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The privatisation was always a sensitive topic about Royal Mail, because even before it happened, many people were not happy with this, but after it happened, and it wasn’t used properly, people started to complain more in the 7 years since privatisation. This has serious consequences for Royal Mail, especially financially, losing money over compensations or penalties from Ofcom. The bright side is, that after evaluating the company using SWOT analysis and PESTLE analysis, it was found that there are actually huge opportunities for Royal Mail to make things right in front of its customers.
Those opportunities, gather together, will make a single word: automation. This is the key so that Royal Mail can survive everything, like the declining of letters or the unhappy customers. By investing in making Royal Mail more efficient, the shareholders will have a huge profit, as the mail problem of the Royal will be solved.  
[bookmark: _Toc57123628]

Contents
Abstract	1
Table of Figures	2
Introduction	3
Main Findings	3
Nature	3
Scope	3
Impact	4
SWOT analysis	4
PESTLE analysis	5
Conclusion	6
Options/Recommendations	6
Action Plan	7
Monitored	7
Reviewed/ Evaluated	8
Communicated	8
Appendices	9
SWOT analysis	9
PESTLE analysis	10
Monitoring & Evaluation template	11
Reference List	12

[bookmark: _Toc58368002]Table of Figures
SWOT analysis of Royal Mail	5
PESTLE analysis of Royal Mail	6
Monitoring & Evaluation template	8


[bookmark: _Toc58368003]Introduction
This report was requested by the lecturer Christian Felices on 1st of November 2020. The report was made by Marinela Covasneanu 1920078 and it must be submitted on 11th of December 2020. The purpose of the report is to analyse a problem that caused the decline of Royal Mail, using analysing tools such as SWOT and PESTLE. At the same time, after conclusions will be drawn, there will be suggestions of improvement and an action plan to solve the main problem of the company.
The procedures used in this report are journals, articles and websites.
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Royal Mail represents a British postal and delivery company that operated in 43 countries. It has a wide range of services, including parcels, letters and international sending (Royal Mail, 2017). The company in also known as one of the biggest employers in the United Kingdom (Indeed, 2020), having more than 150000 employees, and higher rate of recruitment of temporary staff during the holidays. The company is operating for almost 500 years, and it has been in the public sector until 2013, when the privatisation started (KPMG, Bocconi University, 2018). Ever since then, the privatisation represented a problem for Royal Mail, the majority of customers, more than 70%, being unhappy with the change and protesting against it (Independent, 2013). 
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The nature of the problem is represented by the privatisation and all the consequences that this has. At the beginning, there were pros and cons regarding the privatisation. While some people argued that the privatisation was only made so that Royal Mail can become the sole UK universal services provider (Furniss, 2018), others hoped that the privatisation will represent a new start for Royal Mail, and the shareholders investments will be used to acquire new equipment or increase the wages (Goodman, 2013). 
[bookmark: _Toc57123631][bookmark: _Toc58368006]Scope
The company is affected by the complaints made by customers, which increased with more than 50% than before privatisation (Morley, 2018). A consequence for customers is the fact that Royal Mail can modify the prices without notice (Bloodworth, 2013). Employees are facing cuts off because the budget is lowering (The Guardian, 2020). All these mean that Royal Mail’s shareholders did not wisely invest in the company, and that they only care about making huge profit with low investment. This behaviour affects the Royal Mail in a huge way, causing a poor image in customers’ eyes, making them lose money over the complaints, up until the company will increase its prices, as will happen from January 2021, when Royal Mail will increase the price stamp with 9p to 85p (Major, 2020).
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 The company was mostly affected by the increasing number of complaints, which made the company pay £2 million to the unhappy customers in 2019, which is a bad new record for Royal Mail (Dawson, 2019). At the same time, the company’s image was affected due the increasing number of complaints, as well as the price increase. Moreover, the company’s lack of new equipment is making it to offer poor services to the customers. Also, the wrong investment made the company get rid of 2000 employees. 
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There are a few strengths that put Royal Mail in a great position to solve any type of problem. Royal Mail has a strong market position, being the UK’s sole trader. This gives the company a huge advantage, because most of the UK’s population is using the company’s services (MarketLine, 2020). The second advantage that Royal Mail has is that it is a national recognised brand, with an activity for over 500 years. This means that this is a trusted brand, and despite the complaints, people all around United Kingdom wants to use its services, but they complain because they have high expectations from this brand and the privatisation has ruined the quality of Royal Mail services. At the same time, the fact that Royal Mail offers a variety of services is a strength. Additionally, the huge number of investors is a strength that Royal Mail hasn’t fully exploited, because if the money invested were smartly used, the privatisation would have been a success (MarketLine, 2020).
Even though Royal Mail has some valuable strengths, there also has valuable weaknesses, mostly due to the fact that the company has failed to completely use their strengths. The fact that the company has low liquidity makes it almost impossible to invest in growth and innovation, but it also makes it difficult to complete their payments (MarketLine, 2020). Another weakness is represented by the constant job cuts since the privatisation, which makes the company seem unstable in front of the customers and shareholders. The final important weakness is represented by the growing number of unhappy customers, which negatively impacts the company financial and social.
The opportunities that Royal Mail has, if taken, can bring the company in a favourable position again on the market. From all the opportunities, the online retail sector is the biggest one, because it can bring a huge amount of profit, as seen in 2020, especially during lockdown, when the online shopping considerably increased (Jordan, 2020). Another incredibly huge opportunity that Royal Mail has is the investments possible due to the shareholders. Royal Mail can use those to improve the quality of work and services provided. The last opportunity is the increased efficiency because Royal Mail has the staff, but the work is not efficient. By fully maximise the staff potential, Royal Mail will have more profit. 
The threats that Royal Mail currently has are multiple.  The first one is the declining volume of letters, which affected the company’s revenue (Lawson, 2020). This is a threat for Royal Mail because the letters are started to be replaced with more modern ways of sending the information, such as the e-mail. The second threat is represented by the competitors, which are starting to appear and gain more customers due to their quality of service, for example DPD and Hermes (Pooler, 2016). The following threat is the growing number of complaints, which translated by unhappy customers, that desire compensation over the poor quality of services. Another threat is represented by Ofcom and the penalties that they give to Royal Mail, the last one being in 2020, with a value of £1.6 million for targets missed and customer overcharging (Davies, 2020). The final threat is embodied by the poor brand image, affected by the complaints and public penalties. This makes the brand to become doubtful, which represents an opportunity for the competition. 
Overall, with good and bad, Royal Mail is still a powerful company in the UK, but lack of attention to the customer and a slower adaptation to the digital era are affecting the company financially and socially. 
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There are many external factors that are directly affecting the performance of Royal Mail. The first one is political, symbolized by privatisation and Brexit. The effect of privatisation, in the beginning, was the undervalue of Royal Mail of almost £1 billion (Farrell, 2014).  The effect that Brexit will have over Royal Mail is the possibility that shareholders might chose to sell their action and invest in another company (Farrell, 2019). 
From an economic point of view, Royal Mail can be impacted by two factors: privatisation and fuel price. Privatisation made Royal Mail to cut a lot of jobs, and at the same time offer major compensation to the customers as consequence for the constant complaints received. On the other side, the fuel price is a major spending in a delivery company, so by changing the fuel price, Royal Mail can be impacted positively or negatively (Dawson, 2019). 
In regard to the social element, there are two major factors with impact on Royal Mail. The first one is the privatisation, which made the customers change their behaviour and their opinions about Royal Mail. The impact that this has in enormous, because the customers started to complain more about the negligent service, which creates a bad image of the brand. The second important element is online shopping, which makes the customer to buy more from the comfort of their own home, meaning that the workload will increase for Royal Mail, as well as the profit (Partridge, 2020). 
The technological element is represented by e-commerce and automation. Even though e-commerce negatively impacted Royal Mail due to the decline of letter, on the other side, it impacted the company positively due to the increase of parcels, which costs more than letter and produce a better profit. At the same time, the automation nowadays means that Royal Mail must renew its gear, to keep up with the new technology and become more effective, as it already does, starting with 2019, as part of a £1.8 billion investment (Highland, 2019). 
Legally, the factors that have effects on Royal Mail are data protection and sole trader. The data protection is important because Royal Mail has many personal information about its clients, such as address and phone number, and it is important to protect their privacy (Royal Mail, 2020). At the same time, being a sole trader means that Royal Mail has the liberty to chose and modify its prices without notice (Royal Mail, 2020).
From the environmental point of view, what can have the most impact on Royal Mail is a healthier lifestyle and the sustainability. A healthier lifestyle makes the people be more concerned about recycling and waste, while the sustainability can make Royal Mail use sustainable energy and fuels. 
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 In conclusion, it is clear that Royal Mail has faced not only a huge backlash in regard to privatisation, but each year this problem is getting bigger, and it is principally manifested by the unsatisfaction of the customers, which are making a lot more complaints compared to the pre-privatisation period of Royal Mail. Their dissatisfaction is mainly because the company was supposed to invest the money from the shareholders back into the company, improving the services, the gear and offering a new, fresh image to the company. Obviously, Royal Mail has failed to do so, and instead, they were firing people and give a constant bad service while using old equipment until a few months ago. 
Luckily, Royal Mail has some huge opportunities to combat this issue and to use the privatisation to invest in the company, as they should have done back in 2013. These opportunities are the budget and the online retail sector. 
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 Since all the information presented up until this point leads to the fact that the privatisation itself is not an issue, but the way it was made is what upsets people. Everyone had huge expectations from the privatisation of Royal Mail because everyone thought that there will be lots of investment, lots of modernisation and an excellent customer service as it was up until 2013, when this happened. Based on that, the following recommendations, as well as the action plan, are meant to improve the privatisation within Royal Mail, as it should from the beginning.
· Replace all the manual processes with automated processes.
· Use automatization to increase the efficiency at the workplace.
· Use automatization to increase the customer satisfaction and reduce the number of complaints.
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As shown in the plan from Appendices, the decision is to use money from shareholders to invest in new equipment and automatization that will increase the efficiency of Royal Mail and will satisfy the customers’ needs, making them happy. This decision is based on the evaluation of the problem that Royal Mail is facing since privatisation, and the purpose is to solve it and increase the customer satisfaction.
[bookmark: _Toc57123638][bookmark: _Toc58368013]Monitored
The decision will be monitored by looking at resources, key indicators, targets and data sources. 
The resources used for this decision are:
· Capital, because this decision represents a huge investment, which require a lot of money, but it is an investment in the future of Royal Mail, and it will have its profit in years.
· Shareholders, because they are the persons that must be convinced that this decision is the best since they have the capital to make it possible. 
· Staff, because the automation is a long process, and the staff must be willing to learn and work with the new equipment.
The key indicators for this decisions are: 
· New equipment in every site, because the entire Royal Mail must be automatised, so it can all work at the same pace, have the same targets and the same level of productivity.
· Efficiency increased, because if all the targets will be achieved, Royal Mail will not pay penalties again to Ofcom and can use the money to invest again in the company.
· Lower number of complaints, because this will show that the customers are aware of the efforts that are made to adapt Royal Mail to the new technologies, as well as the results of those efforts that will mean, for example, less delivery lost or damaged.
The targets for this decision are: 
· Every centre must be fully equipped with modern gear by the end of 2022.
· The number of complaints must decrease with 20% by the end of 2022. 
The information regarding the performance of this action plan will be available to the public at the beginning of 2023. 
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To effectively evaluate this action plan, the following questions will have to be answered by the beginning of 2023: 
· Has the staff managed to work with the new equipment?
· How much time the new equipment saves?
· Were all the targets achieved?
· It was worth the cost?
· How much decreased the complaints?
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 The decision will be communicated internally to the staff, so the staff can be prepared in advance for the automatization. Externally, the shareholders will have to know first because they must be willing to invest in this huge, pricey project. At the same time, the customers and mass media will also have to be informed of these changes so that they can be aware that efforts are made to ensure the customers’ satisfaction. 
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