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Royal Mail is currently having a huge problem with privatisation. People are unhappy that the privatisation did not improve the company as it should, and moreover, it did exactly the contrary of what it was supposed to done, meaning that no investments were made into the modernisation of the company, employees were fired and the revenue continued to decreased due to compensations, letter decline and penalties from Ofcom. 
The SWOT and PESTLE Analysis showed that there are lots of potential in Royal Mail to modernise and to use the benefits of privatisation, and that potential was explored in the recommendations and action plan, which are focused on modernising the Royal Mail as a solution to all the problems that the company is currently facing. 
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This report was requested by the lecturer Laura James in November 2020. This report has the submission date on 11th of December 2020, and it was written by Florin Negurita 1913524. 
The purpose of this reports is to find the problem that cause the decline of Royal Mail and to investigate it, using micro and macro analysis such as SWOT Analysis and PESTLE Analysis. These analysis will show potential opportunities and the causes of the problem. Based on this information, there will be a few recommendations regarding how to solve the problem and improve the situation of Royal Mail, then an action plan that will be applicable. The action plan will focus on the solution with the most highest rate of success to solve the problem that is causing the decline of Royal Mail.
To create this report, there were used sources such as reliable websites, articles and journals.
[bookmark: _Toc58585256]Royal Mail
Royal Mail is a postal and delivery service group with a history from about 500 years. The company has multiple services, such as Letter and Parcel Delivery, Express Parcels Delivery Services, Marketing Mail Service, Direct Mail, Facilities Management and Catering Services, all these being part of the 3 big groups: Royal Mail, Parcelforce Worldwide and General Logistics Systems, also known as GLS (MarketLine, 2020). One would think that these multiple services and brands makes the company a leader on the market, but the reality is different. Royal Mail, which was a public company until 2014, began its privatisation in 2014, even though the idea was negatively received by everyone in 2010, when it first started to appear (Economics Online, 2020). Since then, the company has faced many struggles, like the decline of sending letters, the job cuts and a rising number of customer complaints, which many argue that all these happen because of privatisation (Furniss, 2018). 
[bookmark: _Toc58585257]Nature of the problem
Privatization is defined as the transfer of a business from the government to a private owner, and mostly, this is happening because the company needs to be more efficient and to meet more targets (The Economics Time, 2020). As demonstrated in the description, the privatization can invest in the company and make it more profitable. In the case of Royal Mail, the contrary happened. The modernization that is so much needed by the company never happened, as many people hoped back in 2014 (Economics Online, 2020). What happened instead was that the taxpayer had to pay £1 billion because the company was listed wrong, more than 12000 people lost their jobs, the automation was never done, and the customer complaints increased with 51% since privatization (Furniss, 2018). This is the reason why the privatization represents such an alarming problem of Royal Mail. 
[bookmark: _Toc58585258]Scope of the problem
What really affected the privatization of Royal Mail was the online shopping, which saw a massive growth in the last few years. Usually seen as an opportunity, the online shopping and customers’ expectations represented a threat for Royal Mail due to the lack of resources and infrastructure to meet those expectations (Consultancy.uk, 2018). The problem is reaching that far that it affects the customers in a negative way, making them complain more and ask for compensations from Royal Mail, which, in the end, it affects the company (Haven, 2018). 
[bookmark: _Toc58585259]Impact of the problem
As already described, the privatisation had a negative impact on Royal Mail and on its customers. The customers started to be more unsatisfied with the services provided by Royal Mail, especially since, after privatisation, Royal Mail started to decline the receipt, which made the customers complain more (Consultancy.uk, 2018). On the other hand, the privatisation had a negative impact on the company because since it started to be regulated by Ofcom, it was fined for a few times, the most recently having to pay £1.6 million to Ofcom due to late deliveries and customer overcharging (The Guardian, 2020). The customer overcharging was happening because Royal Mail is a sole trader in the United Kingdom, and it has the right to modify its prices without notice (The Guardian, 2020). At the same time, Royal Mail was affected because it also had to pay huge amounts of compensation to the customers, value of £2 million (Dawson, 2019).
[bookmark: _Toc58585260]SWOT Analysis
By conducting a SWOT Analysis for Royal Mail, it can be helpful to see that are the strengths of the company, that can be used to solve the privatization problem, and opportunities when those strengths can become useful for the company.
The strengths are represented by the fact that Royal Mail is a sole trader, a private company and offers multiple services. The sole trader is a strength because it can give Royal Mail the freedom to choose its prices and make its services more affordable and attractive to the customers. On the other hand, even if privatization is a problem because it is not used correctly, the fact that the company is private is a strength because it can provide investments that can modernize the company. At the same time, by having a wide range of products, the company can meet the needs of multiple customers and gain customers in front of the competition. 
The weaknesses that Royal Mail currently has are the lack of modernization and the customer complaints. The lack of modernization is making Royal Mail to lose profit, because they deliver slower the packages that the competition who has a more automatic system. At the same time, since they deliver slower due to the lack of modernization, they did not meet the targets of delivery set by Ofcom, and this is making Royal Mail to lose an extra amount of money due to penalties. Moreover, the customers complaints that are constantly rising is not helpful for the company, since they must focus to solve the problems that they created instead of focusing on the efficiency. These weaknesses are connected, and both impact the company in a negative way, especially financially. 
The opportunities that Royal Mail has are the online shopping, investments, and modernization. The online shopping can be seen as an opportunity because it gives the company an extra profit because the parcel delivery volumes are increasing (Lawson, 2020). The investments that should be provided due to the privatization can increase the efficiency of the company. The modernization is more a necessity than an opportunity, because if it is not made, Royal Mail will be constantly in decline, will lose money, profit, staff, and the customer’s trust, since the company will fail to meet their new expectations. 
The threats that Royal Mail currently has are the loss of revenue and the competition. The loss of revenue affects the company the most because they have to reduce costs in order to survive, which means that the company is constantly firing employees, cutting bonuses and tries to cut the costs instead of investing in something that will help the company recover (Royal Mail, 2020). The competition is a huge, constant threat for Royal Mail, which also make the company to pay fines to Ofcom because they constantly break the competition law (The Guardian, 2019).
[bookmark: _Toc58585261]PESTLE Analysis
The macro analysis show what external factors are impacting Royal Mail and why and offer a perspective regarding the things that needs to be improved within the company.
The political element shows that Royal Mail is impacted by Brexit and privatization. Brexit can negatively impact the company, if a deal with the European Union will not be made, having the potential to influence the shareholders to sell their shares in Royal Mail (Royal Mail, 2020). At the same time, the privatization had a negative impact over the taxpayer, so the opinion regarding this aspect is that Royal Mail shouldn’t be privatized.
The economical element shows that Royal Mail is impacted by unstable fuel price and privatization. The unstable fuel price can directly impact the costs and the profit of Royal Mail, which are mostly using cars to complete their delivery (Ambrose, 2020). On the other hand, the privatization impacted the company negatively by having job cuts, price cuts and an increasing number of complaints that led to revenue loss. 
The social element shows that Royal Mail is impacted by online shopping and privatization. Online shopping is proving to be an opportunity for Royal Mail to increase its profit and solve the new needs of their customers. At the same time, privatization led to multiple customers complaints and revenue loss, which is a constant threat.
The technological element shows how important are the online communication and the modernization for the future of Royal Mail. The online communication represents an opportunity for Royal Mail to increase its profit due to the increasing number of online orders and the parcels sending. The modernization is a huge opportunity for Royal Mail to gain profit, but it requires a huge investment, which was delayed since the privatization happened. 
 The environmental element shows that the modernization and the recycling have both huge impacts over Royal Mail. The first one, modernization, has a positive impact over the planet due to the fact that is increases the efficiency of the company. At the same time, the recycling reduces the waste created by the packages and papers not used.
The legal element shows how important is GDPR in Royal Mail, and how it affected the letters volume and the customer’s complaints over the lack of receipts. 
[bookmark: _Toc58585262]Conclusion 
In conclusion, it is important to notice how many elements were impacted by the privatisation of Royal Mail and how little effort put Royal Mail and its shareholders into making this privatisation worth it. It is sad to notice that customers are experiencing lots of problems since the privatisation, and Royal Mail is getting fined, loss profit, fire its employees, when the privatisation should have brought a lot of positive change into the company, such as modernisation. This privatisation negatively affected everyone, and people are now sceptical with Royal Mail. 
It is also important to notice that there are a few opportunities for Royal Mail and its shareholders to reverse the effect of privatisation, such as making an investment into modernisation. This will bring not only efficiency, but will also increase the customer satisfaction, the quality of services and the revenue. 
[bookmark: _Toc58585263]Recommendations
As mentioned in the conclusions, the only way for Royal Mail to finally solve the privatization problem is to actually use privatization and its benefits. What the CEO needs to do is to talk with the shareholders and build a plan that will modernize the entire Royal Mail, and the favorable results will not delay coming. 
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The action plan is built over the idea of modernization, the decision implemented being to modernize the entire Royal Mail by the end of 2025. 
This action plan comes as to harden the recommendation, and to show a perspective about how Royal Mail will improve over the years and what will have to gain, or to lose. 
[bookmark: _Toc58585265]Monitor
The resources needed to monitor the decision are money, staff, managers, and shareholders. The money must come from the shareholders, so the two of them are the most important resources, and without them, the action cannot work. At the same time, the staff and the managers are used to make sure that the plan is followed correctly, and the investments from the shareholders are correctly used to the scope of modernize the Royal Mail.
The key indicator that will monitor the decision are the modernized stations, the profit, and the customer satisfaction. The modernized stations will prove that the investments were successfully done, while the profit and the customer satisfaction till prove the success of modernization within the company. 
The targets that this action plan must achieve in order to be successful are: 
1. Have all the equipment renewed by 2025
2. No more costs cuts by 2023
3. Increased customer satisfaction by 20% by 2022
4. Increased profit by 10% by 2023
This will show is all the steps of the plan were correctly made, and if this solution was actually the best for Royal Mail. If the targets will be all achieved, it will mean the success of the plan and the solving of Royal Mail’s problem, the privatisation.
All the reports from each year and the press articles will show the success or the failure of this action plan, because being a private company, every year must have financial results public.
[bookmark: _Toc58585266]Review
To review the decision, the following questions will have to find their answers to determine the success of the action plan. 
1. Was all the equipment renewed?
2. There were costs cuts?
3. The customer satisfaction is increased?
4. The profit in maximum?

[bookmark: _Toc58585267]Communication
The communication is divided between internal and external. The internal communication must be made to the employees, because they are important in making sure that the action plan is correctly implanted inside the company. On the other hand, the external communication must be made to the customers and to shareholders. The shareholders are important because they decide if the action plan is good enough to invest in it. If the shareholders do not agree, the action plan cannot be implemented, because it will not have the capital to be put in practice. At the same time, the customers are important because they are one of the most affected people from the privatization. Involving them in decisions will grow the customer satisfaction and will make the customers appreciate that the company is finally making efforts to meet their needs and listen to them.
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