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	Postal and delivery services help businesses and organizations to be more reliable in the service industry (Hong, Kuby and Murray 2018). This is primarily due to the tech savvy and more digital trends emerging in the business markets. Online shopping encounters several benefits for expanding its business as well. However, it is essential that businesses are capable of meeting the demands of the new phenomenon effectively (Chen et al., 2018). Factors such as taking proper control of the delivery processes, making sure that the parcel is correctly delivered to the customers, on time delivery could help businesses in increasing the efficiency of its delivery services, thereby increasing the number of deliveries for the organization (more sales revenues) (Fekadu et al. 2018). With proper and punctual delivery, organizations could expand and widen the relationship with the customers’ thereby building a good reputation and satisfaction among the customers (Kidanu, Degu and Tiruye 2017). This will also result in repeat service, and fewer chances of switching organizations are also evident.
	In addition to this, after the outbreak of the global pandemic COVID 19, postal and delivery services played a critical role in keeping the business and economy of the nation (and global) intact and on track. The parcel delivery services encountered a sudden growth or boom amidst the global pandemic COVID 19 (Patchou, Sliwa and Wietfeld 2021). Royal Mail is one such postal and delivery service organization that concenters on keeping the customers satisfied and engaged by offering high quality services and on time delivery to the associated customers (Royal Mail, 2021). This report discusses the nature, scope and impact of issues encountered by Royal Mail. The report also conducts SWOT and PESTEL analysis of Royal Mail and recommends strategies to solve the issues encountered by the organization.    
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Discussion
Company profile 
	Royal Mail is a delivery service and postal service provider offering letters and parcel deliveries to the customers of the UK (Royal Mail, 2021). The organization also operates parcel delivery networks in Europe through GLS or general logistics systems, thereby offering logistics solutions and express services to these customers. In addition to this, Royal Mail also offers midnight parcel carrier services through postal express in the USA and is an SME (small and medium sized enterprise) (Royal Mail, 2021). The organization serves relevant customers through a chain of post office branches and other European and domestic businesses that are into parcel services. The organization (Royal Mail) operates in the Western US, Canada, North America and Europe (Royal Mail, 2021).
	Royal Mail is headquartered in London, UK and primarily has two main networks or chains of operation. These include Parcel force Worldwide and Royal Mail Core Network (Royal Mail, 2021).  Royal Mail played a crucial role in supporting the economy of the nation amidst the global pandemic and is currently considered as one of the most efficient delivery service organizations (Royal Mail, 2021).
However, the organization undergoes some serious and unavoidable issues that could hamper the regularities and business operations of the organization (Vakulenko, Hellström and Hjort 2018).
For example, the organization offers no collections on Sunday, and deliveries of the customers may be disrupted, organization focuses on working hard in order to deliver a comprehensive service as required and possible to satisfy all the customers. 
Nature: However, the major and most damaging problem is that the company does not have enough human resources.
Scope: The royal mail company will be affected both directly and indirectly, but at the same time the customers will be affected because the tasks are not reached until the end.
Impact: Late deliveries, these issues directly impact the profitability of the organization (Royal Mail) as it creates problems for both senders and receivers. While collecting the parcel or letter, the receiver does not want to wait longer than the usual business standard (time) for their delivery (Vakulenko, Hellström and Hjort 2018). This issue also affects the customer service as customer encounters inconvenience and frustration when deadlines are missed from the end of delivery services.
SWOT analysis of Royal Mail
	Strengths 
a. Customer oriented 
b. Affordable services 
c. 27 * 7 availability
d. Loyal customer base
e. Strong brand recognition (Price, Wagstaff and Thelwell 2020)
	Weaknesses 
a. Stiff competition 
b. Competitive pricing 
c. Unavailability of human resources
d. Inefficient delivery management system (Price, Wagstaff and Thelwell 2020)
e. Lack of automation


	Opportunities
a. Opportunities amidst global pandemic 
b. Opportunities of penetrating emerging markets of Asia (Perboli and Rosano 2019)
c. Opportunities to improve  organizational culture, policies and technological measures (Price, Wagstaff and Thelwell 2020)
d. Expanding physical stores in small regions of Europe 
e. Increasing market share through more acquisitions (Perboli and Rosano 2019)
	Threats 
a. Stiff competition 
b. COVID 19 guidelines and protocols for delivery services
c. Governmental rules and regulations (Price, Wagstaff and Thelwell 2020)
d. Inefficient business model
e. Fake reviews of people 



Strengths:
	Royal Mail has a strong brand recognition that allows the brand in developing a loyal base of customers for the business. From the discussion above, it is evident that Royal Mail is highly concerned about delivering high quality services to the customers, thereby keeping them satisfied and engaged with the organization (Royal Mail) for an extended period of time. The affordable pricing strategy of Royal Mail makes it easier for different classes and segments of people in availing the delivery and parcel services offered by Royal Mail.
Weaknesses:
	Along with strengths, Royal Mail has several weaknesses that hinder the organization from operating properly. As a result, the overall profitability and productivity of the organization get hampered. The inefficient delivery system of Royal Mail makes it more difficult for the organization to overcome issues encountered by a customer while receiving delivery or parcel services. In addition to this, the competitive pricing strategy of the competitors makes it even more complex for Royal Mail to conduct and operate an efficient delivery system. Lack of sufficient and capable employees is one of the biggest threats that Royal Mail encounters while conducting business (Perboli and Rosano 2019). As a result, more time is wasted, and productivity is reduced.
Opportunities:
	The current opportunities created by COVID 19 have accelerated the delivery service market in several ways (Price, Wagstaff and Thelwell 2020). This has resulted in ii increased traffic of the organization, thereby allowing the organization to expand its business overseas and making a successful entry in the Asia’s emerging markets (Shrivastava, Srikanth and VS 2020).
Threats:
	The government of different nations has declared different rules and regulations regarding delivery services (Schwarz et al. 2019). Along with the stiff competition, it becomes very difficult for Royal Mail to conduct business effectively and gain organizational success.
PESTLE analysis of Royal Mail
	Factors 
	Description


	Political factors
	· Government Regulations and Deregulations on the delivery service industry: The government is sticking to all the rules and regulations under the norms of the world trade organization (WTO) (Shrivastava, Srikanth and VS 2020). Hence, there is steadiness in both makings of the policy and executions of the designed policies. 
· Adjustments of government and changes in organizational policy: There is equilibrium in making of policy from one government to another (Shrivastava, Srikanth and VS 2020). thus, governmental bodies ad institutions from all parties stick to the agreement made by the precursory government bodies


	Economic factors
	· Shifts in Demand from goods economy to that of Service Economy in every nation across the world: The allotment of services in the global economy is continuously shooting up as compared to the share of goods in different sectors such as agriculture sector manufacturing, and goods
· Rate of inflation: The rate of inflation could affect the requirement and need of Royal Mail services (offered to the customers). This is because a higher rate of inflation might require Royal Mail to consistently enhance prices in accordance with inflation that could result in lower brand loyalty levels and continuous attempts for managing different costs of the organization. Hence, amidst this situation, cost based pricing could be an inefficient strategy for Royal Mail.

	Socio cultural factors
	· Demographic Trend: The trend in demographics is one of the most significant factors in the demand prediction of an economy 9national or global) (Shrivastava, Srikanth and VS 2020). Royal Mail must therefore consider these demographic trends prior to developments of new product and combine attributes that address the need and requirement of this customer segment (Owais, Khanna and Mani 2017)
·  Behavior and attitude of customers towards spare time: Royal Mail must perform a research that is ethnographic in nature in order to recognize attitude towards both selection of free time activities and leisure activities as well (Shrivastava, Srikanth and VS 2020)

	Technological factors
	· Royal Mail must evaluate the legal status of different intellectual property rights and property rights conservation that are ordinary in the United States of America (Owais, Khanna and Mani 2017)
· Royal Mail must evaluate to what extent the local market is assembled or arranged to turn out the connectivity for 5G (Shrivastava, Srikanth and VS 2020)
· Royal Mail could also support such a situation in order to employ the best talent in the organization and in the business of Royal Mail as a whole

	Legal factors
	· Environmental Regulation affecting total cost advantage fluctuations within the service Industry (Owais, Khanna and Mani 2017)
· In addition to this, environmental regulations and standards both at national and local levels. This could assist Royal Mail in several decision making within the organization, such as the location of the plant, development of the product, and pricing strategy of the organization (Shrivastava, Srikanth and VS 2020).

	Environmental factors
	· Transparency in Judiciary System & Processes – lucidity is important for impartial and harmonious decision making within the organization (Owais, Khanna and Mani 2017)
· . If the process is compatible and unambiguous, then Royal Mail could design or organize ahead with a better position.
· Business Laws: Before launching into emerging and new markets: Royal Mail requires to evaluate the different laws of business and the existing differences from the home market (Owais, Khanna and Mani 2017)
· .
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	Therefore, from the above discussion, it can be concluded that Factors such as taking proper control of the delivery processes, making sure that the parcel is correctly delivered to the customers, on time delivery could help businesses in increasing the efficiency of its delivery services, thereby increasing the number of deliveries for the organization. After the outbreak of the global pandemic, postal and delivery services played a critical role in keeping the business and economy of the nation on track. However, the postal and delivery service organization undergoes some serious and unavoidable issues that could hamper the regularities and business operations of the organization. These issues directly impact the profitability of the organization, and the good will of the organization is also hampered. Hence, it is essential that Royal Mail must implement the recommended strategies in order to operate efficiently and effectively.
Recommendations
	Effective delivery management within organizations helps in increasing the overall efficacy and lower the amount of effort and time required n spent while dealing with deliveries of the organization (Yang and Strauss 2017). In addition to this, effective delivery management helps in taking control of different delivery processes and make sure that the parcels or letters arrive at the customers on time (Meyer et al., 2019). Royal Mail lacks efficient delivery management (Akeb, Moncef and Durand 2018). As a result, it is essential for Royal Mail to make sure that the organization implements an effective management for delivery that could help in reconciling the trust and satisfaction among customers. Following recommendations could be made:

a. Automating shipping rules: it is evident that after the outbreaks of the global pandemic COVID 19, human resources as well as IT services are getting digitalized (Akeb, Moncef and Durand 2018). Hence, it is recommended that Royal Mail concentrates on capitalizing on the ability of the organization to automate different processes (Khotsa and Sebola 2020). This could help Royal Mail in acquiring a new customer segment and base, thereby providing a better and simpler experience to the customers (by lowering the overall involvement of humans in different processes of the organization).
b. Picking orders faster: Royal Mail could do several things In order to pick orders faster for the organization (De Silva et al. 2017). Hence, it is recommended that Royal Mail designs the order list in association with the location the parcel is to be delivered (Gonyo et al., 2019). In addition to this, it is also recommended that Royal Mail picks many orders at once (otherwise known as batch picking), consider the time devoted for picking products and accordingly evaluate and investigate the human resources capable of doing it faster for the organization (Akeb, Moncef and Durand 2018).
c. The tracking availability of employees: availability of employees is the biggest concern for Royal Mail. This finite resource of Royal Mail makes it essential for the organization to use them wisely in different business functions (Burnett and Lisk 2019). Hence, it is recommended that Royal Mail keeps a proper track of its employee availability in different regions of their service (Akeb, Moncef and Durand 2018). In addition to this, it is also recommended that Royal Mail concentrates and emphasizes on understanding the needs of current resources within the organization, thereby anticipating the future needs and demands of the market (Simoni et al., 2018). Tracking employee availability will allow Royal Mail in scheduling their service in accordance with the current sales forecasts (making use that no resource is under or overused). 
d. Fostering strong culture within the organization: after implementing a rational and feasible concept within the organization, it is essential that Royal Mail focuses on promoting a better organizational culture within the organization (Kahre, Hoffmann and Ahlemann 2017). For this, it is recommended that Royal Mail aligns its employees with different overarching principles. Other than this, it is also recommended that Royal Mail concentrates on establishing a strong and robust relationship with the customers associated with the business. 
e.  Keeping constant track of different shipping costs: it is recommended that Royal Mail identified different shipping costs for the organization, which includes an environmental fee, freight cost, carrier rates and several others (Meyer et al. 2019). These rates could be used for comparing with current carrier rates in the market (Akeb, Moncef and Durand 2018). As a result, Royal Mail could evaluate the deviations through invoice control reporting (Meyer et al. 2019). This will also help Royal Mail in insuring faster shipments of the parcel to the customers.
Monitoring the strategies:
	In order to monitor and review the recommended strategies, it is essential that Royal Mail implements a proper and effective monitoring strategy that would help in evaluating the files and track organizational resources efficiently (Ntshakala and Nzimakwe 2017). This will also allow Royal Mail in attaining all the corporate goals and objectives of the organization (Kahre, Hoffmann and Ahlemann 2017). Hence, in order to create an effective monitoring strategy for the organization following monitoring strategies may help:
a. It is essential that Royal Mail monitors the components as a whole (which includes system level, component level and application of metrics as a whole) through a 360 degree feedback structure (Ntshakala and Nzimakwe 2017). Doing this will help Royal Mail in obtaining a bigger picture of the whole situation (Kahre, Hoffmann and Ahlemann 2017).
b. It is also important that Royal Mail measures every page (individual as well as multi step transactions) (Maseko 2018). This will help in gaining a beer transaction track of the organization, thereby evaluating the overall profit of Royal Mail.
c. Comparing the overall performance of the organization with that of relevant competitors could also help Royal Mail in understanding the issues to be addressed effectively (Schwarz et al., 2019). This could be done with the help of a balanced scorecard of both the organizations.
d. A baseline for employee performance must be set within Royal Mail, and accordingly, configure alerts must be notified to the employees working lower than the baseline of the organization (Kahre, Hoffmann and Ahlemann 2017). Besides, if the performance of the employees varies could also be notified using configuration alerts. This will also assist Royal Mail in roving the issues before the customers are affected (Ntshakala and Nzimakwe 2017). 
e. In order to review and monitor the performance of the employees and the organization as a whole, it is essential that Royal Mail aligns all its metrics with the current objective of the organization (Simoni et al., 2018). This will help in monitoring the relevant data efficiently, and performance could also be evaluated based on the requirement.
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