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EXECUTIVE SUMMARY
This report looks at the services provided by Royal Mail which is responsible for delivering letters and parcels. It is the oldest delivery service going back over 500 years. The report covers the products that Royal Mail have introduced into the marketplace and also the problems they have come across over the years and also how they overcame them. The report uses tools such as SWOT and PESTLE analysis to find out the company’s achievements and difficulties that they have come across. 
Through research it was discovered that Royal Mail developed a lot of ideas before their competitors such as digital stamps, online postage system, international shipping, integrated barcode scanners etc. Although Royal Mail made innovations over the years recently from the start of the 21st century research has shown that they have not been quick enough to adjust and adapt to the changing economy as their competitors have been. In this report one of the major factors that was noticed is that Royal Mail have not been able to keep up with the technological demands of the market as competitors have introduced clocking in and out machines, online tracking for consumers that provides approximate times and locations of where the driver is, apps for mobile phones which provide a similar service to the webpage but is more convenient. For Royal Mail to catch up they need to keep up with the times and the demands of their customers as customers’ needs are not being met therefore they are going to competitors who provide better services and are more technologically advanced in the market. Royal Mail need to study their competitors and what they are offering.  




























INTRO 
This report will aim to identify a problem in Royal Mail using tools such as SWOT and PESTLE analysis. The report looks at technological demands that Royal Mail have been struggling with and recommendations on how to overcome these. Although Royal Mail have introduced new products to consumers and the community before their competitors in the past but recently have been struggling keeping up with the demands from the market. The report states the services and products provided by Royal Mail and also their future goals and ideas. And finally the report will include recommendations and ideas that can help overcome out of the difficulty they are facing.  


ROYAL MAIL
Royal Mail is a postal and delivery service provider which is more than 500 years old, who deliver 6 days a week to 30 million addresses. It primarily operates in the UK and the companies headquarter is based in London. Although it also operates parcel delivery services in Europe through General Logistics Systems (GLS), and offers express services and logistics solutions. In the US they run overnight parcel carrier services through Postal Express. It serves customers through a network of post office branches and domestic and European parcels businesses. The company has organisations in Europe, North America, 8 states in Western US and Canada. The company also offers a range of commercial services to small and medium sized enterprises (SMEs), customers, sole traders, retailers, large businesses and other postal operators. 
Royal Mail employed 162,000 people in 2019, 140,000 were UK based and 40,000 were postmen and women. Latest figures (Statista, 2020) show that the company recorded revenues of £10,840 million in March 2020 which is an increase from £10,444 million in March 2019. Other delivery companies such as DPD, UPS, Parcelforce, DHL, FedEx and Hermes are major competitors with Royal Mail.  (Royal Mail. 2020)




















FINDINGS

NATURE, SCOPE & IMPACT
In recent years Royal Mail has not adapted quickly enough to the changes in the market place. The coronavirus pandemic has accelerated those trends. Also there is not a regular amount of new products introduced or innovated which has affected the sales over a period of time and the products developed by the company are often taken from other companies. Although Royal Mail have introduced new innovations over the years for instance in 2004 Royal Mail launched UK’s first digital stamp with an online postage system called smart stamp which is aimed mostly at small businesses. Also in 2004 they developed Post & Go machines which is an automated postal service machine. In 2006 they launched online postage service which allowed the general public to pay for, download and print their own stamps for letters and parcels. They also released Click & Drop which is an online postage and label solution, this makes it easier to ship parcels. Later that year they added international services offering shipping to 200 countries and states worldwide. Next year they provided their employees with integrated barcode readers, signature capture screens and mobile phones which enabled better tracking services. From 2009 new Compact Sequence Sorters were introduced at mail centres and some delivery offices, these machines sort the mail according to the walking routes of postmen and women. But since then there have not been any new updates or technologies introduced. Royal Mail still hasn’t adapted to the market as they are still using outdated working practices, still too many parcels are sorted by hand and delivery structures that are not meeting customer’s needs. (Royal Mail. N.D) (Royal Mail. 2000)
Royal mail not using latest technology in the business is having an effect on their employees, customers, community and also their income and profit as other competitors are taking advantage of these new technologies and using it to their benefit and gaining their customers. Employees are benefitted from the introduction of new technology as it makes their work easier, faster and more efficient, it’s also provides customers with faster and better service that meets customers’ demands and needs. 
Technological advancement has brought advances in the delivery industry from latest machines, apps, software’s, systems and products. Technological progress allows for more efficient production of better products and services which is what is needed for success. Technology is the key to economic growth, this has an affect on marketplace transformation, improved living standards and international trade. Using the latest technology is a business influences sales, costs and marketing.

SWOT ANALYSIS
From the SWOT analysis that was carried out it was discovered that Royal Mail were not using updated and latest technology services to cater for the customers. The full SWOT analysis that was carried out can be found in the Appendices. One of Royal Mails key competitors DPD is using the latest technology services to cater for their customers which includes an updated app and also SMS and emails to inform their customers about their parcels location.
DPD is offering customers one-hour delivery window so customers are not waiting for their parcels all day which is notified by SMS and email. Also to give that personal touch DPD informs customers the name of the driver that will be delivering their parcel(s) and also the position in the delivery queue that they are in which they can track on a real time map, this is a great way to keep customers informed. In the SMS and email DPD provides a rescheduling option on the day of the delivery if the customer find it inconvenient. 
Plus, the DPD app allows customers control over how, where and when customers receive their parcel. The DPD app has been downloaded over 8 million times in contrast to Royal Mail with over 1 million so it is vital to invest, update and improve the Royal Mail app to meet the demands and needs of the customers to make it more efficient, convenient and cost effective delivery. Although the Royal Mail app provides customers with changing their delivery options and tracking their items but only if a tracking number is provided however DPD offers real time tracking and a time slot. Royal Mail allows customers to buy postage, measure parcels using the Augmented Reality Parcel Sizer guide and also book a redelivery. What would make the app more useful would be to have Royal Mail automatically add incoming shipments to the Royal Mail mobile tracking app using the mobile phone number and email address provided which should automatically feed the barcode into the app. The DPD is more enhanced, updated, meets customers’ needs and demands and is using advanced technology.
Also with DPD when customers provide their email address and mobile phone numbers it allows the company to ask for feedback on the service and also DPD uses the customers details to advertise to them which benefits them as they are promoting and advertising their products and services to them. Furthermore, DPD offers live chat service to their customers where they can call or message about queries, issues or assistance. For Royal Mail to be a leading courier service they need to have the latest services, products and technologies by studying their competitors and being ahead of them. (DPD. 2020) 

Another opportunity that was found in the SWOT analysis was that Royal Mail was not using the latest parcel sorting machine to make work efficient and simpler for their employees. Royal mail need to update their manual sorting machine as it is time consuming and physically challenging, it takes longer to get parcels in the right place for dispatch. Royal Mail needs to update the manual sorting machine to the latest parcel sorting machine which uses conveyor belts and scanning technology to automatically sort parcels for dispatch to mail centres throughout the UK. The technology needs to be installed to manage the growing numbers of parcels that arrive into Royal Mail on a daily basis. As 90% of the letters are managed by automated machinery Royal Mail need to install automated parcel sorting machine to increase their capacity to process parcels at peak times. With the automated parcel sorting machines installed in all the mail centres customers will receive their parcels quicker and would be more satisfied with the service quality and timing and also employees would have pressure off them too. (King. 2019)

PESTLE ANALYSIS
When conducting the PESTLE analysis (refer to Appendices), it came to light that Royal Mail were not advertising as frequently and consistently as their competitors who were using Facebook, Instagram and Twitter to engage and interact with their customers and to also promote their offers, products and services. Competitors have been showcasing their services and products by constantly posting on social media channels to promote their brand. Social Media advertising is now the trend and is rapidly growing. Companies have recognised social media advertising as a marketing platform and have used to advertise their services/products. Social Media advertising is a powerful and effective platform for advertising as its used regularly by customers but also is cost effective to improve business performance. With social media companies can share their knowledge, use customer’s feedback to improve services and also promotes the company’s brand awareness, increasing a customer base, interacting with customers and building a relationship, market research and also maintaining the company’s reputation. Royal Mail needs to have a consistent social media presence to build their customer base, persuade customers that their services and products are better than competitors, update customers on offers, products, services and any changes to the business and to also monitor what competitors are offering. (Neti. 2011) (Nadaraja, Yazdanifard. N.D) (Assaad, Gomez. 2011)


CONCLUSION
Businesses must constantly adapt to the changes in the environment to stay competitive. Technology has changed the ways businesses operate, businesses that use the latest technologies are more efficient and tend to be the most successful as technology helps provide customers a better service and keep the company ahead of competitors so that the business does not miss any opportunities. Companies that do not invest in the latest technologies will lose potential customers and sales and also fail its customers which will divert customers to competitors. Competitors are using updated and latest technology services to provide for their customers and the local community, these include updating their apps, improved delivery services, advanced tracking facilities, updates on their parcels and promotions via their email addresses. These strategies used by competitors are more efficient, convenient and meet customers’ demands and needs. Royal Mail needs to study how technology could enhance their company and use strategies to improve their services.

RECOMMENDATIONS 
The delivery service industry is constantly changing as technology improves, therefore to meet the demands of customers Royal Mail must take advantage of new technologies to accomplish customer needs and to stay ahead of competitors. The recommendations below are some options to consider to make Royal Mails services better and efficient.

· Royal Mail need to update their manual parcel sorting machine to automated parcel sorting machines as its easier, quicker and will reduce costs and staffing levels.
· Need to update the Royal Mail app to compete with rival companies, provide services such as tracking for all parcels, send email and SMS notifications to update customers about their parcels, offer real time tracking and consider offering a one-hour delivery slot to customers. The app should also have a feedback system where customers can send their ratings or raise their complaints with issues regarding deliveries 
· Needs to be consistently active on social media platforms to boost brand awareness, promote their products and services, update on services and products and engage and interact with customers to build a relationship and also monitor competitors
· Royal Mail could introduce a system where consumers are notified when their letters and parcels have been delivered to the customer for example, postman/women should send an e-receipt when customers letter/parcel has been delivered
 (Industry Today. 2020) (Datex. N.D)

Monitoring, Reviewing and Communicating a Decision

	Decision implemented:
· Need to update their app to compete with rival companies, provide services such as tracking for all parcels, sending email and SMS notifications to update customers regarding their parcels, offer real time tracking and consider offering a one-hour delivery slot to customers
· Use email addresses and mobile phone numbers that customers provide to promote and advertise products and services
· Needs to be consistently active on social media platforms to boost brand awareness, promote their products and services and engage and interact with customers to build a relationship 

	Monitoring the decision:

	Resources:
· Arrange a team to interact with customers online, promote products and services, answer queries and solve issues to build a relationship and reputation with customers to gain back customers trust and to also show that Royal Mail is meeting technological demands
· A team needs to work on the app to make improvements and enhancements to meet customers’ needs and demands and to compete with competitors

	Key Indicators:
· The app improvements should have an impact on the sales and profit which can determine where the parcels are coming from e.g. post office, purchasing stamps through the app.
· More customers using Royal Mail app to purchase stamps and send parcels 
· Gaining feedback from customers about the new improved services 

	Targets:
· Gain potential customers
· Regain old customers that are using competitors such as DPD, Hermes and FedEx

	Data Sources:
· Sales and profit evaluation will provide data on the new strategies and show if there are any benefits and assess how they can maintain it or improve it
· From customers feedback

	Reviewing the decision:

	· How has it impacted our business?
· What affect has it had on our sales and profit?
· Is it cost effective?
· What are the pros and cons of the new strategy?
· Are customers happy and what are their thoughts on the new services?
· Does it make Royal Mail have that competitive edge?

	Communicating the Decision:

	Internal Stakeholders
Before the decision is implemented internal stakeholders will be informed about the changes that will be affect the business, these are:
· Employees
· Managers, owners
· Shareholders and board members
· Policy makers and investors
· Third party suppliers who deliver services on Royal Mails behalf 
	External Stakeholders
External stakeholders will be informed after the new strategies have been applied and reviewed, these are:
· Customers 
· Consumers 
· Local community 
· Trade unions
· Suppliers 
· Government agencies
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Appendices

Appendix 1: Royal Mail SWOT 

	STRENGTHS
	WEAKNESSES

	Highly respected and rich heritage brand
	UK business has not adapted quickly to changes in the market place such as outdated working practices as still too many parcels are sorted by hand and a delivery structure that isn’t meeting customers needs 

	One of the leading companies in the industry
	The coronavirus pandemic has caused challenges and has had an effect on the finances

	Listed on the London Stock Exchange in 2013 and is a FTSE 250 company
	33% drop in letter volume with total letter revenue down 0.9%

	Operates in 44 countries and nation states worldwide
	Losing £1 million every day due to not being able to adapt to changes quickly like other companies and the result of the pandemic

	Over 160,000+ people are employed with the company, 140,000 of them UK based and 90,000 postmen and women
	£85 million in costs during the pandemic for purchasing protective equipment’s, social distancing measures and increased employee absences 

	Ranked as the 7th largest in the UK for contributing to the UK economy a total of £10.3 million in 2019
	Due to the Pandemic £147 million was spent on voluntary redundancy charges and also 2,000 management jobs in areas including IT, finance, marketing and sales

	Offers tracking on Special Delivery Next Day
	THREATS

	37% increase in domestic parcel volumes in 2019/2020, revenue from parcels was up 28% and delivered 80 million more parcels than the previous year
	There is not a regular amount of new products which has an effect on the sales number over a period of time. The products developed by the company are often taken from other companies

	Employee app for latest info, and also a new mobile app for consumers to track their items
	Raising wages can have an effect on their profits 

	Raised over £60 million for more than 1,500 different charities since it launched the scheme in 1989. For funding and supporting charities, the company received the Lifetime Achievement Award at the 2017 National Payroll Giving Excellence Awards
	As the company operates in many countries it is vulnerable to currency fluctuations due to the political situations in number of markets around the world

	In 2017-18 Royal Mail maintained triple certification from the Carbon Trust for measuring, managing and reducing their environmental impact through carbon, water and waste
	Lack of skilled workers in certain global market is a threat to regular growth of profits in those markets

	Changes have been implemented regarding working practices such as new parcel hubs, automated clock in and clock out systems from handwritten sign in sheets, removing old letter sorting machines
	Changing environmental regulations 

			OPPORTUNITIES
	

	Offer tracking on all parcels
	

	Offer Next Day Delivery to boost sales and brand awareness
	

	Need to invest in new technologies and machineries 
	

	Expansion into countries near UK
	

	Need to install parcel sorting machines in the mail centres to help run the business efficiently 
	


(Royal Mail. N.D) (Partridge. 2020)
Appendix 2: Royal Mail PESTLE 

Political:
•	As Royal Mail is one of the leading delivery service in the world and operates in 44 countries and states, entrepreneurs would feel cautious in investing in the company therefore the intellectual properties of the company need to be protected by the political laws of the country 
•	Tax on importing and exporting affects the company’s interest in doing business in relation to that country/state
•	Royal Mail have to abide by the import and export restrictions, tariffs and trade policies 
•	Low minimum wage countries benefit with high profit resulting with the company surviving there

Economic: 
•	The GDP growth rate in the UK affects the growth of the company
•	Inflation rates affect consumers spending therefore result in a decline for Royal Mail
· Royal Mail is the 7th largest UK based company to contribute to the UK economy and in 2018-19 Royal Mail added £10.3 billion to the UK economy
•	The country’s interest rates impact on the number of entrepreneurs willing to invest in the company, the higher the interest rates more entrepreneurs will be willing to invest which in turn will increase the growth of the company.
•	As Royal Mail is involved in international trade with countries its profits are effected by exchange rates therefore fluctuating currency rates has a negative affect for the growth of Royal Mail
•	Also unemployment rates are high in the UK therefore people are willing to work for minimum wages which increase Royal Mails profits

Social:
•	As Royal Mail is a UK based company it may not be successful in developing countries where majority of the population belong to social class therefore cannot afford Royal Mails services, if people from the countries believe more in using their local services from their own country, Royal Mail will be unsuccessful due to decreased international shipping 
•	The younger population are more inclined to online shopping which will increase Royal Mails profit
· Due to the pandemic there has been a significant increase in ordering online
•	One in every 192 jobs in the UK is provided by Royal Mail
•	Employees are encouraged to volunteer and fundraise for charities 
· Royal Mails partnership with The Prince’s Trust supports young people with mental health problems
· Royal Mails online resource library ‘Teachers Post’ offers free classroom resources that are developed for all Key Stage levels

Technological:
•	Royal Mail need to use advanced technology to progress with the trend to maintain the brand name and increase profits, this can produce higher costs but will give Royal Mail a competitive edge
•	Social Media marketing has become an influential and important platform for advertising as its commonly used by customers and also easy and cost effective therefore Royal Mail should take advantage of this an improve business performance 
•	Providing tracking facilities on parcels will increase customers trust, make them loyal and perceive the company as reliable which in affect will increase sales  
· Royal Mail is working with suppliers to promote reusing and recycling of IT equipment’s
· Royal Mail encourages employees to use technology to support learning and development programmes

Legal: 
•	Employee protection laws for health and safety and discrimination against employees should be monitored, Royal Mail must provide a safe work environment and equal unbiased opportunities to its employees
•	Consumer protection laws need to be observed, data protection regulations have become an important issue due to privacy and security concerns of consumers
•	Laws need to be followed with certain quality standards and protect consumers from fraudulent marketing claims
· Royal Mail is working with suppliers to protect and observe General Data Protection Regulations (GDPR) to encourage fair, equal and diverse programmes
•	Taxes on production such as gross and net basis
•	Taxes on income such as NI, income tax, corporation tax
•	Employee payment such as basic salaries, bonuses and overtime

Environment: 
•	Currently have solar panels fitted at 6 of their sites and are reviewing to install more
•	The company’s long term goal is to have all their fleets powered by renewable energy by 2050
· Currently working with Arrival which is a commercial vehicle start-up company to develop, design and trial electric vehicles in the future
•	The company aims to reduce the amount of waste generated and the amount of water consumed by 25% by 2030 compared to 2018-19 levels
•	The company’s ‘Green Parts’ programme removes all reusable parts from end of life vehicles for reuse within the business or for resale to others
•	Royal mail use water mainly for domestic purposes such as washroom facilities and cleaning vehicles, during the year they have used 1,419,440m3 of water. Royal Mails Home Countries North Mail Centre operates waterless vehicle washing which saves over 150 litres of water per wash, the company is currently reviewing using this system in their other sites across the UK
· Extreme weather events such as flooding impacts Royal Mails ability to deliver the Universal Service Obligations
(Royal Mail. 2019)



