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[bookmark: _GoBack]Executive Summary

In my report I tried to highlight the reasons for the decline for Royal Mail by studying the nature, purpose and impact of the most important problems that Royal Mail is facing at the moment. I tried to make an analysis of the internal environment and found strengths and weaknesses of this company in order to find the problems they face. In fact, I also analysed the external environment and found the opportunities and threats they are facing now. In other words, I prepared a SWOT analysis that helped me not only to identify the problems of this company as well as made me express my opinion about the solutions that could help in solving these problems.
Also in order to identify the problems that Royal Mail is facing now, I drew up a PESTLE analysis to see what external factors influence the company's well-being and I found out how over time the company has suffered from political changes, rising prices or diversifying tastes.
After the study I did to prepare this report I can say that the decline of Royal Mail was a long process in which mistakes were made such as hiring unskilled staff, unsustainable changes within the company, not investing in modernizing methods and Delivery techniques have led to a decrease in the trust they had in front of their customers but also an image stain for his collaborators
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1.0 Introduction

I wrote this report at the request of my lecturer, Christian Felices in the module Problem Solving and Decision Making on September15, 2020 with a deadline of December 11, 2020.It was made by the student Madalina Petre.
The purpose of Report was to provide an analysis of the current problem faced by Royal Mail by using the analytical tools such as SWOT,PESTLE and Fishbone Diagram to gather informations.Using those I try to offer a conclusion an suggest opinions for improvement at Royal Mail.I use reports,websites and Harvard references to support my findings.


2.0 Findings
Royal Mail Group plc is a British multinational postal service and courier company, originally established in 1516 as a department of the English government. The company's subsidiary Royal Mail Group Limited operates the brands Royal Mail (letters) and Parcelforce Worldwide (parcels). General Logistics Systems, an international logistics company, is a wholly owned subsidiary of Royal Mail Group. The group used the name Consignia for a brief period in the early 2000s, before reverting to its original name.
The company provides mail collection and delivery services throughout the UK. Letters and parcels are deposited in post or parcel boxes, or are collected in bulk from businesses and transported to Royal Mail sorting offices. Royal Mail owns and maintains the UK's distinctive red pillar boxes, first introduced in 1852, many of which bear the initials of the reigning monarch. 





3.0 The nature,scope and impact of the problems faced by Royal Mail
Royal Mail is grappling with a number of challenges at the moment as well as fierce competition from rivals at home and abroad,one of the challenge is not acting how they should with their competitors. One of them is that Royal Mail shares had shed around a quarter of their value in the last year after it warned on full-year profit and said crucial productivity improvements had failed to materialise. The post and parcels delivery reported that trading conditions in the UK had been extremely challenging, leading its letters volumes to drop by 7% in its first half. Then another problem is boardroom uncertainty .The postal group needs some stability in its boardroom  because in the last years they change a lot of CEO. Productivity failure meaning  that the postal service, which floated in late 2019, said it would miss its target for improving productivity – it was up just 0.1% in the first half, compared to an aim of 2-3%.
3.1 The nature of slow modernisation
One of the visible problems of this company was the lack of progress in modernizing it. To maintain the health and future of the universal postal service, the 2008 report recommended  that private sector capital was required for Royal Mail in the form of a strategic partnership with a company with corporate experience of modernisation.
The specific need for corporate experience is reduced today in the light of the good progress made with modernisation at Royal Mail since 2008 and the arrival of new management.
It is high tech for the 500-year-old postal operator that is struggling to keep up in the world of online shopping — but already old hat for Amazon and other rival delivery companies.
Almost a decade after an independent government report declared that Royal Mail must “modernise or decline”, there is serious doubt about whether it can adapt fast enough to claim its place in the market.


3.2The scope of slow modernisation
“The parcel market has become a lot more competitive since the initial public offering in 2013,” says David Kerstens at Jefferies, the US investment bank. “Royal Mail is making progress on modernisation but is it fast enough?”
In Royal Mail case the modernisation ,even if it was very slow did not have a good impact on the customers who been affected by the new system they try to implement. Small businesses and shops reliant on an early post been particularly affected.
In 2009 Royal Mail had plan investment to provide new equipment for delivery postmen and women and is in addition to more than £800 million to been spent on the modernisation of the business. Royal Mail wanted to invest a total of £2.1 billion in transforming Royal Mail bu the group faces two immediate challenges as it modernises this business.

First, it is starting from too far behind its rivals. Competitors such as DPD, DHL and Hermes are building new delivery hubs and introducing new technology. Amazon is already on its way to testing the use of drones to deliver packages in the UK.
3.3The impact of slow modernisation
Roger Sumner-Rivers, founder of Parcelhero, the courier company, says that even where Royal Mail is modernising services — such as the introduction of automated parcel sorting — “it is simply playing catch-up with the rest of the industry”.
 Second they did not completed the plans to buy the new equipment which  they wanted to introduce in all delivery offices and they put  only 9,000 handheld tracking from a total of 27.000.
They did not buy new vehicles to make sure that postmen and women are able to take everything for their round with them without the need to be replenished mid-way through the day hoe they promise.
Almost 2,400 electric powered trolleys, 4,000 high capacity trolleys and 24,000 lightweight trolleys to take the weight off postmen and women’s backs and help them carry letters, packets and parcels safely and efficiently but it was not enough for a company with more than 160.000 employees.
As a result, postmen and women could not be able to handle the increased proportion of packets and parcels in the mailbag – generated by the internet shopping market – in a safe and efficient way.
They knew that traditional letter volumes been  falling by up to 10 % annually, and they did not been  absolutely focussed on the need to create an operation, which give them the very best chance of winning packets and parcels business in an intensely competitive marketplace. They fail to increase ability to track the delivery of goods and internet shopping orders and they were not very determined to create the modern, efficient business that meets their customers’ needs and expectations.
Also with this slow modernisation they fail to protect jobs and to make people’s job more easy. From 2009 only in 2015 they been able to sort and label the parcels by machines so they can be tracked  electronically, system that fail so many times and like results they lost a lot of customers who find another company where they can track their order.

4.0 SWOT analysis of Royal Mail Company
SWOT analysis is a strategic planning tool that can be used by Royal Mail managers to do a situational analysis of the organization . It is an important technique to map out the present Strengths (S), Weakness (W), Opportunities (O) & Threats (T) Royal Mail is facing in its current business environment.
4.1 Internal Strategic Factors of Royal Mail
Strengths of Royal Mail
-notable success in New Markets – Royal Mail has built expertise at entering new markets and making success of them. They use Export with Royal Mail and Sustainable Advertising Mail helped  the company to build new revenue stream and diversify the economic cycle risk in the markets it operates in.
-Good Returns on Capital Expenditure – Royal Mail is relatively successful at execution of new projects and generated good returns on capital expenditure by building new revenue streams.
Weakness of Royal Mail
-Not very good at product demand forecasting leading to higher rate of missed opportunities compare to its competitors. One of the reason why the days inventory is high compare to its competitors is that Royal Mail is not very good at demand forecasting thus end up keeping higher inventory both in-house and in channel.
4.2 External Strategic Factors
Opportunities for Royal Mail
-Lower inflation rate – The low inflation rate bring more stability in the market, enable credit at lower interest rate to the customers of Royal Mail.
-Economic uptick and increase in customer spending, after years of recession and slow growth rate in the industry, is an opportunity for Royal Mail to capture new customers and increase its market share.
-The new taxation policy can significantly impact the way of doing business and can open new opportunity for established players such as Royal Mail to increase its profitability.

Threats Royal Mail Facing
-No regular supply of innovative products – Over the years the company has developed numerous products but those are often response to the development by other players. Secondly the supply of new products is not regular thus leading to high and low swings in the sales number over period of time.
5.0 PESTLE analysis on the Macro environment of Royal Mail Company
PESTEL analysis provides great detail about operating challenges Royal Mail will face in prevalent macro environment other than competitive forces. For example an Industry may be highly profitable with a strong growth trajectory but it won't be any good for Royal Mail if it is situated in unstable political environment.
Political factors which influences Royal Mail
Economic factors which influences Royal Mail
Social Factors that Impact Royal Mail 
Technological Factors that Impact Royal Mail 
Environmental Factors that Impact Royal Mail Plc
Legal Factors that Impact Royal Mail 



6.0 Conclusions
There is no doubt that Royal Mail is less efficient than its counterparts. Its modernisation began after many other postal companies and is taking place more slowly, against a background of declining volumes of business.The company recognises that it is only part way through its transformation and has some way to go to be best in class. In its second submission to the panel, Royal Mail said that it “fully recognises that the pace and extent of change in business performance and culture needs to accelerate.”
Modernisation was clearly challenging for Royal Mail’s existing workforce. Transformation should bring a significant reduction in jobs over time. But changes to policy will also bring rewards, secure the remaining jobs and help manage risks. If the plan they had and implemented effectively had work modernisation should secure the future of the postal service, bringing stability for the company and establishing a sound basis for future growth.
The Swot Analysis of the Royal Mail is a good indication of its Strength and Weakness internally and its Opportunities and Treats in the outside market.
The highly skilled hard working staffs having high commitment motivated by the efficient management and the firms large and other financial resources forms the Strength of the Royal Mail.
The Royal Mail do have new opportunities to identify more customers and Business clients and providing support to them which will have a competitive advantage over its rivals.
The Competitors like TNT, DHL, UKMAIL and the possibility of more rivals to enter the Industry forms the main threats for the Royal Mail. The wide usage of internet, online banking, online delivery and e-mailing has reduced its number of customers to a large extend has made huge reduction in the volume of mails in the Royal Mail is also considered as big threats.
The Royal Mail still stands as the Standard postal service in the United Kingdom with its valuable staffs and its improved services like First class service, weekend service etc. Royal Mail also provides online supports and International postal services. The Administration of the Royal Mail includes series of committees like The Audit and Risk committee, The Management board, Pensions committee, Remuneration committee, Nomination committee and Social and Responsibility Committee. The new Human Resource Strategy and policies are being Introduced by the Royal Mail in order to face these threats and for the motivation of the workers.

7.0 Options
Royal Mail now needs to focus more heavily on parcels and less on letters.
The shake-up also includes axing around 2,000 managers to lop £130million off its annual wage bill, as well as getting rid of 'old, outdated ways of working'. 
This includes introducing automatic clocking in and out for postal workers instead of handwritten sign-in sheets, and getting rid of old sorting machines.
Too many parcels are sorted by hand and they  are failing to adapt business to fundamentally lower letter volumes and holding on to outdated working practices and a delivery structure that no longer meets customer needs so they need to buy new equipment to work faster and better. 
Also, in order to modernize, they must introduce training programs for employees, this is the only way they will be able to offer customers quality services and increase their revenues. 
It must also make the work of employees easier with new equipment and machines that will be able to make them faster and they will keep up with the competition. Modernization should also take into account new innovations such as drones or fast and new parcel tracking systems and encourage within Royal Mail a more customer-focussed commercial strategy/diversification for the digital age.
Also they must  ensure that cash is available to fund modernisation - acknowledging that the state of the public finances means that Royal Mail will find it even harder to compete for Government capital against other public spending priorities.
Modernisation should mean  diversification and expansion ,will similarly involve major capital expenditure, and may involve the acquisition of other companies over time. Over the last five years Royal Mail has made only limited moves to adapt its business, either through moving into other parts of the value chain or through geographic expansion. 
Restructuring of its network is an expensive proposition. Royal Mail has to to invest in new machinery and new and improved facilities over the next five years.
In order to modernise, Royal Mail must be able to plan and deliver necessary business changes at least as fast as its competitors. It needs to consult with its workforce and unions, and be held accountable by its shareholder. But it also needs confidence that its plans can be carried out free from outside intervention, particularly when conflicting agendas and competing relationships threaten to interfere with the process. 






8.0 Action Plan
 To sustain the universal service, Royal Mail must be able to respond, and respond quickly, to the structural decline in the letters market which is now under way. That means tackling the constraints  like inefficiency, the pension deficit and poor relationships with unions and the regulator ,the investments in people in order to have skilled employees ,investments in new techniques or equipment for faster and with more volume delivery and also they had to fructify all the possibilities to gain more money(expansion, diversification of their services or products)
In a declining market, modernisation can be defined in very simple terms: the need to change culture in order to focus on customers, reduce costs and increase revenues.
Based on experience in other countries, the process of modernising a national postal operator such as Royal Mail can be divided into two distinct phases. Both are important.
Transformation. The company’s first priority must be to improve efficiency and reduce costs. Typically, this involves restructuring the company’s national network of mail centres, distribution centres and delivery offices to ensure that it is configured to meet current and future demands in the most efficient way. This process will require investment in automation and a more flexible approach to working patterns, embraced by both management and unions. 
Diversification and expansion. With the letters market in structural decline, finding new sources of revenue is essential. This may be achieved by extending the range of its postal services (taking advantage of the growth in e-fulfilment for example), by providing related products, or by expanding to cover a wider geographical area.
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10.0 Appendices
4.0 SWOT analysis of Royal Mail Company
SWOT analysis is a strategic planning tool that can be used by Royal Mail managers to do a situational analysis of the organization . It is an important technique to map out the present Strengths (S), Weakness (W), Opportunities (O) & Threats (T) Royal Mail is facing in its current business environment.
4.1 Internal Strategic Factors of Royal Mail
Strengths of Royal Mail
-notable success in New Markets – Royal Mail has built expertise at entering new markets and making success of them. They use Export with Royal Mail and Sustainable Advertising Mail helped  the company to build new revenue stream and diversify the economic cycle risk in the markets it operates in.
-Good Returns on Capital Expenditure – Royal Mail is relatively successful at execution of new projects and generated good returns on capital expenditure by building new revenue streams.
-Highly successful at Go To Market strategies for its products.
-Strong distribution network – Over the years Royal Mail has built a reliable distribution network that can reach majority of its potential market.
-They have GLS a delivery company who is successful and keeps step with Amazon
-Financial Position: Royal Mail has a strong financial position with consecutive profits in the past 5 years, along with accumulated profit reserves that can be used to finance future capital expenditures.
-Partnerships: Strategic partnerships are established by Royal Mail with its suppliers, dealers, retailers and other stakeholders. This allows it to leverage them if need be in the future.
- Over 150,000+ people are employed with the company
-Being a company with a long history, the old people always used their services and because it was easier for them to receive packages or letters by classical methods.
Weakness of Royal Mail
-There are gaps in the product range sold by the company. This lack of choice can give a new competitor a foothold in the market.
-The company has not being able to tackle the challenges present by the new entrants in the segment and has lost small market share in the niche categories. Royal Mail has to build internal feedback mechanism directly from sales team on ground to counter these challenges.
-Not very good at product demand forecasting leading to higher rate of missed opportunities compare to its competitors. One of the reason why the days inventory is high compare to its competitors is that Royal Mail is not very good at demand forecasting thus end up keeping higher inventory both in-house and in channel.
-Need more investment in new technologies. Given the scale of expansion and different geographies the company is planning to expand into, Royal Mail needs to put more money in technology to integrate the processes across the board. Right now the investment in technologies is not at par with the vision of the company.
-Diversification in the workforce: The workforce at Royal Mail is concentrated with mostly local workers, and low amounts of workers from other racial backgrounds. Lack of diversification makes it difficult for employees from different racial background to adjust at the workplace, leading to loss of talent.
-Investment in Research and Development is below the fastest growing players in the industry. Even though Royal Mail is spending above the industry average on Research and Development, it has not been able to compete with the leading players in the industry in terms of innovation. It has come across as a mature firm looking forward to bring out products based on tested features in the market.
-Lack of legal experience and legal department employees are not highly qualified.
4.2 External Strategic Factors
Opportunities for Royal Mail
-Lower inflation rate – The low inflation rate bring more stability in the market, enable credit at lower interest rate to the customers of Royal Mail.
-Economic uptick and increase in customer spending, after years of recession and slow growth rate in the industry, is an opportunity for Royal Mail to capture new customers and increase its market share.
-The new taxation policy can significantly impact the way of doing business and can open new opportunity for established players such as Royal Mail to increase its profitability.
-New environmental policies – The new opportunities will create a level playing field for all the players in the industry. It represent a great opportunity for Royal Mail to drive home its advantage in new technology and gain market share in the new product category.
-Decreasing cost of transportation because of lower shipping prices can also bring down the cost of Royal Mail’s products thus providing an opportunity to the company - either to boost its profitability or pass on the benefits to the customers to gain market share.
-Technological developments: technology comes with numerous benefits among many departments. Operations can be automated to reduce costs. Technology enables better data to be collected on customers and improves on marketing efforts
-E-commerce: There has been a new trend and a growth in sales of the e-commerce industry. This means that a lot of people are now making purchases online. Royal Mail can earn revenue by opening online stores and making sales through these.
-Social Media: there has been an increase in the number of social media users worldwide. The three social media platforms; Facebook, Twitter and Instagram, have shown the greatest number of increase in monthly active users. Royal Mail can use social media to promote its products, interact with customers and collect feedback from them.

Threats Royal Mail Facing
-No regular supply of innovative products – Over the years the company has developed numerous products but those are often response to the development by other players. Secondly the supply of new products is not regular thus leading to high and low swings in the sales number over period of time.
-Growing strengths of local distributors also presents a threat in some markets as the competition is paying higher margins to the local distributors.
-Liability laws in different countries are different and Royal Mail may be exposed to various liability claims given change in policies in those markets.
-Technological developments by competitors; New technological developments by a few competitors within the industry pose a threat to Royal Mail as customer attracted to this new technology can be lost to competitors, decreasing Royal Mail’s overall market share.
-Shortage of skilled workforce in certain global market represents a threat to steady growth of profits for Royal Mail   in those markets.
-As the company is operating in numerous countries it is exposed to currency fluctuations especially given the volatile political climate in number of markets across the world.
-Increasing competition: there has been an increase in competition within the industry putting downward pressure on prices. This could lead to reduced revenue for Royal Mail if it adjusts to the price changes, or loss of market share if it doesn’t.
-Increased promotions by competitors have been a threat for Royal Mail. On most media, there is more clutter than ever, and customers are bombarded with multiple messages. This reduces the effectiveness of promotional messages by Royal Mail.


5.0 PESTLE analysis on the Macro environment of Royal Mail Company
PESTEL analysis provides great detail about operating challenges Royal Mail will face in prevalent macro environment other than competitive forces. For example an Industry may be highly profitable with a strong growth trajectory but it won't be any good for Royal Mail if it is situated in unstable political environment.
Political factors which influences Royal Mail
-Level of corruption - especially levels of regulation in Industrials sector. The corruption can influence various business operations, ranging from licensing, contracting, fraudulent deals to frequent lawsuits. If Royal Mail Plc. decides to enter in markets with the corrupt economic, political system, it will threaten the organization's sustainable development by destabilizing the society, harming justice system and endangering the rule of law.
-Bureaucracy and interference in Industrial Goods & Services industry by government.
-Legal framework for contract enforcement
-Trade regulations & tariffs related to Industrials
-Anti-trust laws related to Industrial Goods & Services
-Taxation - tax rates and incentives. Entering in countries with high taxation level will directly influence the profitability of Royal Mail Plc. High taxation affects international trade and prevents exports. Royal Mail Plc. can enter in low taxation markets and benefit from high profits that can be invested in research and development activities. The organization may also study the industry specific taxation policies to understand the host government's priorities and interest in developing industries.
-Wage legislation - minimum wage and overtime

Economic factors which influences Royal Mail
-Government intervention in the free market and related Industrials
-Exchange rates & stability of host country currency.
-Efficiency of financial 
-Skill level of workforce in Industrial Goods & Services industry.
-Education level in the economy
-Labour costs and productivity in the economy
-Economic growth rate. The GDP growth rate will determine the Royal Mail Plc.’s ability to pursue its long-term growth strategies. High GDP also signals the consumers’ ability to spend more on offered products.
-Unemployment rate.High unemployment signals the availability of surplus labor at comparatively lower wages. Operating in such a market can lower the production cost of Royal Mail Plc.
-Inflation rate
-Interest rates. The organization should also carefully consider the interest rate and its influence on borrowing ability and attitude towards investment. The high interest rate will encourage the attitude towards investment and increase growth opportunities for Royal Mail Plc.

Social Factors that Impact Royal Mail 

-Demographics and skill level of the population. Changes in demographic patterns like aging population, migration trends and socio-economic variables have paramount importance for international business organizations like Royal Mail Plc. Studying the demographic characteristics can help Royal Mail Plc. in choosing the right market segment/segments with high growth potential. 
-Culture,class structure, hierarchy and power structure in the society. Culture is considered an important variable by international marketing managers. Each society has distinctive norms and values that play an important role in shaping consumer behavior. Royal Mail Plc. should develop local teams and develop local partnerships for understanding the societal attitudes and norms to tailor marketing strategies according to unique cultural context.
-Education level as well as education standard in the Royal Mail ’s industry
- Spending patterns and behaviour. The consumers’ spending patterns are influenced by their purchasing power of money. Studying and forecasting the consumers’ purchasing power based on relevant economic indicators is important to analyse the customers’ interests and spending patterns.

Technological Factors that Impact Royal Mail 
-Recent technological developments by Royal Mail competitors
-Technology's impact on product offering. Technological innovations and development level
- Social media marketing

Environmental Factors that Impact Royal Mail Plc
-Weather. Changes in weather and climatic conditions can influence business efficiency. For instance, extreme weather conditions can increase the cost of operations and compel the Royal Mail Plc. to make the value chain more flexible.
-Laws regulating environment pollution
-Recycling
-Waste management in Industrials sector
-Attitudes toward “green” or ecological products. There is a growing trend towards the use of green/eco-friendly products. Royal Mail  can take it as an opportunity and adopt green business practices to win the trust of stakeholders.
-Attitudes toward and support for renewable energy

Legal Factors that Impact Royal Mail 
-Discrimination law. Anti-discrimination laws (like equal employment opportunity) also need to be carefully studied when developing human resource practices as discriminatory suits against employer harm the organizational image and affect organizations’ ability to attract and retain the talent.
-Copyright, patents / Intellectual property law
-Consumer protection and e-commerce
-Employment law. Royal Mail  must follow the employee/labor health and safety laws as some countries have strict regulations to ensure labor safety.
-Health and safety law
-Data Protection. The data protection has become an important issue due to consumers’ privacy and security concerns. Royal Mail  need to study data protection regulations to protect the customer data.







8.0 Action Plan about modernisation
	Decision implemented:

1.Investments in new technologies and equipment that can make deliveries fast and error-free(drone, automated parcel sorting or handheld tracking)
2.Investments in training programs for the employees
3. Ensure that cash is available to fund modernisation


	Monitoring the decision:

	Resources:
1.	CEO must make the acquisition decision by carefully studying the offers on the market and their results. Recommendations are for Japanese products that are qualitative and durable over time. or it is necessary to keep up with the competition
2.	HR must make the decision to purchase training programs and hire professionals for training. Thus, each employee will have two hours a day of training for two weeks. Each employee will enter these programs as soon as he has been hired.
3.	To have enough money all the employees from the office and from the field have to be aware of the fact that only if they will do their job they will have happy customers and new orders

	Key Indicators:
1.	reduced costs for all materials needed for deliveries, high degree of efficiency during processing and distribution, reducing the number of employees
2.	increasing the number of clients and revenues
3.	increase of sales and approach new clients, increase percentage  of market shares

	Targets:
1,2 reduced time for all operations, deliveries, sales, parcel tracking but also the decrease of the number of employees, so new incomes that can be dedicated to modernizations
3.increase of their productivity

	Data Sources:
1,2,3 will be available from the 13th January 2021

	Reviewing the decision:

	Modernization strategies are very much rooted in reality and have a clear vision of how modernization should be followed. 

The goal is to have more income in the shortest possible time. Reducing costs and waste as well as the number of employees will increase productivity, these are all indicators that show performance and the plan is develop with sufficient internal and external engagement. In this plan the board and human resources but all the rest of the employees must contribute with their part of responsibility and nobody is disadvantaged and they all win 
knowledge and recognition of merits. The plan fit the purpose of this organization, meaning that it will help Royal Mail to get out of the decline they are for a while and this options will serve their purpose for long term

	Communicating the Decision:
	
	
	
	

	Internal Stakeholders

-emails
-letters
-facebook
-telephone
-internal meetings
-bulletin board
	
	External Stakeholders


-Email
-client accounts
-official letters
- advertisement
- press conferences, press release
	-- press conferences, press release
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