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 This report is meant to show how the decline of letters affected Royal Mail. There are lots of factors that contributed to the decline of letters, but mainly, they resume to the GDPR and the customers’ needs, which drastically changed during the last few years. 
To identify how Royal Mail can combat the problem, a SWOT Analysis and a PESTLE Analysis were conducted, and it identified potential opportunities, such as automation, which can help the company overcome this issue. 
The conclusion led to a action plan, which revolved around the idea of making Royal Mail a parcel-oriented company, instead of letter-oriented. The action plan contains targets and a strategy that, if followed, will help Royal Mail in the future.
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Christian Felices requested this report in November 2020, and it is compiled by Anghel Adrian Brezeanu. The date of submission for this report is 11th of December 2020.
The purpose of this report is to analyse Royal Mail using tools such as SWOT analysis and PESTLE analysis, to discover more about the problem that Royal Mail is currently facing. After the evaluation is made and conclusions are taken, recommendations will be given, including an action plan that, if used, will solve the problem of Royal Mail. 
For a better understanding and identification of the problem, the report will be supported by articles and journals.
[bookmark: _Toc57123629][bookmark: _Toc58550021]Main Findings
Royal Mail Group is a postal services group that operates all across Europe, but it is better known and used in the United Kingdom. It offers a wide range of products, and it operates through five business segments: Royal Mail Letters, General Logistics Systems, Post Office, Parcelforce Worldwide and other minor business (MarketLine, 2011). The company operates in 44 countries around the globe, and has more than 149000 employees, which makes it a profit of around £300 - £340 million each year (Hyett, 2020). Even though the company has a huge revenue, it constantly sees a decline in letter sending (William, 2019), with 8% decrease in only 9 months. Moreover, the constant decrease of letter sending affects Royal Mail financially since its main activity is to be a letter delivery. 
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One of the biggest problems that Royal Mail is currently facing is the decrease of letter sending. This problem has multiple causes, such as GDPR and Online Communication. The GDPR, also known as data protection, made people to be more careful when they are sending personal information through post. Even though sometimes is necessary, for example exchange of passport or creation of drivers licence, mostly people are trying to use be in control of their data (Curry, 2018). On the other hand, online communication is making the consumers to be able to send the information faster, communicate more effectively and be responsible regarding their personal data. People are currently using modern ways to communicate, such as social media or e-mail, where the advantage is that they can do this anytime, anywhere, without having to worry that their message might be delayed (Falch, Henten, 2018).
Unfortunately for Royal Mail, which is one of the oldest postal company in the world (Reuters, 2020), the letters will continue to decline as people are getting to know how to use more the online communication, and the decline has been foreseen for a few years now (Statista, 2020), but the company delayed to adapt to the changes in Digital Era (The Guardian, 2020).
[bookmark: _Toc57123631][bookmark: _Toc58550023]Scope
Beside the GDPR and Online Communication, as already mentioned, Royal Mail has also failed to adapt to the new customers needs and to the fact that parcels are growing, and letters are not (Hooper, Hutton, Smith, 2008). This problem affects Royal Mail enormously, in many ways. The first effect of this problem is represented by the profit loss. In 2020, Royal Mail announced a 9% revenue loss from letter delivery in 2020 (Royal Mail, 2020). Moreover, in May 2020, the Royal Mail CEO, Rico Back, announced his resignation from the company with immediate effect, since it failed to deliver a bigger profit, and the letters continued to decline (Hyett, 2020).
[bookmark: _Toc57123632][bookmark: _Toc58550024]Impact
Unfortunately, even though the decline of letters was predicted by the company and by many analysts, this still has impacted the company in a negative way. In the beginning, all the managers did not receive any type of bonus at the and of the financial year 2019/20, as the company struggled with revenue loss (Royal Mail, 2020). Moreover, the company’s plan to cut costs included to fire an incredible number of 2000 management employees, which means that 2000 lost their job, families lost their income, especially during a global pandemic (The Guardian, 2020).  On the other hand, Royal Mail decided to hire for holiday 2020 a number of 37000 temporary staff (The Sun, 2020), which is directly in opposition with the idea of cutting costs that was presented at the beginning of 2020. 
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The SWOT Analysis conducted in Appendices has shown that Royal Mail has strengths and opportunities that can overcome the weaknesses and the threats that the company are currently facing. 
The company’s strengths are multiple, but what Royal Mail needs to do with them is to use them in a smart way, that can bring them multiple benefits. The first strength is the represented by the multiple services that Royal Mail is offering, from letters to parcel, to sensitive documents. This is making the company be suitable for all the customers, whatever the needs that they might have. The second strength is the fact that Royal Mail operates internationally, which again, is suitable for a certain type of customer that needs this service. The next strength is represented by the staff that Royal Mail has and works to deliver the best quality. The number of staff also makes Royal Mail to be one of the top employers from UK, especially in holiday season, when people might need extra money. The following strength is represented by the low level of debt that the company has, which makes possible strategies like investments or pay rise. The final strength is represented by privatisation, which can help Royal Mail develop.
Royal Mail’s weaknesses are not so many, but they are important and affect the company. The first weakness is poor management, since they are failing to adapt Royal Mail to the modern world, as well as resigning when the company’s number are decreasing. The following weakness is the lack of automation, which makes the company be a lot slower in its activities. The final weakness is represented by the staff that is constantly fired, which creates an uncertain environment for all the employees. 
The opportunities that Royal Mail has can help the company overcome the declining of letter. The first opportunity is provided by investments that can be made in the company by the shareholders. This is an opportunity because the investment can create a more certain environment and help with the costs cuts. The next opportunity is provided by the automation that exists on the market, and Royal Mail can use the investments to purchase the necessary equipment to move things faster and increase the profit during the years. At the same time, another opportunity is provided by the parcel growth, which can considerably increase the profit of the company if the company will focus more on that and less on letters. 
The threats that Royal Mail are currently facing can decide its fate. The first threat is, obviously, the decline of letters, which affected the company’s finance and staff. The second threat is the competition, because, while Royal Mail is still focusing on letter, the competition is focusing on parcel growth, making profit. The final threat for Royal Mail is represented by the unsatisfied customers that are constantly complaining about the company’s services (Consultancy, 2018). 
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The macro analysis from Appendices shows how many things affects a company, especially Royal Mail, a huge company that operates in 44 countries. 
The political element of the analysis shows that Royal Mail is impacted by privatisation and by the different policies regarding postal services from all the 44 countries. The privatisation made the United Kingdom government to lose around £1 billion, because the analysts that shared the company on the stock market in 2014 failed to price it correctly (The Guardian, 2014). On the other hand, the different policies from all 44 countries might produce instability in Royal Mail’s activities.
The economical element of the analysis proves that the Brexit, along with privatisation, can impact the decision of shareholders to invest more in Royal Mail or to chose not to, and invest in something else. This is putting the company at risk to lose its investors if it cannot find a way to overcome the losses created by the decline of letters. 
The social element of the analysis is representing the customers’ habits in regard to Royal Mail. The customers’ complaining have a huge impact on Royal Mail, having to pay huge amounts of money to compensate the unhappy customers (Haven, 2018) or even pay penalty to Ofcom for a poor customer service (Ofcom, 2020).
The technological element of the analysis shows that the automation is something that Royal Mail must take seriously into consideration this part so it can stay on the market and not lose customers over the competition who is more efficient.
The environmental element of the analysis is focusing on waste and Royal Mail can improve this by reducing the amount of junk mail delivered, reduce pollution by reducing the use of the cars to deliver junk mail and overall promote recycling.
Lastly, the legal element of the analysis shows that GDPR had a huge impact over the amount of letters delivered, because people are more sensitive and conscious about their private data, and Royal Mail must comply and protect it. 
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In conclusion, it is interesting to see how so many factors can negatively impact a company, if it struggles to keep up. The decline of letter is a process that happened over the years and even though it was foreseen, Royal Mail somehow refused to adapt to the changes, until the last moment. The parcel growth should be seen as an opportunity for the company to remain on the first place, and not involve so much energy to make the letters work again in an era where the consumers has other needs. For Royal Mail, it is important to count on its strengths, such as the multiple services, and its opportunities, such as automation, to stay in a leader position on the postal services, regain the profit and solve the issue with the costs cuts.
Unfortunately, it is not an easy project and it is not coming overnight, this is why an action plan can help to see into the future and improve.
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Based on opportunities identifies in the SWOT Analysis and PESTLE Analysis, it is safe to say that the best thing that Royal Mail can do to recover from the revenue loss due to the decline of the letter is to transform the company into a parcel delivery company, which will offer the customers that are sending or receive parcel a more suitable customer service, the main focus being the parcels. This will make the company increase the profit and cut the costs for letters, which is keeping the company behind.
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The action plan proposes a solution for the problem that makes Royal Mail to be in decline. This solution is represented by the transformation that must happen inside Royal Mail to make the company be parcel-oriented instead of letter-oriented. This solution promise to increase the profit, the customer satisfaction and to automatise all the Royal Mail’s deposits. 
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The resourced that Royal Mail needs to develop this action plan are: 
· Capital – it is necessary for any business to have a capital to invest in any type of change, especially in this case, when the change includes a new main activity and automation.
· Employees – it is necessary to have the entire staff involved in the progress of a company, because they are the ones that help with implementing the decisions. 
· Shareholders – since the company is private, shareholders have the decision and the possibility to make this action plan happen.
· Managers – managers are important in any changes because they are the ones that lead the staff.
· Equipment – it is important to chose the right equipment for the automation, to use first hand products, which will have guaranty and will last longer.
The key indicators for this action plan are: 
· more parcels delivered in the same amount of time
· distance from the competitors
· increased customer satisfaction
· increased profit
· overcome the revenue loss from the decline of letters.
The targets that will show the success of this action plan are:
· Reduce the letter delivery to 5 days/week with the option to buy next day delivery by the end of 2021
· Increase the number of parcels delivered by 20% by the end of 2021
· Increase the profit with 9% by the end of 2021
· Reduce the number of complaints by 40% by the end of 2022
· Automatise all the deposits by the end of 2024.
The results of this plan will be shared by the company at the end of 2021, 2022 and 2024. 
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To review this action plan, at the end of each year, the following questions will be asked: 
1.	How many customers bought the next day delivery?
2.	How many parcels were delivered compared to the last two years?
3.	How much did the profit increase?
4.	Are all the deposits atomised?
5.	How many complaints were, compared to the last two years?
These questions are important because they will show the progress made by the company with this action plan, and also it will show further development strategies.
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[bookmark: _Toc57123641]The internal stakeholders that must know the decision are the employees because they will help with the implementation and they have the most opportunities to deliver customer service.
The external stakeholders that must know the decision are the shareholders and the customers. Shareholders must be aware and agree to this action plan because this will be based on their money, and the customer must know so that they can be aware that good changes are happening inside the company.
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