-%-%9%-%-%33%-%8%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*11*1--1--**2NET: Satisfied
72%33%70%16%24%-%-%43%-%-%66%100%36%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Other (2nd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
724-1313Unweighted total
41*-55Weighted total

------Very dissatisfied
-%-%-%-%-%-%

------Fairly dissatisfied
-%-%-%-%-%-%

Neither satisfied nor
2**-33dissatisfied

66%82%23%-%64%64%

1-*-11Fairly satisfied
34%-%18%-%28%28%

-**-**Very satisfied
-%18%59%-%8%8%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

1**-22NET: Satisfied
34%18%77%-%36%36%

------NET: Dissatisfied
-%-%-%-%-%-%
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Other (2nd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
103-1211----118313Unweighted total

41-*14----*1315Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
3*--12-----12*3dissatisfied

72%16%-%-%72%62%-%-%-%-%-%100%72%16%64%

11-**1----*-111Fairly satisfied
19%84%-%100%28%28%-%-%-%-%100%-%17%84%28%

*----*------*-*Very satisfied
9%-%-%-%-%9%-%-%-%-%-%-%11%-%8%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11-**2----*-112NET: Satisfied
28%84%-%100%28%38%-%-%-%-%100%-%28%84%36%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Other (2nd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
----2-61341186613Unweighted total
----2-25244335Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
----2-13232223dissatisfied
-%-%-%-%95%-%35%64%91%73%66%78%70%64%

------11*11111Fairly satisfied
-%-%-%-%-%-%59%28%9%21%29%18%27%28%

----*-**-*****Very satisfied
-%-%-%-%5%-%6%8%-%6%6%3%3%8%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*-12*11112NET: Satisfied
-%-%-%-%5%-%65%36%9%27%34%22%30%36%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Other (2nd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
--314------3813Unweighted total
--211------135Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--21-------123dissatisfied
-%-%95%100%-%-%-%-%-%-%-%59%77%64%

--*-1------*11Fairly satisfied
-%-%5%-%82%-%-%-%-%-%-%22%20%28%

----*------***Very satisfied
-%-%-%-%18%-%-%-%-%-%-%19%3%8%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-1------*12NET: Satisfied
-%-%5%-%100%-%-%-%-%-%-%41%23%36%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Other (2nd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
17852-91432113Unweighted total
*4231-4*31**5Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-212--3-21*-3dissatisfied
-%68%33%82%-%-%84%-%86%85%51%-%64%

-1111-***-**1Fairly satisfied
-%29%46%18%100%-%8%100%7%-%49%100%28%

***---*-**--*Very satisfied
100%3%21%-%-%-%7%-%6%15%-%-%8%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*1111-1*****2NET: Satisfied
100%32%67%18%100%-%16%100%14%15%49%100%36%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Other (2nd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-26292179213Unweighted total
-13241*4415Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--2221-2213dissatisfied
-%-%70%79%68%100%-%68%68%100%64%

-11*1--11-1Fairly satisfied
-%100%27%21%24%-%-%29%24%-%28%

--*-*-***-*Very satisfied
-%-%3%-%8%-%100%3%8%-%8%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-11*1-*11-2NET: Satisfied
-%100%30%21%32%-%100%32%32%-%36%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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Other (2nd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
255865-488-16113Unweighted total
133433-142-*3*5Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
122322-131--2-3dissatisfied

84%61%64%78%78%72%-%41%77%63%-%-%78%-%64%

*11111-11*-*1*1Fairly satisfied
16%36%36%15%18%28%-%59%20%22%-%100%18%100%28%

-*-**---**--*-*Very satisfied
-%3%-%7%3%-%-%-%3%15%-%-%3%-%8%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*11111-111-*1*2NET: Satisfied
16%39%36%22%22%28%-%59%23%37%-%100%22%100%36%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Other (2nd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
---165--44113Unweighted total
---133--11*5Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---122--1*-3dissatisfied
-%-%-%100%67%72%-%-%70%41%-%64%

----11--*1*1Fairly satisfied
-%-%-%-%30%28%-%-%11%50%100%28%

----*---**-*Very satisfied
-%-%-%-%3%-%-%-%19%9%-%8%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

----11--*1*2NET: Satisfied
-%-%-%-%33%28%-%-%30%59%100%36%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%
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Other (2nd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
101-10-7136131113131313Unweighted total

4*-4-353545555Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
3--3-232323333dissatisfied

70%-%-%71%-%56%64%83%64%59%64%64%64%64%

1--1-11*111111Fairly satisfied
26%-%-%27%-%35%28%14%28%32%28%28%28%28%

**-*-*********Very satisfied
4%100%-%2%-%8%8%4%8%9%8%8%8%8%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1*-1-12*222222NET: Satisfied
30%100%-%29%-%44%36%17%36%41%36%36%36%36%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Other (2nd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
947-6265112-1113Unweighted total
223-111341-45Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
122-1--321-23dissatisfied

49%77%72%-%46%-%-%100%67%52%-%58%64%

111-1*1-1*-11Fairly satisfied
34%23%17%-%54%83%76%-%23%48%-%33%28%

*-*--**-*--**Very satisfied
17%-%11%-%-%17%24%-%10%-%-%9%8%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

111-111-1*-22NET: Satisfied
51%23%28%-%54%100%100%-%33%48%-%42%36%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Other (2nd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q2 2019Q1 2019Q4 2018Q3 2018May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Oct' 2018Aug' 2018Jul' 2018Total base

*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
34242111221313Unweighted total
11211***12*15Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*12--**-12--3dissatisfied

41%72%100%-%-%100%100%-%76%100%-%-%64%

1*-11--*---11Fairly satisfied
59%9%-%74%100%-%-%100%-%-%-%85%28%

-*-*----*-***Very satisfied
-%19%-%26%-%-%-%-%24%-%100%15%8%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

1*-11--**-*12NET: Satisfied
59%28%-%100%100%-%-%100%24%-%100%100%36%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Other (2nd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
--1------11Unweighted total
--1------11Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-----------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

--1------11Fairly satisfied
-%-%100%-%-%-%-%-%-%100%100%

-----------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

--1------11NET: Satisfied
-%-%100%-%-%-%-%-%-%100%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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Other (3rd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (3rd) (QV4=100)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1------------1Unweighted total
1------------1Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1------------1Fairly satisfied
100%-%-%-%-%-%-%-%-%-%-%-%-%100%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1------------1NET: Satisfied
100%-%-%-%-%-%-%-%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Other (3rd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (3rd) (QV4=100)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-1-1----1---1Unweighted total
-1-1----1---1Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1----1---1Fairly satisfied
-%100%-%100%-%-%-%-%100%-%-%-%100%

-------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1----1---1NET: Satisfied
-%100%-%100%-%-%-%-%100%-%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Other (3rd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (3rd) (QV4=100)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
--1-11Unweighted total
--1-11Weighted total

------Very dissatisfied
-%-%-%-%-%-%

------Fairly dissatisfied
-%-%-%-%-%-%

Neither satisfied nor
------dissatisfied
-%-%-%-%-%-%

--1-11Fairly satisfied
-%-%100%-%100%100%

------Very satisfied
-%-%-%-%-%-%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

--1-11NET: Satisfied
-%-%100%-%100%100%

------NET: Dissatisfied
-%-%-%-%-%-%
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Other (3rd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (3rd) (QV4=100)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-1---1-------11Unweighted total
-1---1-------11Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1---1-------11Fairly satisfied
-%100%-%-%-%100%-%-%-%-%-%-%-%100%100%

---------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1---1-------11NET: Satisfied
-%100%-%-%-%100%-%-%-%-%-%-%-%100%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Other (3rd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (3rd) (QV4=100)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
------11-11-11Unweighted total
------11-11-11Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------11-11-11Fairly satisfied
-%-%-%-%-%-%100%100%-%100%100%-%100%100%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------11-11-11NET: Satisfied
-%-%-%-%-%-%100%100%-%100%100%-%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Other (3rd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (3rd) (QV4=100)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
----1-------11Unweighted total
----1-------11Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----1-------11Fairly satisfied
-%-%-%-%100%-%-%-%-%-%-%-%100%100%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----1-------11NET: Satisfied
-%-%-%-%100%-%-%-%-%-%-%-%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Other (3rd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (3rd) (QV4=100)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-11---1--1--1Unweighted total
-11---1--1--1Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-11---1--1--1Fairly satisfied
-%100%100%-%-%-%100%-%-%100%-%-%100%

-------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-11---1--1--1NET: Satisfied
-%100%100%-%-%-%100%-%-%100%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Other (3rd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (3rd) (QV4=100)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--1-1--11-1Unweighted total
--1-1--11-1Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-----------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

--1-1--11-1Fairly satisfied
-%-%100%-%100%-%-%100%100%-%100%

-----------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

--1-1--11-1NET: Satisfied
-%-%100%-%100%-%-%100%100%-%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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Other (3rd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (3rd) (QV4=100)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-1---1--11----1Unweighted total
-1---1--11----1Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1---1--11----1Fairly satisfied
-%100%-%-%-%100%-%-%100%100%-%-%-%-%100%

---------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1---1--11----1NET: Satisfied
-%100%-%-%-%100%-%-%100%100%-%-%-%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 195  (continuation)                                                                                                                                                  Page 3139

Other (3rd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (3rd) (QV4=100)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
----1------1Unweighted total
----1------1Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

----1------1Fairly satisfied
-%-%-%-%100%-%-%-%-%-%-%100%

------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

----1------1NET: Satisfied
-%-%-%-%100%-%-%-%-%-%-%100%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%
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Other (3rd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (3rd) (QV4=100)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1--1-11-111-11Unweighted total
1--1-11-111-11Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1--1-11-111-11Fairly satisfied
100%-%-%100%-%100%100%-%100%100%100%-%100%100%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1--1-11-111-11NET: Satisfied
100%-%-%100%-%100%100%-%100%100%100%-%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Other (3rd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (3rd) (QV4=100)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
-1-1--1-1--11Unweighted total
-1-1--1-1--11Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1--1-1--11Fairly satisfied
-%100%-%100%-%-%100%-%100%-%-%100%100%

-------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1--1-1--11NET: Satisfied
-%100%-%100%-%-%100%-%100%-%-%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Other (3rd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (3rd) (QV4=100)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



QuarterMonth
Q4 2018Oct' 2018Total base

*aSignificance Level: 95%
111Unweighted total
111Weighted total

---Very dissatisfied
-%-%-%

---Fairly dissatisfied
-%-%-%

Neither satisfied nor
---dissatisfied
-%-%-%

111Fairly satisfied
100%100%100%

---Very satisfied
-%-%-%

Don't Know (DO NOT READ
---OUT)
-%-%-%

111NET: Satisfied
100%100%100%

---NET: Dissatisfied
-%-%-%
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Other (3rd) (QOP5b. And on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how satisfied or dissatisfied are you with the overall service you receive from
...?)
Base: All those who use Other (3rd) (QV4=100)

Columns Tested: None

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

**29191***3738Disagree very strongly
1%*%2%2%3%2%3%2%1%2%2%

321013224**37680Disagree
5%4%8%3%3%4%2%2%6%4%4%

ab

Neither Agree nor
161125120169192511464483disagree
24%22%21%25%23%23%25%25%22%24%24%

202151185294324722722755Agree
31%42%43%39%39%41%37%38%42%38%38%

e

261731148240243615613637Agree very strongly
39%32%26%31%32%30%33%32%29%32%32%

c

Don't Know (DO NOT READ
--*-2*--*77OUT)
-%-%*%-%*%*%-%-%*%*%*%

463882333534577133713361392NET: Agree
70%74%69%70%72%71%69%70%71%70%70%

421222415113113118NET: Disagree
5%4%10%5%6%6%6%5%6%6%6%

b
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QAP1. On a scale of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that 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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

3*4312722--94638Disagree very strongly
3%*%4%2%1%4%1%*%-%-%3%3%3%2%

eflefjlefleflefl

4427086131311*161380Disagree
4%3%2%4%5%3%7%4%6%1%6%*%1%4%

abkaba

Neither Agree nor
272625404524343573414822554483disagree
31%24%26%24%31%25%23%17%19%29%29%21%24%24%

efjffefef

31433664655637114266181014882755Agree
35%40%37%38%33%36%38%43%38%36%36%40%37%38%

2334305514953591156517734277637Agree very strongly
26%32%31%32%30%30%32%35%37%34%26%35%35%32%

cmcm

Don't Know (DO NOT READ
11-5-2-2----27OUT)
1%1%-%*%-%1%-%*%-%-%-%-%1%*%

537766119610511613025713135175901591392NET: Agree
61%71%67%70%63%67%69%78%75%70%62%75%71%70%

cmcmchijkmcimcmm

7471011012151511*2558118NET: Disagree
7%4%7%6%6%7%8%5%6%1%9%4%4%6%

l
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

13843424*-8*-4238Disagree very strongly
*%2%1%2%3%*%-%1%*%-%2%7%2%

bdedefg

126813672232307213180Disagree
6%4%3%4%3%2%4%5%4%5%7%2%4%

hh

Neither Agree nor
564279838520637111233984610483disagree
28%24%24%24%26%28%20%21%23%20%24%28%24%

65690162593298482421270177015755Agree
32%38%40%37%38%36%43%37%41%41%37%43%38%

b

6856912850924042182055514577637Agree very strongly
34%32%32%32%30%31%32%35%32%33%30%20%32%

ah

Don't Know (DO NOT READ
252542--1---7OUT)
1%*%*%*%1%1%-%-%*%-%-%-%*%

e

13312592901102538904241712631127221392NET: Agree
65%70%71%69%68%68%76%72%73%74%67%64%70%

121061710147423772163118NET: Disagree
6%6%4%6%6%3%4%6%4%5%9%8%6%

g
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QAP1. On a scale of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that 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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

263143438Disagree very strongly
*%2%2%4%2%2%

cc

1026327880Disagree
2%1%5%2%4%4%

bc

Neither Agree nor
967729720463483disagree
22%28%24%19%24%24%

18411245041714755Agree
42%41%36%38%38%38%

a

1497840639599637Agree very strongly
34%29%32%36%32%32%

Don't Know (DO NOT READ
2-5167OUT)
*%-%*%1%*%*%

3331908568013121392NET: Agree
75%69%68%75%69%70%

a

128946112118NET: Disagree
3%3%7%6%6%6%

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: 12/07/19



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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

51221--38------53338Disagree very strongly
2%1%2%-%-%2%-%-%-%-%-%-%2%2%2%

163430-278-----2136480Disagree
5%4%4%-%6%4%-%-%-%-%-%7%5%4%4%

Neither Agree nor
80218185-6477-----675402483disagree
28%25%22%-%15%24%-%-%-%-%-%18%29%24%24%

aaij

105331318820735--3231286649755Agree
36%38%38%97%50%37%-%-%100%89%100%39%34%38%38%

bi

86264288*11626---*-1174552637Agree very strongly
29%31%34%3%29%32%-%-%-%11%-%36%29%32%32%

Don't Know (DO NOT READ
-34--7-------77OUT)
-%*%*%-%-%*%-%-%-%-%-%-%-%*%*%

1915956068311361--3232316012011392NET: Agree
65%69%72%100%80%69%-%-%100%100%100%74%63%70%70%

cbbb

214751-2116-----21997118NET: Disagree
7%5%6%-%6%6%-%-%-%-%-%7%7%6%6%
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QAP1. On a scale of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

-2-***82212141161138Disagree very strongly
-%22%-%3%1%1%1%2%3%2%1%1%1%2%

cabcc

----3*3954152542244080Disagree
-%-%-%-%12%1%3%4%3%4%3%3%4%4%

ab

Neither Agree nor
-1*1720279309119168309200269483disagree
-%7%4%5%31%34%24%24%26%24%24%26%24%24%

a

2428821441476174259487281439755Agree
100%49%48%56%34%35%38%37%38%37%38%37%38%38%

-225518399420145231431258383637Agree very strongly
-%21%47%36%22%30%34%33%31%33%34%34%33%32%

Don't Know (DO NOT READ
-------2-1---7OUT)
-%-%-%-%-%-%-%*%-%*%-%-%-%*%

2641313398408963204909185398221392NET: Agree
100%70%96%92%56%65%72%70%69%70%72%70%72%70%

c

-2-*3147772638543051118NET: Disagree
-%22%-%3%13%1%4%6%6%6%4%4%5%6%

abbc

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 196  (continuation)                                                                                                                                                  Page 3149

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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

-2*53-------1438Disagree very strongly
-%1%*%1%1%-%-%-%-%-%-%-%2%2%

cc

-4121017-------2580Disagree
-%2%4%3%4%-%-%-%-%-%-%-%4%4%

Neither Agree nor
251768099----3*6159483disagree

29%30%25%23%22%-%-%-%-%100%5%48%23%24%

ab

559113135176*-**-*4254755Agree
71%35%37%39%39%100%-%100%100%-%9%31%38%38%

-53100117161-----43225637Agree very strongly
-%31%33%34%35%-%-%-%-%-%87%20%33%32%

Don't Know (DO NOT READ
------------17OUT)
-%-%-%-%-%-%-%-%-%-%-%-%*%*%

5111212252338*-**-474791392NET: Agree
71%66%71%73%74%100%-%100%100%-%95%52%71%70%

d

-6121520-------38118NET: Disagree
-%4%4%4%4%-%-%-%-%-%-%-%6%6%
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QAP1. On a scale of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

*1110287*7-243538Disagree very strongly
1%1%4%2%3%1%2%-%2%2%2%2%2%

a

43815659-16-4551180Disagree
10%3%6%4%4%-%3%-%5%3%3%4%4%

a

Neither Agree nor
1029966417617100220403968483disagree
21%24%25%24%27%46%22%43%22%23%25%25%24%

164711046518051751376849105755Agree
36%38%39%38%35%30%39%12%42%38%31%39%38%

1541672565734154226616380637Agree very strongly
32%34%27%33%32%23%34%46%29%35%39%30%32%

a

Don't Know (DO NOT READ
--16--1---1-7OUT)
-%-%*%*%-%-%*%-%-%-%*%-%*%

31887177121515383293631291121851392NET: Agree
68%72%66%70%67%54%73%57%71%73%70%69%70%

549259316*23-79716118NET: Disagree
11%4%9%5%7%1%5%-%7%5%5%6%6%

aa
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QAP1. On a scale of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

-*11359-12338Disagree very strongly
-%*%1%1%2%2%-%*%2%4%2%

-14010718233180Disagree
-%1%4%3%3%4%10%1%2%1%4%

Neither Agree nor
-3225195621064484215483disagree
-%25%23%25%27%23%23%23%26%24%24%

-56406162891706836023755Agree
-%44%38%43%38%37%31%40%38%36%38%

-37371110681617715122637Agree very strongly
-%30%34%29%29%35%35%35%32%34%32%

a

Don't Know (DO NOT READ
-----1----7OUT)
-%-%-%-%-%*%-%-%-%-%*%

-9377727215733112154111441392NET: Agree
-%74%72%72%68%71%67%75%70%71%70%

-2511312272453118NET: Disagree
-%1%5%3%5%6%10%2%3%5%6%

c
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QAP1. On a scale of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

-7109611-679-*6238Disagree very strongly
-%1%1%2%1%1%-%4%2%2%-%*%1%1%2%

-2023182138-11614-320980Disagree
-%3%2%3%3%3%-%1%4%3%-%3%3%3%4%

Neither Agree nor
4189234116192260-2695114-2917991483disagree

22%26%24%22%26%23%-%18%21%24%-%26%26%28%24%

11315361197270431-63177177-40242118755Agree
61%43%37%38%36%39%-%45%39%38%-%37%35%36%38%

a

3200336179254371-46161149-36242106637Agree very strongly
17%27%35%35%34%33%-%32%35%32%-%33%35%32%32%

b

Don't Know (DO NOT READ
---1----11----7OUT)
-%-%-%*%-%-%-%-%*%*%-%-%-%-%*%

14515697376524801-109339326-774842231392NET: Agree
78%70%72%72%70%72%-%77%74%70%-%71%70%69%70%

-2733272849-62324-32611118NET: Disagree
-%4%3%5%4%4%-%5%5%5%-%3%4%3%6%
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QAP1. On a scale of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

-*2*91244103738Disagree very strongly
-%2%8%*%1%1%7%5%3%1%2%2%

ab

**-*2321*11231180Disagree
2%1%-%1%3%2%1%1%4%1%3%4%

Neither Agree nor
513551782151615636271483disagree

36%42%22%14%25%24%28%19%21%29%20%24%

ac

6111218291343224011683144755Agree
49%36%51%52%41%38%39%52%39%39%40%38%

c

2651121432214189762122637Agree very strongly
14%19%19%32%30%35%25%24%33%29%34%32%

b

Don't Know (DO NOT READ
----11--1-17OUT)
-%-%-%-%*%*%-%-%*%-%*%*%

818172950666536582121452661392NET: Agree
63%56%70%85%71%73%64%75%71%68%75%70%

*12*32334421617118NET: Disagree
2%2%8%1%4%4%7%6%7%3%5%6%

b
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QAP1. On a scale of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that 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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

17141311-53215382534253438Disagree very strongly
1%5%21%1%-%1%2%1%2%2%2%2%2%2%

ba

55151132*116732764866506480Disagree
3%6%19%2%8%3%4%3%4%3%4%3%4%4%

a

Neither Agree nor
3568819311-120431288470369429352425483disagree

23%32%31%20%-%29%24%27%24%25%24%25%24%24%

bb

5999714635*159685417732575671542664755Agree
38%36%23%40%7%38%38%38%38%38%38%38%38%38%

b

5475625892117575328621486579450575637Agree very strongly
35%21%3%37%86%28%32%30%32%32%32%32%33%32%

ab

Don't Know (DO NOT READ
4223-444624447OUT)
*%1%3%*%-%1%*%*%*%*%*%*%*%*%

ab

11461521612242276126074513521060125099212391392NET: Agree
73%56%26%77%92%66%70%69%70%70%70%70%70%70%

ab

71292443*169948114731007598118NET: Disagree
5%11%40%3%8%4%6%4%6%5%6%5%6%6%

ba

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 196  (continuation)                                                                                                                                                  Page 3155

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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

1919226101522276-1138Disagree very strongly
2%2%1%6%4%4%1%1%2%6%-%3%2%

ccabb

2555599122150910771080Disagree
3%5%4%9%5%6%3%5%3%7%26%3%4%

bcbb

Neither Agree nor
212271401235788344498823991483disagree

23%25%25%24%21%25%24%25%24%25%35%24%24%

3294266103111313854073139418153755Agree
36%39%37%32%43%40%37%38%39%45%30%40%38%

32631153527718449060115143116637Agree very strongly
36%29%33%28%27%24%34%31%32%16%9%30%32%

aca

Don't Know (DO NOT READ
523-231-1--17OUT)
1%*%*%-%1%1%*%-%*%-%-%*%*%

b

655737114558184222103013325456102691392NET: Agree
71%68%70%60%70%64%71%69%71%61%39%71%70%

bc

44748015223571111712721118NET: Disagree
5%7%5%16%8%10%5%6%5%14%26%5%6%

accbb
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

*5*12465616338Disagree very strongly
*%2%*%*%1%3%4%3%3%*%4%2%2%

jcijljlcijl

697667289124480Disagree
3%5%6%3%3%5%2%4%5%6%3%3%4%

f

Neither Agree nor
524920343541343649563343483disagree
27%26%17%19%18%32%26%20%26%27%24%28%24%

hjehijhjhjhij

626143698148527376746254755Agree
32%32%37%39%42%38%40%40%41%36%44%36%38%

kl

706946687028366146633645637Agree very strongly
37%36%39%38%36%22%27%33%25%30%25%30%32%

bdgdgbdfgbdgbdgg

Don't Know (DO NOT READ
---2---112*27OUT)
-%-%-%1%-%-%-%*%*%1%*%1%*%

13213089137151758813412213897991392NET: Agree
69%67%76%76%78%59%68%73%65%66%69%66%70%

acdgacdgacdfgkg

713868118131513107118NET: Disagree
4%7%6%4%4%8%6%7%8%6%7%4%6%
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QAP1. On a scale of 1 to 5 where 5 is agree very strongly and 1 is disagree very strongly, please tell me how strongly you agree or disagree that postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

57161038Disagree very strongly
1%1%3%2%2%

cd

2318192080Disagree
5%4%4%4%4%

Neither Agree nor
121110119132483disagree

24%22%24%26%24%

166198201190755Agree
33%40%40%38%38%

dd

185166143145637Agree very strongly
37%33%29%29%32%

ab

Don't Know (DO NOT READ
-2147OUT)
-%*%*%1%*%

3513633443341392NET: Agree
70%73%69%67%70%

a

28253530118NET: Disagree
6%5%7%6%6%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 196  (continuation)                                                                                                                                                  Page 3158

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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

7314526310127183193Increase
11%6%12%11%8%13%7%13%14%10%10%

aa

454077340558537123513931446Stay about the same
69%77%65%72%75%67%71%64%67%73%72%

cbce

1392883114162410333349Decrease
20%17%24%17%15%20%23%23%19%17%17%

a

Don't Know (DO NOT READ
-*--10*--*1212OUT)
-%*%-%-%1%*%-%-%*%1%1%

b
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

51381682016172612239826193Increase
6%12%8%10%12%9%9%8%7%5%14%7%12%10%

mmmfkmm

687475122912612613023413835196851591446Stay about the same
77%69%77%72%75%73%69%71%79%71%70%71%71%72%

ll

152015299212539692512462438349Decrease
17%19%15%18%12%15%21%21%14%24%16%20%17%17%

i

Don't Know (DO NOT READ
---12-622--*2-12OUT)
-%-%-%1%-%3%1%*%-%-%*%2%-%1%

acefijklklm

m
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

1917429165607487172104193Increase
9%10%7%10%8%5%8%15%10%5%5%12%10%

bbcgh

146130029311535751064640911837128261446Stay about the same
72%72%72%72%72%79%84%71%69%89%68%76%72%

bdbdehbdeh

383118126815320477363514349Decrease
19%17%20%17%19%15%8%13%21%7%27%13%17%

cefcefacefgh

Don't Know (DO NOT READ
-12486--42---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 - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

9540566187193Increase
21%15%4%6%10%10%

aba

2871729648513611446Stay about the same
65%63%77%79%72%72%

bc

605822414335349Decrease
14%21%18%13%18%17%

cc

Don't Know (DO NOT READ
-4821012OUT)
-%1%1%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,c

Produced by OLR
Issue date: 12/07/19



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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

898024720173--3221369104193Increase
30%9%3%92%52%9%-%-%91%91%92%42%27%6%10%

abaabiaabiai

1566246661141432--***1414212901446Stay about the same
53%72%79%8%36%73%-%-%9%9%8%43%56%76%72%

cbcbcjjbcj

48151150-5344-----543301349Decrease
16%18%18%-%12%18%-%-%-%-%-%15%17%18%17%

Don't Know (DO NOT READ
*65--12------*1212OUT)
*%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 - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

2*-1414102144611181249294193Increase
100%2%-%6%18%24%9%11%13%17%10%12%8%10%

aaaacabcfa

-841214338349163254699055308211446Stay about the same
-%98%96%89%57%54%71%71%70%67%71%69%72%72%

bcd

--*161422522077102245143223349Decrease
-%-%4%5%25%22%19%17%17%15%19%19%20%17%

ddd

Don't Know (DO NOT READ
------642864412OUT)
-%-%-%-%-%-%1%*%*%1%*%*%*%1%

af
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

229432921*-*-229106193Increase
32%17%14%9%5%54%-%100%-%47%47%72%16%10%

ababa

4107199253342*--*2234621446Stay about the same
65%64%66%73%75%46%-%-%100%53%51%27%68%72%

cdcd

*33596291-----**102349Decrease
3%19%20%18%20%-%-%-%-%-%2%2%15%17%

Don't Know (DO NOT READ
-*-24-------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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

811557137144100236471717193Increase
18%9%21%8%6%28%22%50%40%26%11%6%10%

aacabcab

2488116312831749287*441041142071446Stay about the same
54%71%61%74%76%60%63%2%49%59%72%77%72%

bbacdcd

13232463033726329272440349Decrease
29%19%17%17%16%12%14%48%11%15%15%15%17%

Don't Know (DO NOT READ
-6294-4---4312OUT)
-%*%1%1%2%-%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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

-18874852654404213193Increase
-%14%8%13%22%14%19%19%26%21%10%

bba

-827702621443261113396411446Stay about the same
-%65%71%69%62%70%58%65%61%65%72%

b

-27217703369433209349Decrease
-%21%20%18%14%15%22%16%13%14%17%

Don't Know (DO NOT READ
--4-25-**-12OUT)
-%-%*%-%1%1%-%*%*%-%1%
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

96595788990-307886-218649193Increase
53%9%10%15%12%8%-%21%17%19%-%20%13%15%10%

aab

8512692356511803-90307308-724662271446Stay about the same
47%70%72%69%69%72%-%64%67%66%-%67%68%70%72%

-15117280141214-216666-1513350349Decrease
-%21%18%15%19%19%-%15%15%14%-%14%19%15%17%

c

Don't Know (DO NOT READ
-26644-*63--4-12OUT)
-%*%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 - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

1076864901719473250193Increase
73%21%28%23%9%10%30%25%16%15%14%10%

abcab

318111249564329502031432541446Stay about the same
21%58%47%34%69%70%51%64%68%67%71%72%

eee

17615152173108443746349Decrease
5%21%25%43%21%19%19%10%15%18%13%17%

Don't Know (DO NOT READ
----48-*32612OUT)
-%-%-%-%1%1%-%*%1%1%2%1%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 197  (continuation)                                                                                                                                                  Page 3169

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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

1205013136*61172122186159175141173193Increase
8%18%21%9%14%15%10%11%10%11%10%10%10%10%

bab

1176172341183-2701296773140610801283100912701446Stay about the same
75%64%56%75%-%65%72%71%72%72%72%71%72%72%

abcc

2724914253284316183338256316263313349Decrease
17%18%23%16%86%20%18%17%17%17%18%19%18%17%

Don't Know (DO NOT READ
9--9-2107121010101012OUT)
1%-%-%1%-%*%1%1%1%1%1%1%1%1%
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

106881112458--1935634871193Increase
12%8%7%25%22%-%-%100%16%37%32%19%10%

accbcb

727719122861151-1446-23646102481446Stay about the same
79%66%75%63%57%-%100%-%66%50%38%65%72%

aabaca

742752841153349--6412863349Decrease
8%25%17%12%20%100%-%-%18%13%30%16%17%

bab

Don't Know (DO NOT READ
1026-2---2--*12OUT)

1%*%*%-%1%-%-%-%1%-%-%*%1%

a
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

1920622211412216171718193Increase
10%10%6%12%11%11%1%12%8%8%12%12%10%

ffffjfffjfffjfj

1201338213214590105145136162106901446Stay about the same
63%69%70%73%75%71%80%79%73%78%75%60%72%

aalalaajklaklalalal

493928232822221735241842349Decrease
26%20%24%13%14%18%17%9%19%11%13%28%17%

bcehicebcehieecebcdefghi

Don't Know (DO NOT READ
2--2--2--5--12OUT)
1%-%-%1%-%-%2%-%-%2%-%-%1%

adeghjk
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

46573952193Increase
9%11%8%10%10%

b

3353673853581446Stay about the same
67%73%77%72%72%

dd

117747485349Decrease
23%15%15%17%17%

abc

Don't Know (DO NOT READ
222512OUT)
*%*%*%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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
2062046457551852129204Unweighted total

7314526310127183193Weighted total

531231295*14102107Parcels and packets
71%88%88%60%46%46%25%23%56%56%55%

12122125*135256Letters
9%76%7%42%19%44%26%42%47%28%29%

aaa

11113163*134245Large letters
18%17%11%26%25%32%24%22%36%23%23%

Order fulfilment
(sending ordered goods

**41291--13536to customers)
2%9%31%22%15%10%-%-%14%19%19%

Other everyday
correspondence, such as
invoices, one off bills

2-11191**12728etc.
28%-%8%21%14%9%35%4%8%15%15%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

*-*12**--*1313customer packs etc
2%-%4%23%1%3%-%-%4%7%7%

a

Advertising and
promotional material,
such as catalogues,
brochures and direct

--273*--*1212mail
-%-%12%13%5%1%-%-%1%7%6%

Publications, such as
magazines, periodicals,

---101----1111customer newsletters
-%-%-%20%2%-%-%-%-%6%6%

ae

*---4*--*55Other (PLEASE SPECIFY)
1%-%-%-%6%1%-%-%1%2%2%

None of these (DO NOT
*-*-21-**34READ OUT)
3%-%1%-%3%6%-%20%1%2%2%

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: 12/07/19



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%
1831231321415152110228522204Unweighted total

51381682016172612239826193Weighted total

16496121113136-17816107Parcels and packets
26%43%48%57%57%68%75%50%48%-%43%100%62%55%

25148354104-172456Letters
33%39%18%29%13%29%24%37%36%-%44%23%14%29%

2333735*84-92645Large letters
39%25%42%22%13%31%1%29%36%-%23%23%22%23%

Order fulfilment
(sending ordered goods

*133226222-114436to customers)
10%8%33%19%10%39%9%8%16%-%28%45%14%19%

Other everyday
correspondence, such as
invoices, one off bills

222234224--72228etc.
39%15%20%14%20%15%11%15%-%-%18%23%6%15%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

***1222-*-242-13customer packs etc
10%4%6%7%9%14%-%1%-%94%9%23%-%7%

Advertising and
promotional material,
such as catalogues,
brochures and direct

12*92--3--22-12mail
11%15%6%5%9%-%-%13%-%-%5%23%-%6%

Publications, such as
magazines, periodicals,

*1-1022----42-11customer newsletters
10%7%-%6%9%14%-%-%-%-%10%23%-%6%

-1-42-------25Other (PLEASE SPECIFY)
-%5%-%2%11%-%-%-%-%-%-%-%7%2%

None of these (DO NOT
-*-4-*---*2-24READ OUT)
-%1%-%2%-%1%-%-%-%6%4%-%8%2%

Don't Know (DO NOT READ
--*----------*OUT)
-%-%6%-%-%-%-%-%-%-%-%-%-%*%

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*c*b*aSignificance Level: 95%
27177511537010778191153204Unweighted total
1917429165607487172104193Weighted total

998188933*4535274107Parcels and packets
46%56%63%54%55%1%86%60%29%100%67%100%55%

11466502352129-4-56Letters
55%26%22%30%38%66%51%13%53%-%39%-%29%

e

739342163*222-*-45Large letters
34%22%9%26%27%42%4%25%11%-%1%-%23%

b

Order fulfilment
(sending ordered goods

8283339-*23--3-36to customers)
43%16%11%20%15%-%2%26%-%-%26%-%19%

Other everyday
correspondence, such as
invoices, one off bills

82042511*-112-*228etc.
44%12%13%15%18%1%-%13%14%-%2%47%15%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

591135--52-*-13customer packs etc
24%5%2%8%8%-%-%5%10%-%1%-%7%

Advertising and
promotional material,
such as catalogues,
brochures and direct

2102104124--*-12mail
12%6%7%6%6%7%41%4%-%-%5%-%6%

Publications, such as
magazines, periodicals,

57-111-242---11customer newsletters
24%4%-%7%2%-%41%5%12%-%-%-%6%

-5233--2--*-5Other (PLEASE SPECIFY)
-%3%7%2%5%-%-%2%-%-%1%-%2%

None of these (DO NOT
-4*41--22---4READ OUT)
-%2%*%2%1%-%-%2%11%-%-%-%2%

Don't Know (DO NOT READ
-*-*---*----*OUT)
-%*%-%*%-%-%-%1%-%-%-%-%*%

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
9439705199204Unweighted total
9540566187193Weighted total

5325294103107Parcels and packets
56%61%52%58%55%55%

18112825556Letters
19%26%49%27%29%29%

bc

2412844145Large letters
25%30%13%60%22%23%

a

Order fulfilment
(sending ordered goods

3241-3636to customers)
34%9%1%-%19%19%

ab

Other everyday
correspondence, such as
invoices, one off bills

1161112828etc.
11%16%20%10%15%15%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

941-1313customer packs etc
9%10%2%-%7%7%

Advertising and
promotional material,
such as catalogues,
brochures and direct

733-1212mail
7%6%5%-%6%6%

Publications, such as
magazines, periodicals,

524-1111customer newsletters
5%5%8%-%6%6%

221-55Other (PLEASE SPECIFY)
2%5%1%-%3%2%

None of these (DO NOT
2-2-44READ OUT)
2%-%3%-%2%2%

Don't Know (DO NOT READ
*---**OUT)
1%-%-%-%*%*%

Refused (DO NOT READ
------OUT)
-%-%-%-%-%-%
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
1087818827177--323198196204Unweighted total

898024720173--3221369104193Weighted total

5642941790--*22123951107Parcels and packets
62%53%38%62%83%52%-%-%13%100%80%95%56%49%55%

2222122650---2-4163456Letters
25%28%49%26%31%29%-%-%-%88%-%34%23%33%29%

192422738--*2-4122645Large letters
21%30%9%31%33%22%-%-%13%88%-%34%18%25%23%

Order fulfilment
(sending ordered goods

306-41027--*22521636to customers)
34%8%-%61%47%16%-%-%4%88%96%40%30%6%19%

baai

Other everyday
correspondence, such as
invoices, one off bills

121152524---2-371628etc.
14%14%21%26%23%14%-%-%-%88%-%21%11%16%15%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

922477--22-33413customer packs etc
11%2%9%57%34%4%-%-%87%88%-%21%4%4%7%

b

Advertising and
promotional material,
such as catalogues,
brochures and direct

344239---2-11912mail
4%6%17%26%14%5%-%-%-%88%-%7%1%8%6%

b

Publications, such as
magazines, periodicals,

524257---2-3-711customer newsletters
5%3%18%26%23%4%-%-%-%88%-%21%-%6%6%

b

-5---5-------55Other (PLEASE SPECIFY)
-%6%-%-%-%3%-%-%-%-%-%-%-%4%2%

c

None of these (DO NOT
2-2-*4-----*224READ OUT)
2%-%8%-%*%2%-%-%-%-%-%1%3%2%2%

Don't Know (DO NOT READ
-*---*-------**OUT)
-%1%-%-%-%*%-%-%-%-%-%-%-%*%*%

Refused (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
12-351712016170115148120123204Unweighted total
2*-1414102144611181249294193Weighted total

-*-*2847803086574047107Parcels and packets
-%55%-%29%43%58%46%56%48%72%46%43%50%55%

babcef

-*-1473641212648324656Letters
-%45%-%71%89%53%35%29%34%22%39%35%49%29%

ddbdef

-*-*283031143041402345Large letters
-%55%-%29%52%55%30%22%23%25%33%43%25%23%

fadef

Order fulfilment
(sending ordered goods

-*--24734132213111136to customers)
-%55%-%-%41%28%7%23%21%18%10%12%11%19%

abcc

Other everyday
correspondence, such as
invoices, one off bills

----461020121420171628etc.
-%-%-%-%82%41%10%14%19%12%16%19%17%15%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

2---22399799713customer packs etc
100%-%-%-%41%17%3%6%14%6%7%10%8%7%

Advertising and
promotional material,
such as catalogues,
brochures and direct

-----27865109612mail
-%-%-%-%-%17%7%6%10%4%8%10%6%6%

Publications, such as
magazines, periodicals,

-----2273554311customer newsletters
-%-%-%-%-%17%2%5%5%4%4%5%3%6%

------422244*5Other (PLEASE SPECIFY)
-%-%-%-%-%-%4%2%4%2%3%5%*%2%

aa

None of these (DO NOT
-----*42224144READ OUT)
-%-%-%-%-%1%4%2%3%2%3%1%4%2%

Don't Know (DO NOT READ
------**--****OUT)
-%-%-%-%-%-%*%*%-%-%*%1%1%*%

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcb*a*h*g*f*e*d*c*baSignificance Level: 95%
2464930211-1-137103204Unweighted total
229432921*-*-229106193Weighted total

215191011*-*-22973107Parcels and packets
93%53%44%33%55%100%-%100%-%100%100%95%69%55%

*1515108----2--2456Letters
7%53%35%33%39%-%-%-%-%100%-%-%23%29%

2816123*-*-2*-2845Large letters
100%29%37%40%12%100%-%100%-%100%5%-%26%23%

Order fulfilment
(sending ordered goods

-273-------*2136to customers)
-%8%17%11%-%-%-%-%-%-%-%5%20%19%

Other everyday
correspondence, such as
invoices, one off bills

-5592-----*21228etc.
-%16%12%29%9%-%-%-%-%-%5%20%11%15%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

-225--------713customer packs etc
-%8%5%15%-%-%-%-%-%-%-%-%7%7%

Advertising and
promotional material,
such as catalogues,
brochures and direct

-2*52-------512mail
-%7%1%17%10%-%-%-%-%-%-%-%4%6%

c

Publications, such as
magazines, periodicals,

-2-3--------511customer newsletters
-%7%-%10%-%-%-%-%-%-%-%-%4%6%

c

--*4--------25Other (PLEASE SPECIFY)
-%-%*%14%-%-%-%-%-%-%-%-%2%2%

cd

None of these (DO NOT
-*2*2-------24READ OUT)
-%1%4%*%9%-%-%-%-%-%-%-%2%2%

Don't Know (DO NOT READ
--*----------*OUT)
-%-%1%-%-%-%-%-%-%-%-%-%-%*%

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*baba*c*ba*edc*b*aSignificance Level: 95%
121365714723587335412115204Unweighted total

811557137144100236471717193Weighted total

15649587*782313796107Parcels and packets
13%49%86%42%49%9%78%100%88%80%52%35%55%

a

34594810214-885456Letters
33%39%15%35%70%48%14%-%23%18%33%24%29%

b

2387385*24*10111845Large letters
29%33%12%28%35%2%24%11%28%23%5%45%23%

b

Order fulfilment
(sending ordered goods

-13927-*222128--36to customers)
-%11%16%20%-%4%22%85%33%17%-%-%19%

Other everyday
correspondence, such as
invoices, one off bills

4169191*13-85*128etc.
50%14%16%14%4%2%13%-%21%11%1%4%15%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

-9211--7-61-*13customer packs etc
-%8%4%8%-%-%7%-%16%2%-%1%7%

c

Advertising and
promotional material,
such as catalogues,
brochures and direct

19111*-4-2*-212mail
12%8%2%8%3%-%4%-%5%1%-%14%6%

Publications, such as
magazines, periodicals,

-529--5-4*--11customer newsletters
-%4%4%7%-%-%5%-%11%1%-%-%6%

2222-2*---2-5Other (PLEASE SPECIFY)
27%2%4%2%-%43%*%-%-%-%12%-%2%

None of these (DO NOT
2222*-2--2*-4READ OUT)

20%2%3%2%1%-%2%-%-%4%1%-%2%

Don't Know (DO NOT READ
-*-*--------*OUT)
-%*%-%*%-%-%-%-%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*baba*c*ba*edc*b*aSignificance Level: 95%
121365714723587335412115204Unweighted total

811557137144100236471717193Weighted total

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 198  (continuation)                                                                                                                                                  Page 3182

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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cbaba*bab*aSignificance Level: 95%
-241145649656423714204Unweighted total
-18874852654404213193Weighted total

-844234736135399107Parcels and packets
-%45%51%49%91%56%30%86%94%67%55%

a

-104423618166-56Letters
-%55%50%49%11%28%22%14%14%-%29%

b

-72314621396245Large letters
-%36%26%29%12%33%78%21%15%16%23%

b

Order fulfilment
(sending ordered goods

-5118713*28236to customers)
-%29%12%18%13%20%14%5%20%17%19%

Other everyday
correspondence, such as
invoices, one off bills

-516966344*28etc.
-%28%18%20%12%9%75%10%10%3%15%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

-27423-22-13customer packs etc
-%13%8%9%4%5%-%5%4%-%7%

Advertising and
promotional material,
such as catalogues,
brochures and direct

-263-5-2--12mail
-%14%6%6%-%7%-%4%-%-%6%

Publications, such as
magazines, periodicals,

-232-2----11customer newsletters
-%13%3%5%-%4%-%-%-%-%6%

--*--22*-*5Other (PLEASE SPECIFY)
-%-%*%-%-%3%62%*%-%1%2%

None of these (DO NOT
-*242--**-4READ OUT)
-%1%3%8%3%-%-%*%*%-%2%

Don't Know (DO NOT READ
--*-------*OUT)
-%-%1%-%-%-%-%-%-%-%*%

Refused (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 198  (continuation)                                                                                                                                                  Page 3183

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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*d*cba*d*cbaSignificance Level: 95%
88511379112117-297688-2510756204Unweighted total
96595788990-307886-218649193Weighted total

53044503947-215166-143620107Parcels and packets
56%46%47%64%44%52%-%69%65%76%-%64%42%41%55%

b

23141203044-62018-5301956Letters
25%47%43%26%34%49%-%19%26%20%-%25%35%40%29%

bc

12332234023-122320-10372445Large letters
6%35%34%30%45%26%-%40%29%23%-%48%42%50%23%

ac

Order fulfilment
(sending ordered goods

*812151111-151618-511736to customers)
5%13%13%20%13%12%-%50%21%21%-%22%13%15%19%

Other everyday
correspondence, such as
invoices, one off bills

1101881614-7129-7171128etc.
6%15%18%10%18%16%-%24%15%11%-%32%20%23%15%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

259597-575-29413customer packs etc
24%8%9%6%10%8%-%15%9%6%-%11%10%9%7%

Advertising and
promotional material,
such as catalogues,
brochures and direct

-47585-243-29412mail
-%7%7%6%9%6%-%6%5%3%-%9%11%8%6%

Publications, such as
magazines, periodicals,

-25243-455-24411customer newsletters
-%4%5%3%5%3%-%14%6%5%-%9%5%8%6%

--424*--22--445Other (PLEASE SPECIFY)
-%-%4%2%5%*%-%-%2%2%-%-%5%8%2%

a

None of these (DO NOT
-*2*12--*2-*1*4READ OUT)
-%1%2%*%1%3%-%-%*%2%-%1%1%1%2%

Don't Know (DO NOT READ
-**-**------*-*OUT)
-%1%1%-%1%1%-%-%-%-%-%-%1%-%*%

Refused (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 198  (continuation)                                                                                                                                                  Page 3184

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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
7697811091718533552204Unweighted total

1076864901719473250193Weighted total

84432843912312128107Parcels and packets
79%63%58%33%43%48%55%64%65%68%55%55%

*2122832641081856Letters
3%29%11%26%44%36%34%19%21%24%35%29%

441424338813122145Large letters
43%59%14%44%37%36%46%40%27%38%42%23%

Order fulfilment
(sending ordered goods

*-*2101691099836to customers)
3%-%3%25%15%18%53%54%18%27%16%19%

Other everyday
correspondence, such as
invoices, one off bills

-2**10183344428etc.
-%34%2%3%16%19%19%14%8%13%8%15%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

--2*592233313customer packs etc
-%-%27%2%8%10%14%12%6%9%6%7%

Advertising and
promotional material,
such as catalogues,
brochures and direct

---*472234312mail
-%-%-%1%7%8%11%10%6%13%6%6%

Publications, such as
magazines, periodicals,

----252222211customer newsletters
-%-%-%-%4%5%11%10%5%7%5%6%

-2---4--2-25Other (PLEASE SPECIFY)
-%34%-%-%-%5%-%-%4%-%4%2%

None of these (DO NOT
--*-*2--2-*4READ OUT)
-%-%4%-%1%3%-%-%4%-%*%2%

Don't Know (DO NOT READ
----**-----*OUT)
-%-%-%-%1%1%-%-%-%-%-%*%

Refused (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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 - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
1394310148269187137199173189161188204Unweighted total
1205013136*61172122186159175141173193Weighted total

55331065*39966710393977695107Parcels and packets
46%66%81%48%100%64%56%55%55%58%55%54%55%55%

b

439445-165134544750455056Letters
36%18%32%33%-%27%30%28%29%29%29%32%29%29%

a

3310237-193931434041364145Large letters
28%20%13%27%-%31%23%26%23%25%23%25%23%23%

Order fulfilment
(sending ordered goods

1414*26*153327363031252936to customers)
12%29%1%19%45%25%19%22%20%19%18%18%17%19%

b

Other everyday
correspondence, such as
invoices, one off bills

193218-132221272121192128etc.
16%6%18%13%-%21%13%17%14%13%12%13%12%15%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

74-9-81313131312101213customer packs etc
6%8%-%7%-%14%8%11%7%8%7%7%7%7%

Advertising and
promotional material,
such as catalogues,
brochures and direct

92-11-512812101051012mail
8%4%-%8%-%9%7%7%6%6%6%4%6%6%

Publications, such as
magazines, periodicals,

72-9-811711996911customer newsletters
6%4%-%6%-%14%7%6%6%6%5%4%5%6%

5--5-255545455Other (PLEASE SPECIFY)
4%-%-%3%-%4%3%4%3%3%3%3%3%2%

None of these (DO NOT
2*-2-*42424244READ OUT)
2%*%-%2%-%*%2%2%2%2%2%2%2%2%

Don't Know (DO NOT READ
*--*--*-*-*-**OUT)
*%-%-%*%-%-%*%-%*%-%*%-%*%*%

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 198  (continuation)                                                                                                                                                  Page 3186

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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*c*baba*baSignificance Level: 95%
971071222455--2045731770204Unweighted total

106881112458--1935634871193Weighted total

5849441548--1073834853107Parcels and packets
55%55%39%62%83%-%-%55%68%98%96%75%55%

cb

23335411--5673-1156Letters
22%38%49%5%1%-%-%29%13%10%-%15%29%

ba

20253546--45122-1345Large letters
19%28%32%17%10%-%-%23%21%6%-%18%23%

a

Order fulfilment
(sending ordered goods

29717613--36184*1936to customers)
28%8%16%25%23%-%-%19%31%11%2%27%19%

aa

Other everyday
correspondence, such as
invoices, one off bills

141524*4--28112*1228etc.
13%17%21%2%7%-%-%15%19%6%3%18%15%

a

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

6713*---134--413customer packs etc
6%8%12%2%-%-%-%7%7%-%-%6%7%

a

Advertising and
promotional material,
such as catalogues,
brochures and direct

84102---12122112mail
7%5%9%8%-%-%-%6%2%5%19%1%6%

a

Publications, such as
magazines, periodicals,

84101---112--211customer newsletters
7%4%9%4%-%-%-%6%4%-%-%3%6%

a

225----52--25Other (PLEASE SPECIFY)
2%3%4%-%-%-%-%2%4%-%-%3%2%

None of these (DO NOT
*42-2--42**24READ OUT)
*%4%2%-%3%-%-%2%3%*%2%2%2%

Don't Know (DO NOT READ
-**----*----*OUT)
-%1%*%-%-%-%-%*%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 198  (continuation)                                                                                                                                                  Page 3187

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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*c*baba*baSignificance Level: 95%
971071222455--2045731770204Unweighted total

106881112458--1935634871193Weighted total

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 198  (continuation)                                                                                                                                                  Page 3188

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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
16211819141861714171826204Unweighted total
1920622211412216171718193Weighted total

16841067*813101510107Parcels and packets
81%41%60%45%28%50%27%37%82%60%87%55%55%

942525*11475156Letters
49%18%37%24%12%34%27%51%25%38%32%6%29%

56*492*1257345Large letters
27%31%4%20%43%17%27%3%13%28%40%18%23%

Order fulfilment
(sending ordered goods

341-22-24103636to customers)
14%22%10%-%9%13%-%11%23%55%20%34%19%

Other everyday
correspondence, such as
invoices, one off bills

21-12415433228etc.
12%5%-%2%11%26%59%25%28%19%18%11%15%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

2*---4--212213customer packs etc
12%2%-%-%-%29%-%-%11%4%14%11%7%

Advertising and
promotional material,
such as catalogues,
brochures and direct

-1-2-2*-212212mail
-%5%-%8%-%13%6%-%12%6%14%12%6%

Publications, such as
magazines, periodicals,

4*---2--2*2-11customer newsletters
22%2%-%-%-%13%-%-%12%3%14%-%6%

---14------*5Other (PLEASE SPECIFY)
-%-%-%2%19%-%-%-%-%-%-%1%2%

None of these (DO NOT
-**-2-----*24READ OUT)
-%*%2%-%9%-%-%-%-%-%1%10%2%

Don't Know (DO NOT READ
---------*--*OUT)
-%-%-%-%-%-%-%-%-%3%-%-%*%

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
55513761204Unweighted total
46573952193Weighted total

28232135107Parcels and packets
60%40%55%67%55%

cc

1513151356Letters
34%22%40%25%29%

121631545Large letters
25%27%8%29%23%

bbb

Order fulfilment
(sending ordered goods

8461936to customers)
17%6%16%37%19%

bcd

Other everyday
correspondence, such as
invoices, one off bills

3610828etc.
7%11%27%16%15%

d

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

342513customer packs etc
6%7%5%9%7%

Advertising and
promotional material,
such as catalogues,
brochures and direct

142512mail
2%6%5%11%6%

Publications, such as
magazines, periodicals,

522311customer newsletters
10%3%5%6%6%

-5-*5Other (PLEASE SPECIFY)
-%8%-%*%2%

ad

None of these (DO NOT
*2-24READ OUT)
*%3%-%4%2%

Don't Know (DO NOT READ
---**OUT)
-%-%-%1%*%

Refused (DO NOT READ
-----OUT)
-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 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

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*d*cbae*dcbaSignificance Level: 95%
4111257181125183572238363Unweighted total
1392883114162410333349Weighted total

9613496610136183193Letters
71%70%48%60%58%63%65%64%62%55%55%

Other everyday
correspondence, such as
invoices, one off bills

631632368125121129etc.
44%30%57%39%31%51%61%52%48%36%37%

a

6*1253261148793Large letters
43%2%5%30%28%38%51%34%37%26%27%

a

1*313363*126164Parcels and packets
6%2%9%16%31%18%21%17%19%18%18%

be

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

4-113213*124649customer packs etc
29%-%4%16%19%18%21%19%17%14%14%

Advertising and
promotional material,
such as catalogues,
brochures and direct

1-*21172*114345mail
5%-%2%25%15%12%12%18%9%13%13%

e

Order fulfilment
(sending ordered goods

*-410162**13133to customers)
2%-%15%12%14%10%17%3%12%9%9%

e

Publications, such as
magazines, periodicals,

*-114101**12930customer newsletters
1%-%2%17%8%8%21%6%6%9%9%

e

Goods / business
supplies / large packets

-----------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-----------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%

--2*2----99Other (PLEASE SPECIFY)
-%-%6%1%2%-%-%-%-%3%2%

None of these (DO NOT
2--10131**13738READ OUT)

15%-%-%13%11%5%5%5%5%11%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,e

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*d*cbae*dcbaSignificance Level: 95%
4111257181125183572238363Unweighted total
1392883114162410333349Weighted total

Don't Know (DO NOT READ
--2-2**--44OUT)
-%-%7%-%2%1%6%-%-%1%1%

Refused (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*hgf*e*dc*b*aSignificance Level: 95%
474741228161633502110341929363Unweighted total
152015299212539692512462438349Weighted total

1012916211122136118281123193Letters
70%59%59%54%54%49%56%53%44%69%62%45%59%55%

Other everyday
correspondence, such as
invoices, one off bills

811910111911227217139129etc.
53%53%60%34%53%36%29%31%28%14%37%55%25%37%

fgjfgjfgj

5547984621521661193Large letters
36%23%29%26%37%18%16%30%20%18%35%23%28%27%

331577641332116564Parcels and packets
19%14%9%19%35%24%10%19%11%14%24%26%12%18%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

24242-44122294549customer packs etc
11%18%12%14%-%16%10%17%10%14%20%17%12%14%

Advertising and
promotional material,
such as catalogues,
brochures and direct

2233872464276*45mail
16%8%18%13%34%8%10%9%18%14%15%25%*%13%

Order fulfilment
(sending ordered goods

1212832472234*33to customers)
7%10%9%9%17%8%10%11%9%14%7%17%*%9%

Publications, such as
magazines, periodicals,

132242*211*-72*30customer newsletters
7%13%16%8%8%1%5%16%1%-%15%8%*%9%

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-117--22--3--9Other (PLEASE SPECIFY)
-%5%4%2%-%-%5%3%-%-%7%-%-%2%

None of these (DO NOT
11134*2897222238READ OUT)
7%6%10%11%1%8%20%13%30%15%4%10%5%11%

c

Don't Know (DO NOT READ
---4--*--22--4OUT)
-%-%-%1%-%-%*%-%-%16%4%-%-%1%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*hgf*e*dc*b*aSignificance Level: 95%
474741228161633502110341929363Unweighted total
152015299212539692512462438349Weighted 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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
4431910825515020871429567363Unweighted total
383118126815320477363514349Weighted total

23171371578713234202323193Letters
59%55%45%58%57%64%49%44%57%71%63%70%55%

be

Other everyday
correspondence, such as
invoices, one off bills

111183495485230161242129etc.
28%38%42%35%31%26%56%39%45%48%46%50%37%

10832371548*106*12393Large letters
27%27%28%26%35%39%6%13%17%10%24%59%27%

de

3611747221*271*12-64Parcels and packets
7%20%21%18%14%5%5%35%3%6%24%-%18%

bdhd

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

8411138292243*7149customer packs etc
22%13%14%14%19%12%47%5%10%6%14%16%14%

e

Advertising and
promotional material,
such as catalogues,
brochures and direct

34210352122101-8*45mail
7%14%12%13%14%9%49%13%3%-%17%11%13%

d

Order fulfilment
(sending ordered goods

*32102312*293-6-33to customers)
1%10%12%9%8%2%53%11%9%-%11%-%9%

Publications, such as
magazines, periodicals,

*3022819*251-2-30customer newsletters
1%10%3%10%12%2%46%7%4%-%5%-%9%

bb

Goods / business
supplies / large packets

-------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%

-9186--2----9Other (PLEASE SPECIFY)
-%3%1%3%4%-%-%3%-%-%-%-%2%

None of these (DO NOT
6321028216*73-**38READ OUT)

16%10%12%10%14%29%2%9%9%-%*%3%11%

bbb
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
4431910825515020871429567363Unweighted total
383118126815320477363514349Weighted total

Don't Know (DO NOT READ
22-44-------4OUT)
5%1%-%1%3%-%-%-%-%-%-%-%1%

a

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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
64572369354363Unweighted total
605822414335349Weighted total

29351258185193Letters
49%59%56%58%55%55%

Other everyday
correspondence, such as
invoices, one off bills

1823848120129etc.
31%40%38%60%36%37%

13245649093Large letters
22%41%25%28%27%27%

ac

20113346064Parcels and packets
34%19%15%26%18%18%

a

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

7142854449customer packs etc
11%23%12%33%13%14%

a

Advertising and
promotional material,
such as catalogues,
brochures and direct

2123024345mail
3%21%14%13%13%13%

cc

Order fulfilment
(sending ordered goods

971723133to customers)
15%12%8%13%9%9%

Publications, such as
magazines, periodicals,

4818-3030customer newsletters
7%13%8%-%9%9%

Goods / business
supplies / large packets

------ordered via lorry
-%-%-%-%-%-%

Legal / accounts
------documents / tax forms
-%-%-%-%-%-%

224-99Other (PLEASE SPECIFY)
3%4%2%-%3%2%

None of these (DO NOT
492323638READ OUT)
6%16%10%13%11%11%

Don't Know (DO NOT READ
--4-44OUT)
-%-%2%-%1%1%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
64572369354363Unweighted total
605822414335349Weighted 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: 12/07/19



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%
64165134-8355-----856299363Unweighted total
48151150-5344-----543301349Weighted total

287789-4189-----423166193Letters
59%51%59%-%95%55%-%-%-%-%-%95%55%55%55%

Other everyday
correspondence, such as
invoices, one off bills

215256-2126-----219108129etc.
44%35%37%-%50%37%-%-%-%-%-%50%43%36%37%

144139-291-----2127993Large letters
30%27%26%-%50%26%-%-%-%-%-%50%27%26%27%

123121-*64-----*115264Parcels and packets
25%20%14%-%9%18%-%-%-%-%-%9%27%17%18%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

101425-247-----283949customer packs etc
21%9%17%-%47%14%-%-%-%-%-%47%18%13%14%

b

Advertising and
promotional material,
such as catalogues,
brochures and direct

61920-*45-----*63945mail
13%13%13%-%4%13%-%-%-%-%-%4%14%13%13%

Order fulfilment
(sending ordered goods

71116--33------72633to customers)
14%7%10%-%-%10%-%-%-%-%-%-%15%9%9%

Publications, such as
magazines, periodicals,

3918-*30-----*32730customer newsletters
7%6%12%-%4%9%-%-%-%-%-%4%7%9%9%

Goods / business
supplies / large packets

---------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
---------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-81--9-------99Other (PLEASE SPECIFY)
-%5%1%-%-%2%-%-%-%-%-%-%-%3%2%

a

None of these (DO NOT
41420--38------43438READ OUT)
8%9%13%-%-%11%-%-%-%-%-%-%9%11%11%

Don't Know (DO NOT READ
-*4--4-------44OUT)
-%*%2%-%-%1%-%-%-%-%-%-%-%1%1%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



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%
64165134-8355-----856299363Unweighted total
48151150-5344-----543301349Weighted 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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
--12111622724593103257159238363Unweighted total
--*161422522077102245143223349Weighted total

---159131115484814678141193Letters
-%-%-%100%86%68%58%52%62%46%59%55%63%55%

dddf

Other everyday
correspondence, such as
invoices, one off bills

--**1766903231754469129etc.
-%-%100%15%14%53%30%41%41%30%30%30%31%37%

abc

----326159202866565693Large letters
-%-%-%-%43%18%27%27%25%28%27%39%25%27%

acef

----**2548133125222064Parcels and packets
-%-%-%-%7%1%11%22%17%30%10%15%9%18%

acaabce

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

----*42732181831202749customer packs etc
-%-%-%-%3%28%12%14%23%17%13%14%12%14%

ac

Advertising and
promotional material,
such as catalogues,
brochures and direct

----*22430171226182345mail
-%-%-%-%3%12%11%14%21%12%11%12%11%13%

ac

Order fulfilment
(sending ordered goods

-----2142881216131233to customers)
-%-%-%-%-%16%6%13%11%12%7%9%5%9%

aca

Publications, such as
magazines, periodicals,

----*2131511715121130customer newsletters
-%-%-%-%5%12%6%7%14%7%6%9%5%9%

acf

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----242226649Other (PLEASE SPECIFY)
-%-%-%-%-%14%2%1%2%2%2%4%2%2%

f
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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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
--12111622724593103257159238363Unweighted total
--*161422522077102245143223349Weighted total

None of these (DO NOT
-----228152830172338READ OUT)
-%-%-%-%-%15%12%7%3%8%12%12%11%11%

eee

Don't Know (DO NOT READ
-----*422-4*44OUT)
-%-%-%-%-%1%2%1%2%-%2%*%2%1%

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
147696080-----11101363Unweighted total
*33596291-----**102349Weighted total

*21323656-----*-47193Letters
100%64%55%58%62%-%-%-%-%-%100%-%46%55%

Other everyday
correspondence, such as
invoices, one off bills

-12202319-------31129etc.
-%37%34%38%20%-%-%-%-%-%-%-%30%37%

aa

*1018928-------2893Large letters
100%32%30%15%31%-%-%-%-%-%-%-%28%27%

bbb

-38311------*3064Parcels and packets
-%11%13%5%12%-%-%-%-%-%-%100%30%18%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

-86412-------1849customer packs etc
-%25%10%7%14%-%-%-%-%-%-%-%18%14%

bc

Advertising and
promotional material,
such as catalogues,
brochures and direct

-37610-------1245mail
-%8%11%10%11%-%-%-%-%-%-%-%12%13%

Order fulfilment
(sending ordered goods

-3356-------1233to customers)
-%9%5%7%6%-%-%-%-%-%-%-%12%9%

Publications, such as
magazines, periodicals,

-3146-------730customer newsletters
-%9%3%7%7%-%-%-%-%-%-%-%7%9%

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-22-2-------29Other (PLEASE SPECIFY)
-%7%3%-%2%-%-%-%-%-%-%-%2%2%

b

None of these (DO NOT
-28713-------838READ OUT)
-%6%13%11%14%-%-%-%-%-%-%-%8%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,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
147696080-----11101363Unweighted total
*33596291-----**102349Weighted total

Don't Know (DO NOT READ
--*-4--------4OUT)
-%-%*%-%4%-%-%-%-%-%-%-%-%1%

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 199  (continuation)                                                                                                                                                  Page 3204

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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*e*d*c*baSignificance Level: 95%
142434132249251212242243363Unweighted total
13232463033726329272440349Weighted total

101352516824-22*318917193Letters
81%58%55%56%66%-%36%5%30%67%39%43%55%

a

Other everyday
correspondence, such as
invoices, one off bills

3721211712-19*65713129etc.
20%31%26%38%31%-%30%5%67%18%29%32%37%

56298415211*2441893Large letters
35%27%21%28%40%94%18%5%26%13%19%44%27%

a

1241747921924115864Parcels and packets
7%10%37%16%25%94%30%95%47%42%20%20%18%

a

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

2294457-10-2321149customer packs etc
14%13%9%15%19%-%16%-%20%12%9%27%14%

Advertising and
promotional material,
such as catalogues,
brochures and direct

3235403-9**22845mail
19%10%10%13%7%-%15%5%2%7%9%20%13%

Order fulfilment
(sending ordered goods

*16627*29-43-533to customers)
1%7%12%9%1%94%15%-%41%11%-%13%9%

c

Publications, such as
magazines, periodicals,

2134262-5-212230customer newsletters
15%6%9%9%6%-%7%-%20%4%9%6%9%

Goods / business
supplies / large packets

-------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%

2427*-2---2-9Other (PLEASE SPECIFY)
13%2%4%2%1%-%3%-%-%-%10%-%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 - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*e*d*c*baSignificance Level: 95%
142434132249251212242243363Unweighted total
13232463033726329272440349Weighted total

None of these (DO NOT
-304342*6--26*38READ OUT)
-%13%8%11%5%6%10%-%-%7%25%1%11%

Don't Know (DO NOT READ
-4-4--------4OUT)
-%2%-%1%-%-%-%-%-%-%-%-%1%

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*ba*b*aSignificance Level: 95%
-35233763073533179363Unweighted total
-27217703369433209349Weighted total

-1813546123541875193Letters
-%69%62%66%36%51%95%53%33%55%55%

Other everyday
correspondence, such as
invoices, one off bills

-126921922*944129etc.
-%46%32%30%28%32%6%27%18%50%37%

-85220325483293Large letters
-%29%24%28%9%37%95%24%13%27%27%

b

-41813822*85664Parcels and packets
-%15%8%18%25%32%9%23%23%67%18%

b

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

-72711215*5-449customer packs etc
-%28%13%15%7%22%3%14%-%48%14%

b

Advertising and
promotional material,
such as catalogues,
brochures and direct

-72313112*4-245mail
-%27%11%18%2%17%3%13%-%23%13%

bb

Order fulfilment
(sending ordered goods

-3126210*22-33to customers)
-%10%5%8%6%15%3%7%9%-%9%

Publications, such as
magazines, periodicals,

-6118-7*4-230customer newsletters
-%23%5%11%-%11%6%13%-%23%9%

b

Goods / business
supplies / large packets

-----------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-----------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%

--41-2----9Other (PLEASE SPECIFY)
-%-%2%1%-%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 - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*ba*b*aSignificance Level: 95%
-35233763073533179363Unweighted total
-27217703369433209349Weighted total

None of these (DO NOT
-3231071-106-38READ OUT)
-%13%11%14%22%1%-%29%28%-%11%

a

Don't Know (DO NOT READ
-*42------4OUT)
-%1%2%3%-%-%-%-%-%-%1%

Refused (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*d*cba*d*cbaSignificance Level: 95%
-17517685154229-247662-2515054363Unweighted total
-15117280141214-216666-1513350349Weighted total

-93964078134-93433-87132193Letters
-%62%56%51%55%63%-%41%51%50%-%56%53%64%55%

Other everyday
correspondence, such as
invoices, one off bills

-4952224466-82417-64117129etc.
-%32%30%27%31%31%-%38%35%26%-%43%31%33%37%

-4049285555-82316-11501993Large letters
-%27%29%36%39%26%-%39%35%24%-%77%38%38%27%

a

-1220252120-91621-8181264Parcels and packets
-%8%12%31%15%9%-%45%23%32%-%56%14%24%18%

ab

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

-2320152026-51410-420949customer packs etc
-%15%12%19%14%12%-%21%20%14%-%30%15%19%14%

Advertising and
promotional material,
such as catalogues,
brochures and direct

-1420101821-499-4181045mail
-%9%12%12%13%10%-%21%14%13%-%30%13%20%13%

Order fulfilment
(sending ordered goods

-815101312-478-513833to customers)
-%5%9%13%9%6%-%19%11%13%-%31%10%15%9%

a

Publications, such as
magazines, periodicals,

-6127129-666-612630customer newsletters
-%4%7%9%9%4%-%29%10%8%-%41%9%12%9%

Goods / business
supplies / large packets

---------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
---------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-24242-*2*--619Other (PLEASE SPECIFY)
-%2%3%3%3%1%-%2%3%1%-%-%4%1%2%

None of these (DO NOT
-142941723-246--17838READ OUT)
-%9%17%5%12%11%-%9%7%9%-%-%13%16%11%

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 - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*d*cba*d*cbaSignificance Level: 95%
-17517685154229-247662-2515054363Unweighted total
-15117280141214-216666-1513350349Weighted total

Don't Know (DO NOT READ
-*4-*4-----***4OUT)
-%*%2%-%*%2%-%-%-%-%-%1%*%*%1%

Refused (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
264241711741512494854363Unweighted total
17615152173108443746349Weighted total

*2*9919563221630193Letters
67%37%8%64%60%55%57%41%51%44%66%55%

b

Other everyday
correspondence, such as
invoices, one off bills

*1*3545333101115129etc.
33%10%8%21%35%30%34%42%22%28%33%37%

---241516514172093Large letters
-%-%-%17%27%30%57%66%31%45%43%27%

*4-11220332071064Parcels and packets
33%62%-%10%8%12%33%35%45%18%21%18%

ab

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

*-*424232277949customer packs etc
33%-%8%25%16%13%22%27%17%20%19%14%

Advertising and
promotional material,
such as catalogues,
brochures and direct

---617215163845mail
-%-%-%38%11%12%45%12%14%9%16%13%

Order fulfilment
(sending ordered goods

*--19162255633to customers)
33%-%-%8%6%9%22%31%11%15%13%9%

Publications, such as
magazines, periodicals,

---17134364530customer newsletters
-%-%-%10%4%7%42%32%13%12%11%9%

Goods / business
supplies / large packets

------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%

--3-24***--9Other (PLEASE SPECIFY)
-%-%58%-%2%2%5%6%1%-%-%2%

None of these (DO NOT
--2*1429--52138READ OUT)
-%-%34%3%9%16%-%-%10%5%2%11%

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 - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
264241711741512494854363Unweighted total
17615152173108443746349Weighted total

Don't Know (DO NOT READ
----*4-----4OUT)
-%-%-%-%*%2%-%-%-%-%-%1%

Refused (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
2934512274198333206355282339286337363Unweighted total
2724914253284316183338256316263313349Weighted total

157248144247182104185145181155179193Letters
58%49%58%57%100%56%58%57%55%57%57%59%57%55%

Other everyday
correspondence, such as
invoices, one off bills

9721899-39114721238210886106129etc.
36%43%58%39%-%46%36%39%36%32%34%33%34%37%

7613668-278863927587788593Large letters
28%26%44%27%-%33%28%35%27%29%28%29%27%27%

4011438-195846625859525764Parcels and packets
15%22%32%15%-%23%18%25%18%23%19%20%18%18%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

387239-234330433443384349customer packs etc
14%14%14%15%-%27%14%17%13%13%14%14%14%14%

ab

Advertising and
promotional material,
such as catalogues,
brochures and direct

382-37-204229433141344045mail
14%4%-%15%-%24%13%16%13%12%13%13%13%13%

b

Order fulfilment
(sending ordered goods

234222-163223332429252733to customers)
9%9%15%9%-%20%10%12%10%10%9%9%9%9%

b

Publications, such as
magazines, periodicals,

207122-192520292026182630customer newsletters
7%14%4%9%-%22%8%11%8%8%8%7%8%9%

ab

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

52-5-*74847579Other (PLEASE SPECIFY)
2%5%-%2%-%1%2%2%2%2%2%2%2%2%

None of these (DO NOT
361-34-113321362632243138READ OUT)
13%1%-%13%-%13%11%11%11%10%10%9%10%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,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
2934512274198333206355282339286337363Unweighted total
2724914253284316183338256316263313349Weighted total

Don't Know (DO NOT READ
4--2-*2-444444OUT)
1%-%-%1%-%*%1%-%1%2%1%1%1%1%

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bac*b*ab*a*baSignificance Level: 95%
642992891754363--5613754363Unweighted total
742752841153349--6412863349Weighted total

33161163327193--333627193Letters
44%59%57%29%50%55%-%-%52%26%76%43%55%

b

Other everyday
correspondence, such as
invoices, one off bills

27101108318129--213*24129etc.
37%37%38%27%34%37%-%-%33%25%1%39%37%

14797711593--18121693Large letters
19%29%27%9%28%27%-%-%28%5%28%25%27%

26384132064--235-2564Parcels and packets
35%14%14%24%38%18%-%-%35%43%-%41%18%

ac

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

742431649--9--949customer packs etc
9%15%15%6%11%14%-%-%14%-%-%14%14%

Advertising and
promotional material,
such as catalogues,
brochures and direct

738371745--11**1145mail
10%14%13%7%13%13%-%-%17%1%1%17%13%

Order fulfilment
(sending ordered goods

924251733--10--1033to customers)
12%9%9%5%13%9%-%-%15%-%-%16%9%

Publications, such as
magazines, periodicals,

625231630--8--830customer newsletters
7%9%8%5%12%9%-%-%13%-%-%13%9%

Goods / business
supplies / large packets

-------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%

*88*-9--2--29Other (PLEASE SPECIFY)
1%3%3%4%-%2%-%-%3%-%-%3%2%

None of these (DO NOT
1226294638--11221138READ OUT)
16%9%10%31%11%11%-%-%17%17%24%18%11%

Don't Know (DO NOT READ
-44--4------4OUT)
-%1%1%-%-%1%-%-%-%-%-%-%1%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bac*b*ab*a*baSignificance Level: 95%
642992891754363--5613754363Unweighted total
742752841153349--6412863349Weighted 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 - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

l*kj*i*h*g*f*ed*c*baSignificance Level: 95%
432934222625291941272246363Unweighted total
493928232822221735241842349Weighted total

25231413131261025121131193Letters
51%58%51%53%46%55%25%57%71%49%58%73%55%

jl

Other everyday
correspondence, such as
invoices, one off bills

1714125814488111018129etc.
35%37%44%22%29%63%16%46%22%44%52%43%37%

dd

1297*56374972493Large letters
24%23%27%1%17%25%14%42%12%39%38%57%27%

djl

87-246555751164Parcels and packets
16%17%-%9%15%26%21%32%14%29%26%25%18%

jjj

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

881*-524326949customer packs etc
17%21%3%1%-%21%11%23%8%10%35%20%14%

jj

Advertising and
promotional material,
such as catalogues,
brochures and direct

-7-2*4143771045mail
-%17%-%10%*%20%3%26%9%28%37%23%13%

ljl

Order fulfilment
(sending ordered goods

*22*2212157933to customers)
*%5%7%1%7%11%3%11%2%23%36%21%9%

dl

Publications, such as
magazines, periodicals,

-5-2-41-445630customer newsletters
-%11%-%9%-%19%3%-%10%19%26%14%9%

ljl

Goods / business
supplies / large packets

-------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1--4-1---3-9Other (PLEASE SPECIFY)
-%2%-%-%13%-%3%-%-%-%18%-%2%

None of these (DO NOT
562-1-9234*538READ OUT)

10%16%9%-%2%-%42%12%7%17%3%12%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,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

l*kj*i*h*g*f*ed*c*baSignificance Level: 95%
432934222625291941272246363Unweighted total
493928232822221735241842349Weighted total

Don't Know (DO NOT READ
--22------*-4OUT)
-%-%7%8%-%-%-%-%-%-%1%-%1%

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
106738995363Unweighted total
117747485349Weighted total

62384054193Letters
53%51%54%63%55%

Other everyday
correspondence, such as
invoices, one off bills

44271938129etc.
38%37%26%45%37%

b

2810144093Large letters
24%14%19%47%27%

bcd

1512152264Parcels and packets
13%16%20%26%18%

d

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

17591849customer packs etc
15%7%12%21%14%

c

Advertising and
promotional material,
such as catalogues,
brochures and direct

7782345mail
6%9%11%27%13%

bcd

Order fulfilment
(sending ordered goods

4432133to customers)
4%6%5%25%9%

bcd

Publications, such as
magazines, periodicals,

5641530customer newsletters
4%8%6%18%9%

bd

Goods / business
supplies / large packets

-----ordered via lorry
-%-%-%-%-%

Legal / accounts
-----documents / tax forms
-%-%-%-%-%

14139Other (PLEASE SPECIFY)
1%5%1%4%2%

None of these (DO NOT
141141038READ OUT)
12%1%19%11%11%

ccc
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
106738995363Unweighted total
117747485349Weighted total

Don't Know (DO NOT READ
22-*4OUT)
2%3%-%*%1%

Refused (DO NOT READ
-----OUT)
-%-%-%-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
2062046457551852129204Unweighted total

7314526310127183193Weighted total

721234468126137145Growth of business
88%83%87%66%72%77%86%76%77%75%75%

Ability to reach more
**1491-*12223customers
2%9%4%8%15%8%-%8%9%12%12%

Increase use of direct
-*-22*--*34mail for marketing
-%8%-%3%3%4%-%-%6%2%2%

More items being sent to
*---**-**34existing clients
2%-%-%-%*%4%-%8%2%2%2%

Increase in fulfilment
(fulfilling customer
orders by mailing out

----2**-*23items)
-%-%-%-%4%3%14%-%2%1%1%

Postal communications
offer better quality
than other forms of

---1-*--**1communications
-%-%-%1%-%2%-%-%2%*%*%

--*--**--*1Innovative services
-%-%3%-%-%1%14%-%-%*%*%

-----------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%

1-214141-*13738Other (PLEASE SPECIFY)
10%-%13%26%22%8%-%12%8%20%19%

be
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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: 12/07/19



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%
1831231321415152110228522204Unweighted total

51381682016172612239826193Weighted total

4105126131112228228820145Growth of business
83%79%64%75%64%70%68%86%68%100%72%100%78%75%

Ability to reach more
1211922-42-6-323customers

13%19%7%11%11%12%-%15%18%-%15%-%13%12%

Increase use of direct
---4**-2----24mail for marketing
-%-%-%2%1%1%-%6%-%-%-%-%7%2%

More items being sent to
---42-**--2*-4existing clients
-%-%-%2%9%-%1%*%-%-%4%2%-%2%

Increase in fulfilment
(fulfilling customer
orders by mailing out

--12--------23items)
-%-%7%1%-%-%-%-%-%-%-%-%8%1%

Postal communications
offer better quality
than other forms of

-*-*--------*1communications
-%4%-%*%-%-%-%-%-%-%-%-%1%*%

j

-**----------1Innovative services
-%4%1%-%-%-%-%-%-%-%-%-%-%*%

j

--------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1233275524-7-238Other (PLEASE SPECIFY)
15%17%35%19%36%28%31%7%30%-%19%-%7%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,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*c*b*aSignificance Level: 95%
27177511537010778191153204Unweighted total
1917429165607487172104193Weighted total

13133231224772676294145Growth of business
66%76%79%74%78%99%41%76%34%100%93%100%75%

Ability to reach more
320419102-6-22-23customers

14%12%13%12%17%29%-%7%-%100%20%-%12%

Increase use of direct
*422---22---4mail for marketing
1%2%7%1%-%-%-%2%11%-%-%-%2%

a

More items being sent to
22*4*--3*---4existing clients

10%1%1%2%*%-%-%4%1%-%-%-%2%

Increase in fulfilment
(fulfilling customer
orders by mailing out

-321*--2--*-3items)
-%1%7%*%*%-%-%3%-%-%1%-%1%

a

Postal communications
offer better quality
than other forms of

-1**--1-----1communications
-%*%1%*%-%-%14%-%-%-%-%-%*%

-1-1----*-*-1Innovative services
-%*%-%*%-%-%-%-%3%-%1%-%*%

-------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%

6314349*2179-1-38Other (PLEASE SPECIFY)
33%18%13%21%15%1%45%19%55%-%6%-%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 - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
9439705199204Unweighted total
9540566187193Weighted total

7831352143145Growth of business
82%76%62%34%76%75%

a

Ability to reach more
1229-2323customers
12%6%16%-%12%12%

Increase use of direct
4*--44mail for marketing
4%*%-%-%2%2%

More items being sent to
4-*-44existing clients
4%-%*%-%2%2%

Increase in fulfilment
(fulfilling customer
orders by mailing out

*2--33items)
*%6%-%-%1%1%

ac

Postal communications
offer better quality
than other forms of

--1-11communications
-%-%1%-%*%*%

1---11Innovative services
1%-%-%-%*%*%

------Cheaper / Lower Prices
-%-%-%-%-%-%

1291743338Other (PLEASE SPECIFY)
12%23%30%66%18%19%

c
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
1087818827177--323198196204Unweighted total

898024720173--3221369104193Weighted total

74665717129--222105871145Growth of business
84%82%22%97%82%74%-%-%91%100%100%74%84%68%75%

a

Ability to reach more
7124**23----**61623customers
8%15%16%1%1%13%-%-%-%-%4%1%9%15%12%

Increase use of direct
2-2**4--*---224mail for marketing
2%-%8%3%1%2%-%-%9%-%-%-%3%2%2%

More items being sent to
3*---4------3*4existing clients
4%*%-%-%-%2%-%-%-%-%-%-%5%*%2%

a

Increase in fulfilment
(fulfilling customer
orders by mailing out

12---3------123items)
1%2%-%-%-%1%-%-%-%-%-%-%1%2%1%

Postal communications
offer better quality
than other forms of

-1---1-------11communications
-%1%-%-%-%*%-%-%-%-%-%-%-%1%*%

**---1------**1Innovative services
1%*%-%-%-%*%-%-%-%-%-%-%1%*%*%

---------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

111215-334-----372738Other (PLEASE SPECIFY)
12%14%64%-%17%20%-%-%-%-%-%26%10%26%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,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
12-351712016170115148120123204Unweighted total
2*-1414102144611181249294193Weighted total

2*-*413741145395947869145Growth of business
100%100%-%58%100%88%73%79%86%80%76%85%73%75%

aa

Ability to reach more
----2113155151591323customers
-%-%-%-%43%4%13%10%8%13%13%10%14%12%

Increase use of direct
---*--4**24*44mail for marketing
-%-%-%29%-%-%4%*%*%2%3%*%4%2%

ff

More items being sent to
---*--24-22224existing clients
-%-%-%13%-%-%2%3%-%2%2%2%2%2%

Increase in fulfilment
(fulfilling customer
orders by mailing out

------22-222-3items)
-%-%-%-%-%-%2%2%-%2%2%2%-%1%

Postal communications
offer better quality
than other forms of

------111*1*11communications
-%-%-%-%-%-%1%*%1%*%1%*%1%*%

----*-*-*-11*1Innovative services
-%-%-%-%11%-%*%-%1%-%*%1%*%*%

--------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----2192761721111738Other (PLEASE SPECIFY)
-%-%-%-%-%12%19%18%9%14%17%12%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,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcb*a*h*g*f*e*d*c*baSignificance Level: 95%
2464930211-1-137103204Unweighted total
229432921*-*-229106193Weighted total

22732259----22982145Growth of business
100%93%74%83%44%-%-%-%-%100%95%100%78%75%

c

Ability to reach more
227*4-----*-1523customers

93%7%17%1%20%-%-%-%-%-%5%-%14%12%

b

Increase use of direct
-*--3*-*----24mail for marketing
-%1%-%-%17%100%-%100%-%-%-%-%2%2%

More items being sent to
-*2-*-------24existing clients
-%*%4%-%*%-%-%-%-%-%-%-%2%2%

Increase in fulfilment
(fulfilling customer
orders by mailing out

--*2--------23items)
-%-%*%6%-%-%-%-%-%-%-%-%2%1%

Postal communications
offer better quality
than other forms of

--1---------*1communications
-%-%1%-%-%-%-%-%-%-%-%-%*%*%

--**---------1Innovative services
-%-%*%2%-%-%-%-%-%-%-%-%-%*%

--------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1956-----*-1738Other (PLEASE SPECIFY)
-%4%21%16%29%-%-%-%-%-%5%-%16%19%

d
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*baba*c*ba*edc*b*aSignificance Level: 95%
121365714723587335412115204Unweighted total

811557137144100236471717193Weighted total

688479811282231391310145Growth of business
72%76%82%72%75%50%82%89%87%83%75%60%75%

Ability to reach more
1157164-11*262423customers
7%13%12%12%31%-%11%4%6%14%13%25%12%

Increase use of direct
-4-4-*2**-2-4mail for marketing
-%3%-%3%-%4%2%11%*%-%10%-%2%

More items being sent to
-2-4*-2--2**4existing clients
-%2%-%3%2%-%2%-%-%4%1%1%2%

Increase in fulfilment
(fulfilling customer
orders by mailing out

-2*2-21-**2-3items)
-%2%1%2%-%43%1%-%*%1%11%-%1%

Postal communications
offer better quality
than other forms of

-1-1*------*1communications
-%1%-%*%3%-%-%-%-%-%-%3%*%

-1-1--------1Innovative services
-%*%-%*%-%-%-%-%-%-%-%-%*%

-------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%

2198303212-462438Other (PLEASE SPECIFY)
26%16%14%22%21%46%12%-%12%13%14%25%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 - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cbaba*bab*aSignificance Level: 95%
-241145649656423714204Unweighted total
-18874852654404213193Weighted total

-13663144503353811145Growth of business
-%72%75%64%86%78%97%89%91%84%75%

Ability to reach more
-311669*68-23customers
-%15%13%13%12%14%3%15%19%-%12%

Increase use of direct
--44-2-2-24mail for marketing
-%-%4%8%-%3%-%5%-%16%2%

More items being sent to
--2--2-*-*4existing clients
-%-%2%-%-%3%-%*%-%1%2%

Increase in fulfilment
(fulfilling customer
orders by mailing out

----*2--*-3items)
-%-%-%-%1%3%-%-%1%-%1%

Postal communications
offer better quality
than other forms of

--1*-*-*--1communications
-%-%1%1%-%1%-%*%-%-%*%

--*-------1Innovative services
-%-%1%-%-%-%-%-%-%-%*%

-----------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%

-51311510-*2*38Other (PLEASE SPECIFY)
-%26%15%22%10%15%-%1%4%1%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 - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*d*cba*d*cbaSignificance Level: 95%
88511379112117-297688-2510756204Unweighted total
96595788990-307886-218649193Weighted total

75572647566-236267-187542145Growth of business
75%84%76%82%85%74%-%77%79%77%-%86%86%86%75%

a

Ability to reach more
2131513913-5127-39*23customers

22%20%16%16%10%14%-%15%16%8%-%12%11%1%12%

a

Increase use of direct
-*42*4--22--**4mail for marketing
-%1%4%3%*%4%-%-%2%2%-%-%*%*%2%

More items being sent to
-**222--2*--2-4existing clients
-%*%*%2%2%2%-%-%2%*%-%-%2%-%2%

Increase in fulfilment
(fulfilling customer
orders by mailing out

--222---22-*223items)
-%-%2%3%2%-%-%-%3%3%-%*%2%4%1%

Postal communications
offer better quality
than other forms of

-*1**1--*---*-1communications
-%1%1%1%*%1%-%-%1%-%-%-%*%-%*%

-*1-1*-----*1*1Innovative services
-%1%1%-%1%1%-%-%-%-%-%*%1%*%*%

---------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*916101115-71215-39738Other (PLEASE SPECIFY)
3%14%17%12%12%17%-%22%16%17%-%13%11%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 - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
7697811091718533552204Unweighted total

1076864901719473250193Weighted total

864456681415372437145Growth of business
80%99%57%55%88%75%82%76%79%76%74%75%

a

Ability to reach more
2*--12155217723customers

22%1%-%-%19%16%27%11%2%22%14%12%

cc

Increase use of direct
2-*-*3--2224mail for marketing

17%-%3%-%*%4%-%-%4%5%3%2%

More items being sent to
---2*2--**24existing clients
-%-%-%20%*%2%-%-%*%*%4%2%

Increase in fulfilment
(fulfilling customer
orders by mailing out

--*--2--2*23items)
-%-%1%-%-%2%-%-%4%1%4%1%

Postal communications
offer better quality
than other forms of

--*-*1---**1communications
-%-%3%-%1%1%-%-%-%1%1%*%

--*-*1-----1Innovative services
-%-%1%-%1%1%-%-%-%-%-%*%

------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%

--227143485938Other (PLEASE SPECIFY)
-%-%36%25%11%16%16%23%16%16%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,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
1394310148269187137199173189161188204Unweighted total
1205013136*61172122186159175141173193Weighted total

864412104*4713397141128131113129145Growth of business
71%87%98%76%45%77%77%80%76%80%75%80%75%75%

b

Ability to reach more
184218-41712231719171723customers
15%9%15%13%-%7%10%9%12%11%11%12%10%12%

Increase use of direct
22*4-242444444mail for marketing
2%4%1%3%-%3%2%2%2%2%2%3%2%2%

More items being sent to
22-4--22444444existing clients
2%4%-%3%-%-%1%2%2%2%2%3%2%2%

Increase in fulfilment
(fulfilling customer
orders by mailing out

2*-2*232323233items)
2%*%-%2%55%3%1%2%1%1%1%2%1%1%

Postal communications
offer better quality
than other forms of

1--1--1*111111communications
1%-%-%*%-%-%*%*%*%*%*%*%*%*%

**-1-*11111111Innovative services
*%1%-%*%-%*%*%*%*%*%*%*%*%*%

--------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

254*24-123319342435213538Other (PLEASE SPECIFY)
21%9%1%17%-%20%19%16%18%15%20%15%20%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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*c*baba*baSignificance Level: 95%
971071222455--2045731770204Unweighted total

106881112458--1935634871193Weighted total

8461742348--1454234856145Growth of business
79%70%67%95%83%-%-%75%74%99%100%79%75%

cb

Ability to reach more
12101328--238421023customers
12%12%11%8%14%-%-%12%15%11%22%14%12%

Increase use of direct
*44-*--42--24mail for marketing
*%4%3%-%*%-%-%2%4%-%-%3%2%

More items being sent to
22*-3--42--24existing clients
2%2%*%-%6%-%-%2%4%-%-%3%2%

c

Increase in fulfilment
(fulfilling customer
orders by mailing out

3-2-1--3*--*3items)
2%-%2%-%1%-%-%1%1%-%-%1%1%

Postal communications
offer better quality
than other forms of

**1----1-*--1communications
*%1%1%-%-%-%-%*%-%1%-%-%*%

1-1----1----1Innovative services
1%-%1%-%-%-%-%*%-%-%-%-%*%

-------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%

19182918--3810--1038Other (PLEASE SPECIFY)
18%21%26%5%13%-%-%19%19%-%-%15%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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
16211819141861714171826204Unweighted total
1920622211412216171718193Weighted total

1017620171111411141310145Growth of business
55%87%90%89%80%81%73%63%72%82%79%58%75%

Ability to reach more
22*522--242223customers

11%12%6%20%11%14%-%-%11%20%11%11%12%

Increase use of direct
--*-2-----2-4mail for marketing
-%-%3%-%9%-%-%-%-%-%11%-%2%

More items being sent to
---*-**2--2-4existing clients
-%-%-%*%-%1%15%8%-%-%10%-%2%

Increase in fulfilment
(fulfilling customer
orders by mailing out

--1-2*------3items)
-%-%9%-%9%1%-%-%-%-%-%-%1%

Postal communications
offer better quality
than other forms of

*-----*-----1communications
2%-%-%-%-%-%15%-%-%-%-%-%*%

*-*---------1Innovative services
2%-%1%-%-%-%-%-%-%-%-%-%*%

-------------Cheaper / Lower Prices
-%-%-%-%-%-%-%-%-%-%-%-%-%

63*222*843*638Other (PLEASE SPECIFY)
32%13%3%11%11%17%12%37%28%18%1%32%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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
55513761204Unweighted total
46573952193Weighted total

34482637145Growth of business
74%84%67%72%75%

Ability to reach more
592723customers

10%16%5%14%12%

Increase use of direct
*2-24mail for marketing
*%3%-%4%2%

More items being sent to
-*224existing clients
-%*%5%3%2%

Increase in fulfilment
(fulfilling customer
orders by mailing out

12--3items)
1%4%-%-%1%

Postal communications
offer better quality
than other forms of

*-*-1communications
1%-%*%-%*%

1---1Innovative services
1%-%-%-%*%

-----Cheaper / Lower Prices
-%-%-%-%-%

9713938Other (PLEASE SPECIFY)
20%12%32%17%19%

c
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*d*cbae*dcbaSignificance Level: 95%
4111257181125183572238363Unweighted total
1392883114162410333349Weighted total

Increase use of emailing
661733349125132141services

50%70%62%39%30%53%48%48%56%40%40%

aaa

Use of new/digital
51630456123116122communication methods

37%10%23%36%39%36%44%45%30%35%35%

3-116142**14749Postal costs
20%-%3%19%12%10%15%8%10%14%14%

Increase use of social
22227*-*-1616media

14%23%9%3%6%1%-%5%-%5%5%

bb

--237*--*1515Downsizing the company
-%-%8%4%6%2%-%-%4%4%4%

--226----1414Because of the recession
-%-%7%2%5%-%-%-%-%4%4%

e

-2232*--*99Environmental costs
-%20%7%3%2%1%-%-%2%3%3%

Retirement / closing the
--*12*--*44business
-%-%1%1%2%2%-%-%4%1%1%

Less effective than
other communications

*--22**-*44media
1%-%-%2%2%1%5%-%1%1%1%

Poor customer service
---22----44/unreliable service
-%-%-%2%2%-%-%-%-%1%1%

*---2*-**22Security concerns
1%-%-%-%1%2%-%3%2%*%1%

Electronic technology is
---------22more reliable / faster
-%-%-%-%-%-%-%-%-%1%1%

Relocation of staff /
-----**--22company
-%-%-%-%-%1%5%-%-%*%1%

Too complicated - hard
to understand what the

-----------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%

2--5151-*13233Other
15%-%-%6%13%5%-%4%6%10%10%

-----*--*-*Don't Know
-%-%-%-%-%1%-%-%2%-%*%

a
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*hgf*e*dc*b*aSignificance Level: 95%
474741228161633502110341929363Unweighted total
152015299212539692512462438349Weighted total

Increase use of emailing
495123811212611317323141services

30%42%34%41%37%42%55%38%43%22%38%12%61%40%

m

Use of new/digital
6971007101021951989122communication methods

42%44%49%33%35%41%26%31%34%44%42%35%24%35%

gj

42*422-21342710249Postal costs
28%11%1%14%8%-%5%19%17%14%15%43%6%14%

gjklkkkk

Increase use of social
**115-2-4--2-716media
*%2%4%5%-%9%-%6%-%-%4%-%17%5%

*1-14-2-4-232-15Downsizing the company
1%5%-%5%-%9%-%6%-%15%7%10%-%4%

--113-2262---214Because of the recession
-%-%4%4%-%8%4%9%8%-%-%-%5%4%

lm

1*17--26----*9Environmental costs
4%2%4%3%-%-%5%8%-%-%-%-%*%3%

Retirement / closing the
*112--*2----*4business
3%5%4%1%-%-%*%3%-%-%-%-%1%1%

j

Less effective than
other communications

-*-4---2----24media
-%1%-%1%-%-%-%3%-%-%-%-%5%1%

Poor customer service
---4-----22--4/unreliable service
-%-%-%1%-%-%-%-%-%15%4%-%-%1%

*--2----*-2--2Security concerns
1%-%-%1%-%-%-%-%1%-%4%-%-%1%

Electronic technology is
---2----2----2more reliable / faster
-%-%-%1%-%-%-%-%7%-%-%-%-%1%

Relocation of staff /
---2------2*-2company
-%-%-%1%-%-%-%-%-%-%4%*%-%1%

Too complicated - hard
to understand what the

--------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1113142464242433Other
4%5%4%10%18%7%10%8%16%18%8%9%11%10%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*hgf*e*dc*b*aSignificance Level: 95%
474741228161633502110341929363Unweighted total
152015299212539692512462438349Weighted total

---**--------*Don't Know
-%-%-%*%1%-%-%-%-%-%-%-%-%*%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
4431910825515020871429567363Unweighted total
383118126815320477363514349Weighted total

Increase use of emailing
11130271145312224231241141services
28%42%33%43%35%60%43%31%64%53%47%23%40%

eh

Use of new/digital
18104338962722010*202122communication methods
47%34%41%33%40%32%51%26%28%3%39%38%35%

e

6431732292-10214249Postal costs
16%14%20%12%19%9%-%13%5%19%8%47%14%

ad

Increase use of social
2143136--34-3-16media
5%5%4%5%4%-%-%3%12%-%6%-%5%

*15*1552-4-1*215Downsizing the company
1%5%*%6%3%10%-%6%-%25%1%47%4%

b

-14592--8--2214Because of the recession
-%4%7%3%1%-%-%11%-%-%4%47%4%

dh

27*92-22112-9Environmental costs
6%2%1%3%1%-%42%2%3%19%4%-%3%

Retirement / closing the
-4141--1--*24business
-%1%1%1%1%-%-%1%-%-%1%50%1%

Less effective than
other communications

22-42---2---4media
5%1%-%2%1%-%-%-%5%-%-%-%1%

a

Poor customer service
-422---22---4/unreliable service
-%1%2%1%-%-%-%2%6%-%-%-%1%

h

*2-22-------2Security concerns
1%1%-%1%1%-%-%-%-%-%-%-%1%

Electronic technology is
2--22-------2more reliable / faster
5%-%-%1%1%-%-%-%-%-%-%-%1%

a

Relocation of staff /
-2-2---2----2company
-%1%-%1%-%-%-%2%-%-%-%-%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,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
4431910825515020871429567363Unweighted total
383118126815320477363514349Weighted total

231112216-*151-2-33Other
6%10%13%8%10%-%5%19%2%-%4%-%10%

bd

*--*------*-*Don't Know
1%-%-%*%-%-%-%-%-%-%*%-%*%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
64572369354363Unweighted total
605822414335349Weighted total

Increase use of emailing
22141034137141services
37%24%46%28%41%40%

b

Use of new/digital
1430775118122communication methods
23%51%34%33%35%35%

ac

71128*4849Postal costs
12%19%12%3%14%14%

Increase use of social
367-1616media
5%10%3%-%5%5%

a

455-1515Downsizing the company
7%9%2%-%4%4%

a

923-1414Because of the recession
16%3%1%-%4%4%

ab

217-99Environmental costs
3%1%3%-%3%3%

Retirement / closing the
31*-44business
5%2%*%-%1%1%

a

Less effective than
other communications

*-4-44media
*%-%2%-%1%1%

Poor customer service
--2224/unreliable service
-%-%1%13%1%1%

*2*-22Security concerns
*%3%*%-%1%1%

a

Electronic technology is
-2--22more reliable / faster
-%3%-%-%1%1%

a

Relocation of staff /
-2*-22company
-%3%*%-%1%1%

a

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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
64572369354363Unweighted total
605822414335349Weighted total

762043033Other
11%10%9%26%9%10%

--*-**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: 12/07/19



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%
64165134-8355-----856299363Unweighted total
48151150-5344-----543301349Weighted total

Increase use of emailing
236058-4137-----419118141services
48%40%39%-%85%40%-%-%-%-%-%85%44%39%40%

Use of new/digital
145257-*122-----*13109122communication methods
28%34%38%-%8%35%-%-%-%-%-%8%31%36%35%

52321-*49-----*54349Postal costs
12%15%14%-%2%14%-%-%-%-%-%2%13%14%14%

Increase use of social
258--16------21416media
5%4%6%-%-%5%-%-%-%-%-%-%5%5%5%

*68--15------*1515Downsizing the company
*%4%6%-%-%4%-%-%-%-%-%-%*%5%4%

644--14------6814Because of the recession
12%3%2%-%-%4%-%-%-%-%-%-%14%3%4%

abai

225--9------279Environmental costs
4%2%3%-%-%3%-%-%-%-%-%-%4%2%3%

Retirement / closing the
112--4------134business
2%1%2%-%-%1%-%-%-%-%-%-%2%1%1%

Less effective than
other communications

**4-*4-----*-44media
*%*%3%-%2%1%-%-%-%-%-%2%-%1%1%

b

Poor customer service
-22--4-------44/unreliable service
-%1%1%-%-%1%-%-%-%-%-%-%-%1%1%

*2--*2-----*-22Security concerns
1%1%-%-%8%*%-%-%-%-%-%8%-%1%1%

Electronic technology is
--2--2-------22more reliable / faster
-%-%1%-%-%1%-%-%-%-%-%-%-%1%1%

Relocation of staff /
-2---2-------22company
-%1%-%-%-%1%-%-%-%-%-%-%-%1%1%

Too complicated - hard
to understand what the

---------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4264--33------43033Other
8%17%3%-%-%10%-%-%-%-%-%-%9%10%10%

a

--*--*-------**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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
--12111622724593103257159238363Unweighted total
--*161422522077102245143223349Weighted total

Increase use of emailing
--*13910186343711463110141services
-%-%100%85%53%67%45%39%44%36%46%44%49%40%

df

Use of new/digital
---**574652833795070122communication methods
-%-%-%15%5%36%33%30%36%33%32%35%31%35%

----123237131434233149Postal costs
-%-%-%-%10%12%14%17%17%13%14%16%14%14%

Increase use of social
---1--1112391291216media
-%-%-%85%-%-%5%5%3%9%5%6%5%5%

-----2915221051015Downsizing the company
-%-%-%-%-%12%4%7%3%2%4%3%5%4%

------5122652414Because of the recession
-%-%-%-%-%-%2%5%3%6%2%1%2%4%

abab

------73227559Environmental costs
-%-%-%-%-%-%3%2%3%2%3%4%2%3%

Retirement / closing the
------14121114business
-%-%-%-%-%-%1%2%1%2%1%1%*%1%

Less effective than
other communications

----*-42**4*44media
-%-%-%-%2%-%2%1%*%*%2%*%2%1%

Poor customer service
------22-22224/unreliable service
-%-%-%-%-%-%1%1%-%2%1%1%1%1%

----*-22222222Security concerns
-%-%-%-%6%-%1%1%2%2%1%1%1%1%

Electronic technology is
------2---2-22more reliable / faster
-%-%-%-%-%-%1%-%-%-%1%-%1%1%

Relocation of staff /
------*-2-**-2company
-%-%-%-%-%-%*%-%2%-%*%*%-%1%

acf

Too complicated - hard
to understand what the

--------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----2-182781719131733Other
-%-%-%-%29%-%8%12%10%17%8%9%8%10%

abc

------**--****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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
147696080-----11101363Unweighted total
*33596291-----**102349Weighted total

Increase use of emailing
*18292938-----*-37141services

100%56%48%46%42%-%-%-%-%-%100%-%36%40%

Use of new/digital
-14171830-------33122communication methods
-%42%29%30%33%-%-%-%-%-%-%-%33%35%

-661210-------1449Postal costs
-%18%11%20%11%-%-%-%-%-%-%-%14%14%

Increase use of social
-41-7-------916media
-%13%1%-%8%-%-%-%-%-%-%-%9%5%

bcb

--532-------215Downsizing the company
-%-%8%6%2%-%-%-%-%-%-%-%2%4%

---42-------614Because of the recession
-%-%-%6%2%-%-%-%-%-%-%-%6%4%

c

--*-7-------29Environmental costs
-%-%1%-%7%-%-%-%-%-%-%-%2%3%

b

Retirement / closing the
-*1-*-------24business
-%1%1%-%1%-%-%-%-%-%-%-%2%1%

Less effective than
other communications

-*-22-------*4media
-%*%-%3%2%-%-%-%-%-%-%-%*%1%

Poor customer service
----2-------24/unreliable service
-%-%-%-%2%-%-%-%-%-%-%-%2%1%

-*-2-------*22Security concerns
-%1%-%3%-%-%-%-%-%-%-%100%2%1%

Electronic technology is
----2--------2more reliable / faster
-%-%-%-%2%-%-%-%-%-%-%-%-%1%

Relocation of staff /
--*----------2company
-%-%*%-%-%-%-%-%-%-%-%-%-%1%

Too complicated - hard
to understand what the

--------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--1073-------1733Other
-%-%17%11%3%-%-%-%-%-%-%-%17%10%

add

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 201  (continuation)                                                                                                                                                  Page 3245

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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
147696080-----11101363Unweighted total
*33596291-----**102349Weighted 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 - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*e*d*c*baSignificance Level: 95%
142434132249251212242243363Unweighted total
13232463033726329272440349Weighted total

Increase use of emailing
71061812318*18-56818141services

58%46%39%41%49%6%29%-%49%23%34%44%40%

a

Use of new/digital
4751310914-20*27915122communication methods

33%32%29%36%37%-%31%5%23%27%39%37%35%

4318415-8-*35749Postal costs
31%13%17%14%14%-%13%-%1%10%19%16%14%

Increase use of social
-12-169-*-*--916media
-%5%-%5%23%-%*%-%2%-%-%21%5%

a

285102------215Downsizing the company
16%3%10%3%5%-%-%-%-%-%-%5%4%

-5410--6222--14Because of the recession
-%2%8%3%-%-%9%95%20%7%-%-%4%

c

-7-9--2--2--9Environmental costs
-%3%-%3%-%-%3%-%-%7%-%-%3%

Retirement / closing the
-1*4*-1-11*-4business
-%1%1%1%1%-%2%-%8%4%2%-%1%

Less effective than
other communications

-4-4*-----**4media
-%2%-%1%1%-%-%-%-%-%*%*%1%

Poor customer service
-2-4--2----24/unreliable service
-%1%-%1%-%-%3%-%-%-%-%5%1%

*2*2*-2-**-22Security concerns
2%1%*%1%1%-%3%-%1%1%-%4%1%

Electronic technology is
-2-2--------2more reliable / faster
-%1%-%1%-%-%-%-%-%-%-%-%1%

Relocation of staff /
-*-2--------2company
-%*%-%1%-%-%-%-%-%-%-%-%1%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*e*d*c*baSignificance Level: 95%
142434132249251212242243363Unweighted total
13232463033726329272440349Weighted total

Too complicated - hard
to understand what the

-------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%

-198264212--84533Other
-%8%16%8%10%94%19%-%-%31%16%13%10%

-*-*--------*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 - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*ba*b*aSignificance Level: 95%
-35233763073533179363Unweighted total
-27217703369433209349Weighted total

Increase use of emailing
-910831122441381141services
-%32%50%44%37%35%89%40%38%8%40%

Use of new/digital
-136823726*1344122communication methods
-%48%31%33%21%38%6%39%19%48%35%

b

-4319410224249Postal costs
-%16%14%13%12%14%44%6%19%22%14%

Increase use of social
--12*-9----16media
-%-%5%*%-%13%-%-%-%-%5%

b

-297*2-**-15Downsizing the company
-%7%4%10%*%2%-%1%1%-%4%

b

--4-42-24-14Because of the recession
-%-%2%-%11%3%-%6%19%-%4%

-251-2-*--9Environmental costs
-%7%2%1%-%3%-%1%-%-%3%

Retirement / closing the
-11*12-11-4business
-%3%*%1%2%2%-%2%4%-%1%

Less effective than
other communications

--42-*----4media
-%-%2%3%-%*%-%-%-%-%1%

Poor customer service
--2--2----4/unreliable service
-%-%1%-%-%3%-%-%-%-%1%

-22-*2***-2Security concerns
-%6%1%-%1%2%5%*%2%-%1%

ab

Electronic technology is
-22-------2more reliable / faster
-%7%1%-%-%-%-%-%-%-%1%

ab

Relocation of staff /
----------2company
-%-%-%-%-%-%-%-%-%-%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 - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*ba*b*aSignificance Level: 95%
-35233763073533179363Unweighted total
-27217703369433209349Weighted total

-1176710-42233Other
-%2%8%9%22%15%-%11%9%22%10%

--*-------*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 - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*d*cba*d*cbaSignificance Level: 95%
-17517685154229-247662-2515054363Unweighted total
-15117280141214-216666-1513350349Weighted total

Increase use of emailing
-72792863106-12622-25924141services
-%47%46%36%45%50%-%4%39%34%-%12%44%48%40%

c

Use of new/digital
-5256264866-122320-74814122communication methods
-%35%32%33%34%31%-%58%35%31%-%49%36%29%35%

-2425102329-497-323549Postal costs
-%16%14%12%16%13%-%18%13%11%-%21%17%10%14%

Increase use of social
-799912--54--9116media
-%5%5%11%7%5%-%-%7%7%-%-%7%1%5%

-66248-*2*--3415Downsizing the company
-%4%3%2%3%4%-%1%3%*%-%-%2%7%4%

-42424--44-2--14Because of the recession
-%2%1%5%1%2%-%-%6%6%-%13%-%-%4%

-17255---2--5*9Environmental costs
-%1%4%2%4%3%-%-%-%3%-%-%4%1%3%

Retirement / closing the
-11211-222-11*4business
-%1%*%3%1%*%-%8%2%3%-%8%1%*%1%

Less effective than
other communications

-22**4-**---**4media
-%1%1%*%*%2%-%1%*%-%-%-%*%*%1%

Poor customer service
--2222--2---2-4/unreliable service
-%-%1%3%1%1%-%-%3%-%-%-%2%-%1%

-22222-222-22-2Security concerns
-%1%1%2%1%1%-%8%3%2%-%11%1%-%1%

Electronic technology is
--2--2--------2more reliable / faster
-%-%1%-%-%1%-%-%-%-%-%-%-%-%1%

Relocation of staff /
-*--*-------*-2company
-%*%-%-%*%-%-%-%-%-%-%-%*%-%1%

Too complicated - hard
to understand what the

---------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1315121317-6516-113533Other
-%9%8%15%9%8%-%29%8%23%-%4%10%9%10%

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 - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
264241711741512494854363Unweighted total
17615152173108443746349Weighted total

Increase use of emailing
*1256979**111618141services

67%10%31%37%46%46%1%1%26%44%39%40%

Use of new/digital
-22255586481619122communication methods
-%35%35%13%36%33%58%51%17%43%42%35%

cc

--2524272276649Postal costs
-%-%27%33%16%15%20%25%16%16%12%14%

Increase use of social
---*79--*7716media
-%-%-%*%5%5%-%-%*%18%14%5%

cc

-22-66--2**15Downsizing the company
-%33%34%-%4%3%-%-%4%*%*%4%

----42--22-14Because of the recession
-%-%-%-%2%1%-%-%4%5%-%4%

---217--2--9Environmental costs
-%-%-%12%*%4%-%-%4%-%-%3%

b

Retirement / closing the
---*1*2121*4business
-%-%-%3%1%*%16%15%5%3%1%1%

Less effective than
other communications

----22*****4media
-%-%-%-%1%1%1%1%*%1%*%1%

Poor customer service
-----2----24/unreliable service
-%-%-%-%-%1%-%-%-%-%4%1%

---*222-2222Security concerns
-%-%-%1%1%1%16%-%4%5%4%1%

Electronic technology is
-----2-----2more reliable / faster
-%-%-%-%-%1%-%-%-%-%-%1%

Relocation of staff /
--2-*------2company
-%-%27%-%*%-%-%-%-%-%-%1%

Too complicated - hard
to understand what the

------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%

*2-1141422104833Other
33%28%-%7%9%8%23%30%23%9%17%10%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
264241711741512494854363Unweighted total
17615152173108443746349Weighted 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 - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
2934512274198333206355282339286337363Unweighted total
2724914253284316183338256316263313349Weighted total

Increase use of emailing
11715*11123013661141103137111137141services

43%31%3%44%100%35%43%33%42%40%43%42%44%40%

a

Use of new/digital
9519688-361017111279978396122communication methods
35%40%43%35%-%43%32%39%33%31%31%32%31%35%

b

376230-114731494047394749Postal costs
14%13%15%12%-%13%15%17%14%16%15%15%15%14%

Increase use of social
124-14-2169161614141416media

4%9%-%5%-%2%5%5%5%6%4%5%4%5%

103-11-215915111591515Downsizing the company
4%6%-%4%-%2%5%5%4%4%5%3%5%4%

10--10-412814131291214Because of the recession
4%-%-%4%-%4%4%4%4%5%4%4%4%4%

9-27-477999699Environmental costs
3%-%13%3%-%5%2%4%3%3%3%2%3%3%

Retirement / closing the
4*-3-242444244business
1%1%-%1%-%2%1%1%1%2%1%1%1%1%

Less effective than
other communications

4*-4-242424444media
1%*%-%2%-%3%1%1%1%1%1%2%1%1%

Poor customer service
2222-242444244/unreliable service
1%4%14%1%-%2%1%1%1%2%1%1%1%1%

b

2--2-22*2*2222Security concerns
1%-%-%1%-%2%1%*%1%*%1%1%1%1%

Electronic technology is
2----22-222222more reliable / faster
1%-%-%-%-%2%1%-%1%1%1%1%1%1%

a

Relocation of staff /
2--2--*-2****2company
1%-%-%1%-%-%*%-%1%*%*%*%*%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,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
2934512274198333206355282339286337363Unweighted total
2724914253284316183338256316263313349Weighted total

234220-53015312230252833Other
9%9%12%8%-%6%9%8%9%9%9%10%9%10%

*--*--*-*-****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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bac*b*ab*a*baSignificance Level: 95%
642992891754363--5613754363Unweighted total
742752841153349--6412863349Weighted total

Increase use of emailing
19121122613141--215616141services
26%44%43%52%24%40%-%-%32%40%76%26%40%

ba

Use of new/digital
2010299320122--231*24122communication methods
27%37%35%23%38%35%-%-%36%6%1%38%35%

643421649--12-2949Postal costs
8%16%15%7%11%14%-%-%18%-%23%15%14%

Increase use of social
41216*-16------16media
6%4%6%1%-%5%-%-%-%-%-%-%5%

10512-315--5--515Downsizing the company
14%2%4%-%5%4%-%-%7%-%-%7%4%

a

86102214--42-414Because of the recession
10%2%4%17%3%4%-%-%6%17%-%6%4%

a

-99--9--*--*9Environmental costs
-%3%3%-%-%3%-%-%1%-%-%1%3%

Retirement / closing the
133*14--**-14business
2%1%1%4%2%1%-%-%1%2%-%1%1%

Less effective than
other communications

-44--4------4media
-%1%1%-%-%1%-%-%-%-%-%-%1%

Poor customer service
-42-24--2-2-4/unreliable service
-%1%1%-%3%1%-%-%3%-%23%-%1%

2-2--2---*--2Security concerns
3%-%1%-%-%1%-%-%-%3%-%-%1%

a

Electronic technology is
-22--2------2more reliable / faster
-%1%1%-%-%1%-%-%-%-%-%-%1%

Relocation of staff /
-22-*2------2company
-%1%1%-%*%1%-%-%-%-%-%-%1%

Too complicated - hard
to understand what the

-------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%

11222121033--74-1133Other
15%8%7%16%19%10%-%-%12%33%-%18%10%

c
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bac*b*ab*a*baSignificance Level: 95%
642992891754363--5613754363Unweighted total
742752841153349--6412863349Weighted 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 - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

l*kj*i*h*g*f*ed*c*baSignificance Level: 95%
432934222625291941272246363Unweighted total
493928232822221735241842349Weighted total

Increase use of emailing
281091322109*192414141services
56%26%31%55%80%46%42%1%54%10%24%34%40%

ajj

Use of new/digital
151811417387151221122communication methods
31%45%39%19%2%30%14%50%21%61%68%49%35%

d

241032241258649Postal costs
4%11%37%14%7%11%17%4%5%19%45%13%14%

adl

Increase use of social
11-*2-2*-1---16media
21%-%2%10%-%8%*%-%2%-%-%-%5%

adj

222*12--22-215Downsizing the company
4%6%7%1%2%10%-%-%6%9%-%4%4%

-42-2-2-3--214Because of the recession
-%10%7%-%7%-%9%-%7%-%-%4%4%

--*221-4--*-9Environmental costs
-%-%1%8%9%2%-%21%-%-%3%-%3%

Retirement / closing the
*12-----1**-4business
1%2%7%-%-%-%-%-%2%1%1%-%1%

Less effective than
other communications

-2-2---*-*--4media
-%5%-%8%-%-%-%1%-%*%-%-%1%

Poor customer service
--2---2-----4/unreliable service
-%-%7%-%-%-%8%-%-%-%-%-%1%

-----*---*2-2Security concerns
-%-%-%-%-%1%-%-%-%1%9%-%1%

Electronic technology is
--------2---2more reliable / faster
-%-%-%-%-%-%-%-%5%-%-%-%1%

Relocation of staff /
--------*-2-2company
-%-%-%-%-%-%-%-%*%-%9%-%1%

Too complicated - hard
to understand what the

-------------best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%-%

61222124-7*633Other
12%1%7%9%8%2%11%23%-%30%3%14%10%

dd

--*---------*Don't Know
-%-%1%-%-%-%-%-%-%-%-%-%*%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
106738995363Unweighted total
117747485349Weighted total

Increase use of emailing
47452821141services
40%61%38%25%40%

aabd

Use of new/digital
44121948122communication methods
38%16%25%56%35%

cbcd

17761849Postal costs
14%10%9%22%14%

bc

Increase use of social
1141-16media

9%6%1%-%5%

aba

632415Downsizing the company
5%4%3%4%4%

625214Because of the recession
5%3%6%2%4%

*54*9Environmental costs
*%6%5%1%3%

add

Retirement / closing the
3-1*4business
3%-%1%*%1%

Less effective than
other communications

22**4media
2%3%*%*%1%

Poor customer service
2-2-4/unreliable service
2%-%2%-%1%

-*-22Security concerns
-%*%-%2%1%

Electronic technology is
--2-2more reliable / faster
-%-%2%-%1%

Relocation of staff /
--*22company
-%-%*%2%1%

Too complicated - hard
to understand what the

-----best mailing option is
-%-%-%-%-%

8561433Other
7%7%9%16%10%

*---*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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

Yes, and we have tried
85167110513229251265another provider

12%9%13%15%14%17%16%13%18%13%13%

aa

Yes, but we have not
866223641139296tried another provider

13%12%5%5%5%5%5%6%5%5%5%

abcab

494197382603607143815691629No
75%79%82%80%81%75%75%75%74%82%81%

bce

****23*11710Don't Know
1%*%*%*%*%4%3%6%3%*%1%

aaaa
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

Yes, and we have tried
1016923021262358272381321265another provider
12%15%9%13%13%15%12%18%15%4%14%11%9%13%

kkadk

Yes, but we have not
435846151111421621596tried another provider
5%3%5%5%4%9%6%3%2%4%6%2%7%5%

befl

7288841384139129152261144452241041861629No
82%82%86%81%83%74%81%79%82%91%80%87%84%81%

fhhhh

1**9*42*1*2**10Don't Know
1%*%*%1%*%2%1%*%*%*%1%*%*%1%

fjkl
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

Yes, and we have tried
2024552212885211394422265another provider
10%14%13%13%11%4%4%20%5%9%22%6%13%

dgadfghacdfgh

Yes, but we have not
49219772032437416296tried another provider
2%5%5%5%2%2%4%8%4%9%8%5%5%

bghghgh

178145133412956841235041915734130301629No
88%81%82%81%86%92%91%73%91%82%68%89%81%

abebebebebe

191932*2*-2-10Don't Know
*%1%*%1%*%2%1%*%*%-%1%-%1%
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

Yes, and we have tried
983512314251265another provider
22%13%10%13%13%13%

ab

Yes, but we have not
49182949296tried another provider
11%7%2%4%5%5%

aba

29321910948715421629No
66%80%87%82%81%81%

cbc

2262810Don't Know
1%1%*%2%*%1%
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

Yes, and we have tried
7812859312252--**3966187265another provider
27%15%7%39%32%13%-%-%9%11%97%30%26%11%13%

abaaiaiai

Yes, but we have not
373821*987--***9285996tried another provider
13%4%2%5%24%4%-%-%4%9%3%28%11%3%5%

abaabiabiai

1766927604171611--22-1315914531629No
60%80%90%56%45%82%-%-%88%80%-%42%63%85%81%

cbcbcjcjbcij

146--10------1910Don't Know
*%*%1%-%-%1%-%-%-%-%-%-%*%1%1%
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

Yes, and we have tried
-4*21712219261168135108107265another provider
-%45%6%18%4%11%10%15%13%24%11%14%9%13%

acaabcefac

Yes, but we have not
-2-1215581346160415296tried another provider
-%30%-%6%9%1%5%6%7%9%5%5%5%5%

baacabcf

224112053985100736846510786169771629No
100%25%94%77%85%88%84%78%79%67%84%80%86%81%

ddbdefdbdef

----1*542464610Don't Know
-%-%-%-%2%*%*%*%*%1%*%*%1%1%
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

Yes, and we have tried
427382938-----27159265another provider

62%16%12%8%8%-%-%-%-%-%51%53%23%13%

ab

Yes, but we have not
211191415*--*-*25896tried another provider

29%7%6%4%3%46%-%-%100%-%5%18%9%5%

a

1131242304402*-*-3244561629No
10%77%80%88%88%54%-%100%-%100%44%29%67%81%

cdcd

-13-2-------410Don't Know
-%*%1%-%1%-%-%-%-%-%-%-%1%1%
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

Yes, and we have tried
6129116149243140*33593738265another provider

14%10%43%9%11%20%31%2%37%33%23%14%13%

acabaa

Yes, but we have not
753405612-492181062596tried another provider

16%4%15%3%5%-%11%45%20%6%4%9%5%

aacabcb

3010481111518191122632381081152021629No
68%85%41%88%83%80%58%53%42%61%72%75%81%

bbadcdcd

15192-2-***310Don't Know
2%*%*%1%1%-%*%-%*%*%*%1%1%
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

Yes, and we have tried
-26994798702696229265another provider
-%21%9%12%42%15%12%33%39%47%13%

aba

Yes, but we have not
-84617352612421396tried another provider
-%6%4%5%15%6%8%12%13%5%5%

a

-90930311983651511475301629No
-%71%86%82%42%79%80%55%47%48%81%

accb

-24413-**-10Don't Know
-%2%*%1%*%1%-%*%*%-%1%

b
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

Yes, and we have tried
68099101106104-4299126-259150265another provider

35%11%10%19%14%9%-%30%22%27%-%23%13%15%13%

ababbab

Yes, but we have not
*3134313848-243741-9371696tried another provider
2%4%4%6%5%4%-%17%8%9%-%9%5%5%5%

ab

11619827383596953-75317294-725582571629No
63%85%86%74%80%86%-%53%69%63%-%66%81%79%81%

cbccccc

-15435-*42-23310Don't Know
-%*%*%1%*%*%-%*%1%*%-%2%*%1%1%

b
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

Yes, and we have tried
6174776941822795861265another provider

46%53%19%21%11%10%32%29%27%27%17%13%

aaaa

Yes, but we have not
*23*30387132491996tried another provider
4%7%11%1%4%4%13%17%8%4%5%5%

ababc

712162760777531411921442721629No
50%40%70%78%85%85%55%54%65%68%76%81%

dbcde

--*-36-*22410Don't Know
-%-%1%-%*%1%-%*%1%1%1%1%
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

Yes, and we have tried
1554914168*83230172256223226195220265another provider

10%18%23%11%14%20%13%16%13%15%13%14%12%13%

baabba

Yes, but we have not
46288592298856928590779096tried another provider

3%10%13%4%86%7%5%5%5%6%5%5%5%5%

ba

1371190381345-3011467850158411891459114314471629No
87%70%63%85%-%72%82%78%82%79%82%80%82%81%

abaccdd

64-9-28710888810Don't Know
*%1%-%1%-%1%*%1%1%1%*%1%*%1%

b
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

Yes, and we have tried
113151--2655315158129458147265another provider

12%14%-%-%100%15%10%30%36%49%29%38%13%

bcbbcb

Yes, but we have not
4551-96-116124321883396tried another provider

5%5%-%100%-%3%4%12%9%20%32%9%5%

acbcb

7548751629--284122811119828102011629No
82%81%100%-%-%81%85%57%55%30%38%53%81%

abaaa

46---16*1**110Don't Know
*%1%-%-%-%*%*%*%*%*%1%*%1%
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

Yes, and we have tried
292313252512173021281922265another provider
15%12%11%14%13%10%13%17%11%14%13%15%13%

Yes, but we have not
514111103896149796tried another provider
2%7%1%6%5%2%6%5%3%7%7%5%5%

gjljjjjgjljj

1571561031441591111051441601621111171629No
82%81%88%80%82%87%81%79%86%78%79%78%81%

abceiabcec

*-*--1**-42310Don't Know
*%-%*%-%-%1%*%*%-%2%1%2%1%

d
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

Yes, and we have tried
64626970265another provider
13%12%14%14%13%

Yes, but we have not
1924223196tried another provider

4%5%4%6%5%

4164134093911629No
83%83%82%78%81%

a

11*810Don't Know
*%*%*%2%1%

bcd
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
108581053184434765810930911321608Unweighted total

494197382603607143815691629Weighted total

Our chosen provider is
reliable enough for our

112330112187203413475495needs
22%57%31%29%31%34%35%31%34%30%30%

abce

We don't mail large
1132511916511128427438enough volumes
23%7%25%31%27%19%16%14%21%27%27%

ddddbce

We are near a Post
11314701036*14259265Office
23%8%15%18%17%10%5%10%12%16%16%

dbde

Our chosen provider is
fast enough for our

2101241677114164171needs
4%25%13%11%11%12%18%10%12%10%11%

abceeee

Our chosen provider is
safe enough for our

1121239646114156162needs
2%30%12%10%11%10%17%7%10%10%10%

abceeeec

Support Royal Mail /
local Post Office / I'm

4-317354*127881against privatisation
7%-%3%4%6%6%3%11%5%5%5%

da

Convenience / easier /
2*319272*116871suits our needs
5%1%3%5%4%4%2%4%4%4%4%

Happy / satisfied with
the service from current

1*616172-125457provider
2%1%6%4%3%4%-%6%4%3%3%

Our customers prefer our
1259173*124346chosen provider
1%5%5%2%3%5%4%7%5%3%3%

aa

Unaware of other
2264143*123942providers
4%5%6%1%2%5%4%4%6%2%3%

bbaa

Don't know enough about
what other providers

1*310111**13334offer
1%1%3%3%2%2%4%1%3%2%2%

Others more expensive
than our current

*1*5161***2930providers
1%2%*%1%3%2%4%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 - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
108581053184434765810930911321608Unweighted total

494197382603607143815691629Weighted total

No need to change - no
demand / requirement to

1-2318**--2829change
1%-%2%1%3%*%2%-%-%2%2%

bbbe

Don't know enough about
other providers and

--41271-**2728their services
-%-%4%3%1%2%-%3%1%2%2%

ae

Not considered / haven't
thought about it / no
time / it's not my

**-4132**12224decision
*%*%-%1%2%3%4%3%3%1%1%

a

Other operators do not
provide the service I

--448**-*1818need
-%-%4%1%1%*%2%-%*%1%1%

abe

Always been with them /
---351***1314always use them
-%-%-%1%1%1%3%1%1%1%1%

Other providers don't
pick up mail in this

***45*-**1011area
*%*%*%1%1%1%-%2%*%1%1%

Mainly doing it
electronically / on the

*---3*--*44internet
*%-%-%-%1%1%-%-%1%*%*%

---22----44Close to a post box
-%-%-%*%*%-%-%-%-%*%*%

Other providers could
not deliver to all the

--2-1*-**33areas we need
-%-%2%-%*%*%-%1%*%*%*%

ab

---*-----**Loyalty
-%-%-%*%-%-%-%-%-%*%*%

There aren't any others
in this area / no
competition - they have

*--12*-**45the monopoly
*%-%-%*%*%*%-%1%*%*%*%

Effort involved in
switching outweighs the

*5410132**23739benefit
1%12%4%3%2%3%1%3%4%2%2%

abce
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
108581053184434765810930911321608Unweighted total

494197382603607143815691629Weighted total

4-2111-*11717No reason
8%-%2%*%*%1%-%2%2%1%1%

abcda

--*3161**12323Other
-%-%*%1%3%2%1%1%2%1%1%

b

125132762138389Don't know
3%5%5%3%4%10%22%11%7%5%5%

aabcea
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
196211213988101921161889836167601301608Unweighted total

7288841384139129152261144452241041861629Weighted total

Our chosen provider is
reliable enough for our

232716430463446834611753159495needs
32%30%18%31%33%26%30%32%32%24%34%30%32%30%

kkkkkkkkk

We don't mail large
13222138229364581369622855438enough volumes
18%25%26%28%21%28%30%31%25%20%28%27%29%27%

mmmmmm

We are near a Post
161413222151626432514351531265Office
22%16%15%16%11%13%17%16%17%32%16%15%17%16%

ijabcfhijkl

Our chosen provider is
fast enough for our

9107145128163118525923171needs
12%12%8%10%9%6%10%12%13%10%11%8%12%11%

Our chosen provider is
safe enough for our

995139128123517423921162needs
12%10%6%10%9%6%8%13%12%10%10%8%11%10%

kk

Support Royal Mail /
local Post Office / I'm

22572118111126114881against privatisation
3%2%6%5%8%6%7%4%1%13%5%4%4%5%

llellelefjlm

Convenience / easier /
113659641054881271suits our needs
2%2%3%5%7%5%3%4%3%8%4%8%6%4%

llmllmlm

Happy / satisfied with
the service from current

27344646410*54557provider
3%8%4%3%4%3%4%1%7%*%2%4%3%3%

cfjmf

Our customers prefer our
221405*8810*7*246chosen provider
3%3%2%3%3%*%5%3%7%1%3%*%1%3%

habhjk

Unaware of other
445286324724-*42providers
5%5%6%2%5%2%1%2%5%4%2%-%*%3%

afjajabcfgjaaa

Don't know enough about
what other providers

312298*444-72-34offer
4%1%3%2%5%*%2%2%3%-%3%2%-%2%

aahjla
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
196211213988101921161889836167601301608Unweighted total

7288841384139129152261144452241041861629Weighted total

Others more expensive
than our current

2*3254245-224230providers
3%*%3%2%3%1%2%2%-%4%1%4%1%2%

llllel

No need to change - no
demand / requirement to

2222224262-3-429change
3%2%3%2%1%3%1%2%1%-%2%-%2%2%

Don't know enough about
other providers and

2232154*4-232*28their services
3%3%3%1%3%3%*%1%-%4%2%2%*%2%

aaaaeg

Not considered / haven't
thought about it / no
time / it's not my

1*121-273-*45*24decision
1%1%1%2%-%2%5%1%-%*%2%4%*%1%

aeijlmaeil

Other operators do not
provide the service I

-12164-2---44218need
-%1%2%1%3%-%1%-%-%-%2%4%1%1%

mfmfm

Always been with them /
1*210--26-*2--14always use them
1%1%3%1%-%-%1%2%-%*%1%-%-%1%

j

Other providers don't
pick up mail in this

3115--24-----11area
4%1%2%*%-%-%1%1%-%-%-%-%-%1%

acijj

Mainly doing it
electronically / on the

-1-3*-22-----4internet
-%1%-%*%*%-%1%1%-%-%-%-%-%*%

---4------2-24Close to a post box
-%-%-%*%-%-%-%-%-%-%1%-%1%*%

Other providers could
not deliver to all the

*112---2-----3areas we need
*%1%1%*%-%-%-%1%-%-%-%-%-%*%

-*-----------*Loyalty
-%1%-%-%-%-%-%-%-%-%-%-%-%*%

j
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
196211213988101921161889836167601301608Unweighted total

7288841384139129152261144452241041861629Weighted total

There aren't any others
in this area / no
competition - they have

122----------5the monopoly
2%2%2%-%-%-%-%-%-%-%-%-%-%*%

jjfj

Effort involved in
switching outweighs the

1323314244-74739benefit
2%4%3%2%1%3%1%1%3%-%3%4%4%2%

4*113*-*4--22417No reason
5%*%1%1%*%-%*%2%-%-%1%2%2%1%

ceghijkl

11121-2*32-64323Other
1%1%1%1%-%2%*%1%2%-%3%4%2%1%

555731171110531121489Don't know
7%5%6%5%8%5%7%4%3%6%5%2%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,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
217139142111877031056235315835149411608Unweighted total
178145133412956841235041915734130301629Weighted total

Our chosen provider is
reliable enough for our

464491053901995210121549419495needs
26%31%31%30%29%42%20%29%35%27%31%30%30%

efhf

We don't mail large
4739185353205211796409437438enough volumes
27%27%25%27%30%17%34%23%25%27%34%22%27%

eggeg

We are near a Post
3523052212101189763711103265Office
20%16%16%16%15%15%18%18%23%32%8%9%16%

bbbabhabegh

Our chosen provider is
fast enough for our

13159461256715343232125171needs
7%11%14%10%10%13%6%10%14%7%10%16%11%

a

Our chosen provider is
safe enough for our

11151401226515144202105162needs
6%10%12%9%9%13%1%10%13%7%8%16%10%

bfffff

Support Royal Mail /
local Post Office / I'm

11701863396620531281against privatisation
6%5%6%5%6%5%11%5%3%9%1%6%5%

bbdebb

Convenience / easier /
6641655239420425371suits our needs
4%4%5%4%3%8%8%5%2%5%4%11%4%

dhdh

Happy / satisfied with
the service from current

8491146142*23923157provider
4%3%3%4%2%2%*%6%6%7%2%2%3%

hh

Our customers prefer our
739123320-*154-4246chosen provider
4%3%4%3%3%-%1%4%3%-%3%7%3%

g

Unaware of other
338734217*5215242providers
2%3%2%3%3%5%*%1%1%2%4%6%3%

ee

Don't know enough about
what other providers

*34430131282-6134offer
*%2%1%2%2%1%4%2%2%-%4%3%2%

b
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
217139142111877031056235315835149411608Unweighted total
178145133412956841235041915734130301629Weighted total

Others more expensive
than our current

42762412**105-2-30providers
2%2%2%2%2%*%*%2%3%-%2%-%2%

No need to change - no
demand / requirement to

22732513*-104--229change
1%2%1%2%2%*%-%2%2%-%-%7%2%

bfgh

Don't know enough about
other providers and

4231117122*62-*528their services
2%2%3%1%2%2%*%1%1%-%*%15%2%

abcdefgh

Not considered / haven't
thought about it / no
time / it's not my

22261813412*2-224decision
1%2%2%1%2%3%1%*%*%6%-%8%1%

bdebdebdeh

Other operators do not
provide the service I

*185137--5--4218need
*%1%1%1%1%-%-%1%-%-%3%7%1%

ddefgh

Always been with them /
493108221--*-14always use them
2%1%1%1%1%2%4%*%-%-%*%-%1%

abde

Other providers don't
pick up mail in this

29552*-42-2111area
1%1%2%*%*%*%-%1%1%-%2%2%1%

ah

Mainly doing it
electronically / on the

*4-43*--1---4internet
*%*%-%*%1%*%-%-%*%-%-%-%*%

-4-42----2--4Close to a post box
-%*%-%*%*%-%-%-%-%5%-%-%*%

bdegh

Other providers could
not deliver to all the

-31221-*---13areas we need
-%*%*%*%*%*%-%*%-%-%-%2%*%

e

-*-*---*----*Loyalty
-%*%-%*%-%-%-%*%-%-%-%-%*%
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
217139142111877031056235315835149411608Unweighted total
178145133412956841235041915734130301629Weighted total

There aren't any others
in this area / no
competition - they have

*53132-----15the monopoly
*%*%1%*%*%1%-%-%-%-%-%2%*%

aee

Effort involved in
switching outweighs the

238931144*7428*39benefit
1%3%3%2%2%4%*%2%3%6%6%1%2%

eh

1172157-182-*-17No reason
*%1%1%1%1%-%1%2%2%-%*%-%1%

*23101392-10-*3-23Other
*%2%3%1%1%2%-%2%-%*%2%-%1%

a

14751870415223819189Don't know
8%5%6%5%6%4%3%5%5%2%7%2%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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
31022410586715411608Unweighted total
29321910948715421629Weighted total

Our chosen provider is
reliable enough for our

1027431118477495needs
35%34%28%21%31%30%

a

We don't mail large
354834725414438enough volumes
12%22%32%28%27%27%

cbc

We are near a Post
383619115250265Office
13%16%17%17%16%16%

Our chosen provider is
fast enough for our

322211610162171needs
11%10%11%11%10%11%

Our chosen provider is
safe enough for our

37201058154162needs
12%9%10%9%10%10%

Support Royal Mail /
local Post Office / I'm

20125057781against privatisation
7%5%5%5%5%5%

Convenience / easier /
6145146671suits our needs
2%6%5%5%4%4%

c

Happy / satisfied with
the service from current

11113465057provider
4%5%3%7%3%3%

Our customers prefer our
892934346chosen provider
3%4%3%3%3%3%

Unaware of other
942953642providers
3%2%3%6%2%3%

a

Don't know enough about
what other providers

1112223234offer
4%*%2%2%2%2%

b

Others more expensive
than our current

16510*3030providers
5%2%1%1%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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
31022410586715411608Unweighted total
29321910948715421629Weighted total

No need to change - no
demand / requirement to

222342429change
1%1%2%5%2%2%

a

Don't know enough about
other providers and

1041412728their services
3%2%1%1%2%2%

a

Not considered / haven't
thought about it / no
time / it's not my

131922224decision
5%*%1%2%1%1%

ab

Other operators do not
provide the service I

1144-1818need
4%2%*%-%1%1%

aa

Always been with them /
635-1414always use them
2%1%*%-%1%1%

a

Other providers don't
pick up mail in this

415-1111area
1%1%*%-%1%1%

Mainly doing it
electronically / on the

*-4-44internet
*%-%*%-%*%*%

--4-44Close to a post box
-%-%*%-%*%*%

Other providers could
not deliver to all the

21*-33areas we need
1%*%*%-%*%*%

a

--*-**Loyalty
-%-%*%-%*%*%

There aren't any others
in this area / no
competition - they have

-14-55the monopoly
-%*%*%-%*%*%

Effort involved in
switching outweighs the

533213939benefit
2%1%3%1%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,c

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
31022410586715411608Unweighted total
29321910948715421629Weighted total

15921517No reason
*%2%1%2%1%1%

451322223Other
1%2%1%2%1%1%

19125688189Don't know
6%6%5%9%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,c

Produced by OLR
Issue date: 12/07/19



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%
2417396283281580--21-2521313671608Unweighted total
1766927604171611--22-1315914531629Weighted total

Our chosen provider is
reliable enough for our

6824118625490--2--363427495needs
39%35%24%56%30%30%-%-%100%-%-%22%40%29%30%

aaai

We don't mail large
1014728122436---2-*8428438enough volumes

6%21%37%44%11%27%-%-%-%100%-%1%5%29%27%

cbcbb

We are near a Post
27105133-*265-----*27238265Office
15%15%18%-%1%16%-%-%-%-%-%1%17%16%16%

Our chosen provider is
fast enough for our

25935323169--2--*23146171needs
14%13%7%51%14%10%-%-%90%-%-%2%14%10%11%

aa

Our chosen provider is
safe enough for our

29894425157--2--225133162needs
17%13%6%51%26%10%-%-%90%-%-%18%16%9%10%

aaai

Support Royal Mail /
local Post Office / I'm

83935-*81-----*77481against privatisation
4%6%5%-%1%5%-%-%-%-%-%1%5%5%5%

Convenience / easier /
142631-269-----2125771suits our needs

8%4%4%-%12%4%-%-%-%-%-%15%7%4%4%

abai

Happy / satisfied with
the service from current

43320-156-----135357provider
2%5%3%-%3%3%-%-%-%-%-%4%2%4%3%

a

Our customers prefer our
42417-*46-----*44246chosen provider
2%4%2%-%1%3%-%-%-%-%-%1%3%3%3%

Unaware of other
71718--42------73542providers
4%2%2%-%-%3%-%-%-%-%-%-%4%2%3%

Don't know enough about
what other providers

51514-*34-----*52934offer
3%2%2%-%1%2%-%-%-%-%-%1%3%2%2%

Others more expensive
than our current

6177-228-----242430providers
3%2%1%-%10%2%-%-%-%-%-%14%2%2%2%

aa
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
2417396283281580--21-2521313671608Unweighted total
1766927604171611--22-1315914531629Weighted total

No need to change - no
demand / requirement to

2620--29------22629change
1%1%3%-%-%2%-%-%-%-%-%-%1%2%2%

b

Don't know enough about
other providers and

9118-226-----271928their services
5%2%1%-%13%2%-%-%-%-%-%17%4%1%2%

abai

Not considered / haven't
thought about it / no
time / it's not my

7107-*23-----*61724decision
4%1%1%-%3%1%-%-%-%-%-%4%4%1%1%

abai

Other operators do not
provide the service I

5112--18------51318need
3%2%*%-%-%1%-%-%-%-%-%-%3%1%1%

aaai

Always been with them /
*76--14------*1314always use them
*%1%1%-%-%1%-%-%-%-%-%-%*%1%1%

Other providers don't
pick up mail in this

344-28-----21811area
2%1%1%-%12%1%-%-%-%-%-%15%*%1%1%

Mainly doing it
electronically / on the

*31-*4-----*-44internet
*%1%*%-%1%*%-%-%-%-%-%1%-%*%*%

--4--4-------44Close to a post box
-%-%*%-%-%*%-%-%-%-%-%-%-%*%*%

Other providers could
not deliver to all the

211--3------213areas we need
1%*%*%-%-%*%-%-%-%-%-%-%1%*%*%

abai

-*---*-------**Loyalty
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%

There aren't any others
in this area / no
competition - they have

*23--5------*55the monopoly
*%*%*%-%-%*%-%-%-%-%-%-%*%*%*%

Effort involved in
switching outweighs the

111514-*39-----*112839benefit
6%2%2%-%3%2%-%-%-%-%-%4%7%2%2%

abai
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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: 12/07/19



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%
2417396283281580--21-2521313671608Unweighted total
1766927604171611--22-1315914531629Weighted total

2115--17------21517No reason
1%2%1%-%-%1%-%-%-%-%-%-%1%1%1%

4911-222-----222023Other
2%1%1%-%9%1%-%-%-%-%-%12%1%1%1%

53549-188-----148489Don't know
3%5%6%-%4%5%-%-%-%-%-%5%3%6%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,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
13320317710101053414466114568010561608Unweighted total
224112053985100736846510786169771629Weighted total

Our chosen provider is
reliable enough for our

2*43616325348134172356211325495needs
100%9%95%29%27%29%33%35%36%37%33%34%33%30%

We don't mail large
--24*82352277667250122229438enough volumes
-%-%51%39%1%15%24%23%21%15%23%20%23%27%

ccddddd

We are near a Post
-*-227155155356916688153265Office
-%5%-%19%12%12%16%15%9%15%15%14%16%16%

eeeee

Our chosen provider is
fast enough for our

2*-1111107140376412269115171needs
100%5%-%9%3%21%11%14%10%14%11%11%12%11%

ac

Our chosen provider is
safe enough for our

2*-*113102133366711871109162needs
100%5%-%3%3%25%10%13%10%14%11%11%11%10%

ace

Support Royal Mail /
local Post Office / I'm

---*224257192846353781against privatisation
-%-%-%1%8%4%4%6%5%6%4%6%4%5%

a

Convenience / easier /
-2--224344192650304371suits our needs
-%91%-%-%9%4%4%4%5%6%5%5%4%4%

Happy / satisfied with
the service from current

---2*33538141240263557provider
-%-%-%18%1%5%4%4%4%3%4%4%4%3%

Our customers prefer our
---*122637141529172946chosen provider
-%-%-%1%4%4%3%4%4%3%3%3%3%3%

Unaware of other
---*-13429101435193542providers
-%-%-%2%-%2%3%3%3%3%3%3%4%3%

Don't know enough about
what other providers

-*--162122121528202534offer
-%4%-%-%3%11%2%2%3%3%3%3%3%2%

a

Others more expensive
than our current

----*31723101320151630providers
-%-%-%-%*%6%2%2%3%3%2%2%2%2%

a
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
13320317710101053414466114568010561608Unweighted total
224112053985100736846510786169771629Weighted total

No need to change - no
demand / requirement to

-----*9142499729change
-%-%-%-%-%1%1%1%1%1%1%1%1%2%

Don't know enough about
other providers and

---*2112247101491328their services
-%-%-%1%9%1%1%2%2%2%1%2%1%2%

a

Not considered / haven't
thought about it / no
time / it's not my

----211413731691524decision
-%-%-%-%10%1%1%1%2%1%2%1%1%1%

ab

Other operators do not
provide the service I

-----2101049129918need
-%-%-%-%-%3%1%1%1%2%1%2%1%1%

Always been with them /
-----*6107266614always use them
-%-%-%-%-%*%1%1%2%*%1%1%1%1%

ac

Other providers don't
pick up mail in this

-----2471565411area
-%-%-%-%-%5%*%1%*%1%1%1%*%1%

a

Mainly doing it
electronically / on the

------222-2224internet
-%-%-%-%-%-%*%*%*%-%*%*%*%*%

------2---2-24Close to a post box
-%-%-%-%-%-%*%-%-%-%*%-%*%*%

Other providers could
not deliver to all the

-----*31213133areas we need
-%-%-%-%-%*%*%*%1%*%*%*%*%*%

------*---*-**Loyalty
-%-%-%-%-%-%*%-%-%-%*%-%*%*%

There aren't any others
in this area / no
competition - they have

-----*44124345the monopoly
-%-%-%-%-%*%*%*%*%1%*%*%*%*%

Effort involved in
switching outweighs the

--*-31302391434193339benefit
-%-%5%-%13%1%3%2%3%3%3%3%3%2%

ab
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
13320317710101053414466114568010561608Unweighted total
224112053985100736846510786169771629Weighted total

----1*1210411310917No reason
-%-%-%-%3%1%1%1%1%*%1%2%1%1%

d

---**21115*71312923Other
-%-%-%1%1%3%1%1%*%2%1%2%1%1%

eeeae

---**16155253063226189Don't know
-%-%-%4%1%2%6%5%7%6%6%4%6%5%

bbbb
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
22022683053681-1-2284531608Unweighted total
1131242304402*-*-3244561629Weighted total

Our chosen provider is
reliable enough for our

*4472119120*-*-221167495needs
23%34%30%39%30%100%-%100%-%53%100%25%37%30%

ac

We don't mail large
-184066127-------67438enough volumes
-%14%17%22%32%-%-%-%-%-%-%-%15%27%

dbcd

We are near a Post
*19442874------*69265Office

77%15%18%9%19%-%-%-%-%-%-%2%15%16%

bb

Our chosen provider is
fast enough for our

-14255133----22*60171needs
-%11%10%17%8%-%-%-%-%53%100%12%13%11%

ac

Our chosen provider is
safe enough for our

-14235329----22261162needs
-%10%9%17%7%-%-%-%-%53%100%69%13%10%

acd

Support Royal Mail /
local Post Office / I'm

-322912-------2881against privatisation
-%2%9%3%3%-%-%-%-%-%-%-%6%5%

abd

Convenience / easier /
-6131812-------2671suits our needs
-%5%5%6%3%-%-%-%-%-%-%-%6%4%

Happy / satisfied with
the service from current

-471711------11257provider
-%3%3%6%3%-%-%-%-%-%-%15%3%3%

Our customers prefer our
-48116----2-*1346chosen provider
-%3%3%4%2%-%-%-%-%53%-%2%3%3%

Unaware of other
-27818-------1442providers
-%2%3%3%4%-%-%-%-%-%-%-%3%3%

Don't know enough about
what other providers

-54810-------1534offer
-%4%2%2%3%-%-%-%-%-%-%-%3%2%

Others more expensive
than our current

-5357----2--1130providers
-%4%1%2%2%-%-%-%-%47%-%-%3%2%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 203  (continuation)                                                                                                                                                  Page 3293

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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
22022683053681-1-2284531608Unweighted total
1131242304402*-*-3244561629Weighted total

No need to change - no
demand / requirement to

-1252-------429change
-%*%1%2%1%-%-%-%-%-%-%-%1%2%

Don't know enough about
other providers and

-3713-------1028their services
-%2%3%*%1%-%-%-%-%-%-%-%2%2%

ab

Not considered / haven't
thought about it / no
time / it's not my

-4624-------324decision
-%3%3%1%1%-%-%-%-%-%-%-%1%1%

Other operators do not
provide the service I

-*822-------918need
-%*%3%1%1%-%-%-%-%-%-%-%2%1%

abd

Always been with them /
-14**-------214always use them
-%1%2%*%*%-%-%-%-%-%-%-%*%1%

ab

Other providers don't
pick up mail in this

-311*------2311area
-%2%1%*%*%-%-%-%-%-%-%56%1%1%

a

Mainly doing it
electronically / on the

--2**--------4internet
-%-%1%*%*%-%-%-%-%-%-%-%-%*%

----2--------4Close to a post box
-%-%-%-%*%-%-%-%-%-%-%-%-%*%

Other providers could
not deliver to all the

-211--------13areas we need
-%1%*%*%-%-%-%-%-%-%-%-%*%*%

a

----*--------*Loyalty
-%-%-%-%*%-%-%-%-%-%-%-%-%*%

There aren't any others
in this area / no
competition - they have

-*1-3-------25the monopoly
-%*%*%-%1%-%-%-%-%-%-%-%1%*%

Effort involved in
switching outweighs the

-48129-------1439benefit
-%3%3%4%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,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
22022683053681-1-2284531608Unweighted total
1131242304402*-*-3244561629Weighted total

-5232-------117No reason
-%4%1%1%*%-%-%-%-%-%-%-%*%1%

abc

-6*25----2--523Other
-%4%*%1%1%-%-%-%-%47%-%-%1%1%

abc

-9102223------*3089Don't know
-%7%4%7%6%-%-%-%-%-%-%5%7%5%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 203  (continuation)                                                                                                                                                  Page 3295

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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
251120971511217182313451061102021608Unweighted total
3010481111518191122632381081152021629Weighted total

Our chosen provider is
reliable enough for our

1334349446663102212435362495needs
42%33%45%29%35%29%39%100%32%39%46%30%30%

aa

We don't mail large
4246843032134-871142438enough volumes

13%23%7%28%17%6%13%-%20%7%10%21%27%

bcbc

We are near a Post
4162526033-35-*181437265Office

13%15%4%17%17%-%14%-%*%17%12%18%16%

bddd

Our chosen provider is
fast enough for our

212015156211422592622171needs
6%11%14%10%11%7%16%90%14%8%23%11%11%

ac

Our chosen provider is
safe enough for our

211614148211452792722162needs
6%11%12%10%11%5%17%90%19%9%23%11%10%

ac

Support Royal Mail /
local Post Office / I'm

-46-8113311-3391281against privatisation
-%4%-%5%7%27%4%-%9%3%8%6%5%

b

Convenience / easier /
-501708-19-*471571suits our needs
-%5%1%5%4%-%7%-%*%4%6%8%4%

Happy / satisfied with
the service from current

2387504*8-153457provider
6%4%6%3%2%4%3%-%1%4%3%2%3%

Our customers prefer our
-294424*11--210446chosen provider
-%3%3%3%2%2%4%-%-%2%8%2%3%

acd

Unaware of other
-35-427-7-14*942providers
-%3%-%3%4%-%3%-%2%4%*%4%3%

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 - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
251120971511217182313451061102021608Unweighted total
3010481111518191122632381081152021629Weighted total

Don't know enough about
what other providers

-284306-9--64534offer
-%3%3%2%3%-%4%-%-%5%4%3%2%

Others more expensive
than our current

21810211-12-422530providers
7%2%9%1%1%-%4%-%10%2%2%2%2%

acabc

No need to change - no
demand / requirement to

27425122-1-2229change
6%1%3%2%*%15%1%-%2%-%2%1%2%

Don't know enough about
other providers and

-142261-9-53*228their services
-%1%2%2%*%-%3%-%12%2%*%1%2%

cabc

Not considered / haven't
thought about it / no
time / it's not my

2152221*2--2**24decision
6%1%2%1%*%2%1%-%-%2%*%*%1%

Other operators do not
provide the service I

2106123-6-414*18need
7%1%6%1%1%-%2%-%10%1%4%*%1%

aaca

Always been with them /
-6-142----2-*14always use them
-%1%-%1%1%-%-%-%-%2%-%*%1%

Other providers don't
pick up mail in this

-629114-21*211area
-%1%1%1%1%6%1%-%5%1%*%1%1%

ab

Mainly doing it
electronically / on the

*213--------4internet
1%*%1%*%-%-%-%-%-%-%-%-%*%

-2-4--------4Close 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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
251120971511217182313451061102021608Unweighted total
3010481111518191122632381081152021629Weighted total

Other providers could
not deliver to all the

-3-3--1----13areas we need
-%*%-%*%-%-%*%-%-%-%-%*%*%

-*-*--------*Loyalty
-%*%-%*%-%-%-%-%-%-%-%-%*%

There aren't any others
in this area / no
competition - they have

-4-51-2----25the monopoly
-%*%-%*%*%-%1%-%-%-%-%1%*%

Effort involved in
switching outweighs the

-34435725-254339benefit
-%3%4%2%4%15%2%-%6%4%4%1%2%

2112161-*-*1-117No reason
6%1%2%1%1%-%*%-%*%*%-%*%1%

2118161*6-222123Other
7%1%7%1%*%1%2%-%4%2%2%*%1%

aa

-6328719*11-1911989Don't know
-%6%2%6%10%1%4%-%1%8%10%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,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-122999335963691512379371608Unweighted total
-90930311983651511475301629Weighted total

Our chosen provider is
reliable enough for our

-2631297551176493911495needs
-%28%34%31%56%32%38%43%53%38%30%

a

We don't mail large
-2522259365*1325438enough volumes
-%28%24%19%3%18%1%12%3%15%27%

abb

We are near a Post
-71355446441458265Office
-%7%15%18%4%18%25%12%6%28%16%

ccbb

Our chosen provider is
fast enough for our

-3114231945-19164171needs
-%4%12%7%20%12%-%17%21%14%11%

ac

Our chosen provider is
safe enough for our

-3108241849-17164162needs
-%3%12%8%18%14%-%15%21%14%10%

c

Support Royal Mail /
local Post Office / I'm

-33617-28-4-281against privatisation
-%4%4%6%-%8%-%4%-%7%5%

bb

Convenience / easier /
-44318819-118*71suits our needs
-%5%5%6%8%5%-%10%10%1%4%

Happy / satisfied with
the service from current

-5341539*53257provider
-%6%4%5%3%3%3%4%4%8%3%

Our customers prefer our
-227769122146chosen provider
-%3%3%2%6%3%4%2%3%3%3%

Unaware of other
-43410113-11*42providers
-%4%4%3%1%4%-%1%2%1%3%

Don't know enough about
what other providers

-*2110412-44*34offer
-%*%2%3%4%3%-%4%5%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 - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-122999335963691512379371608Unweighted total
-90930311983651511475301629Weighted total

Others more expensive
than our current

-216668253330providers
-%2%2%2%6%2%15%4%3%9%2%

No need to change - no
demand / requirement to

-373-41---29change
-%3%1%1%-%1%4%-%-%-%2%

b

Don't know enough about
other providers and

-312526-22-28their services
-%3%1%2%2%2%-%2%2%-%2%

Not considered / haven't
thought about it / no
time / it's not my

-214321-42-24decision
-%2%2%1%2%*%-%3%2%-%1%

Other operators do not
provide the service I

-49736-22-18need
-%4%1%2%3%2%-%2%3%-%1%

b

Always been with them /
-*54-2----14always use them
-%*%1%1%-%1%-%-%-%-%1%

Other providers don't
pick up mail in this

-*4215**1-11area
-%1%*%1%1%1%3%*%1%-%1%

Mainly doing it
electronically / on the

--2*---2--4internet
-%-%*%*%-%-%-%1%-%-%*%

--22------4Close to a post box
-%-%*%1%-%-%-%-%-%-%*%

Other providers could
not deliver to all the

--3*-1-*-*3areas we need
-%-%*%*%-%*%-%*%-%*%*%

---*------*Loyalty
-%-%-%*%-%-%-%-%-%-%*%
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-122999335963691512379371608Unweighted total
-90930311983651511475301629Weighted total

There aren't any others
in this area / no
competition - they have

--41-2----5the monopoly
-%-%*%*%-%1%-%-%-%-%*%

Effort involved in
switching outweighs the

-43211410222239benefit
-%5%3%3%4%3%12%2%2%6%2%

-191*12**-17No reason
-%1%1%*%*%*%13%*%*%-%1%

-18434*43*23Other
-%1%1%1%4%1%1%4%5%1%1%

-66116327-33289Don't know
-%6%7%5%3%7%-%3%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 - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
107338823986651038-84325298-976182541608Unweighted total
11619827383596953-75317294-725582571629Weighted total

Our chosen provider is
reliable enough for our

4211267132202316-26111108-2219385495needs
39%34%32%35%34%33%-%35%35%37%-%31%35%33%30%

We don't mail large
-15418761118225-145829-1911142438enough volumes
-%25%23%16%20%24%-%18%18%10%-%27%20%16%27%

caaa

We are near a Post
*881316686151-54345-67543265Office
1%14%16%17%14%16%-%7%14%15%-%9%14%17%16%

Our chosen provider is
fast enough for our

463995067115-53839-66520171needs
39%10%12%13%11%12%-%7%12%13%-%8%12%8%11%

Our chosen provider is
safe enough for our

463965569109-54140-66722162needs
39%10%12%14%12%11%-%7%13%14%-%8%12%9%10%

Support Royal Mail /
local Post Office / I'm

-3138263537-31821-3331381against privatisation
-%5%5%7%6%4%-%4%6%7%-%4%6%5%5%

aa

Convenience / easier /
-2937223043-82317-1272171suits our needs
-%5%4%6%5%4%-%10%7%6%-%1%5%8%4%

bc

Happy / satisfied with
the service from current

11533122433-1810-3241157provider
10%2%4%3%4%3%-%1%3%3%-%4%4%4%3%

Our customers prefer our
22620101729-298-215546chosen provider

17%4%2%3%3%3%-%3%3%3%-%3%3%2%3%

a

Unaware of other
-1234131935-1411-317742providers
-%2%4%4%3%4%-%2%1%4%-%5%3%3%3%

b

Don't know enough about
what other providers

*132482025-*88-*161034offer
2%2%3%2%3%3%-%*%2%3%-%*%3%4%2%

Others more expensive
than our current

-111681516-388-415530providers
-%2%2%2%3%2%-%4%3%3%-%6%3%2%2%

a
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
107338823986651038-84325298-976182541608Unweighted total
11619827383596953-75317294-725582571629Weighted total

No need to change - no
demand / requirement to

-37475-*42-47729change
-%1%1%1%1%1%-%1%1%1%-%5%1%3%2%

b

Don't know enough about
other providers and

-11148913-596-29328their services
-%2%2%2%2%1%-%7%3%2%-%3%2%1%2%

a

Not considered / haven't
thought about it / no
time / it's not my

29133711-233-*8424decision
15%1%2%1%1%1%-%2%1%1%-%*%2%2%1%

Other operators do not
provide the service I

-58697-679-57518need
-%1%1%2%2%1%-%8%2%3%-%6%1%2%1%

bab

Always been with them /
-*6266--22-*5514always use them
-%*%1%1%1%1%-%-%1%1%-%*%1%2%1%

Other providers don't
pick up mail in this

-55554--51-*5111area
-%1%1%1%1%*%-%-%2%*%-%1%1%*%1%

Mainly doing it
electronically / on the

-22-22------2-4internet
-%*%*%-%*%*%-%-%-%-%-%-%*%-%*%

-22--2--------4Close to a post box
-%*%*%-%-%*%-%-%-%-%-%-%-%-%*%

Other providers could
not deliver to all the

-31113--1---1-3areas we need
-%*%*%*%*%*%-%-%*%-%-%-%*%-%*%

--*--*--------*Loyalty
-%-%*%-%-%*%-%-%-%-%-%-%-%-%*%

There aren't any others
in this area / no
competition - they have

-24234-12--13-5the monopoly
-%*%*%1%*%*%-%1%1%-%-%1%1%-%*%

Effort involved in
switching outweighs the

-2224101933-2513-4191039benefit
-%4%3%3%3%3%-%3%2%4%-%6%3%4%2%

b
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
107338823986651038-84325298-976182541608Unweighted total
11619827383596953-75317294-725582571629Weighted total

25111109-111-28417No reason
17%1%1%*%2%1%-%1%*%*%-%3%1%2%1%

c

-594117-537-310823Other
-%1%1%1%2%1%-%6%1%2%-%5%2%3%1%

ab

-4044272261-52415-222789Don't know
-%7%5%7%4%6%-%7%8%5%-%3%4%3%5%

bb
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
511163170781541432061792791608Unweighted total
712162760777531411921442721629Weighted total

Our chosen provider is
reliable enough for our

-841319125812166245103495needs
-%64%22%49%31%33%40%39%32%31%38%30%

We don't mail large
**3515716774272745438enough volumes
7%1%19%20%26%22%24%9%14%19%17%27%

a

We are near a Post
222*8812033351138265Office

25%14%15%*%15%15%10%7%18%8%14%16%

bb

Our chosen provider is
fast enough for our

-*--6210235271537171needs
-%1%-%-%10%13%11%12%14%10%14%11%

Our chosen provider is
safe enough for our

-*--6210035291940162needs
-%1%-%-%10%13%10%12%15%13%15%10%

Support Royal Mail /
local Post Office / I'm

2---3438*314131681against privatisation
33%-%-%-%6%5%2%7%7%9%6%5%

Convenience / easier /
----3135-41261771suits our needs
-%-%-%-%5%5%-%9%6%4%6%4%

Happy / satisfied with
the service from current

--221633**52757provider
-%-%10%9%3%4%2%1%3%2%3%3%

Our customers prefer our
--2226192287646chosen provider
-%-%10%9%4%2%7%4%4%5%2%3%

a

Unaware of other
*-4*1233*1621042providers
4%-%24%*%2%4%*%2%3%2%4%3%

b

Don't know enough about
what other providers

----1321**21834offer
-%-%-%-%2%3%1%*%1%*%3%2%

Others more expensive
than our current

-4--9161324530providers
-%35%-%-%2%2%3%7%1%3%2%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 - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
511163170781541432061792791608Unweighted total
712162760777531411921442721629Weighted total

No need to change - no
demand / requirement to

----37**21429change
-%-%-%-%*%1%2%1%1%*%2%2%

Don't know enough about
other providers and

---211132335328their services
-%-%-%8%2%2%8%7%2%3%1%2%

aca

Not considered / haven't
thought about it / no
time / it's not my

---*1211-222324decision
-%-%-%*%2%1%-%4%1%2%1%1%

Other operators do not
provide the service I

----572463518need
-%-%-%-%1%1%7%9%3%2%2%1%

aab

Always been with them /
--2-*6--2*214always use them
-%-%12%-%*%1%-%-%1%*%1%1%

b

Other providers don't
pick up mail in this

-*-*45--13411area
-%4%-%*%1%1%-%-%*%2%2%1%

Mainly doing it
electronically / on the

---*22-----4internet
-%-%-%*%*%*%-%-%-%-%-%*%

----22-----4Close to a post box
-%-%-%-%*%*%-%-%-%-%-%*%

Other providers could
not deliver to all the

----31---*13areas we need
-%-%-%-%*%*%-%-%-%*%*%*%

-----------*Loyalty
-%-%-%-%-%-%-%-%-%-%-%*%

There aren't any others
in this area / no
competition - they have

----24----25the monopoly
-%-%-%-%*%*%-%-%-%-%1%*%

Effort involved in
switching outweighs the

---222232255939benefit
-%-%-%8%4%3%7%5%3%4%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 - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
511163170781541432061792791608Unweighted total
712162760777531411921442721629Weighted total

2---69*-*1117No reason
31%-%-%-%1%1%*%-%*%1%*%1%

-2-*763353123Other
-%14%-%2%1%1%9%7%2%2%*%1%

abcaa

---339451212132189Don't know
-%-%-%10%6%6%4%6%6%9%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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1380179351369-3371471855156612071481119714691608Unweighted total
1371190381345-3011467850158411891459114314471629Weighted total

Our chosen provider is
reliable enough for our

412603427-102463274485388472406472495needs
30%32%7%32%-%34%32%32%31%33%32%36%33%30%

be

We don't mail large
3914116362-64378206424277375285371438enough volumes

29%22%41%27%-%21%26%24%27%23%26%25%26%27%

d

We are near a Post
22637*231-51239142259207233183229265Office

16%20%*%17%-%17%16%17%16%17%16%16%16%16%

b

Our chosen provider is
fast enough for our

147171152-2516488171133166148166171needs
11%9%1%11%-%8%11%10%11%11%11%13%12%11%

Our chosen provider is
safe enough for our

141161144-2515584162127158145158162needs
10%8%1%11%-%8%11%10%10%11%11%13%11%10%

e

Support Royal Mail /
local Post Office / I'm

6516272-157546816067526581against privatisation
5%9%4%5%-%5%5%5%5%5%5%5%4%5%

b

Convenience / easier /
5318458-116446695466546471suits our needs

4%9%11%4%-%4%4%5%4%5%5%5%4%4%

b

Happy / satisfied with
the service from current

473-48-74835553946364657provider
3%2%-%4%-%2%3%4%3%3%3%3%3%3%

Our customers prefer our
402-38-44117463143384346chosen provider

3%1%-%3%-%1%3%2%3%3%3%3%3%3%

Unaware of other
375431-93922403239283942providers

3%2%10%2%-%3%3%3%3%3%3%2%3%3%

a

Don't know enough about
what other providers

277222-123420342631163134offer
2%4%5%2%-%4%2%2%2%2%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 - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1380179351369-3371471855156612071481119714691608Unweighted total
1371190381345-3011467850158411891459114314471629Weighted total

Others more expensive
than our current

179417-42414271925112530providers
1%5%10%1%-%1%2%2%2%2%2%1%2%2%

ba

No need to change - no
demand / requirement to

205222-62515292222142229change
1%2%5%2%-%2%2%2%2%2%1%1%1%2%

Don't know enough about
other providers and

197122-112521282426182628their services
1%4%3%2%-%4%2%3%2%2%2%2%2%2%

bb

Not considered / haven't
thought about it / no
time / it's not my

21*-19-62113231621152124decision
2%*%-%1%-%2%1%2%1%1%1%1%1%1%

Other operators do not
provide the service I

111-10-81515181515131518need
1%*%-%1%-%2%1%2%1%1%1%1%1%1%

b

Always been with them /
10429-513713101161114always use them

1%2%5%1%-%2%1%1%1%1%1%1%1%1%

a

Other providers don't
pick up mail in this

8*-8-39511897911area
1%*%-%1%-%1%1%1%1%1%1%1%1%1%

Mainly doing it
electronically / on the

3--3-243432224internet
*%-%-%*%-%1%*%*%*%*%*%*%*%*%

4--4--22442224Close to a post box
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

Other providers could
not deliver to all the

12-3-*32323333areas we need
*%1%-%*%-%*%*%*%*%*%*%*%*%*%

b

*--*--********Loyalty
*%-%-%*%-%-%*%*%*%*%*%*%*%*%
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1380179351369-3371471855156612071481119714691608Unweighted total
1371190381345-3011467850158411891459114314471629Weighted total

There aren't any others
in this area / no
competition - they have

4**4-152555555the monopoly
*%*%1%*%-%*%*%*%*%*%*%*%*%*%

Effort involved in
switching outweighs the

334*32-83820392837293739benefit
2%2%*%2%-%3%3%2%2%2%3%3%3%2%

17-214-5156171116141617No reason
1%-%5%1%-%2%1%1%1%1%1%1%1%1%

a

144212-32013231219171723Other
1%2%4%1%-%1%1%2%1%1%1%1%1%1%

a

834181-147332835977537789Don't know
6%2%2%6%-%5%5%4%5%5%5%5%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,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*acbab*a*baSignificance Level: 95%
7039051608--28911941221842791821608Unweighted total
7548751629--284122811119828102011629Weighted total

Our chosen provider is
reliable enough for our

212283495--9335344808284495needs
28%32%30%-%-%33%29%39%41%29%18%42%30%

b

We don't mail large
226212438--923397212218438enough volumes

30%24%27%-%-%32%28%7%11%7%21%9%27%

aaa

We are near a Post
124141265--2522712224217265Office

16%16%16%-%-%9%18%11%11%16%18%8%16%

ac

Our chosen provider is
fast enough for our

7299171--271281530*-30171needs
10%11%11%-%-%9%10%13%15%*%-%15%11%

Our chosen provider is
safe enough for our

6795162--221251426*-26162needs
9%11%10%-%-%8%10%12%13%*%-%13%10%

Support Royal Mail /
local Post Office / I'm

414181--8676*4-481against privatisation
5%5%5%-%-%3%5%6%*%15%-%2%5%

Convenience / easier /
274371--11536122-1271suits our needs

4%5%4%-%-%4%4%6%6%7%-%6%4%

Happy / satisfied with
the service from current

213657--7455131-1357provider
3%4%3%-%-%2%4%5%7%2%-%7%3%

Our customers prefer our
163046--83077--746chosen provider

2%3%3%-%-%3%2%7%3%-%-%3%3%

b

Unaware of other
162542--122541--142providers

2%3%3%-%-%4%2%4%1%-%-%1%3%

b

Don't know enough about
what other providers

52934--72524--234offer
1%3%2%-%-%3%2%2%2%-%-%1%2%

b

Others more expensive
than our current

92130--620510211130providers
1%2%2%-%-%2%2%4%5%7%5%5%2%

b
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*acbab*a*baSignificance Level: 95%
7039051608--28911941221842791821608Unweighted total
7548751629--284122811119828102011629Weighted total

No need to change - no
demand / requirement to

20929--22254--429change
3%1%2%-%-%1%2%4%2%-%-%2%2%

ac

Don't know enough about
other providers and

121628--81374--428their services
2%2%2%-%-%3%1%6%2%-%-%2%2%

bb

Not considered / haven't
thought about it / no
time / it's not my

81524--41727--724decision
1%2%1%-%-%1%1%2%4%-%-%4%1%

Other operators do not
provide the service I

11718--216-622618need
1%1%1%-%-%1%1%-%3%7%18%3%1%

Always been with them /
8514--59*----14always use them
1%1%1%-%-%2%1%*%-%-%-%-%1%

Other providers don't
pick up mail in this

6511--19*2**211area
1%1%1%-%-%*%1%*%1%*%1%1%1%

Mainly doing it
electronically / on the

224--*4-2--14internet
*%*%*%-%-%*%*%-%1%-%-%*%*%

224---4-----4Close to a post box
*%*%*%-%-%-%*%-%-%-%-%-%*%

Other providers could
not deliver to all the

213---3**--*3areas we need
*%*%*%-%-%-%*%*%*%-%-%*%*%

-**---*-----*Loyalty
-%*%*%-%-%-%*%-%-%-%-%-%*%

There aren't any others
in this area / no
competition - they have

325--23-----5the monopoly
*%*%*%-%-%1%*%-%-%-%-%-%*%

Effort involved in
switching outweighs the

231739--633*242439benefit
3%2%2%-%-%2%3%*%1%15%18%2%2%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 203  (continuation)                                                                                                                                                  Page 3312

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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*acbab*a*baSignificance Level: 95%
7039051608--28911941221842791821608Unweighted total
7548751629--284122811119828102011629Weighted total

12617--31222--217No reason
2%1%1%-%-%1%1%2%1%-%-%1%1%

131123--8132102-1223Other
2%1%1%-%-%3%1%1%5%8%-%6%1%

b

454389--137159*-989Don't know
6%5%5%-%-%5%6%4%4%1%-%4%5%
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1371361321271391401111231761361091421608Unweighted total
1571561031441591111051441601621111171629Weighted total

Our chosen provider is
reliable enough for our

597639405538263748422115495needs
37%49%38%28%35%34%25%26%30%26%19%12%30%

abcefabcdefghiabcefaababaaaba

We don't mail large
474230413926362743353834438enough volumes
30%27%29%28%24%24%35%19%27%22%34%29%27%

ecece

We are near a Post
241721154415222428261711265Office
15%11%21%11%27%14%21%17%17%16%15%9%16%

aikabcdegiklaika

Our chosen provider is
fast enough for our

2834141525185411772171needs
18%22%13%11%16%16%5%3%7%4%6%2%11%

abcdefabcdefiacdefaeabcdefabcdefa

Our chosen provider is
safe enough for our

31301515251644868-162needs
19%19%15%11%16%15%4%3%5%4%7%-%10%

abcdefiabcdefacdefaceabcdefacdefaaaaa

Support Royal Mail /
local Post Office / I'm

6-3*1581571961181against privatisation
4%-%3%*%*%5%7%10%5%12%6%9%5%

hikhikhikhijkhikdghijklhikhijk

Convenience / easier /
92714*2741106671suits our needs
6%1%7%10%*%2%7%3%1%6%6%5%4%

dhkdhkdeghkdhkhdhkdhdh

Happy / satisfied with
the service from current

323736412363557provider
2%1%3%5%2%5%4%8%2%3%3%5%3%

dhkl

Our customers prefer our
4654252-94-446chosen provider
3%4%5%3%1%4%2%-%5%2%-%3%3%

bebebebee

Unaware of other
553133*4592142providers
3%3%2%*%2%2%*%3%3%6%2%1%3%

afi

Don't know enough about
what other providers

44-532-4218234offer
2%3%-%3%2%2%-%3%1%*%7%2%2%

jacdfhj
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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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1371361321271391401111231761361091421608Unweighted total
1571561031441591111051441601621111171629Weighted total

Others more expensive
than our current

-5-3321-164630providers
-%3%-%2%2%2%1%-%*%4%4%5%2%

jldejldejldefjl

No need to change - no
demand / requirement to

22--2-17722229change
2%1%-%-%1%-%1%5%4%1%2%2%2%

gijgij

Don't know enough about
other providers and

75*1-5-131-428their services
4%3%*%*%-%5%-%1%2%1%-%4%2%

bfhijhbfhijbfhj

Not considered / haven't
thought about it / no
time / it's not my

-1-3*224234424decision
-%1%-%2%*%2%2%3%1%2%3%3%1%

jljl

Other operators do not
provide the service I

222--4-1*24-18need
2%1%2%-%-%4%-%1%*%1%4%-%1%

adfhiadfhi

Always been with them /
2-2--232--*214always use them
1%-%2%-%-%2%2%2%-%-%*%2%1%

d

Other providers don't
pick up mail in this

2--11-11*12211area
2%-%-%*%*%-%1%*%*%1%1%2%1%

Mainly doing it
electronically / on the

*------1-22*4internet
*%-%-%-%-%-%-%*%-%1%1%*%*%

------4-----4Close to a post box
-%-%-%-%-%-%3%-%-%-%-%-%*%

acdeghijkl

Other providers could
not deliver to all the

*--1--1--2-*3areas we need
*%-%-%*%-%-%1%-%-%1%-%*%*%

-----------**Loyalty
-%-%-%-%-%-%-%-%-%-%-%*%*%

There aren't any others
in this area / no
competition - they have

-2-1*1--*1--5the monopoly
-%1%-%1%*%*%-%-%*%1%-%-%*%
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1371361321271391401111231761361091421608Unweighted total
1571561031441591111051441601621111171629Weighted total

Effort involved in
switching outweighs the

455163-144-639benefit
3%3%5%1%4%3%-%1%3%2%-%5%2%

bfbfbfi

13345-1-1--217No reason
*%2%3%2%3%-%1%-%*%-%-%2%1%

cg

2*-3--61225223Other
2%*%-%2%-%-%6%*%1%1%5%2%1%

cdeghjkeghjk

124161112199751189Don't know
1%1%4%11%7%10%1%7%6%5%5%10%5%

fjklfklfjklfklfklllfkl
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
4054064103871608Unweighted total
4164134093911629Weighted total

Our chosen provider is
reliable enough for our

17413311177495needs
42%32%27%20%30%

abcaa

We don't mail large
118106106108438enough volumes

28%26%26%28%27%

We are near a Post
63747454265Office
15%18%18%14%16%

Our chosen provider is
fast enough for our

76591916171needs
18%14%5%4%11%

abab

Our chosen provider is
safe enough for our

75571713162needs
18%14%4%3%10%

abab

Support Royal Mail /
local Post Office / I'm

96303681against privatisation
2%2%7%9%5%

cdcd

Convenience / easier /
1817132371suits our needs

4%4%3%6%4%

Happy / satisfied with
the service from current

816191557provider
2%4%5%4%3%

d

Our customers prefer our
161111846chosen provider

4%3%3%2%3%

Unaware of other
13791342providers

3%2%2%3%3%

Don't know enough about
what other providers

81051134offer
2%2%1%3%2%

Others more expensive
than our current

5811630providers
1%2%*%4%2%

bbd
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
4054064103871608Unweighted total
4164134093911629Weighted total

No need to change - no
demand / requirement to

4215729change
1%*%4%2%2%

cd

Don't know enough about
other providers and

1265628their services
3%1%1%1%2%

Not considered / haven't
thought about it / no
time / it's not my

1581024decision
*%1%2%3%1%

dd

Other operators do not
provide the service I

741618need
2%1%*%2%1%

Always been with them /
425214always use them
1%*%1%1%1%

Other providers don't
pick up mail in this

212511area
1%*%1%1%1%

Mainly doing it
electronically / on the

*-134internet
*%-%*%1%*%

--4-4Close to a post box
-%-%1%-%*%

Other providers could
not deliver to all the

*1123areas we need
*%*%*%*%*%

---**Loyalty
-%-%-%*%*%

There aren't any others
in this area / no
competition - they have

22*15the monopoly
*%*%*%*%*%

Effort involved in
switching outweighs the

141061039benefit
3%2%1%2%2%

681217No reason
1%2%*%1%1%

b
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QS5. What are the main reasons for not considering using a postal service provider other than Royal Mail or [QV5c provider] at least for some items?
Base: All who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
4054064103871608Unweighted total
4164134093911629Weighted total

339923Other
1%1%2%2%1%

d

639202489Don't know
2%9%5%6%5%

bddd
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

373179278368496123110351083Yes
57%59%67%59%49%61%60%63%60%54%54%

aaaaa

282139197378314720885917No
43%41%33%41%51%39%40%37%40%46%46%

bcbce
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

55655391088851121749528143711131083Yes
63%60%55%53%53%49%60%53%54%56%51%59%51%54%

acfhjch

324344797798875156802213848110917No
37%40%45%47%47%51%40%47%46%44%49%41%49%46%

mlmmlmm
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

112971226857435802428410622116161083Yes
55%54%56%54%55%60%44%49%61%53%62%46%54%

efefef

91826181736360533129367207318917No
45%46%44%46%45%40%56%51%39%47%38%54%46%

bdgbdg
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

2261686714410391083Yes
51%61%54%42%55%54%

acb

21610758162854917No
49%39%46%58%45%46%

bba
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

1544984311181065--**1171369291083Yes
53%58%51%13%46%54%-%-%9%9%22%54%54%54%54%

a

138364415721896--32214117779917No
47%42%49%87%54%46%-%-%91%91%78%46%46%46%46%

b
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

-64915386967372833837684707141083Yes
-%77%96%62%64%62%60%57%61%55%60%61%63%54%

ddddf

22*5923471547182315512299428917No
100%23%4%38%36%38%40%43%39%45%40%39%37%46%

aabce
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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: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

4100181213270*--*2*33781083Yes
70%59%60%61%59%46%-%-%100%47%11%24%56%54%

269120134187*-*-2410299917No
30%41%40%39%41%54%-%100%-%53%89%76%44%46%
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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: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

377311439401344245*4199801641083Yes
82%59%53%54%59%28%54%4%46%56%50%61%54%

abd

850312579295112084487979104917No
18%41%47%46%41%72%46%96%54%44%50%39%46%

baa

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 204  (continuation)                                                                                                                                                  Page 3327

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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

-896782541232581511990301083Yes
-%71%63%67%53%56%80%57%57%48%54%

-374011261082064886833917No
-%29%37%33%47%44%20%43%43%52%46%
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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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

12427589290450689-60236260-534201991083Yes
70%58%61%56%61%62%-%43%52%56%-%49%61%61%54%

cccc

5304376230293421-81222204-55269127917No
30%42%39%44%39%38%-%57%48%44%-%51%39%39%46%

aaab
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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: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

719212041055226391681162061083Yes
50%60%90%59%57%60%46%50%57%54%58%54%

713214306361303812997149917No
50%40%10%41%43%40%54%50%43%46%42%46%
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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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

855156388452228997602105483710028039951083Yes
54%58%63%53%86%55%56%55%54%56%56%56%56%54%

72211522736*188797483889668782620771917No
46%42%37%47%14%45%44%45%46%44%44%44%44%46%
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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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

-1083875511512757198819350212001083Yes
-%100%54%53%57%79%50%45%54%55%78%52%54%

bab

917-7544511374727106167416182917No
100%-%46%47%43%21%50%55%46%45%22%48%46%

acc

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 204  (continuation)                                                                                                                                                  Page 3332

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: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

931047297100786294100114691011083Yes
49%54%62%54%52%62%48%51%54%55%48%67%54%

bflbflbcdefhikl

988944839448688987957349917No
51%46%38%46%48%38%52%49%46%45%52%33%46%

agjaaaagjaaaagj
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

2692752562831083Yes
54%55%51%57%54%

231225244217917No
46%45%49%43%46%
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
5030481612612393152156614853Unweighted total
282139197378314720885917Weighted total

We have already moved
everything that is

1512169116012238360373possible to move
55%59%40%46%42%39%43%37%40%41%41%

Happy with sending
43842765*13172177things by post

16%12%21%21%20%16%10%21%16%19%19%

34720377124124131No reason
10%21%18%10%10%21%18%29%19%14%14%

aa

We prefer to send things
**516312*116365to customers by post
*%1%11%8%8%7%7%8%7%7%7%

ee

*-39252**25658Not considered this
2%-%8%5%7%7%2%3%9%6%6%

No alternative media
4128191**13941that would meet my needs

15%4%5%4%5%4%11%1%3%4%4%

ab

No need - do not have a
*-5317**-*3536large volume of mail
*%-%12%2%4%1%5%-%*%4%4%

abebbe

There is no pressure
from customers for us to

*--371*-11617move
1%-%-%1%2%3%6%-%3%2%2%

---351-**1617Reliability / trust
-%-%-%2%1%2%-%3%2%2%2%

Do not use computers /
only one that uses a

---42----1515computer
-%-%-%2%1%-%-%-%-%2%2%

e

Customers are unwilling
--*24*-*-99to give email addresses
-%-%1%1%1%*%-%2%-%1%1%

*---7*-**77Hassle of moving
*%-%-%-%2%1%-%2%1%1%1%

--24-*--*67Cost
-%-%4%2%-%1%-%-%1%1%1%

aa

Time or extra admin
*--*6**--66required
*%-%-%*%1%*%3%-%-%1%1%

b

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 205                                                                                                                                                                  Page 3335

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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
5030481612612393152156614853Unweighted total
282139197378314720885917Weighted total

Need to send hard copies
/ keep hard copies of

2*-121-*145everything we send
7%1%-%*%*%2%-%1%2%1%1%

abaa

---21*-**22Other media ineffective
-%-%-%1%*%1%-%1%*%*%*%

Planning to do so in the
----2**-*22future
-%-%-%-%1%1%3%-%*%*%*%

a

The unreliability of
----1*--*11email address lists
-%-%-%-%*%*%-%-%1%*%*%

Contracted with postal
provider / franking

-----*-*--*machine
-%-%-%-%-%1%-%3%-%-%*%

ab

Lack of information
about products and costs

-----*--*-*by other providers
-%-%-%-%-%*%-%-%*%-%*%

-2-6151***2324Other
-%10%-%3%4%3%7%3%2%3%3%

ce

*-*451*-11617Don't know
2%-%*%2%1%3%4%-%4%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,e

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
879810656255655410557181002979853Unweighted total
324344797798875156802213848110917Weighted total

We have already moved
everything that is

11201732531383556257651551373possible to move
34%46%39%41%39%43%47%36%32%33%47%31%47%41%

Happy with sending
710915124131334136211117177things by post

20%23%21%19%30%15%18%22%16%29%15%22%15%19%

ac

5371161412827103191015131No reason
15%7%16%15%17%13%10%17%12%12%14%21%14%14%

ll

We prefer to send things
1335777*1124861265to customers by post
4%8%6%7%8%8%*%7%3%19%6%12%11%7%

ggggg

13350394128-62758Not considered this
4%7%7%6%3%10%5%8%10%-%4%5%6%6%

No alternative media
214332246824-641that would meet my needs
5%3%9%4%3%2%6%4%9%9%3%-%6%4%

cj

No need - do not have a
23229-4-49-7-636large volume of mail
5%7%4%4%-%4%-%2%12%-%5%-%5%4%

ifgij

There is no pressure
from customers for us to

11*16*2422-22217move
2%1%1%2%*%3%5%1%2%-%1%4%2%2%

2-114-4*4--22217Reliability / trust
5%-%2%2%-%5%*%3%-%-%1%5%2%2%

jll

Do not use computers /
only one that uses a

11-13-224-22-215computer
3%1%-%2%-%2%2%2%-%8%1%-%2%2%

Customers are unwilling
-*182-2*---229to give email addresses
-%1%2%1%2%-%3%*%-%-%-%4%2%1%

*-*6--*2-2--27Hassle of moving
*%-%1%1%-%-%*%1%-%10%-%-%2%1%

1-*6---24-*--7Cost
2%-%*%1%-%-%-%1%5%-%*%-%-%1%

acjkl

Time or extra admin
-*-6-22-2-*--6required
-%1%-%1%-%2%2%-%2%-%*%-%-%1%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
879810656255655410557181002979853Unweighted total
324344797798875156802213848110917Weighted total

Need to send hard copies
/ keep hard copies of

**14---*-*4--5everything we send
1%*%1%*%-%-%-%*%-%1%3%-%-%1%

j

1-*2--2*-----2Other media ineffective
2%-%*%*%-%-%2%*%-%-%-%-%-%*%

jj

Planning to do so in the
*--2------*2-2future
*%-%-%*%-%-%-%-%-%-%*%4%-%*%

The unreliability of
1--*--*------1email address lists
2%-%-%*%-%-%*%-%-%-%-%-%-%*%

j

Contracted with postal
provider / franking

---*-*-------*machine
-%-%-%*%-%*%-%-%-%-%-%-%-%*%

Lack of information
about products and costs

*------------*by other providers
*%-%-%-%-%-%-%-%-%-%-%-%-%*%

11*23*426342-224Other
2%2%*%3%*%4%2%4%4%16%1%-%2%3%

2111422222-4**17Don't know
5%1%2%2%2%3%2%1%3%-%3%*%*%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,i,j,k,l,m

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfed*cb*aSignificance Level: 95%
110743210643355473422763159120853Unweighted total

91826181736360533129367207318917Weighted total

We have already moved
everything that is

3433878294160181991332427373possible to move
38%41%43%40%45%34%61%31%50%10%58%40%41%

eegeegh

Happy with sending
1416327150777362104114177things by post
16%20%15%20%21%12%8%21%15%22%16%23%19%

231083010147132517432131No reason
25%13%17%14%13%24%8%17%11%22%5%10%14%

abbb

We prefer to send things
560956262123442365to customers by post
5%7%5%8%7%4%2%8%6%20%3%16%7%

157193925-1185-9*58Not considered this
1%7%10%5%7%-%2%6%7%-%13%3%6%

bag

No alternative media
338733127218*-1-41that would meet my needs
3%5%4%4%3%13%6%6%1%-%1%-%4%

bdh

No need - do not have a
530531194-5422-36large volume of mail
6%4%3%4%5%7%-%2%6%9%3%-%4%

ee

There is no pressure
from customers for us to

5121162225-42*17move
5%2%1%2%1%4%6%2%-%18%3%3%2%

ahh

1161153--13---*17Reliability / trust
1%2%1%2%1%-%-%5%-%-%-%1%2%

bh

Do not use computers /
only one that uses a

2133126-242-*115computer
2%2%2%2%2%-%6%1%3%-%1%3%2%

Customers are unwilling
27*91-24--*29to give email addresses
2%1%*%1%*%-%6%1%-%-%1%11%1%

h

25-75--2----7Hassle of moving
2%1%-%1%1%-%-%1%-%-%-%-%1%

34-72--4----7Cost
3%*%-%1%1%-%-%1%-%-%-%-%1%

a
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfed*cb*aSignificance Level: 95%
110743210643355473422763159120853Unweighted total

91826181736360533129367207318917Weighted total

Time or extra admin
-624--*2-2-26required
-%1%1%1%-%-%*%1%-%10%-%10%1%

Need to send hard copies
/ keep hard copies of

*5-52*-2--1-5everything we send
*%1%-%1%1%1%-%1%-%-%1%-%1%

-2-21--2----2Other media ineffective
-%*%-%*%*%-%-%1%-%-%-%-%*%

Planning to do so in the
*2*2-2----*-2future
*%*%*%*%-%4%-%-%-%-%*%-%*%

eh

The unreliability of
-1-1*-----1-1email address lists
-%*%-%*%*%-%-%-%-%-%1%-%*%

Contracted with postal
provider / franking

-**-*-------*machine
-%*%*%-%*%-%-%-%-%-%-%-%*%

Lack of information
about products and costs

-*-**-------*by other providers
-%*%-%*%*%-%-%-%-%-%-%-%*%

12461882-122*1-24Other
1%3%3%2%2%3%-%4%3%1%1%-%3%

1161166*262-1-17Don't know
1%2%1%2%2%*%7%2%3%-%1%-%2%

h
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
20311252849804853Unweighted total
21610758162854917Weighted total

We have already moved
everything that is

62502577365373possible to move
29%47%44%12%43%41%

ccb

Happy with sending
59239317160177things by post
27%21%16%28%19%19%

a

3412859122131No reason
16%11%15%14%14%14%

We prefer to send things
2133885765to customers by post
10%3%7%13%7%7%

b

883845358Not considered this
4%8%7%7%6%6%

No alternative media
13101823841that would meet my needs

6%9%3%4%4%4%

a

No need - do not have a
6*3033236large volume of mail
3%*%5%6%4%4%

b

There is no pressure
from customers for us to

431021517move
2%3%2%3%2%2%

419-1717Reliability / trust
2%1%2%-%2%2%

Do not use computers /
only one that uses a

2-1311415computer
1%-%2%18%*%2%

a

Customers are unwilling
5-5279to give email addresses
2%-%1%3%1%1%

6*--77Hassle of moving
3%*%-%-%1%1%

a

223*67Cost
1%2%*%*%1%1%

Time or extra admin
222246required
1%2%*%4%*%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 - a,b,c

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
20311252849804853Unweighted total
21610758162854917Weighted total

Need to send hard copies
/ keep hard copies of

122-55everything we send
*%2%*%-%1%1%

2-*-22Other media ineffective
1%-%*%-%*%*%

a

Planning to do so in the
-*2-22future
-%*%*%-%*%*%

The unreliability of
*-1-11email address lists
*%-%*%-%*%*%

Contracted with postal
provider / franking

-*--**machine
-%*%-%-%*%*%

Lack of information
about products and costs

*---**by other providers
*%-%-%-%*%*%

421822224Other
2%2%3%3%3%3%

3*1321517Don't know
2%*%2%3%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 - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
169364320727826--32220142684853Unweighted total
138364415721896--32214117779917Weighted total

We have already moved
everything that is

5213019028364----2644321373possible to move
38%36%46%28%39%41%-%-%-%-%90%44%37%41%41%

b

Happy with sending
29816745173--22-*25148177things by post
21%22%16%60%22%19%-%-%87%88%-%3%21%19%19%

a

116852-1130-----110120131No reason
8%19%12%-%3%15%-%-%-%-%-%4%9%15%14%

acb

We prefer to send things
1923244659--22-2124665to customers by post
13%6%6%64%30%7%-%-%96%88%-%14%10%6%7%

ab

62329*157---***55258Not considered this
4%6%7%7%3%6%-%-%-%12%10%2%4%7%6%

No alternative media
141412-338-----3112641that would meet my needs
10%4%3%-%13%4%-%-%-%-%-%20%10%3%4%

abai

No need - do not have a
*1620--36------*3636large volume of mail
*%4%5%-%-%4%-%-%-%-%-%-%*%5%4%

ccbb

There is no pressure
from customers for us to

3311-*17-----*21417move
2%1%3%-%1%2%-%-%-%-%-%2%2%2%2%

746--17------71017Reliability / trust
5%1%1%-%-%2%-%-%-%-%-%-%6%1%2%

abai

Do not use computers /
only one that uses a

249--15------21315computer
1%1%2%-%-%2%-%-%-%-%-%-%2%2%2%

Customers are unwilling
432--9------459to give email addresses
3%1%1%-%-%1%-%-%-%-%-%-%4%1%1%

abai

142-*7-----**67Hassle of moving
*%1%1%-%1%1%-%-%-%-%-%1%*%1%1%

25---7------257Cost
1%1%-%-%-%1%-%-%-%-%-%-%1%1%1%

aa

Time or extra admin
*24--6------*66required
*%1%1%-%-%1%-%-%-%-%-%-%*%1%1%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



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%
169364320727826--32220142684853Unweighted total
138364415721896--32214117779917Weighted total

Need to send hard copies
/ keep hard copies of

32***5--*--*325everything we send
2%1%*%2%1%1%-%-%4%-%-%1%2%*%1%

aai

2*1-21-----2-12Other media ineffective
1%*%*%-%8%*%-%-%-%-%-%11%-%*%*%

Planning to do so in the
*2---2------*22future
*%1%-%-%-%*%-%-%-%-%-%-%*%*%*%

The unreliability of
-1---1-------11email address lists
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%

Contracted with postal
provider / franking

-*---*-------**machine
-%*%-%-%-%*%-%-%-%-%-%-%-%*%*%

Lack of information
about products and costs

*----*------*-*by other providers
*%-%-%-%-%*%-%-%-%-%-%-%*%-%*%

8610--24------81624Other
6%2%2%-%-%3%-%-%-%-%-%-%7%2%3%

bai

1214--17------11617Don't know
1%1%3%-%-%2%-%-%-%-%-%-%1%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,c,d,e,f,g,h,i,j,k - a,b,c

Produced by OLR
Issue date: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
13181633483539193292545338476853Unweighted total
22*5923471547182315512299428917Weighted total

We have already moved
everything that is

-2-13517122464131181108151373possible to move
-%89%-%13%35%21%36%41%35%42%35%36%35%41%

Happy with sending
2*--4610211843761146895177things by post

100%5%-%-%50%28%22%22%24%24%22%23%22%19%

--*2-273832938774368131No reason
-%-%100%35%-%7%16%15%16%12%15%14%16%14%

We prefer to send things
2--*242944112038173565to customers by post

100%-%-%5%28%18%6%8%6%6%7%6%8%7%

a

----1*2729111727182758Not considered this
-%-%-%-%7%1%6%5%6%5%5%6%6%6%

No alternative media
------242481824151941that would meet my needs
-%-%-%-%-%-%5%4%4%6%5%5%5%4%

No need - do not have a
----*-22144722111836large volume of mail
-%-%-%-%1%-%5%3%2%2%4%4%4%4%

There is no pressure
from customers for us to

---2-271354117917move
-%-%-%36%-%9%2%2%3%1%2%2%2%2%

a

-----2495863417Reliability / trust
-%-%-%-%-%9%1%2%3%2%1%1%1%2%

a

Do not use computers /
only one that uses a

------864284615computer
-%-%-%-%-%-%2%1%2%1%2%1%1%2%

Customers are unwilling
---*--49534229to give email addresses
-%-%-%9%-%-%1%2%3%1%1%1%1%1%

a

----**72*67577Hassle of moving
-%-%-%-%2%*%1%*%*%2%1%2%2%1%

ff

------522-5157Cost
-%-%-%-%-%-%1%*%1%-%1%*%1%1%

Time or extra admin
------44--4-46required
-%-%-%-%-%-%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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
13181633483539193292545338476853Unweighted total
22*5923471547182315512299428917Weighted total

Need to send hard copies
/ keep hard copies of

-*--1-41325335everything we send
-%6%-%-%7%-%1%*%1%1%1%1%1%1%

---*-2*2-222*2Other media ineffective
-%-%-%2%-%7%*%*%-%1%*%1%*%*%

a

Planning to do so in the
-----2*2222222future
-%-%-%-%-%9%*%*%1%1%*%1%*%*%

a

The unreliability of
-----*-11****1email address lists
-%-%-%-%-%*%-%*%*%*%*%*%*%*%

Contracted with postal
provider / franking

------**--****machine
-%-%-%-%-%-%*%*%-%-%*%*%*%*%

Lack of information
about products and costs

----*--*******by other providers
-%-%-%-%1%-%-%*%*%*%*%*%*%*%

------121648128824Other
-%-%-%-%-%-%3%3%2%2%2%3%2%3%

-----*106141041017Don't know
-%-%-%-%-%2%2%1%1%1%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 - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
11111311371651-1-1310277853Unweighted total
269120134187*-*-2410299917Weighted total

We have already moved
everything that is

-18544466-----46121373possible to move
-%27%45%32%35%-%-%-%-%-%100%66%40%41%

bd

Happy with sending
216233439----2--74177things by post

100%23%20%26%21%-%-%-%-%100%-%-%25%19%

-11152328------137131No reason
-%15%13%17%15%-%-%-%-%-%-%5%12%14%

We prefer to send things
-521517*-*-2-21665to customers by post
-%7%1%11%9%100%-%100%-%100%-%21%5%7%

ccc

-19107------11658Not considered this
-%1%7%8%4%-%-%-%-%-%-%7%6%6%

dd

No alternative media
-31037------21641that would meet my needs
-%4%9%2%4%-%-%-%-%-%-%20%5%4%

b

No need - do not have a
-5-413-------736large volume of mail
-%7%-%3%7%-%-%-%-%-%-%-%2%4%

ccc

There is no pressure
from customers for us to

-2612------*417move
-%3%5%*%1%-%-%-%-%-%-%2%1%2%

b

-2121-------817Reliability / trust
-%3%1%2%1%-%-%-%-%-%-%-%3%2%

Do not use computers /
only one that uses a

--2-6-------215computer
-%-%2%-%3%-%-%-%-%-%-%-%1%2%

b

Customers are unwilling
-221--------39to give email addresses
-%3%2%*%-%-%-%-%-%-%-%-%1%1%

a

-2*4--------67Hassle of moving
-%3%*%3%-%-%-%-%-%-%-%-%2%1%

aa

-2-21--------7Cost
-%3%-%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 - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
11111311371651-1-1310277853Unweighted total
269120134187*-*-2410299917Weighted total

Time or extra admin
---22--------6required
-%-%-%2%1%-%-%-%-%-%-%-%-%1%

Need to send hard copies
/ keep hard copies of

-2112-------25everything we send
-%3%1%*%1%-%-%-%-%-%-%-%1%1%

-2*-*-------22Other media ineffective
-%2%*%-%*%-%-%-%-%-%-%-%1%*%

Planning to do so in the
--2*--------22future
-%-%2%*%-%-%-%-%-%-%-%-%1%*%

The unreliability of
-*----------*1email address lists
-%*%-%-%-%-%-%-%-%-%-%-%*%*%

Contracted with postal
provider / franking

--*----------*machine
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

Lack of information
about products and costs

-*----------**by other providers
-%*%-%-%-%-%-%-%-%-%-%-%*%*%

-2442-------824Other
-%3%3%3%1%-%-%-%-%-%-%-%3%3%

-*144-------417Don't know
-%1%1%3%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,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
16529113740101141764477167103853Unweighted total

850312579295112084487979104917Weighted total

We have already moved
everything that is

11806430848579*19343147373possible to move
17%36%51%39%50%43%38%2%40%43%39%45%41%

aa

Happy with sending
21121616116*5928242219177things by post

26%22%13%20%17%3%28%48%17%31%28%18%19%

c

*7715116182182371016131No reason
2%15%12%15%19%17%9%45%6%8%13%15%14%

a

We prefer to send things
-389564-1628-5565to customers by post
-%8%7%7%4%-%8%54%17%-%6%4%7%

acc

*271147629-154758Not considered this
3%5%9%6%7%15%4%-%1%6%5%7%6%

No alternative media
-245354*13-455441that would meet my needs
-%5%4%4%4%4%6%-%9%7%6%4%4%

No need - do not have a
220630224--2*636large volume of mail

22%4%5%4%2%16%2%-%-%2%*%5%4%

There is no pressure
from customers for us to

-11*17*-4-*4-*17move
-%2%*%2%*%-%2%-%*%5%-%*%2%

a

-63131-7-412117Reliability / trust
-%1%3%2%1%-%3%-%8%2%2%1%2%

a

Do not use computers /
only one that uses a

-8213--2---2-15computer
-%2%2%2%-%-%1%-%-%-%2%-%2%

Customers are unwilling
*4*9--3-2--*9to give email addresses
6%1%*%1%-%-%1%-%5%-%-%*%1%

-7-72*4-*24*7Hassle of moving
-%1%-%1%2%1%2%-%*%2%5%*%1%

a
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
16529113740101141764477167103853Unweighted total

850312579295112084487979104917Weighted total

-5*6--------7Cost
-%1%*%1%-%-%-%-%-%-%-%-%1%

Time or extra admin
-4*6--------6required
-%1%*%1%-%-%-%-%-%-%-%-%1%

Need to send hard copies
/ keep hard copies of

-523--2----25everything we send
-%1%1%*%-%-%1%-%-%-%-%2%1%

-2-2--2-2---2Other media ineffective
-%*%-%*%-%-%1%-%3%-%-%-%*%

Planning to do so in the
-2*22-*---*22future
-%*%*%*%2%-%*%-%-%-%*%2%*%

The unreliability of
-*-1-*-----*1email address lists
-%*%-%*%-%1%-%-%-%-%-%*%*%

Contracted with postal
provider / franking

-*-*--------*machine
-%*%-%*%-%-%-%-%-%-%-%-%*%

Lack of information
about products and costs

-*-**-----*-*by other providers
-%*%-%*%*%-%-%-%-%-%*%-%*%

210519*26-222224Other
25%2%4%2%*%16%3%-%5%2%2%2%3%

-10*172-2--11217Don't know
-%2%*%2%2%-%1%-%-%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 - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-594411521061868987530853Unweighted total
-374011261082064886833917Weighted total

We have already moved
everything that is

-111374851802343014373possible to move
-%30%34%38%47%39%44%39%45%42%41%

Happy with sending
-690252352-17145177things by post
-%17%23%20%21%25%-%20%20%14%19%

-5642112262885131No reason
-%14%16%17%11%12%56%9%12%16%14%

We prefer to send things
-23112911-44*65to customers by post
-%6%8%10%8%5%-%5%6%1%7%

-4278512-33-58Not considered this
-%12%7%7%5%6%-%4%4%-%6%

No alternative media
-1177711-77241that would meet my needs
-%2%4%6%7%5%-%8%11%7%4%

No need - do not have a
-218634*32236large volume of mail
-%5%5%5%3%2%3%4%3%5%4%

There is no pressure
from customers for us to

-39*22-52-17move
-%8%2%*%2%1%-%5%3%-%2%

ab

-14134-31217Reliability / trust
-%2%1%1%3%2%-%3%1%7%2%

Do not use computers /
only one that uses a

-*6-2--22-15computer
-%1%2%-%2%-%-%2%3%-%2%

Customers are unwilling
--2--3-2-*9to give email addresses
-%-%1%-%-%1%-%3%-%1%1%

--73*6-2*27Hassle of moving
-%-%2%2%*%3%-%3%*%7%1%

b

-152---*--7Cost
-%2%1%2%-%-%-%*%-%-%1%

Time or extra admin
--4-------6required
-%-%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 - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-594411521061868987530853Unweighted total
-374011261082064886833917Weighted total

Need to send hard copies
/ keep hard copies of

-23321-22-5everything we send
-%5%1%2%2%*%-%2%2%-%1%

b

--**-2-2-22Other media ineffective
-%-%*%*%-%1%-%2%-%5%*%

Planning to do so in the
-222-2----2future
-%6%1%2%-%1%-%-%-%-%*%

b

The unreliability of
--**-*-*-*1email address lists
-%-%*%*%-%*%-%*%-%*%*%

Contracted with postal
provider / franking

--*-------*machine
-%-%*%-%-%-%-%-%-%-%*%

Lack of information
about products and costs

--*--*-*-**by other providers
-%-%*%-%-%*%-%*%-%*%*%

-*8225-22-24Other
-%*%2%2%2%3%-%3%3%-%3%

-110**4-3**17Don't know
-%2%2%*%*%2%-%3%*%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 - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
8340410218327465-78199202-61306132853Unweighted total
5304376230293421-81222204-55269127917Weighted total

We have already moved
everything that is

-11412888107151-388982-199046373possible to move
-%38%34%38%37%36%-%47%40%40%-%35%33%37%41%

Happy with sending
27484596893-115543-86623177things by post

47%24%22%26%23%22%-%13%25%21%-%14%25%19%19%

c

14363274368-52427-54219131No reason
13%14%17%12%14%16%-%6%11%13%-%9%16%15%14%

We prefer to send things
21930131735-21510-317665to customers by post

42%6%8%6%6%8%-%2%7%5%-%5%6%5%7%

-1522141827-51315-217858Not considered this
-%5%6%6%6%6%-%6%6%8%-%4%6%6%6%

No alternative media
-1413111519-111313-3121041that would meet my needs
-%5%3%5%5%5%-%14%6%7%-%6%5%8%4%

ab

No need - do not have a
-121461018-264-411436large volume of mail
-%4%4%3%3%4%-%2%3%2%-%7%4%3%4%

There is no pressure
from customers for us to

-69479-224-35217move
-%2%3%2%2%2%-%2%1%2%-%5%2%2%2%

-64634-176-13217Reliability / trust
-%2%1%2%1%1%-%1%3%3%-%1%1%2%2%

Do not use computers /
only one that uses a

-48-46---2--4-15computer
-%1%2%-%1%1%-%-%-%1%-%-%1%-%2%

Customers are unwilling
-24322-23*-22-9to give email addresses
-%1%1%1%1%1%-%2%1%*%-%3%1%-%1%

a

-42657-262--517Hassle of moving
-%1%1%3%2%2%-%3%3%1%-%-%2%*%1%

-53-15-----11*7Cost
-%2%1%-%*%1%-%-%-%-%-%1%*%*%1%

Time or extra admin
-22--2--------6required
-%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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
8340410218327465-78199202-61306132853Unweighted total
5304376230293421-81222204-55269127917Weighted total

Need to send hard copies
/ keep hard copies of

235133-222-2125everything we send
37%1%1%*%1%1%-%3%1%1%-%3%*%2%1%

b

-2222*-222-2222Other media ineffective
-%1%*%1%1%*%-%2%1%1%-%3%1%1%*%

Planning to do so in the
-*2222-222-2222future
-%*%1%1%1%*%-%3%1%1%-%4%1%2%*%

The unreliability of
-*****-***--**1email address lists
-%*%*%*%*%*%-%*%*%*%-%-%*%*%*%

Contracted with postal
provider / franking

-**-**------*-*machine
-%*%*%-%*%*%-%-%-%-%-%-%*%-%*%

Lack of information
about products and costs

-*****--*---*-*by other providers
-%*%*%*%*%*%-%-%*%-%-%-%*%-%*%

-48566--84-28624Other
-%1%2%2%2%1%-%-%3%2%-%4%3%5%3%

*494410-134-14217Don't know
3%1%2%2%1%2%-%2%1%2%-%2%1%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 - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
59411336386313212698148853Unweighted total
713214306361303812997149917Weighted total

We have already moved
everything that is

46*6109116912463659373possible to move
61%45%7%43%36%32%31%32%36%37%40%41%

Happy with sending
2-*-728898282238177things by post

28%-%7%-%24%24%29%21%22%23%26%19%

-42141622217820131No reason
-%32%86%4%13%17%7%5%14%8%13%14%

We prefer to send things
----152822410565to customers by post
-%-%-%-%5%8%7%5%3%10%3%7%

ac

-2--18222296858Not considered this
-%15%-%-%6%6%7%6%7%6%5%6%

No alternative media
*2-215143755841that would meet my needs
7%15%-%13%5%4%11%18%4%5%5%4%

abc

No need - do not have a
----1214*264436large volume of mail
-%-%-%-%4%4%*%5%4%4%3%4%

There is no pressure
from customers for us to

----682-22217move
-%-%-%-%2%2%6%-%2%2%1%2%

-1-264--64317Reliability / trust
-%4%-%13%2%1%-%-%4%5%2%2%

Do not use computers /
only one that uses a

----66-----15computer
-%-%-%-%2%2%-%-%-%-%-%2%

Customers are unwilling
-*--24-2*2*9to give email addresses
-%4%-%-%1%1%-%5%*%2%*%1%

ac

---*42--*227Hassle of moving
-%-%-%1%1%1%-%-%*%2%1%1%

----53-----7Cost
-%-%-%-%1%1%-%-%-%-%-%1%

Time or extra admin
---242-----6required
-%-%-%13%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 - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
59411336386313212698148853Unweighted total
713214306361303812997149917Weighted total

Need to send hard copies
/ keep hard copies of

----23-11115everything we send
-%-%-%-%1%1%-%1%*%1%*%1%

----22222222Other media ineffective
-%-%-%-%1%*%5%4%1%2%1%*%

Planning to do so in the
----*2**2**2future
-%-%-%-%*%1%*%*%2%*%*%*%

The unreliability of
-----*--***1email address lists
-%-%-%-%-%*%-%-%*%*%*%*%

Contracted with postal
provider / franking

----*------*machine
-%-%-%-%*%-%-%-%-%-%-%*%

Lack of information
about products and costs

----**----**by other providers
-%-%-%-%*%*%-%-%-%-%*%*%

----88--44624Other
-%-%-%-%3%2%-%-%3%4%4%3%

*--24101143417Don't know
4%-%-%13%1%3%4%2%3%3%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 - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
691100176992191759453830640760625750853Unweighted total
72211522736*188797483889668782620771917Weighted total

We have already moved
everything that is

277537287*82318207368264306248303373possible to move
38%46%33%39%45%44%40%43%41%39%39%40%39%41%

Happy with sending
147182153-3315890174141157118157177things by post

20%16%9%21%-%17%20%19%20%21%20%19%20%19%

11586100-2412575126102123100122131No reason
16%7%29%14%-%13%16%16%14%15%16%16%16%14%

a

We prefer to send things
488*50*106032655356455665to customers by post

7%7%1%7%55%5%8%7%7%8%7%7%7%7%

418-44-134833534045394458Not considered this
6%7%-%6%-%7%6%7%6%6%6%6%6%6%

No alternative media
2317238-53622393233313341that would meet my needs

3%15%9%5%-%3%5%5%4%5%4%5%4%4%

b

No need - do not have a
293-30-103114332231203136large volume of mail

4%3%-%4%-%5%4%3%4%3%4%3%4%4%

There is no pressure
from customers for us to

134-15-3117171115101517move
2%3%-%2%-%2%1%1%2%2%2%2%2%2%

15--13-2128171113101317Reliability / trust
2%-%-%2%-%1%2%2%2%2%2%2%2%2%

Do not use computers /
only one that uses a

15--15-*7-11477715computer
2%-%-%2%-%*%1%-%1%1%1%1%1%2%

a

Customers are unwilling
72*6-294957579to give email addresses
1%2%2%1%-%1%1%1%1%1%1%1%1%1%

42-6-*75777757Hassle of moving
1%2%-%1%-%*%1%1%1%1%1%1%1%1%

52-7--74747777Cost
1%1%-%1%-%-%1%1%1%1%1%1%1%1%

Time or extra admin
6--6-262646466required
1%-%-%1%-%1%1%*%1%1%1%1%1%1%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
691100176992191759453830640760625750853Unweighted total
72211522736*188797483889668782620771917Weighted total

Need to send hard copies
/ keep hard copies of

4123-455555555everything we send
1%1%8%*%-%2%1%1%1%1%1%1%1%1%

2--2-222222222Other media ineffective
*%-%-%*%-%1%*%*%*%*%*%*%*%*%

Planning to do so in the
2*-2-*22222222future
*%*%-%*%-%*%*%*%*%*%*%*%*%*%

The unreliability of
1*----**1****1email address lists
*%*%-%-%-%-%*%*%*%*%*%*%*%*%

Contracted with postal
provider / franking

*--*--********machine
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

Lack of information
about products and costs

*-----*-******by other providers
*%-%-%-%-%-%*%-%*%*%*%*%*%*%

166417-61814221620171624Other
2%5%19%2%-%3%2%3%3%2%3%3%2%3%

17*-14-31141571171117Don't know
2%*%-%2%-%2%1%1%2%1%1%1%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,c,d - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

b*acbacbaba*baSignificance Level: 95%
853-703341086468697156428168853Unweighted total
917-7544511374727106167416182917Weighted total

We have already moved
everything that is

373-311134836296397021*88373possible to move
41%-%41%30%42%49%41%37%42%52%2%49%41%

Happy with sending
177-1469201713123288-31177things by post

19%-%19%19%18%23%18%22%17%18%-%17%19%

131-116411910715224-19131No reason
14%-%15%8%9%12%15%14%13%9%-%10%14%

We prefer to send things
65-58-7452713-11065to customers by post

7%-%8%-%6%6%7%7%8%-%9%6%7%

58-442121041711111158Not considered this
6%-%6%5%10%13%6%7%6%3%13%6%6%

b

No alternative media
41-22135228119311241that would meet my needs

4%-%3%29%5%3%4%10%5%8%9%6%4%

acb

No need - do not have a
36-29232302642736large volume of mail

4%-%4%4%3%3%4%2%3%9%29%4%4%

There is no pressure
from customers for us to

17-1322-1715-*417move
2%-%2%4%2%-%2%1%3%-%4%2%2%

17-11-511245--517Reliability / trust
2%-%2%-%5%1%2%3%3%-%-%3%2%

c

Do not use computers /
only one that uses a

15-15---15-2--215computer
2%-%2%-%-%-%2%-%1%-%-%1%2%

Customers are unwilling
9-9-*27*2--29to give email addresses
1%-%1%-%*%3%1%*%1%-%-%1%1%

7-5-2*6*2*-27Hassle of moving
1%-%1%-%2%*%1%*%1%*%-%1%1%

7-6*--6**--*7Cost
1%-%1%*%-%-%1%*%*%-%-%*%1%

Time or extra admin
6-6-*-6-2--26required
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 - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

b*acbacbaba*baSignificance Level: 95%
853-703341086468697156428168853Unweighted total
917-7544511374727106167416182917Weighted total

Need to send hard copies
/ keep hard copies of

5-3*2-5*2*-*5everything we send
1%-%*%*%2%-%1%*%1%*%-%*%1%

2-*-2-2*2--22Other media ineffective
*%-%*%-%2%-%*%*%1%-%-%1%*%

c

Planning to do so in the
2-2---2**--*2future
*%-%*%-%-%-%*%*%*%-%-%*%*%

The unreliability of
1-*-1-1-*--*1email address lists
*%-%*%-%*%-%*%-%*%-%-%*%*%

Contracted with postal
provider / franking

*-*---*-----*machine
*%-%*%-%-%-%*%-%-%-%-%-%*%

Lack of information
about products and costs

*-*---*-*--**by other providers
*%-%*%-%-%-%*%-%*%-%-%*%*%

24-20222166342324Other
3%-%3%5%2%3%2%6%2%10%38%1%3%

b

17-16-111323--217Don't know
2%-%2%-%1%2%2%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 - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
827467797860597490755956853Unweighted total
988944839448688987957349917Weighted total

We have already moved
everything that is

393317263818353436404215373possible to move
39%37%37%32%41%37%51%38%41%43%58%31%41%

aiadeghijkl

Happy with sending
22195292075121421128177things by post
23%22%12%35%21%15%8%14%16%22%17%17%19%

ffabdefghjff

11910513181119141217131No reason
11%10%22%6%14%38%17%22%16%13%2%15%14%

bbibbiabcdefhijkbibibb
l

We prefer to send things
5133749331014465to customers by post
5%14%6%8%4%20%4%4%12%1%6%8%7%

cefhlcbcefhjlcc

1716374*4*34--58Not considered this
17%18%8%8%5%*%6%*%4%4%-%-%6%

abcdeghabcdeghabegabege

No alternative media
35334214*69-41that would meet my needs
3%6%8%3%5%5%1%5%*%6%12%-%4%

dadddadfl

No need - do not have a
2*-42-31872736large volume of mail
2%1%-%4%2%-%4%1%9%8%3%14%4%

egjkegjkbeghjkl

There is no pressure
from customers for us to

***-3*2-5-2417move
*%1%1%-%3%*%3%-%6%-%3%7%2%

ceilcegikl

-4214-1-5*--17Reliability / trust
-%5%5%1%4%-%1%-%6%*%-%-%2%

lcel

Do not use computers /
only one that uses a

-*---23622--15computer
-%1%-%-%-%4%4%7%2%2%-%-%2%

abhijkl

Customers are unwilling
2*-----2-*-49to give email addresses
2%1%-%-%-%-%-%2%-%1%-%9%1%

bcdfghijk

2--22---**--7Hassle of moving
3%-%-%3%2%-%-%-%*%*%-%-%1%

----2*--32--7Cost
-%-%-%-%2%*%-%-%3%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

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
827467797860597490755956853Unweighted total
988944839448688987957349917Weighted total

Time or extra admin
-*2---22*---6required
-%1%4%-%-%-%3%2%*%-%-%-%1%

Need to send hard copies
/ keep hard copies of

*-*2---**--25everything we send
*%-%*%3%-%-%-%*%*%-%-%4%1%

---*----1-2*2Other media ineffective
-%-%-%*%-%-%-%-%1%-%2%*%*%

Planning to do so in the
-*-----2---*2future
-%*%-%-%-%-%-%2%-%-%-%*%*%

The unreliability of
---1----*---1email address lists
-%-%-%1%-%-%-%-%*%-%-%-%*%

Contracted with postal
provider / franking

------*-----*machine
-%-%-%-%-%-%*%-%-%-%-%-%*%

Lack of information
about products and costs

---*--------*by other providers
-%-%-%*%-%-%-%-%-%-%-%-%*%

2*25---2454*24Other
2%*%5%6%-%-%-%2%4%6%5%*%3%

hkhkh

**--51-44-2117Don't know
*%1%-%-%6%1%-%4%5%-%3%1%2%

cili
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
223217223190853Unweighted total
231225244217917Weighted total

We have already moved
everything that is

888210498373possible to move
38%37%43%45%41%

Happy with sending
47573242177things by post
20%25%13%19%19%

bb

30364421131No reason
13%16%18%9%14%

aa

We prefer to send things
202016965to customers by post

9%9%7%4%7%

36117458Not considered this
15%5%3%2%6%

abc

No alternative media
12951541that would meet my needs

5%4%2%7%4%

b

No need - do not have a
36111636large volume of mail
1%3%5%7%4%

dcd

There is no pressure
from customers for us to

137617move
1%1%3%3%2%

646*17Reliability / trust
3%2%2%*%2%

aa

Do not use computers /
only one that uses a

*211215computer
*%1%4%1%2%

acd

Customers are unwilling
2-259to give email addresses
1%-%1%2%1%

c

24**7Hassle of moving
1%2%*%*%1%

-2327Cost
-%1%1%1%1%

Time or extra admin
2-4-6required
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

Produced by OLR
Issue date: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
223217223190853Unweighted total
231225244217917Weighted total

Need to send hard copies
/ keep hard copies of

12*25everything we send
*%1%*%1%1%

-*122Other media ineffective
-%*%*%1%*%

Planning to do so in the
*-2*2future
*%-%1%*%*%

The unreliability of
-1*-1email address lists
-%*%*%-%*%

Contracted with postal
provider / franking

--*-*machine
-%-%*%-%*%

Lack of information
about products and costs

-*--*by other providers
-%*%-%-%*%

456924Other
2%2%2%4%3%

168317Don't know
*%3%3%1%2%

dd
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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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
104488323328637943912457621141Unweighted total

373179278368496123110351083Weighted total

221640138217233615560583Quicker
58%51%50%50%59%48%46%49%48%54%54%

b

11825109125183411345363Cost saving
30%25%32%39%34%36%46%35%35%33%33%

791655678125185193Customer preferences
19%30%20%20%18%17%10%19%17%18%18%

25513214*226166Environmental reasons
6%17%6%5%6%9%8%13%8%6%6%

abaa

Reduce admin time spent
1*118222**25860on alternative media
2%1%1%7%6%4%4%3%5%6%6%

Convenience / ease of
*14132231115557use
1%2%5%5%6%5%10%5%5%5%5%

e

Proof of delivery / know
it has got there /

2*2881**12324reliable
6%*%2%3%2%3%2%3%2%2%2%

--*410----1919More efficient
-%-%1%1%3%-%-%-%-%2%2%

be

Unreliable postal
-*6421***1616service
-%1%8%1%1%2%2%2%1%2%2%

abe

Security / data
**2*31-*11515protection
1%*%2%*%1%2%-%1%2%1%1%

b

Forced to by colleagues
/ system changes in the

**231*--*1010company
*%*%2%1%*%1%-%-%1%1%1%

a

*-1351***910Price of postage
*%-%1%1%1%1%5%1%1%1%1%

ab

Everyone else is doing
it / client's like this

2-*3-*-**910method
5%-%*%1%-%1%-%1%1%1%1%

ab

Speed - instantaneous /
--*21*--*55fast response
-%-%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,e

Produced by OLR
Issue date: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
104488323328637943912457621141Unweighted total

373179278368496123110351083Weighted total

Good for sending
2-*2-*--*55invoices /attachments
7%-%*%1%-%*%-%-%1%*%*%

abc

Offers more creative
2--111*-*34choices
6%-%-%*%*%1%3%-%1%*%*%

abca

Company budget has been
*--12*--*33diverted to other media
1%-%-%*%1%1%-%-%1%*%*%

a

Increase in postal
-----*--*-*prices
-%-%-%-%-%*%-%-%*%-%*%

-----------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%

--2761***2627Other
-%-%3%3%2%1%2%2%1%3%2%

-----1**145Don't know
-%-%-%-%-%2%3%1%2%*%*%

aa
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
155156143687696187133692211546851141Unweighted total

55655391088851121749528143711131083Weighted total

313024499464262965516803764583Quicker
57%46%44%55%52%49%56%55%57%56%56%53%57%54%

kkl

232713300292925624111373036363Cost saving
41%42%25%33%33%34%22%36%43%40%26%42%32%33%

cgkcgjkggcgkcgk

9141615417142131166211018193Customer preferences
16%22%30%17%19%16%19%18%17%21%15%14%16%18%

abcefhjm

132594117122-144566Environmental reasons
2%5%5%6%5%12%6%7%3%-%9%6%4%6%

mekmm

Reduce admin time spent
32252745664821060on alternative media
5%3%5%6%7%5%5%4%6%15%5%3%9%6%

Convenience / ease of
42447524844134457use
8%3%8%5%5%3%4%5%4%13%9%6%4%5%

lll

Proof of delivery / know
it has got there /

*1-232-84422-224reliable
*%1%-%3%2%-%7%2%4%8%1%-%2%2%

chjklmk

*2-17-47-2--2219More efficient
1%2%-%2%-%4%6%-%2%-%-%3%2%2%

cfkcfijkmk

Unreliable postal
11*15*242--5-216service
1%1%1%2%*%3%3%1%-%-%3%-%2%2%

Security / data
*1114*-28--22-15protection
*%2%1%1%*%-%2%4%-%-%1%3%-%1%

jm

Forced to by colleagues
/ system changes in the

1*18-4-*-*2-210company
2%*%2%1%-%5%-%*%-%1%1%-%1%1%

fgjl

12252-22-*-*-10Price of postage
2%3%3%1%2%-%1%1%-%1%-%*%-%1%

jcj

Everyone else is doing
it / client's like this

11172--42----10method
1%1%2%1%2%-%-%2%2%-%-%-%-%1%

Speed - instantaneous /
*1*42-2-----*5fast response
1%1%1%*%2%-%2%-%-%-%-%-%*%*%
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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: 12/07/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
155156143687696187133692211546851141Unweighted total

55655391088851121749528143711131083Weighted total

Good for sending
*-14---2--2--5invoices /attachments
*%-%2%*%-%-%-%1%-%-%1%-%-%*%

j

Offers more creative
-*12-*-2-**-*4choices
-%1%2%*%-%*%-%1%-%1%*%-%*%*%

j

Company budget has been
-112-*-2-*---3diverted to other media
-%1%1%*%-%*%-%1%-%1%-%-%-%*%

Increase in postal
-*-----------*prices
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

--------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1212324482*3*-27Other
2%4%1%3%2%5%3%4%2%*%2%*%-%2%

aa

--15-*--2-2-*5Don't know
-%-%1%1%-%*%-%-%3%-%1%-%*%*%

lm
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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: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcb*aSignificance Level: 95%
143998308833466733826511531128241141Unweighted total
112971226857435802428410622116161083Weighted total

5752611746624635181417411489583Quicker
51%54%52%54%57%44%76%50%70%49%42%55%54%

bgbceghbcegh

353287628715032797197456363Cost saving
31%34%34%33%35%40%28%34%18%30%39%35%33%

dddd

23170481466023653185263193Customer preferences
21%18%21%17%14%28%26%19%17%23%22%21%18%

hhh

264858268*147110-66Environmental reasons
2%7%4%7%6%10%1%5%7%3%9%-%6%

bb

Reduce admin time spent
75313472141173213*60on alternative media
6%5%6%6%5%4%2%6%3%11%11%2%6%

dh

Convenience / ease of
255850228-10727157use
2%6%3%6%5%10%-%3%6%11%6%7%5%

eff

Proof of delivery / know
it has got there /

42061894*5--6-24reliable
3%2%3%2%2%5%*%2%-%-%6%-%2%

ddeh

21751410*-8*---19More efficient
2%2%2%2%2%1%-%3%*%-%-%-%2%

Unreliable postal
41371084-12-3-16service
3%1%3%1%2%5%-%*%2%-%2%-%2%

ae

Security / data
412411113-*--2-15protection
3%1%2%1%2%3%-%*%-%-%2%-%1%

edee

Forced to by colleagues
/ system changes in the

28196-*31---10company
2%1%1%1%1%-%1%1%1%-%-%-%1%

19555--4-1**10Price of postage
1%1%2%1%1%-%-%2%-%2%*%1%1%

a

Everyone else is doing
it / client's like this

-10193**52---10method
-%1%*%1%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 - a,b - a,b

Produced by OLR
Issue date: 12/07/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcb*aSignificance Level: 95%
143998308833466733826511531128241141Unweighted total
112971226857435802428410622116161083Weighted total

Speed - instantaneous /
-533*--41---5fast response
-%1%1%*%*%-%-%1%1%-%-%-%*%

h

Good for sending
23144--*--*15invoices /attachments
2%*%*%1%1%-%-%*%-%-%*%3%*%

a

Offers more creative
-4*43--1*---4choices
-%*%*%*%1%-%-%*%*%-%-%-%*%

Company budget has been
31-32--1----3diverted to other media
3%*%-%*%1%-%-%*%-%-%-%-%*%

a

Increase in postal
-**-*-------*prices
-%*%*%-%*%-%-%-%-%-%-%-%*%

-------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%

62162192-9511127Other
5%2%2%2%2%3%-%3%5%2%1%4%2%

ab

33-512-*--2-5Don't know
2%*%-%1%*%2%-%*%-%-%2%-%*%

aeeh
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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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
2491727073011111141Unweighted total
2261686714410391083Weighted total

1049837325558583Quicker
46%58%56%57%54%54%

cc

616422811352363Cost saving
27%38%34%24%34%33%

cc

552511112181193Customer preferences
24%15%16%28%17%18%

ab

121143-6666Environmental reasons
5%7%6%-%6%6%

Reduce admin time spent
9104035860on alternative media
4%6%6%6%6%6%

Convenience / ease of
121035*5757use

5%6%5%1%5%5%

Proof of delivery / know
it has got there /

421822224reliable
2%1%3%5%2%2%

64941519More efficient
3%2%1%10%1%2%

a

Unreliable postal
241021416service
1%2%1%5%1%2%

Security / data
3112-1515protection
1%*%2%-%1%1%

Forced to by colleagues
/ system changes in the

244-1010company
1%2%1%-%1%1%

a

8*2-1010Price of postage
3%*%*%-%1%1%

ab

Everyone else is doing
it / client's like this

2252810method
1%1%1%4%1%1%

a

Speed - instantaneous /
2*3-55fast response
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: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
2491727073011111141Unweighted total
2261686714410391083Weighted total

Good for sending
-23-55invoices /attachments
-%1%*%-%*%*%

Offers more creative
*22-44choices
*%1%*%-%*%*%

Company budget has been
-13-33diverted to other media
-%*%*%-%*%*%

Increase in postal
--*-**prices
-%-%*%-%*%*%

------Royal Mail strike action
-%-%-%-%-%-%

9213-2727Other
4%1%2%-%3%2%

*23-55Don't know
*%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: 12/07/19



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%
2215363844321109--112281899201141Unweighted total
1544984311181065--**1171369291083Weighted total

57272255*3580----*353527583Quicker
37%55%59%48%19%54%-%-%-%-%84%18%39%57%54%

ccbjjbj

72157133112351--***1160291363Cost saving
47%32%31%52%67%33%-%-%100%100%16%67%44%31%33%

ababiai

279571**193--*--*27166193Customer preferences
17%19%17%23%2%18%-%-%100%-%-%1%19%18%18%

jjj

92828**66---*-*95766Environmental reasons
6%6%7%20%2%6%-%-%-%100%-%1%7%6%6%

Reduce admin time spent
91834--60------95260on alternative media
6%4%8%-%-%6%-%-%-%-%-%-%6%6%6%

b

Convenience / ease of
53022--57------55257use
3%6%5%-%-%5%-%-%-%-%-%-%4%6%5%

Proof of delivery / know
it has got there /

6108-222-----241824reliable
4%2%2%-%10%2%-%-%-%-%-%11%3%2%2%

abi

478--19------41519More efficient
2%1%2%-%-%2%-%-%-%-%-%-%3%2%2%

Unreliable postal
359-*16-----*21416service
2%1%2%-%1%2%-%-%-%-%-%1%2%1%2%

Security / data
258-*15-----*21315protection
1%1%2%-%1%1%-%-%-%-%-%1%2%1%1%

Forced to by colleagues
/ system changes in the

353-28-----2*710company
2%1%1%-%12%1%-%-%-%-%-%13%*%1%1%

abi

812-19-----17210Price of postage
5%*%*%-%6%1%-%-%-%-%-%6%5%*%1%

abaiai

Everyone else is doing
it / client's like this

-72--10-------1010method
-%1%*%-%-%1%-%-%-%-%-%-%-%1%1%

Speed - instantaneous /
*32--5------*55fast response
*%1%1%-%-%1%-%-%-%-%-%-%*%1%*%

Good for sending
-14--5-------55invoices /attachments
-%*%1%-%-%*%-%-%-%-%-%-%-%1%*%

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 206  (continuation)                                                                                                                                                  Page 3373

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: 12/07/19



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%
2215363844321109--112281899201141Unweighted total
1544984311181065--**1171369291083Weighted total

Offers more creative
13*--4------134choices
1%1%*%-%-%*%-%-%-%-%-%-%1%*%*%

Company budget has been
**3--3------*33diverted to other media
*%*%1%-%-%*%-%-%-%-%-%-%*%*%*%

Increase in postal
--*--*-------**prices
-%-%*%-%-%*%-%-%-%-%-%-%-%*%*%

---------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

31510--27------32427Other
2%3%2%-%-%3%-%-%-%-%-%-%2%3%2%

212--5------235Don't know
2%*%*%-%-%*%-%-%-%-%-%-%2%*%*%

ba

Ofcom; Business Postal Tracker Annual tables Q3 - Q4 2018 to Q1 - Q2 2019
Table 206  (continuation)                                                                                                                                                  Page 3374

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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-541724577348093374078415277851141Unweighted total
-64915386967372833837684707141083Weighted total

-4*2615383401155189410236377583Quicker
-%62%2%27%36%40%55%54%55%49%53%50%53%54%

b

-445320225254103142260164247363Cost saving
-%63%100%59%17%52%32%34%37%37%34%35%35%33%

a

-*-263126139555013780133193Customer preferences
-%1%-%21%40%8%18%19%19%13%18%17%19%18%

bdddd

---**34438142748393866Environmental reasons
-%-%-%1%1%9%6%5%5%7%6%8%5%6%

af

Reduce admin time spent
--2--*3134252533243360on alternative media
-%-%43%-%-%*%4%5%9%6%4%5%5%6%

abcf

Convenience / ease of
----*24532141847304357use
-%-%-%-%1%7%6%4%5%5%6%6%6%5%

Proof of delivery / know
it has got there /

-----210111061381224reliable
-%-%-%-%-%6%1%1%3%2%2%2%2%2%

acf

------15132615111119More efficient
-%-%-%-%-%-%2%2%1%1%2%2%2%2%

e

Unreliable postal
-2----1278814121416service
-%29%-%-%-%-%2%1%3%2%2%2%2%2%

ff

Security / data
------1384413111115protection
-%-%-%-%-%-%2%1%2%1%2%2%2%1%

Forced to by colleagues
/ system changes in the

-----*56-353510company
-%-%-%-%-%1%1%1%-%1%1%1%1%1%

-1-**1676784810Price of postage
-%8%-%1%1%3%1%1%2%2%1%1%1%1%

Everyone else is doing
it / client's like this

----*-881294910method
-%-%-%-%3%-%1%1%*%1%1%1%1%1%

Speed - instantaneous /
------51-35355fast response
-%-%-%-%-%-%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: 12/07/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-541724577348093374078415277851141Unweighted total
-64915386967372833837684707141083Weighted total

Good for sending
------33*13135invoices /attachments
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

Offers more creative
----1*33*14434choices
-%-%-%-%3%1%*%*%*%*%*%1%*%*%

Company budget has been
------11*21*13diverted to other media
-%-%-%-%-%-%*%*%*%1%*%*%*%*%

Increase in postal
-------**----*prices
-%-%-%-%-%-%-%*%*%-%-%-%-%*%

--------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----2-171861018181527Other
-%-%-%-%12%-%2%2%2%3%2%4%2%2%

-----*52*35345Don't know
-%-%-%-%-%*%1%*%*%1%1%1%1%*%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51572062162571--11573931141Unweighted total
4100181213270*--*2*33781083Weighted total

23989125155-----*1188583Quicker
56%39%49%59%57%-%-%-%-%-%21%24%50%54%

dcdd

343596888*--*2**139363Cost saving
59%43%32%32%33%100%-%-%100%100%62%10%37%33%

abc

224373242-----**50193Customer preferences
41%24%21%15%16%-%-%-%-%-%17%8%13%18%

ab

-3101520*--*--*2766Environmental reasons
-%3%6%7%7%100%-%-%100%-%-%3%7%6%

d

Reduce admin time spent
-310128-------2560on alternative media
-%3%6%6%3%-%-%-%-%-%-%-%7%6%

Convenience / ease of
-519716-------1857use
-%5%10%3%6%-%-%-%-%-%-%-%5%5%

b

Proof of delivery / know
it has got there /

-26*4-------624reliable
-%2%3%*%2%-%-%-%-%-%-%-%2%2%

bb

-*635-------619More efficient
-%*%3%2%2%-%-%-%-%-%-%-%2%2%

Unreliable postal
-2633-------816service
-%2%4%1%1%-%-%-%-%-%-%-%2%2%

Security / data
-3156-------415protection
-%3%*%2%2%-%-%-%-%-%-%-%1%1%

Forced to by colleagues
/ system changes in the

-221*-------310company
-%2%1%*%*%-%-%-%-%-%-%-%1%1%

a

-1332------2510Price of postage
-%1%1%1%1%-%-%-%-%-%-%60%1%1%

Everyone else is doing
it / client's like this

--243-------210method
-%-%1%2%1%-%-%-%-%-%-%-%1%1%

Speed - instantaneous /
----5-------35fast response
-%-%-%-%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,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51572062162571--11573931141Unweighted total
4100181213270*--*2*33781083Weighted total

Good for sending
--1*2-------15invoices /attachments
-%-%*%*%1%-%-%-%-%-%-%-%*%*%

Offers more creative
-*31--------14choices
-%*%2%*%-%-%-%-%-%-%-%-%*%*%

a

Company budget has been
--**1-------23diverted to other media
-%-%*%*%*%-%-%-%-%-%-%-%1%*%

Increase in postal
-------------*prices
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

--------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2466------*1027Other
-%2%2%3%2%-%-%-%-%-%-%7%3%2%

-**22-------35Don'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,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
3780413710041651023225599851661141Unweighted total
377311439401344245*4199801641083Weighted total

2139073511651123*14523687583Quicker
57%53%51%54%48%33%50%53%33%53%46%53%54%

dd

112506329946393*25452348363Cost saving
29%34%44%32%34%66%38%100%60%46%29%29%33%

aabab

21351018323127-2151518193Customer preferences
6%18%7%20%17%13%11%-%6%15%19%11%18%

bd

24610566*20-3371466Environmental reasons
5%6%7%6%5%12%8%-%8%3%8%8%6%

Reduce admin time spent
2316556*19-2921260on alternative media
5%4%4%6%4%4%8%-%6%9%3%7%6%

Convenience / ease of
4439487-11-*103557use

11%6%6%5%5%-%5%-%1%10%4%3%5%

ad

Proof of delivery / know
it has got there /

2114202-4--22224reliable
5%1%3%2%1%-%2%-%-%2%2%1%2%

2132172-4--22219More efficient
5%2%1%2%2%-%1%-%-%2%2%1%2%

Unreliable postal
-141155-3-*31416service
-%2%1%2%4%-%1%-%*%3%1%3%2%

Security / data
2122132-2--2*215protection
5%2%1%1%1%-%1%-%-%2%*%1%1%

Forced to by colleagues
/ system changes in the

-528*-3-3-1-10company
-%1%2%1%*%-%1%-%7%-%1%-%1%

abc

-8*9-16-222110Price of postage
-%1%*%1%-%13%3%-%5%2%2%1%1%

ca

Everyone else is doing
it / client's like this

-9*9--2--2--10method
-%1%*%1%-%-%1%-%-%2%-%-%1%

a
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
3780413710041651023225599851661141Unweighted total
377311439401344245*4199801641083Weighted total

Speed - instantaneous /
-5-5*-2---2*5fast response
-%1%-%1%*%-%1%-%-%-%3%*%*%

Good for sending
-3-51-*---*15invoices /attachments
-%*%-%1%*%-%*%-%-%-%*%*%*%

Offers more creative
-4221-1--**14choices
-%*%1%*%1%-%*%-%-%*%*%1%*%

a

Company budget has been
-1-32-*--**23diverted to other media
-%*%-%*%2%-%*%-%-%*%*%1%*%

Increase in postal
---*--------*prices
-%-%-%*%-%-%-%-%-%-%-%-%*%

-------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%

2172252-7-113627Other
5%2%1%3%2%-%3%-%2%1%3%4%2%

-5*5*-2----35Don't know
-%1%*%1%*%-%1%-%-%-%-%2%*%
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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: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1087442671222841512890351141Unweighted total
-896782541232581511990301083Weighted total

-39362125591318604120583Quicker
-%44%53%49%48%51%52%50%45%67%54%

b

-422408061808534812363Cost saving
-%47%35%32%50%31%54%45%53%41%33%

aba

-1712655143611292193Customer preferences
-%19%19%22%12%14%5%10%10%5%18%

-73518819298366Environmental reasons
-%8%5%7%7%7%14%8%9%9%6%

Reduce admin time spent
-73117817-54260on alternative media
-%8%5%7%7%6%-%4%5%8%6%

Convenience / ease of
-34011414273-57use
-%4%6%4%3%6%14%6%4%-%5%

Proof of delivery / know
it has got there /

-212624-2*-24reliable
-%2%2%2%2%2%-%2%*%-%2%

-211224222-19More efficient
-%3%2%1%2%1%12%2%2%-%2%

Unreliable postal
-31311*7-1--16service
-%3%2%5%*%3%-%*%-%-%2%

b

Security / data
-1107-4-2--15protection
-%1%1%3%-%1%-%2%-%-%1%

Forced to by colleagues
/ system changes in the

-253-1-2--10company
-%3%1%1%-%*%-%2%-%-%1%

-*8225-42210Price of postage
-%*%1%1%1%2%-%3%2%7%1%

Everyone else is doing
it / client's like this

-2852--42-10method
-%3%1%2%2%-%-%3%2%-%1%

a

Speed - instantaneous /
-*52*2-2*-5fast response
-%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 - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1087442671222841512890351141Unweighted total
-896782541232581511990301083Weighted total

Good for sending
--3--1-*--5invoices /attachments
-%-%*%-%-%*%-%*%-%-%*%

Offers more creative
-232*1-2*-4choices
-%2%*%1%*%*%-%2%*%-%*%

Company budget has been
--1*-2----3diverted to other media
-%-%*%*%-%1%-%-%-%-%*%

Increase in postal
----------*prices
-%-%-%-%-%-%-%-%-%-%*%

-----------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%

-1129*9*2*-27Other
-%1%2%4%*%4%1%1%*%-%2%

--4**2-**-5Don't know
-%-%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: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
10527634323506763-75271269-784672061141Unweighted total
12427589290450689-60236260-534201991083Weighted total

4206311149225363-24113126-2221491583Quicker
34%48%53%52%50%53%-%40%48%48%-%42%51%46%54%

417719399161240-2885110-2515269363Cost saving
35%42%33%34%36%35%-%47%36%42%-%46%36%35%33%

a

2871024079132-42834-87429193Customer preferences
17%20%17%14%18%19%-%6%12%13%-%14%18%15%18%

c

*2234193736-71423-6341966Environmental reasons
2%5%6%7%8%5%-%12%6%9%-%11%8%10%6%

a

Reduce admin time spent
22625192231-91518-3181460on alternative media

15%6%4%7%5%5%-%14%6%7%-%5%4%7%6%

ab

Convenience / ease of
-2139152843-1139-5261157use
-%5%7%5%6%6%-%2%6%4%-%9%6%6%5%

Proof of delivery / know
it has got there /

-5104811-*64-*8424reliable
-%1%2%1%2%2%-%*%3%2%-%*%2%2%2%

-5961111-225-29419More efficient
-%1%2%2%2%2%-%3%1%2%-%5%2%2%2%

Unreliable postal
-31371214-273-111916service
-%1%2%2%3%2%-%4%3%1%-%2%3%5%2%

b

Security / data
2811499--*4-19915protection

15%2%2%1%2%1%-%-%*%1%-%1%2%4%1%

Forced to by colleagues
/ system changes in the

-55135-333-*3310company
-%1%1%*%1%1%-%4%1%1%-%1%1%1%1%

-55748-274-*4110Price of postage
-%1%1%2%1%1%-%3%3%2%-%*%1%1%1%

Everyone else is doing
it / client's like this

-98249--22--4410method
-%2%1%1%1%1%-%-%1%1%-%-%1%2%1%

Speed - instantaneous /
-15335-*12-*325fast response
-%*%1%1%1%1%-%1%*%1%-%1%1%1%*%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
10527634323506763-75271269-784672061141Unweighted total
12427589290450689-60236260-534201991083Weighted total

Good for sending
-33113--11-*1*5invoices /attachments
-%1%1%*%*%*%-%-%*%*%-%*%*%*%*%

Offers more creative
-43143--11--424choices
-%1%*%*%1%*%-%-%*%*%-%-%1%1%*%

Company budget has been
-*12*1--2*---*3diverted to other media
-%*%*%1%*%*%-%-%1%*%-%-%-%*%*%

Increase in postal
--------------*prices
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

---------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-616101613-*84-*16827Other
-%2%3%3%4%2%-%1%4%2%-%*%4%4%2%

-34*34-*3--*3-5Don'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 - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
716222850459035441851512241141Unweighted total
719212041055226391681162061083Weighted total

312121120230412149046112583Quicker
38%64%59%53%49%55%48%36%54%40%55%54%

bdbd

31012111661881816594772363Cost saving
43%53%56%52%40%34%69%42%35%41%35%33%

aabcd

**31828815202231193Customer preferences
7%2%14%3%20%16%5%13%12%19%15%18%

ce

***22431131181266Environmental reasons
4%1%1%9%6%6%4%8%6%7%6%6%

Reduce admin time spent
-21*2526268141660on alternative media
-%10%3%2%6%5%7%15%5%12%8%6%

cc

Convenience / ease of
-*-2174011821357use
-%1%-%8%4%7%5%3%5%2%6%5%

bb

Proof of delivery / know
it has got there /

--2-510*24*424reliable
-%-%8%-%1%2%*%5%2%*%2%2%

b

----98-252219More efficient
-%-%-%-%2%1%-%4%3%2%1%2%

Unreliable postal
--2-5132272616service
-%-%9%-%1%2%7%5%4%2%3%2%

Security / data
--1*88--4-215protection
-%-%2%1%2%1%-%-%2%-%1%1%

Forced to by colleagues
/ system changes in the

----55**1*110company
-%-%-%-%1%1%2%1%1%*%*%1%

3--*74-247410Price of postage
53%-%-%*%2%1%-%4%3%6%2%1%

Everyone else is doing
it / client's like this

----88--2--10method
-%-%-%-%2%1%-%-%1%-%-%1%

Speed - instantaneous /
----15--2225fast response
-%-%-%-%*%1%-%-%1%2%1%*%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
716222850459035441851512241141Unweighted total
719212041055226391681162061083Weighted total

Good for sending
----33--1115invoices /attachments
-%-%-%-%1%1%-%-%*%1%*%*%

Offers more creative
----43--1*-4choices
-%-%-%-%1%1%-%-%1%*%-%*%

Company budget has been
----*1--*223diverted to other media
-%-%-%-%*%*%-%-%*%2%1%*%

Increase in postal
-----------*prices
-%-%-%-%-%-%-%-%-%-%-%*%

------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%

-*--614-*23227Other
-%*%-%-%1%2%-%1%1%2%1%2%

----34**-**5Don'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,e - a,b - a,b,c,d

Produced by OLR
Issue date: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
93214631927128510646581114907107488010671141Unweighted total
855156388452228997602105483710028039951083Weighted total

4618720454-112541317565457544433540583Quicker
54%56%52%54%-%49%54%53%54%55%54%54%54%54%

29447112772101328214352291338274337363Cost saving
34%30%29%33%100%45%33%36%33%35%34%34%34%33%

ab

159284155-36171104192135169130168193Customer preferences
19%18%11%18%-%16%17%17%18%16%17%16%17%18%

549*56-186445645666546666Environmental reasons
6%5%*%7%-%8%6%7%6%7%7%7%7%6%

Reduce admin time spent
526448-225334584553435160on alternative media

6%4%10%6%-%9%5%6%5%5%5%5%5%6%

ab

Convenience / ease of
466344-65332564255485357use

5%4%9%5%-%2%5%5%5%5%5%6%5%5%

cc

Proof of delivery / know
it has got there /

146-20241914241517141724reliable
2%4%-%2%100%2%2%2%2%2%2%2%2%2%

118*15-101913191915121519More efficient
1%5%1%2%-%5%2%2%2%2%1%1%2%2%

bab

Unreliable postal
41167-31413161316141616service
1%7%16%1%-%1%1%2%2%2%2%2%2%2%

ba

Security / data
122-13-3158141215111515protection

1%1%-%2%-%1%2%1%1%1%2%1%2%1%

Forced to by colleagues
/ system changes in the

71-5-5910101098910company
1%*%-%1%-%2%1%2%1%1%1%1%1%1%

7227-51061091081010Price of postage
1%2%5%1%-%2%1%1%1%1%1%1%1%1%

a

Everyone else is doing
it / client's like this

9--9-21061081091010method
1%-%-%1%-%1%1%1%1%1%1%1%1%1%

Speed - instantaneous /
5*-5-254555355fast response
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: 12/07/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
93214631927128510646581114907107488010671141Unweighted total
855156388452228997602105483710028039951083Weighted total

Good for sending
32-3-*55555355invoices /attachments
*%1%-%*%-%*%*%1%*%1%*%*%*%*%

Offers more creative
31-4-241433334choices
*%*%-%*%-%1%*%*%*%*%*%*%*%*%

a

Company budget has been
3--3-233333233diverted to other media
*%-%-%*%-%1%*%*%*%*%*%*%*%*%

Increase in postal
*--*--*-******prices
*%-%-%*%-%-%*%-%*%*%*%*%*%*%

--------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

241-23-12313271421172127Other
3%1%-%3%-%1%2%2%3%2%2%2%2%2%

5-*3-252555555Don't know
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: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*bacbacbaba*baSignificance Level: 95%
-11419056215829973410718749171931141Unweighted total
-1083875511512757198819350212001083Weighted total

-583466249015338346982610102583Quicker
-%54%53%47%60%56%53%53%51%52%47%51%54%

-36328717581212113077241376363Cost saving
-%33%33%33%38%44%29%35%40%47%65%38%33%

b

-1931718145612810167317193Customer preferences
-%18%20%15%9%20%18%11%8%13%12%9%18%

aa

-6649510144759821566Environmental reasons
-%6%6%9%7%5%7%6%5%15%9%8%6%

b

Reduce admin time spent
-6048210184028--860on alternative media
-%6%6%4%7%6%6%3%4%-%-%4%6%

Convenience / ease of
-5750351441313*-1457use
-%5%6%6%3%5%6%3%7%1%-%7%5%

Proof of delivery / know
it has got there /

-2414641113-8-2624reliable
-%2%2%13%3%4%2%-%4%-%9%3%2%

acab

-1915-451226-2419More efficient
-%2%2%-%2%2%2%2%3%-%9%2%2%

Unreliable postal
-1610423121-1-116service
-%2%1%8%1%1%2%1%-%2%-%1%2%

ac

Security / data
-15151-31034--415protection
-%1%2%1%-%1%1%3%2%-%-%2%1%

Forced to by colleagues
/ system changes in the

-109-11734--410company
-%1%1%-%*%*%1%3%2%-%-%2%1%

c

-10613154311310Price of postage
-%1%1%1%2%*%1%4%2%2%5%2%1%

bc

Everyone else is doing
it / client's like this

-1081-27-22-410method
-%1%1%2%-%1%1%-%1%4%-%2%1%

Speed - instantaneous /
-55-124-2--25fast response
-%*%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 - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*bacbacbaba*baSignificance Level: 95%
-11419056215829973410718749171931141Unweighted total
-1083875511512757198819350212001083Weighted total

Good for sending
-55--41-*--*5invoices /attachments
-%*%1%-%-%2%*%-%*%-%-%*%*%

b

Offers more creative
-44--31-2--24choices
-%*%*%-%-%1%*%-%1%-%-%1%*%

Company budget has been
-33-**3-----3diverted to other media
-%*%*%-%*%*%*%-%-%-%-%-%*%

Increase in postal
-**---*-----*prices
-%*%*%-%-%-%*%-%-%-%-%-%*%

-------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2721-6225142*627Other
-%2%2%-%4%1%3%1%2%4%1%3%2%

c

-55*-23*-*-*5Don't know
-%*%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,c - a,b,c - a,b

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
83931018187108788111999831281141Unweighted total
931047297100786294100114691011083Weighted total

496637534940345051643753583Quicker
53%64%51%54%49%51%56%53%51%56%53%53%54%

h

313725383314262438422629363Cost saving
34%36%35%39%33%18%42%26%38%36%37%28%33%

gggggegggg

171911131517121823141518193Customer preferences
18%19%16%14%15%21%19%19%23%13%22%18%18%

c

75578724166766Environmental reasons
7%5%7%7%8%9%3%5%1%5%9%7%6%

ddddddd

Reduce admin time spent
10126-11*64192*60on alternative media
11%11%8%-%11%*%9%4%1%7%3%*%6%

abdgiabdgiadgiabdgiadgiadgi

Convenience / ease of
52*535443591257use
5%2%1%5%3%6%7%4%3%4%13%12%5%

jjcdehjkcdhjk

Proof of delivery / know
it has got there /

2-*2*4-2246224reliable
2%-%*%2%*%5%-%2%2%3%9%2%2%

fhjkadfhjk

21--2--2642-19More efficient
2%1%-%-%2%-%-%2%6%4%2%-%2%

afgijka

Unreliable postal
27-1**-2-2-216service
2%7%-%1%*%*%-%2%-%1%-%2%2%

bdfghj

Security / data
*2222-2-*31115protection
*%2%3%2%2%-%3%-%*%3%1%1%1%

Forced to by colleagues
/ system changes in the

2*-112---2-210company
2%*%-%1%1%3%-%-%-%2%-%2%1%

**-111--332-10Price of postage
1%*%-%1%1%1%-%-%3%2%2%-%1%

Everyone else is doing
it / client's like this

*2--2-12--*310method
1%2%-%-%2%-%1%2%-%-%*%3%1%

Speed - instantaneous /
-*----21-2-15fast response
-%*%-%-%-%-%3%1%-%2%-%1%*%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 12/07/19



Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
83931018187108788111999831281141Unweighted total
931047297100786294100114691011083Weighted total

Good for sending
----*5------5invoices /attachments
-%-%-%-%*%6%-%-%-%-%-%-%*%

abcdefhijk

l

Offers more creative
**-21-*----*4choices
1%*%-%2%1%-%*%-%-%-%-%*%*%

Company budget has been
--21**--*--*3diverted to other media
-%-%3%1%*%*%-%-%*%-%-%*%*%

Increase in postal
----*-------*prices
-%-%-%-%*%-%-%-%-%-%-%-%*%

-------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%

4*24-212442227Other
4%*%3%4%-%2%2%3%4%4%2%2%2%

--*2-*-1*-*25Don't know
-%-%*%2%-%*%-%1%*%-%*%2%*%
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
2772762783101141Unweighted total
2692752562831083Weighted total

152141136154583Quicker
57%51%53%54%54%

94858896363Cost saving
35%31%34%34%33%

48455348193Customer preferences
18%16%21%17%18%

172271966Environmental reasons
6%8%3%7%6%

bb

Reduce admin time spent
2712101160on alternative media
10%4%4%4%6%

abc

Convenience / ease of
813112557use
3%5%4%9%5%

bcd

Proof of delivery / know
it has got there /

2741124reliable
1%2%2%4%2%

d

328619More efficient
1%1%3%2%2%

c

Unreliable postal
912416service
3%*%1%1%2%

bc

Security / data
442515protection
2%2%1%2%1%

Forced to by colleagues
/ system changes in the

33-410company
1%1%-%1%1%

b

123410Price of postage
*%1%1%2%1%

Everyone else is doing
it / client's like this

223310method
1%1%1%1%1%

Speed - instantaneous /
*-225fast response
*%-%1%1%*%

Good for sending
-5--5invoices /attachments
-%2%-%-%*%

abd
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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: 12/07/19



Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
2772762783101141Unweighted total
2692752562831083Weighted total

Offers more creative
13**4choices
*%1%*%*%*%

Company budget has been
21**3diverted to other media
1%*%*%*%*%

Increase in postal
-*--*prices
-%*%-%-%*%

-----Royal Mail strike action
-%-%-%-%-%

668727Other
2%2%3%3%2%

*2125Don't know
*%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: 12/07/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
154781313945476187414340113761994Unweighted total

65521194757468010195219202000Weighted total

1741883169----380380North 0-9 Employees
27%7%15%18%23%-%-%-%-%20%19%

bcddcdbcde

5222*203513-20North 10+ Employees
8%3%2%*%*%25%27%25%25%-%1%

abcabaaaaa

61036119179----460460Mids 0-9 Employees
10%20%30%25%24%-%-%-%-%24%23%

eeeebcde

4211*203513-20Mids 10+ Employees
6%3%1%*%*%25%28%25%25%-%1%

abcabaaaa

202545195297----820820South 0-9 Employees
31%49%38%41%40%-%-%-%-%43%41%

eeebcde

41121203513-20South 10+ Employees
6%2%1%*%*%25%25%25%25%-%1%

abcabaaaa

56137299----260260Wal/Sco/NI 0-9 Employees
8%12%11%15%13%-%-%-%-%14%13%

ebcde

42311202513-20Wal/Sco/NI 10+ Employees
5%3%2%*%*%25%20%26%26%-%1%

abababaaaa
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Weighting Var
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%
242254249124912412614123812640215751641994Unweighted total

88108981707167174187331175492811192232000Weighted total

224372145-2216744266380North 0-9 Employees
3%2%4%22%86%-%1%1%95%88%1%5%3%19%

cfhabcfghjklabcfghkabcfghjklmabcfghijklcfh

lmmm

***1971-*82***20North 10+ Employees
*%*%*%1%4%*%-%*%4%5%*%*%*%1%

acfghjklmacfghjklmacfghjklm

-2-4589158-43-22105140460Mids 0-9 Employees
-%2%-%27%5%91%-%13%-%4%1%88%63%23%

kmcegkmcdefgikacdefgijcegiklmegkmcdefgijacdefgij

lmklmklmklm

--*2017*1--*3820Mids 10+ Employees
-%-%*%1%1%4%*%*%-%-%*%2%3%1%

cefgjklmcklmcefgjkl

m

-6-81457180279--269668820South 0-9 Employees
-%5%-%48%3%4%96%84%-%-%96%5%30%41%

ekmekmabdehikekmabdehijklmabdefhijklekmabdefhibdehikl

lmmjklmm

*-*20-*47-*7*120South 10+ Employees
*%-%*%1%-%*%2%2%-%*%2%*%1%1%

lmllm

7792874-11-111--260Wal/Sco/NI 0-9 Employees
88%85%89%*%-%*%*%-%1%2%*%-%-%13%

abcdefghabcdefghabcdefghijfj

ijij

866----------20Wal/Sco/NI 10+ Employees
9%6%6%-%-%-%-%-%-%-%-%-%-%1%

abcefghijabcefghiabcefghi

jj
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Weighting Var
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
253174151814768211207249217846219441994Unweighted total
203179740715937941335557717342189342000Weighted total

493315932114328171112115378380North 0-9 Employees
24%18%14%20%18%21%30%19%12%36%20%24%19%

abddehdbdeghd

3173178*132*4*20North 10+ Employees
2%1%1%1%1%*%3%1%1%1%2%1%1%

3542511434616538415341455-460Mids 0-9 Employees
17%24%28%22%21%29%7%26%24%9%29%-%23%

baafacfhacfhacfaacfh

5158128114214*20Mids 10+ Employees
2%1%2%1%1%1%2%1%1%2%2%1%1%

aa

81739124696350452522882136213820South 0-9 Employees
40%41%31%44%44%34%46%40%47%30%33%39%41%

bbgbcg

416317111132*2*20South 10+ Employees
2%1%1%1%1%1%2%*%1%1%1%*%1%

2223886174101194732182211260Wal/Sco/NI 0-9 Employees
11%13%21%11%13%14%8%13%12%20%12%33%13%

abdefgh

31791191132*3120Wal/Sco/NI 10+ Employees
2%1%2%1%1%1%2%1%1%1%2%2%1%

a
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Weighting Var
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 12/07/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45228412357919151994Unweighted total
442275125210718932000Weighted total

744925522358380North 0-9 Employees
17%18%20%21%19%19%

4213-2020North 10+ Employees
1%1%1%-%1%1%

986828326434460Mids 0-9 Employees
22%25%23%25%23%23%

5311*2020Mids 10+ Employees
1%1%1%*%1%1%

19711049745775820South 0-9 Employees
44%40%40%42%41%41%

5312*2020South 10+ Employees
1%1%1%*%1%1%

553616813247260Wal/Sco/NI 0-9 Employees
12%13%13%12%13%13%

5312*2020Wal/Sco/NI 10+ Employees
1%1%1%*%1%1%
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Weighting Var
Base: All
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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%
39090070411591935--4344833116041994Unweighted total
2928628468391961--3233125317082000Weighted total

4614019526374--2--439334380North 0-9 Employees
16%16%23%28%16%19%-%-%79%-%-%13%16%20%19%

bc

8851218---**161220North 10+ Employees
3%1%1%9%5%1%-%-%-%20%8%4%2%1%1%

abaiaiai

8119218748452---22473379460Mids 0-9 Employees
28%22%22%48%21%23%-%-%-%80%71%14%29%22%23%

abaci

992*119--*--181120Mids 10+ Employees
3%1%*%6%3%1%-%-%17%-%-%2%3%1%1%

abaai

105374341-16804-----1689715820South 0-9 Employees
36%43%40%-%41%41%-%-%-%-%-%51%35%42%41%

cbbb

6104-119-----151420South 10+ Employees
2%1%*%-%3%1%-%-%-%-%-%3%2%1%1%

a

32119109*4256----*328228260Wal/Sco/NI 0-9 Employees
11%14%13%6%9%13%-%-%-%-%18%10%11%13%13%

6103*119--*-*151420Wal/Sco/NI 10+ Employees
2%1%*%2%3%1%-%-%4%-%3%3%2%1%1%

aa
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Weighting Var
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%
18525409012171348530699138686512611994Unweighted total
28514246111671284465698128076911422000Weighted total

2-422820424680109221121200380North 0-9 Employees
100%-%90%13%7%13%17%19%17%16%17%16%18%19%

b

--**1213136916111520North 10+ Employees
-%-%4%2%4%3%1%1%1%1%1%1%1%1%

---4612264310113185286187246460Mids 0-9 Employees
-%-%-%27%27%20%23%24%24%27%22%24%22%23%

ac

--**12121581015121520Mids 10+ Employees
-%-%4%3%3%4%1%1%2%1%1%2%1%1%

a

-7-3926488490185298534317478820South 0-9 Employees
-%90%-%25%36%42%42%38%40%43%42%41%42%41%

-***1214146816111520South 10+ Employees
-%1%2%2%2%2%1%1%1%1%1%1%1%1%

-1-348159180607217499158260Wal/Sco/NI 0-9 Employees
-%6%-%23%17%13%14%14%13%10%14%13%14%13%

ddd

-*-11113158717111520Wal/Sco/NI 10+ Employees
-%2%-%5%3%2%1%1%2%1%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%
62683373534222-1128176701994Unweighted total
6169300347457*-**34136772000Weighted total

-20597469-----22106380North 0-9 Employees
-%12%20%21%15%-%-%-%-%-%43%14%16%19%

dad

*5533*--*--1820North 10+ Employees
3%3%2%1%1%46%-%-%100%-%-%9%1%1%

a

2317263118------4181460Mids 0-9 Employees
30%19%24%18%26%-%-%-%-%-%-%32%27%23%

bd

-5443*-*--*1920Mids 10+ Employees
-%3%1%1%1%54%-%100%-%-%4%5%1%1%

a

473113147197----324289820South 0-9 Employees
58%43%38%42%43%-%-%-%-%100%42%31%43%41%

*5434-----*-820South 10+ Employees
2%3%1%1%1%-%-%-%-%-%2%-%1%1%

ab

*24394961------171260Wal/Sco/NI 0-9 Employees
7%14%13%14%13%-%-%-%-%-%-%8%10%13%

-5443-----**720Wal/Sco/NI 10+ Employees
-%3%1%1%1%-%-%-%-%-%9%1%1%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%
53133325017442662440861021701522691994Unweighted total
4512352681732229154534891781592682000Weighted total

62164833231-79-12232847380North 0-9 Employees
13%17%18%19%13%-%17%-%13%13%18%18%19%

1154165-4-221320North 10+ Employees
3%1%1%1%2%-%1%-%3%1%1%1%1%

102767638459-126237473861460Mids 0-9 Employees
22%22%28%22%26%-%28%43%42%27%24%23%23%

aabc

*153174*6*322320Mids 10+ Employees
1%1%1%1%2%3%1%5%3%1%1%1%1%

2151211071098101902278273114820South 0-9 Employees
47%41%41%41%43%70%42%46%31%46%46%43%41%

ddd

1162184*4*222320South 10+ Employees
1%1%1%1%2%3%1%2%2%1%1%1%1%

51702323726342-5201334260Wal/Sco/NI 0-9 Employees
10%14%9%14%11%21%9%-%6%11%8%13%13%

bd

115317314*122220Wal/Sco/NI 10+ Employees
2%1%1%1%1%4%1%4%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%
-167118541922847023226165651994Unweighted total
-127107937923146519207158632000Weighted total

-11195514564233248380North 0-9 Employees
-%9%18%13%20%14%12%16%15%12%19%

ac

-214636133120North 10+ Employees
-%2%1%1%2%1%4%1%2%1%1%

-3423082651186594617460Mids 0-9 Employees
-%27%21%22%28%25%32%29%29%27%23%

-213647-43120Mids 10+ Employees
-%2%1%1%2%1%-%2%2%2%1%

-50451180882096816329820South 0-9 Employees
-%39%42%47%38%45%31%39%40%46%41%

b

-214535*32120South 10+ Employees
-%2%1%1%1%1%2%1%1%1%1%

-22147452051320155260Wal/Sco/NI 0-9 Employees
-%17%14%12%9%11%18%10%10%9%13%

-215525*32120Wal/Sco/NI 10+ Employees
-%2%1%1%1%1%2%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%
1886710445418331228-153470471-1397733381994Unweighted total
177319655197441111-141457464-1086893252000Weighted total

412716574118199-87271-610549380North 0-9 Employees
24%17%17%14%16%18%-%5%16%15%-%5%15%15%19%

cccc

*111271014-268-210520North 10+ Employees
1%2%1%1%1%1%-%1%1%2%-%1%1%1%1%

-162213130182240-52123118-4216784460Mids 0-9 Employees
-%22%22%25%25%22%-%37%27%25%-%39%24%26%23%

abab

1111281115-277-210520Mids 10+ Employees
3%1%1%2%2%1%-%1%1%2%-%1%1%1%1%

11284405229305458-57190201-35288145820South 0-9 Employees
64%39%42%44%41%41%-%40%41%43%-%32%42%44%41%

cc

*101261015-265-210420South 10+ Employees
1%1%1%1%1%1%-%2%1%1%-%2%1%1%1%

11131345996156-174950-189030260Wal/Sco/NI 0-9 Employees
6%16%14%11%13%14%-%12%11%11%-%17%13%9%13%

a

*131261115-254-210420Wal/Sco/NI 10+ Employees
2%2%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%
1225263984097666763112493721994Unweighted total
1331243571591356772972133552000Weighted total

482612615844472147380North 0-9 Employees
28%26%7%17%18%17%7%5%16%10%13%19%

bd

**-111121143520North 10+ Employees
2%1%-%2%1%1%2%1%1%1%2%1%

482101581951830665691460Mids 0-9 Employees
31%26%8%30%22%21%32%39%22%26%26%23%

abc

*-1-10111154520Mids 10+ Employees
4%-%4%-%1%1%1%1%2%2%1%1%

4121613276393223213393159820South 0-9 Employees
28%39%69%37%39%43%40%42%45%44%45%41%

***19121133520South 10+ Employees
1%1%1%2%1%1%1%1%1%1%1%1%

122411312287363039260Wal/Sco/NI 0-9 Employees
7%6%9%12%16%13%15%10%12%14%11%13%

-**112111134420Wal/Sco/NI 10+ Employees
-%1%2%2%2%1%1%1%1%2%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%
1623246481626347618231111194415471834150518171994Unweighted total
1577271601581241617941085194215051783142317662000Weighted total

3024310294-47334205367287331265327380North 0-9 Employees
19%16%16%19%-%11%19%19%19%19%19%19%19%19%

cc

163*16-51813201719181920North 10+ Employees
1%1%*%1%-%1%1%1%1%1%1%1%1%1%

3497418364-86424239453357406326399460Mids 0-9 Employees
22%27%30%23%-%21%24%22%23%24%23%23%23%23%

182117*51913201820182020Mids 10+ Employees
1%1%1%1%8%1%1%1%1%1%1%1%1%1%

640116266402195722458793608732579729820South 0-9 Employees
41%43%43%40%86%47%40%42%41%40%41%41%41%41%

b

172*17*51913201720172020South 10+ Employees
1%1%1%1%7%1%1%1%1%1%1%1%1%1%

219315216-66239133249184237183234260Wal/Sco/NI 0-9 Employees
14%11%8%14%-%16%13%12%13%12%13%13%13%13%

a

172*18-61911201719171920Wal/Sco/NI 10+ Employees
1%1%*%1%-%2%1%1%1%1%1%1%1%1%
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
8531141160896266363142020434391253611994Unweighted total
9171083162996265349144619335991273812000Weighted total

185195320124954296316912873380North 0-9 Employees
20%18%20%12%18%15%20%16%19%13%29%19%19%

c

8121514414251*520North 10+ Employees
1%1%1%1%1%1%1%1%1%1%2%1%1%

2192413683653773423393312103460Mids 0-9 Employees
24%22%23%38%20%22%24%17%26%34%8%27%23%

aca

9111325413342*520Mids 10+ Employees
1%1%1%2%2%1%1%2%1%2%1%1%1%

37644466333120158560981513613157820South 0-9 Employees
41%41%41%34%45%45%39%51%42%39%48%41%41%

bb

8121613413331*420South 10+ Employees
1%1%1%1%1%1%1%1%1%2%1%1%1%

10615421911304419521317331260Wal/Sco/NI 0-9 Employees
12%14%13%12%11%13%13%11%9%8%10%8%13%

7131612414241*420Wal/Sco/NI 10+ Employees
1%1%1%1%1%1%1%1%1%1%1%1%1%
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Month
Jun' 2019May' 2019Apr' 2019Mar' 2019Feb' 2019Jan' 2019Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Total base

lkjihgfedcbaSignificance Level: 95%
1651671681601651681371552091741421841994Unweighted total
1911931171801931271301841872091411502000Weighted total

363623403322203837412628380North 0-9 Employees
19%19%20%22%17%17%15%21%20%20%18%18%19%

11311311311320North 10+ Employees
1%*%3%1%*%3%1%*%2%*%1%2%1%

356218445318452941474028460Mids 0-9 Employees
19%32%15%25%27%14%35%16%22%23%28%19%23%

acdegjlgjegjacdegjlggegj

113212212-2320Mids 10+ Employees
1%*%3%1%1%2%1%1%1%-%2%2%1%

c

916549657961448774905262820South 0-9 Employees
48%34%42%36%41%48%34%47%40%43%37%42%41%

fikfikfik

11311311312220South 10+ Employees
1%*%3%1%1%2%1%1%1%1%1%1%1%

232616262415152524281720260Wal/Sco/NI 0-9 Employees
12%13%14%15%12%12%12%14%13%13%12%14%13%

112113212*1320Wal/Sco/NI 10+ Employees
1%1%2%*%1%2%1%*%1%*%1%2%1%
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Quarter
Q2 2019Q1 2019Q4 2018Q3 2018Total base

dcbaSignificance Level: 95%
5004935015001994Unweighted total
5005005005002000Weighted total

95959595380North 0-9 Employees
19%19%19%19%19%

555520North 10+ Employees
1%1%1%1%1%

115115115115460Mids 0-9 Employees
23%23%23%23%23%

555520Mids 10+ Employees
1%1%1%1%1%

205205205205820South 0-9 Employees
41%41%41%41%41%

555520South 10+ Employees
1%1%1%1%1%

65656565260Wal/Sco/NI 0-9 Employees
13%13%13%13%13%

555520Wal/Sco/NI 10+ Employees
1%1%1%1%1%
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