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Executive Summary 
         This report is going to be based on royal mail and the issues that royal mail are facing. Royal mail are facing several issues, but the main focus is going to be on one problem in particular which has affected Royal Mail and its services to the public. When identifying the root of this problem within royal mail an analytical tool will be used nature, scope and impact. A SWOT analysis will then be conducted to help identify the strengths, weaknesses, opportunities and threats that royal mail has. This report will also contain a PESTEL which will highlight the political, ecological, sociological, technological, the law and environmental factors that the royal mail face.
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Introduction

The purpose of this report is to identify an issue that Royal mail are facing and give a more detailed account of what this issue entails and how it affects its services that it provides to its customers in the United Kingdom. This will be achieved by identifying and gathering data by conducting a SWOT and PESTEL and identifying the nature, scope and impact of this problem to get a more detailed view and more in-depth account. This report will then offer potential solutions to the problem in question and how these solutions were reached. This report will also indicate potential impacts to the business and make recommendations for potential solutions. This report will state how the situation  will be monitored and how often it will be reviewed, followed by  how it will be communicated to all parties relevant.

















Main Findings
 Within the research data found Royal mail have several issues but identifying one main issue at Royal mail is that due to an increase in mail and parcels being purchased online, this has caused a massive backlog within Royal Mail Plc and the postal sorting centres. With an already large backlog this was unfortunately made worse over the Christmas period. With the creeping backlogs due to the current COVID-19 pandemic, it is currently making the on-going situation very difficult to manage and maintain but also causing a lot of pressure to the firm and its staff. They are finding the situation very overwhelming as they try to stick to the current guidelines of social distancing. With many staff also being absent from work due to self- isolation or having been affected by COVID-19, this is adding to the already great work-load of the Royal Mail. (The Guardian, 2021).

 The nature of this problem is that Royal mail has come up against its biggest challenge yet due to the COVID-19 Pandemic. Due to the pandemic Royal Mail have been majorly affected with backlogs of mail and parcels from the public, which has caused significant delays in mail being delivered which is affecting their customers around the United Kingdom. With various restrictions and lockdowns implemented by the Government this has caused a massive increase on items being ordered online as the public aren’t able to purchase goods from local shops which in turn has created massive backlogs within Royal Mail and made it very difficult to deliver these goods to their customers in a timely manner. Royal Mail has always been a key part of the UK’s infrastructure and during this unprecedented time has kept the country moving. Throughout the pandemic it has been vital that Royal Mail remained open for business to keep delivery of parcels and mail going to keep the country together, keeping people connected, keeping businesses operating and helping many people who may not have the option to leave their homes due to shielding and self-isolation.

The scope of the problem is that if Royal Mail do not take control of the backlog of parcels and mail soon the situation will only get worse as time goes on resulting in customers not receiving their mail and parcels on time. This will put pressure on managers, their customers including businesses and all members of their workforce.  
This has majorly impacted the Royal mail workforce causing immense pressures of trying to get all the parcels and mail delivered on time especially over the Christmas period. This will also impact the managers at Royal mail with them having to recruit and train new staff whilst working with a lessened workforce due to illness and isolation which in turn has applied more pressure on staff to deliver all mail and parcels being on time.  This has impacted their customers who most likely will not receive much needed items on time and may require them as a matter of urgency. Royal Mail has implemented various working practices and procedures to help address the situation that they are in. Royal Mail created jobs and recruited additional workforce to take on the extra demand and help attempt to control the increasing backlogs. Overtime has also offered to help keep up with the demand.  Royal Mail also made the decision to implement Sunday collections to help deliver mail and parcels to their customers during these challenging times. Royal Mail significantly invested in personal protective equipment for colleagues and having necessary coronavirus related measures put in place to in local mail centres and delivery offices to keep their workforce and customers safe. To manage COVID-19 related sickness and isolation periods Royal Mail introduced social distancing measures and reduced opening hours of Customer Service points at local delivery offices to keep the number of people being together in shared spaces and vehicles to keep personal contact to a minimum. Royal Mail has communicated with its customers throughout the pandemic a lot has been done throughout their digital channels. Royal Mail has kept their customers up to date with delays and disruptions to which areas where staffing levels have been affected due to positive cases of COVID-19 and isolation periods. Changes were also made to special delivery times to make allowances for delay of guaranteed times of recorded mail being delivered. Royal Mail have also been aiding the National Health Service by prioritising the delivery of vaccination letters to ensure people have their letters on time and attend their appointments which is vital to helping us beat the on-going pandemic. (Royal Mail,2021).
Royal Mail was involved in a call made by Cabinet Office with other online retailers. This call resulted in Royal Mail agreeing to support the delivery and returns of the COVID-19 testing kits for all essential workers. Two types of testing kits being rolled out will be sent first to all NHS staff workers. Followed by the second roll out of immune test kits will be delivered to the customers address for the test to be completed at home. Royal Mail will support the deliver and the return of these testing kits. All return testing kits will be delivered through the Royal Mail T24 return service. The Health and safety of all our staff members is high priority. Royal Mail and the Chief Medical Officer are in partnership to ensure the safety of our colleague's health. Throughout the process all staff are to abide to social distancing guidelines and ensure to wash their hands regular after and before handling mail. Joyce (2020).




SWOT Analysis 

Graph of the SWOT analysis can be found in appendix

After conducting a SWOT analysis on Royal Mail, the data shows that a strength within Royal Mail is they have a very strong distribution network with many outlets meaning they have tried their best to have the best storage facilities and transportation system to ensure their customers the happy and to ensure the safety of their goods. Also Royal Mail has a low-cost structure which helps them to be the best delivery service against other competitors. Another strength is Royal Mail have been reported to be in a good financial position over several years and have also earned a very good profit along the way. This means Royal Mail have been relied on over the years by many customers to deliver a good service and always provide a high level of customer satisfaction. As well as being in a good financial position Royal Mail employees are highly qualified members of staff meaning they have taken the time to ensure they have the best staff members that are the most suitable for the job and will fulfil all deliveries to the best of their ability and in a timely  manner. They also have a strong asset base which provides them with their supplies and pushes new and exciting products and a place for training their staff. Lastly Royal Mail are very well known over all social media networks with over a million followers this means customers have be pleased and happy with the service received in the past and are also happy that they can communicate easily with them via these social media sites. A few weaknesses within Royal Mail are that the properties used by Royal Mail are on rental which all gets added to the finial costs and also Royal Mail are not spending enough money on research and developments. It was also found that even though they are spending over the average amount for the normal expenditure are not spending enough in comparison to other competitors. Within the data gathered it shows a high employee turnover with a low employee motivation and working morale meaning there are more employees leaving their jobs with Royal Mail causing more costs along the way. These costs include recruitment costs which has also proved time consuming for Royal Mail and after recruitment providing training for new staff members and developing their existing staff whilst ensuring the safety of all staff within the company. Another weakness found is they experiencing cash flow problems as there is a lack of financial planning leading to circumstances where there is not enough money to unplanned borrowing. Also having fewer current assets then current liabilities can cause liquidity problems for Royal Mail in operation. The Final weakness with the extra demand of work to cover, it then caused stress on its employees to ensure all jobs are covered resulting in putting a high amounts of pressure on all staff within the workforce. The opportunities for Royal Mail are the number of internet users has risen giving Royal Mail a better opportunity to expend more online and interacting with the costumers more. E-commerce has also grown allowing Royal Mail to open online stores and the increase of users on social media network has risen giving a great opportunity for Royal Mail to promote all their products and services as well as engaging with all their customers and a great way to gather any feedback from the customers. Along with customer expansions is more now as the household income has increased this may cause growth within the target market at Royal Mail. This has also given Royal Mail a good opportunity to promote more environmentally friendly products and services for its customers. Threats within Royal Mail are new entrants coming to the market alongside several other individuals that have entered the market in search for gaining company share from exciting company's this could cause Royal Mail to lose a lot of their customers. It would also devalue exchange rates which will affect Royal Mail with international sales while its suppliers are local. Another threat is more competition within the industry which could force Royal Mail to adjust to the price changes or risk loss of market share if it doesn’t adjust. Final threat is more substitute products available which can cause consumptions of current products to decrease. Williamson (2018). 
Hooper (2010) suggested it would also benefit the firm to encourage the firm to be more customer- focussed with its commercial strategy/diversification for the digital age.




PESTEL Analysis on Royal Mail 

(Fern Fort University,2021) Political Factors that impact Royal Mail Plc
Political factors play an important part in defining the many factors that could cause impact to Royal Mail Plc’s long-term success and profit in a certain country or market. Whilst operating in many countries Royal Mail operate in Industrial Goods and services and exposes itself to various types of environmental and political system threats. Royal Mail Plc will scrutinize and explore various factors before entering or investing in a certain market. 

Economic Factors that impact Royal Mail Plc

Royal Mail Plc could investigate and explore many environment factors that could influence in the firm’s decision making and have an impact to its performance and success. These could consist of various factors such as inflation, savings rate, interest rates and foreign exchange rates. Other indicators could include consumer spending, along with the industrial Goods and services growth rate alongside a forecasted growth rate for the industrial sector and also the organisation itself. The economic cycle would establish the total demand for goods and services within the industrial sector and investments in the economy would also be taken into consideration. Whilst other microenvironment factors for instance competition norms could potentially impact the competitive advantage of the firm.

Social factors that impact Royal Mail Plc
Society’s culture can severely impact the values of the working environment at an organisation. The general population share different beliefs and attitudes, and this can play a great role in how marketers at Royal Mail Plc can invest in their products by researching and tailoring to the needs of their customers in each market. This research will play a huge part in how they design the marketing message for industrial goods and services industry consumers.

Technological factors that impact Royal Mail Plc
Technological has caused big disruption in a short amount of time in various industries. To give an example in the transportation industry, over the last 5 years the industry has been evolving at a very fast place, which has impacted even the most successful organisations who have really struggled to cope. Even the well-established taxi industry has been dominated by players like Uber and Lyft. The car industry is continually evolving and moving at pace towards automation led by technology. Established firms such as google and manufacturing have been disrupted by Tesla, which has stated an electronic car revolution.

Environmental factors that impact Royal Mail Plc
The profitability of an organisation can be impacted greatly in different markets, this can be caused by a range of norms and environmental values within those markets. Even different states within one country, may follow different environmental and liability regulations to evade mishaps or environmental disaster.

Legal factors that impact Royal Mail Plc
In many organisations, legal framework and institutions are not tough enough to protect the intellectual rights within the firm. A firm should always cautiously evaluate before entering any market as it can lead to theft of an organisation’s secrets and can cause a firm to lose its competitive edge.

Recommendations
In 2010 (Hooper,2010, p.8) for Command of her Majesty suggested that its pension deficit should be part of a wider package of measures which should help the sustainability of the postal service greatly suggesting that this should be acted on now more than ever. If Royal Mail fails to act on this a barrier will still remain within the sector.

The (House of common,2015, p.43) suggested that Royal Mails costs should be included in the Audited Regulatory accounts. If, however Royal Mail fails to provide their figures it is recommended that the government should consider extending the remit of Ofcom.

A spokesperson for Communications Workers Union said that all the staff members at Royal Mail have been at higher risk than the wider population being in work without the pandemic risking their own health to allow Britian to remain connected. It is recommended that like all other essential services/workers our workforce provides an essential service, and the government should offer the vaccinations to all members of staff at Royal Mail Plc as a matter of urgency after all other vulnerable individuals have been vaccinated. (Chapman,2021).

Monitoring, Reviewing and communicating
Monitoring and reviewing should be done on a regular basis and also involve frequent checks. All results of monitoring should be documented and filed away for later observation if required. This should be communicated to all staff members through regular staff meetings. (Chartered Accountants, 2009).




Conclusion 
Based on the information found within the report it shows that Royal Mail are in a very unfavourable situation due to the current COVID-19 Pandemic. Royal Mail are finding the situation very difficult to take control of with members of staff still being absent from work self-isolating. With an increasing workload of mail, Royal Mail has struggled to keep up with the extra demand and in turn has put immense pressure on its staff to deliver customers mail and parcels on time. Royal Mail have invested in the firm by creating more jobs and conducting additional recruitment to gain resource to ease the pressures and try to resolve the situation they are in whilst in these uncertain times. It also shows that Royal Mail has made adjustments to its practices and made necessary changes in aid of its customers. Its also confirms that Royal Mail invested in training, social distancing practices and Personal Protective Equipment across its workforce and workplaces to ensure the safety of its staff and customers. This report has also revealed that Royal Mail has opportunities to improve its firm but also indicates a few weaknesses which can cause high impact to the firm if it does not stay competitive and invest wisely in its products and its customers. This report also indicates that Royal Mail has agreed to do the delivery and return of the testing kits to all key workers. This report has also clarified that Royal Mail is a reliable and successful company that their customers generally rely on and have continued to put their trust in them even throughout the pandemic. This report has also proven how much of a key part Royal Mail Plc has played over the pandemic to keep the country moving and keeping its customers connected which has been critical.





Appendix

	Strengths

•  Very strong distribution network and large number of outlets.
• Low-cost structure which help with competition.
• Good financial position and excellent profits.
• Highly qualified and diversified work force.
• Well known on social media

	Weaknesses

• Rental charges for property's
• Not enough money being spent on reach and developments.
• High employee turnover rate.
• Cash flow problems and current level of assets.
• More work than it is employees.


	Opportunities

• More internet users and E-commerce growing.
• Increase of users on social media.
• Household income has increased.
• More environmentally friendly products and services.

	Threats

• New entrants in the market.
• Expenses of fuel rising.
• Devalued exchange rates
• More competition in the industry
• More substitute products available.





	Political
• The countries strengths and political stability of the industrial Goods and services sector and how this contributes to the country’s economy.
• Threats of military infiltration
• The possibility of corruption especially in the industrials sector
• Existing trading partners
• Taxation- tax rates and incentives
• Wage Legislation- minimum wages and overtime 
• Compulsory benefits for employees

	Economic
• Type of economic system and stability of countries in operation
• Exchange rates, Inflation and interest rates and stability of host country currency.
• Succession of financial markets- Infrastructure quality in industrial goods and services industry.
• Employment costs and workforce productivity in the organisation
• Economic growth rate of the organisation
• Unrestricted income


	Social
• The statistical characteristics and skill level of the population
• Grade structures, positions, and hierarchy within the organisation
• Education levels in the Royal Mail Plc’s industry
• Cultures of the population (gender roles, social conventions.)


	Technological
• Rapid technological development created by Royal Mail Plc challengers
• Technology’s impact on the products being offered by the firm
• Analysis of the impacts on the cost structure in industrial goods and services industry’s
• Analysis of the Impacts on value chain structure in Industrial sector


	Environmental
• Weather 
• Climate change
• Laws regulating environment pollution
• Air and water pollution regulations in industrial goods and services industry's
• Waste management and recycling in the industrial sector
• Approaches towards “green” or ecological products and support for renewable energy

	Legal
• Anti-trust law in industrial goods and services industry and overall, in the country
• Discrimination regulations
• Copyright, patents/ intellectual property regulations
• Employment regulations 
• Health and safety regulations
• GDPR (General Data Protection Regulation)
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