
Post User Needs Research 2024

Produced by: BMG Research
Fieldwork: September - November 2024

January 2025



2

Slide Section
3 Background and Objectives

4 Methodology

8 Residential: Summary of key findings

10 Residential: Section 1: Current usage 

18 Residential: Section 2: Postal Priorities

26 Residential: Section 3.1: Stated impact of proposed changes on receiving letter post

38 Residential: Section 3.2: Stated impact of proposed changes on sending letter post 

53 Residential user groups

63 SME: Summary of Key Findings

66 SME: Section 1: Current usage 

79 SME: Section 2: Postal Priorities

89 SME: Section 3.1: Stated impact of proposed changes on receiving letter post

96 SME: Section 3.2: Stated impact of proposed changes on sending letter post 

104 SME user groups

Contents



3

Objectives of this research

Background and Research Objectives 

• To help understand user preferences and needs from a letters postal service.

• To understand the impact of specific potential changes to the USO letters service on users. Changes presented to 
respondents:

• Letters and cards sent by Second Class post would no longer be delivered on Saturdays.

• Standard letters sent by businesses and organisations would no longer be delivered on Saturdays and could 
take a day longer to be delivered than they do today.

• If you sent a letter or card by Second Class post, it would no longer be delivered to the recipient on a Saturday 
and it may take a day longer to arrive than it would today.

• To explore potential impacts on user preferences and needs, considering users as both senders and receivers.

• To focus exclusively on letters/cards, including Royal Mail's 'Large Letter' service. Parcels are not in the scope of this 
research.
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Methodology – overview

Residential SME

Sample
• Total sample of 3,145 achieved 
• Sampled by age, gender, socioeconomic grade and 

urbanity
• Boosts for Deep Rural residents, devolved nations, and 

those without access to the internet

• Total sample of 897 achieved 
• Sampled by industry (SIC), business size, number of 

employees, and nation
• Conducted with someone who had responsibility for 

letter post at the organisation

Data collection
• Conducted between 20th September and 3rd November 

2024
• Methodologies used: blended panel approach, face to 

face (using CASI-computer assisted self-interviewing)

• Took place between 30th  September and 4th November 
2024

• Methodologies used: blended panel approach, 
telephone surveys and online surveys with telephone 
database contacts

Data reporting

• Data weighted to be nationally representative of the UK-
weighted by region and nation, and SEG, ethnicity, 
urbanity, age and gender within nations.

• Effective sample size is 76%
• Significance testing applied at the 95% confidence level

• Data weighted by SIC group, business size and nation
• Effective sample size is 26%
• Significance testing applied at the 95% confidence level

Benefits

 Inclusion of more potentially vulnerable groups
 Increases access to digitally excluded
 Face-to-face interviewing with a tablet computer 

reduces mode effects

 Offers flexibility to SMEs 
 Ensures inclusion of harder to reach SMEs e.g. 0 

employees
 Analysable sample sizes for business size and nation
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Additional methodological notes 

Residential survey 
• The effective sample size is 76%, even with purposive oversampling to reach key areas and sub-groups. This includes 

deep rural areas (176), Wales (361), Scotland (396), Northern Ireland (343), and those without internet at home (171), 
which includes those without access anywhere (148).

• Some evidence of mode effects (i.e. difference in response between survey approach) was observed. However, 
these were minimised by the predominantly CASI (Computer-Assisted Self-Interviewing) approach, where most of 
the face-to-face sample was self-administered unless participants required support.

• Online panel respondents were slightly more likely to describe impacts as negative. This is likely due to the presence 
of an interviewer in face-to-face settings leading to moderated responses, while those completing via panel might 
exaggerate the strength of their views. 

SME survey   
• The SME effective sample size is lower at 26%, but this is intentional due to oversampling of larger sized businesses. 

• To ensure sufficient sample sizes for analysis of larger employee bands, oversampling was applied, resulting in the 
following final sample sizes: 191 (0 employees), 346 (1-9 employees), 195 (10-49 employees), and 165 (50-249 
employees). Businesses with no employees make up 74% of all SMEs and were therefore undersampled.

• Oversampling was also conducted in the devolved nations: 149 in Scotland, 122 in Wales, and 110 in Northern Ireland. 
Weighting was applied during analysis to ensure the resulting sample was representative of all SMEs by size and 
nation.

• To obtain a robust sample, mixed methods were used, with telephone respondents slightly less likely to give 
negative responses than those completing online, perhaps related to the presence of an interviewer. 
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Additional notes on reporting

• Some legend and label text on the charts have been shortened for presentation purposes. The full wording used in 
the questionnaires is published with the accompanying technical report.

• On the charts, statistically significant differences are marked at a 95% confidence level, comparing against the total.

• Throughout the report where ‘Online marketplace sellers’ are cited, this refers to anyone who said they ever use 
letter post to send items they have sold using online merchant sites such as eBay, Etsy or Facebook Marketplace, and 
who said this was their main source of income. 

• Where those with ‘No internet’ are cited, this means those who have said they have no internet access at home or 
elsewhere. 

• Data labelled ‘rural’ shows data from respondents in rural areas, excluding ‘deep rural’ areas. Data collected from 
respondents in ‘deep rural’ areas are shown in a separate category. 

• Data about sending and receiving letter post is based on respondents’ recall of all letter post received and sent by 
their household in the last month, and as such should not be treated as a precise record of numbers of letters 
received or received.

• This report was prepared for Ofcom by BMG Research.



Residential user survey findings
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Summary of key findings – residential users
Despite declining letter volumes, receiving and sending letters remains a near-universal 
experience. 
 8 out of 10 say their household receives letters at least once a week (82%). Fewer than 1% say they never receive letters. 
 Less than a quarter send letters at least once a week. Five per cent say they never send letters.  
 Finance related items are the most common letter type received. 71% did so in the previous month. 

Birthday/anniversary/occasion cards are the most common letter type sent. 48% did so in the previous month. 
 People with no internet connection are less likely to both send and receive letters on a weekly basis. More frequent letter 

post users include those with higher incomes, those with children in the household, and those in work.

Affordability and reliability remain the top priorities for users from letters service – Second Class 
delivery within three working days and Saturday delivery are lesser priorities.
 Affordability and reliability remain the top priorities for users - echoing findings from other research*. Ninety per cent and 

88% say these factors are important to them respectively. 
 Second Class letters being delivered within three working days and Saturday letter deliveries are lesser priorities than 

factors such as security of personal information, affordability, and availability of next-day delivery services.** 
 Online marketplace sellers that use letters to send items they have sold, and for whom online marketplace selling is their 

main source of income, are more likely to prioritise Second Class letters being delivered within three working days and 
Saturday letter delivery – although these considerations remain relatively low priorities overall. 

 For each type of letter, overall less than a quarter of adults said that it would typically need to arrive within 3 working days of 
posting when if they sent it by Second Class post. 

*See: Ofcom Post User Needs Residential Survey, Consumer Survey Research on Post: https://www.ofcom.org.uk/siteassets/resources/documents/consultations/category-1-10-weeks/275790-call-for-input-the-
future-of-universal-postal-service/associated-documents/consumer-survey-research-on-post/?v=330775 **Results based on MaxDiff exercise which allows us to rank priorities. More detail on pages 21-22

https://www.ofcom.org.uk/siteassets/resources/documents/consultations/category-1-10-weeks/275790-call-for-input-the-future-of-universal-postal-service/associated-documents/consumer-survey-research-on-post/?v=330775
https://www.ofcom.org.uk/siteassets/resources/documents/consultations/category-1-10-weeks/275790-call-for-input-the-future-of-universal-postal-service/associated-documents/consumer-survey-research-on-post/?v=330775
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Most stated user needs would continue to be met in the event of proposed letters service changes – 
but some groups are more likely to say that a revised service would no longer meet their needs. 

Summary of key findings - residential

 Our survey asked respondents about the potential impact of some potential changes to letters services  (as summarised 
on Slide 3)

 Across different letter types, a minority of users say that the proposed changes would mean that the postal service would 
no longer meet their needs. This view is most prevalent in relation to healthcare and finance related letters in terms of 
both sending and receiving letter post.

 In total, 27% of adults say that the proposed changes would mean that the service would no longer meet their needs for at 
least one category of letter that they send or receive. However, when asked to state the extent of the impact of each of the 
three main elements of the proposed changes, taking everything into account, the majority of this group indicated that 
the proposed changes would have no more than a slight negative impact.

 Seven per cent say their needs would no longer be met and  that at least one of the changes would have a significant 
negative impact on them. A further 4% say their needs would no longer met and at least one of the changes would have a 
very significant impact. 

 Groups most likely to fall into the category saying the changes would mean their needs would not be met and  there would 
be a significant or very significant negative impact include letters service-using online marketplace sellers, where this is 
their main source of income (39%), individuals who say they are financially struggling (17%), those with impacting or 
limiting conditions (16%), and benefit recipients (14%). 

 Rural (9%), deep rural (7%) residents, and those with no internet connection (4%) are less likely to fall into the category that 
said that their needs would not be met and there would be a significant or very significant negative impact. 



Residential users
Section 1: Current usage  
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Receiving letters remains a universal experience - eight out of ten people said their household 
receives letters at least once a week

Frequency of receiving letters in the household

9%

4%

11%

6%

11%

11%

51%

36%

44%

57%

51%

54%

22%

28%

23%

23%

21%

20%

10%

20%

12%

9%

9%

11%

5%

7%

8%

3%

4%

2%

3%

5%

3%

2%

3%

Total

No internet

Aged 16-34

Aged 65+

Rural

Deep rural

Every day possible A few times a week About once a week About once a month A few times a year Receive letters but don’t know how often Never

Less than 1% of people say they never receive letters

People without internet access receive letters 
less frequently than average.

Source: Ofcom Post User Needs Residential Survey 2024
Question: A1. How often do you and/or people in your household receive letters? A2. Can we just check – have you or anybody in your household received any of the following types of letters in the post in the 
last year?
Base: All respondents (3145), Do not have any internet connection (148), Aged 16-34 (794), Aged 65+ (779), Rural (469), Deep Rural (176)

Summary: 
Receive at least 

once a week 

82%

67%

77%

86%

84%

84%

Significantly 
higher/lower 
than total 
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Finance-related letters were the most-commonly received type of letter post in the last month

Types of letters received

34%

36%

39%

40%

42%

54%

57%

58%

59%

62%

71%

12%

26%

33%

33%

38%

32%

20%

29%

18%

20%

14%

49%

32%

22%

21%

15%

8%

17%

8%

18%

13%

11%

3%

3%

4%

4%

5%

3%

4%

3%

3%

4%

3%

3%

3%

3%

Magazines you subscribe to

Forms or paperwork relating to receiving
benefits

Invitations, postcards sent from within the
UK and personal letters

Medical test results

Birthday/anniversary/occasion cards

Any other letter post from public bodies

Addressed direct mail from organisations
you do not have a relationship with

Hospital/Doctor's appointments

Newsletters, leaflets and promotions from
organisations you have a relationship with

Small items received using large letter post

Bills, invoices, bank statements or credit
card statements

At least "about 1" this month None in the last month None (ever) Receive these but don't know how often Don't know

Source: Ofcom Post User Needs Residential Survey 
Question: A4. In the last month, roughly how many of each of the following items have your or members of your household received in the post? Please only consider letter post that includes the address of 
the property. * This data is based on respondents’ recall of all letter post received by their household in the last month, and as such should not be treated as a precise record of numbers of letters received,.
Base: All who ever receive letter post (3141)
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Fewer send than receive but almost a quarter of  UK adults still send letters weekly or more often. 
People without internet access are among those least likely to send letters

Frequency of sending letters

7%

9%

11%

6%

5%

3%

14%

14%

11%

18%

15%

10%

28%

22%

35%

30%

31%

20%

38%

40%

33%

34%

39%

36%

5%

7%

4%

5%

5%

23%

6%

6%

6%

6%

5%

9%

Total

Age 16-34

Deep rural

Rural

Age 65+

No internet

Every day A few times a week About once a week About once a month A few times a year, or less often Never Send letters but don’t know how often

Source: Ofcom Post User Needs Residential Survey 

Question: A5. How often do you send anything using letter post? This could include things like greeting cards, application forms, returning official documents, sending medical samples etc. Please only include letter post that you send 
within the UK. A5a. Can we just check that you never send any letters, such as birthday/Christmas cards, application forms, or official documents like passport or benefits forms?

Base: All respondents (3145), aged 16-34 (794), aged 65+ (779) those without internet connection (148), rural (469) deep rural (176)

Summary: Send 
at least once a 

week 

22%

24%

22%

25%

20%

13%

Significantly 
higher/lower 
than total 
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Birthday or other occasion cards were the most common types of cards sent with nearly half sending 
them in the last month

Types of letters sent

23%

26%

26%

27%

28%

29%

31%

33%

37%

48%

29%

34%

33%

40%

34%

20%

36%

35%

29%

31%

44%

36%

36%

29%

34%

47%

29%

29%

30%

18%

3%

3%

3%

Forms or paperwork related to benefits

Samples/health tests to the NHS/other
healthcare providers

Post sent to businesses

Any other letters/forms to public
bodies

Letters/forms to NHS/other healthcare
providers

Bill payments

Invitations, postcards that you sent to a
UK address

Items requiring a signature on delivery

Small items sent using large letter post

Birthday/anniversary/occasion cards

At least "about 1" in the last month None in the last month None (ever) Send these but don't know how often Don't know

Source: Ofcom Post User Needs Residential Survey 
Question: A6. In the last month, roughly how many of each of the following items have you sent in the post? Please exclude items that you have sent within the UK. * This data is based on the respondent's 
recollection of all letters sent by their household in the last month, and as such should not be treated as a precise record of number of letters sent
Base: All who ever sent letter post (2989)
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Around half of senders of invitations or postcards, occasions cards and small items send them 
Second Class. Items requiring a signature, medical, business and benefits-related post are least 
likely to be sent Second Class
Letter types sent Second Class or Second Class Signed For

51%

46%

45%

43%

42%

41%

39%

37%

33%

30%

Invitations, postcards that you sent to a UK address

Birthday/ anniversary/occasion cards

Small items sent using large letter post

Bill payments

Any other letters / forms to public bodies

Letters / forms to
the NHS or other healthcare providers

Post sent to businesses

Forms or paperwork related to receiving benefits

Samples/ health tests to the NHS or other
healthcare providers

Items requiring a signature on delivery

Source: Ofcom Post User Needs Residential Survey 
Question: A7 What type(s) of postage do you use for each of the types of letters you send?
Base: All who ever send: Birthday/anniversary/occasion cards (2444), Invitations, postcards that you sent to a UK address (2079), Letters / forms to the NHS or other healthcare providers (1929), Samples/ 
health tests to the NHS or other healthcare providers (1873), Forms or paperwork related to receiving benefits (1655), Any other letters / forms to public bodies (2103), Small items sent using large letter post 
(2060), Bill payments (1526), Post sent to businesses (1830), Items requiring a signature on delivery (2104)
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Financial considerations are the most common reason for sending Second Class; this is cited nearly 
twice as often as the next most common reason, speed of delivery meeting needs

Reasons for sending letters Second Class

66%

35%

21% 19%
13%

2% 1% 1%

To save money/
it is the cheapest

option

The speed of
delivery meets

my needs

They are the
stamps I tend to

buy or have to
hand

I don’t believe 
First Class will 

get there faster

I always do this Other None of the
above

Don’t know

Shows selected 
groups significantly 
higher than total

South West England (76%)

Retired (76%)

Those aged 65+ (75%)

Mental health related limiting condition (74%)

Those not in work (72%)

Rural, excluding deep rural (72%)

No children in household (71%)

Women (69%)

White ethnicity (69%)

Source: Ofcom Post User Needs Residential Survey,
Question: A8. Which of the below reasons, if any, describe why you send post using Second Class?
Base: All respondents who send Second Class post (1881)
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The majority are aware of Letter Redirections service, whereas fewer than half of respondents 
claimed to be aware of Keepsafe

Usage of Letter Redirection and Keepsafe Services

Awareness and usage of Letter Redirections

12%

68%

16%
4%

I have used this service
in the last 12 months

I have heard of this
service but have never
used it / not used in the
last 12 months
I have not heard of this
service

Not sure

80% 
at least aware

Awareness and usage of Keepsafe

9%

34%
52%

5%
I have used this service in
the last 12 months

I have heard of this
service but have never
used it / not used in the
last 12 months
I have not heard of this
service

Not sure

43% 
at least aware

Source: Ofcom Post User Needs Residential Survey
Question: A9. Have you heard of the two services below, and if so, have you used either of these services before?
Base: All respondents (3145)



Residential users
Section 2: Postal Priorities 
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This research confirms that affordability and reliability remain important to the large majority of 
users. Saturday letter delivery is important to a smaller proportion, but over half still describe it as 
important
Importance of different services and features

6% 14%

7%

6%

22%

12%

11%

6%

6%

34%

37%

38%

36%

33%

23%

41%

42%

52%

56%

Letters and cards are
delivered to your home on

Saturdays

A next day delivery letter
service is available (like
current First Class Post)

Letters and cards are
delivered to your home

Monday to Friday

You can be confident that
letters and cards sent will

be delivered on time

The price of sending letters
and cards is kept affordable

Not at all important Not very important Neither important nor unimportant Important Very important Don’t know 

Source: Ofcom Post User Needs Residential Survey, Consumer Survey Research on Post <https://www.ofcom.org.uk/siteassets/resources/documents/consultations/category-1-10-weeks/275790-call-for-
input-the-future-of-universal-postal-service/associated-documents/consumer-survey-research-on-post/?v=330775>
*These two surveys were undertaken using different methodologies and therefore are not directly comparable. 
Question: A0. Thinking about letters, greeting cards and postcards, how important is it to you that…
Base: All respondents (3145) 

The importance of 
keeping letters 
affordable is in line with 
previous research (91% in 
the 2023 User Research)*

Saturday delivery is more often 
seen as very important by:

Online market sellers – main 
income source (40%)

Ethnic Minority Groups (32%)

Those struggling financially (30%)

Those with children in the 
household (28%)

Those with higher annual 
household income (52k+)  (28%)

Subscription magazine recipients 
(27%)

People aged 16-34 (27%)

Those with any impacting or 
limiting condition (26%)

Summary: 
Important

90%

88%

80%

78%

57%
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Importance ratings are generally consistent across UK nations, although a next day delivery service is 
more important in Northern Ireland

Importance of different services and features by nation (important / very important)

90% 89%
80% 78%

57%

88% 88%
82% 78%

58%

87% 86%
79% 77%

55%

89% 89%
82% 84%

53%

The price of sending
letters and cards is kept

affordable

You can be confident
that letters and cards

sent will be delivered on
time

Letters and cards are
delivered to your home

Monday to Friday

A next day delivery letter
service is available (like
current First Class post)

Letters and cards are
delivered to your home

on Saturdays

England Wales Scotland Northern Ireland

Source: Ofcom Post User Needs Residential Survey,
Question: A0. Thinking about letters, greeting cards and postcards, how important is it to you that…

Base: All respondents in England (2045), Wales (361), Scotland (396), Northern Ireland (343)

Significantly 
higher/lower 
than total 
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MaxDiff Analysis was used to establish importance of different aspects to users

To better understand how respondents view the trade-offs between detailed service elements of their postal service a statistical approach 
known as a MaxDiff was used to analyse the data.

The MaxDiff approach offers greater statistical confidence in ranking attributes by having respondents select the most and least important 
options from a set through repeated choices. The attributes to be tested are run through a statistical model which places them into various 
combinations, but which ensures each attribute is tested evenly against each other. From this, a respondent is shown a selection of the 
attributes and asked to select their most and least favoured. This exercise is then repeated several times with the attributes shown in various 
different combinations.
This method effectively distinguishes high and low priorities, even with numerous attributes. While it doesn't directly use ‘preference’ and 
‘needs’ language, score thresholds can be used to help identify primary, secondary, and lower-order considerations In this analysis, 
participants were asked to choose between attributes, so scores are relative, and a lower importance score does not necessarily mean it is 
unimportant overall.

Respondents were shown 8 sets of 3 options and for each set were asked to pick the ONE that they felt was most important overall and the 
ONE that they felt was least important of the three.

Example 
respondent 
view
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Factors like security, affordability, and availability of next-day letter deliver services matter more to 
people than Second Class letter delivery within three working days or Saturday letter deliveries

Importance of aspects of postal service (preference shares from MaxDiff)*

Source: Ofcom Post User Needs Residential Survey 
Question: B3. Please select the one you feel is the most important and the one you feel is the least important to you (MaxDiff).
 Base: All respondents (3145)

3%

5%

6%

10%

11%

12%

25%

28%

Letters are delivered on Saturdays

Letters sent Second Class are delivered within
three working days

Letters are delivered on weekdays

Availability of a service that guarantees the
delivery of a letter by the next day

The affordability of the service

Availability of a First Class letter service that
should arrive the next working day after posting

Letters are not lost or damaged

The security of personal or sensitive information

*Preference shares express the 
relative importance of each option 
in a MaxDiff design, showing the 
percentage of total importance 
held by each. 

Considerations impacted by 
proposed postal service 
changes are of lesser 
importance. 
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Between 15% and 24% say second-class post must typically arrive within three days after posting, 
depending on the letter type
Length of delivery typically needed when sending Second Class 

24%

21%

21%

20%

19%

16%

16%

16%

16%

15%

27%

19%

21%

25%

18%

17%

16%

14%

14%

14%

8%

6%

7%

8%

5%

4%

4%

4%

4%

5%

15%

17%

11%

10%

17%

18%

21%

12%

29%

14%

3%

5%

3%

3%

3%

3%

3%

4%

3%

22%

33%

34%

33%

38%

40%

39%

50%

32%

47%

Birthday/anniversary/occasion cards

Any other letters/forms to public bodies

Small items sent using large letter post

Invitations, postcards that you sent to a UK
address

Letters/forms to the NHS or other
healthcare providers

Post sent to businesses

Samples/health tests to the NHS or other
healthcare providers

Bill payments

Items requiring a signature on delivery

Forms or paperwork related to receiving
benefits

Typically within 3 working days Typically within 4-5 working days
Doesn’t matter if takes longer than 5 working days Would send this by First Class as would need to arrive more quickly
Don't know when they would need to arrive Don't send this letter type
Don't know if send this letter type

Source: Ofcom Post User Needs Residential Survey 
Question: B1. Thinking about the types of letters you might send by Second Class post, please indicate how long after posting you would typically need them to arrive.
Base: All respondents (3145). Note: Legend response labels shortened for presentation purposes. 
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The majority of those who say they typically need Second Class post to arrive within 3 days of posting 
say a day’s delay would not have an impact, or they do not know how they would be impacted 

Description of impact of Second Class post taking one day longer*

Level of impact

10%

9%

5%

4%

7%

42%

23%

Response indicates potential for harm/that
service would no longer meet needs/an

alternative would need to be used
Response indicates disappointment,
inconvenience or annoyance, but no

evidence of potential for harm

Response specifically indicates the change
would not cause any harm

General observation that post would take
longer to arrive/would arrive late, but no

indication of level of harm

Other responses that do not explain the type
or level of impact

Selected the option: I would not be impacted

Don't know

Equates to 6% of all 
letter post users

Concerns/actions

3%

3%

1%

1%

Would need to use first class or an alternative
service instead of Royal Mail

Would need to plan ahead/post earlier

There would be anxiety/uncertainty about when
the post would arrive with the recipient

Concerns around items sold, regarding longer
delivery times/reputation/ratings/meeting

customer expectations

Would send less post/stop using the postal
service

Concerns about deteriorating
service/increasing costs from Royal Mail

<0.5%

<0.5%

Source: Ofcom Post User Needs Residential Survey 
Question: B2: CODED: You said at least some of the types of post you currently send using Second Class  typically must arrive within 3 working days of posting. If  this did not happen and your Second Class 
letters took one working day longer  to be delivered, how would you be impacted? 
Base: All who say they would send by Second Class and it must be delivered within 3 working days of posting (1685)
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Most respondents who say they typically need Second Class post to arrive within 3 days of posting 
describe minimal impact if these letters took one day longer to be delivered
Verbatim comments indicating minimal impacts of Second Class post being delivered one day later 

“I may miss a deadline for delivery for something I’ve 
sold or a cutoff date for a bill or medical appointment.”

“If I really needed something to arrive by a certain 
date I’d send 1st class, so if I sent something 2nd 
class that took a day longer, it wouldn't probably 

bother me too much.”

“That would be ok depending on where the letter 
was going to.”

“I would not really be that impacted, 
I’d just prefer that they arrive more 
quickly as I’d be more concerned 

when it comes to bills.”

“It would depend on what it was, if a birthday card say 
and it didn't get there on time, I’d be put out.”

“I would not be impacted but feel it is too long.”

“It wouldn’t be a major issue, but I expect a 
reasonable level of service and adding an extra day is 

unacceptable.”

“Not too much as long as I was aware and could post it 
a day earlier.”

Source: Ofcom Post User Needs Residential Survey 
Question: B2: You said at least some of the types of post you currently send using Second Class typically must arrive within 3 working days of posting. If  this did not happen and your Second Class letters took 
one working day longer  to be delivered, how would you be impacted?
Base: All who say they would send by Second Class and it must be delivered within 3 working days (1685)



Residential users
Section 3.1: Stated impact of 
proposed changes on receiving 
letter post  
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Proposed changes to second class and business letter postal service shown to respondents  

To present the changes to respondents, they were asked to read the background to the proposed changes carefully, and shown the 
below outline of the impacts and a further example of how this might affect Second Class post.

Source: Ofcom Post User Needs Survey

We will now ask you some questions about potential changes to the delivery of letters and cards. Over recent years the number of letters and cards being sent 
through the post has been falling. Because of this, Royal Mail has received less money from businesses and consumers but must still provide the same service and 
deliver six days a week.

In response to this, Ofcom is thinking about the future needs of people and businesses in the UK. Ofcom would like to understand whether the needs of the people 
and companies that send and/or receive mail would be met if certain changes were to be made to the delivery of letters and cards by Royal Mail.

We are interested in your views of proposed changes to the frequency of delivery of letters and cards sent by Second Class post, and Standard Business Letters (for 
example, letters from organisations like the NHS or other healthcare providers, and local councils, bank statements and bills from businesses such as energy and 
water companies, including magazines that get delivered by post).

Change 1
Letters and cards sent by Second Class post would no longer be delivered on Saturdays.
Change 2
Standard letters sent by businesses and organisations would no longer be delivered on Saturdays and could take a day longer to be delivered than they do today.
Change 3
If you sent a letter or card by Second Class post, it would no longer be delivered to the recipient on a Saturday and it may take a day longer to arrive than it would 
today.
No changes would be made at all to First Class letters service or urgent business mail (that is letters sent by businesses or organisations).

No changes would be made to the delivery of parcels sent via Royal Mail

From October 2024, the price of a standard Second Class letter stamp will be 85p and the price of a standard First Class letter stamp will be £1.65.

At the moment, when you use Second Class letter post in the UK you can expect it to arrive within 3 working days after the day it is posted (Saturday is currently 
counted as a working day). The new proposal means that Saturday would no longer count as a working day for the Second Class service, so if you posted the letter 
or card by Second Class post on a Wednesday, Thursday, Friday or Saturday you could expect it to arrive a day later than it would now. 
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3 in 10 said that they were aware of the proposed changes prior to taking part in the research; rising 
for online sellers and more frequent postal users 

Claimed prior awareness of proposed changes

30%

67%

3%

Yes No Don’t know 
Shows selected 
groups 
significantly higher 
than total

Those who were more likely to be aware 
of the changes included:

Main income from online marketplace 
selling (65%)

Those who send letters daily/a few times a 
week (48%)

Deep rural (43%)

Aged 65+ (41%)

Retired (40%)

Those who send letters related to 
receiving benefits at least monthly (41%)

Doing well financially (40%)

Source: Ofcom Post User Needs Residential Survey
Question: C0. Before today, were you aware of the proposed changes to letter post?
Base: All respondents (3145)
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Those receiving healthcare or benefits-related letters are more likely to say changes would cause 
substantial harm or difficulties
Impact on specific post types where received 

15% 12% 10% 7% 9% 6% 6% 5% 5%

30%
27%

23%
19% 17%

16% 13% 10% 10% 8%
6%

31%
33%

33%
38% 35% 40%

31% 41% 42%

18% 23%

21% 25%
32% 33% 37% 35%

48%
42% 42%

67% 66%

Don't know

This would make no difference to
me

This would be inconvenient, but
not a big problem

This would be a big inconvenience
to me

This would cause me substantial
harm or difficulties- if this
happened, the service provided by
Royal Mail would no longer meet
my needs

Medical test 
results

Hospital / 
doctor’s 

appointment 
letters

Forms / 
paperwork 
related to 
receiving 
benefits

Other 
letters from 

public 
bodies

Bills, invoices, 
bank 

statements

Small items 
using large 

letters

Magazines 
you 

subscribe to

Invitations, 
postcards, 

personal 
letters

Birthday / 
anniversary/ 
other special 

day cards

Addressed 
mail from 

organisations 
(unsolicited) 

Newsletters, 
leaflets from 

organisations 
(solicited)

Source: Ofcom Post User Needs Residential Survey
Question: C1. How much of an impact, if any, do you think these changes would have on you, when you consider the types of letters you receive?
Base: All who ever receive each letter type (base varies from 1450 to 2870)
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The same is broadly seen when factoring in all respondents, though bills become relatively more 
impacted as they are relatively widely received
Impact on specific post types received – including where not received 

12% 10% 8% 6% 6% 5% 4% 4% 3% 3% 2%

23% 24%
15% 17% 15% 14%

8% 6% 9% 6% 5%

23%
30%

31% 34%

21%
34%

31%

14%

35%

15% 18%

16%

23%
32% 30%

21%

29%

32%
54%

35%

23%

53%

24%
10% 12% 10%

35%

15%
24% 20% 17%

52%

19%
Don't receive this type of post*

Don't know

This would make no difference to me

This would be inconvenient, but not a
big problem

This would be a big inconvenience to
me

This would cause me substantial harm
or difficulties- if this happened, the
service provided by Royal Mail would
no longer meet my needs Medical test 

results

Hospital / 
doctor’s 

appointment 
letters 

Bills, invoices, 
bank 

statements

Other 
letters from 

public 
bodies

Forms / 
paperwork 
related to 
receiving 
benefits

Small items 
using large 

letters

Invitations, 
postcards, 

personal 
letters

Addressed 
mail from 

organisations 
(unsolicited)

Birthday  / 
anniversary / 
other special 

day cards

Magazines 
you 

subscribe to

Newsletters, 
leaflets from 

organisations 
(solicited)

Source: Ofcom Post User Needs Residential Survey
Question: C1. How much of an impact, if any, do you think these changes would have on you, when you consider the types of letters you receive?
Base: All respondents (3145) *Includes those who don’t know if they receive this type of post
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For benefits-related letters, financially vulnerable individuals, benefit recipients, or those with 
limiting or impacting conditions are more likely to perceive changes as a big inconvenience or 
causing substantial harm or difficulty

Impact on receiving forms or paperwork relating to receiving benefits

10% 11% 12% 13%

23% 26% 28% 26%

33%
32% 28% 32%

32% 28% 27% 27%

5%

Total Receive benefits Most financially vulnerable Limiting condition

Don't know

This would make no difference to me

This would be inconvenient,
but not a big problem

This would be a big inconvenience to
me

This would cause me substantial harm
or difficulties- if this happened, the
service provided by Royal Mail would
no longer meet my needs

Based on those who ever 
receive this letter type

Significantly 
higher/lower 
than total 

Source: Ofcom Post User Needs Residential Survey
Question: C1. How much of an impact, if any, do you think these changes would have on you, when you consider the types of letters you receive?
Base: All who ever receive forms or paperwork related to receiving benefits (2090), those who receive benefits (863), those who are most financially vulnerable (366), those with a limiting or impacting 
condition (782). The “Most financially vulnerable category” is defined based on stated annual household income and number of people in the household – see Technical Report for full details.
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For healthcare related post, those receiving benefits and who have any limiting or impacting 
conditions are more likely to cite substantial harm/difficulty as a result of the proposed changes

Impact on receiving medical test results amongst those who receive this 
letter type

12% 14% 14%

27% 28% 32%

33% 33%
31%

25% 23% 20%

Total Receive benefits Any limiting
conditions

Impact on receiving hospital/doctor’s appointment letters 
amongst those who receive this letter type

15% 16% 20%

30% 33% 31%

31%
29% 30%

21% 19% 15%

Total Receive benefits Any limiting
conditions

Don't know

This would make no difference to
me

This would be inconvenient, but not
a big problem

This would be a big inconvenience
to me

This would cause me substantial 
harm or difficulties – if this 
happened, the service provided by 
Royal Mail would no longer meet 
my needs

Significantly higher/lower than total 

Source: Ofcom Post User Needs Residential Survey
Question: C1. How much of an impact, if any, do you think these changes would have on you, when you consider the types of letters you receive?
Base: All who receive medical test results (2419), those who also receive benefits (751), those also with any limiting or impacting conditions (799); All who receive hospital/doctor’s appointment letters (2870), 
those who also receive benefits (896), those also with any limiting conditions (926)
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Letters received relating to healthcare are also the type where respondents are most likely to say that 
they would be negatively impacted by the proposed changes
Those who receive each type of letter who say changes would cause “substantial harm or difficulties – if this happened, 
the service provided by Royal Mail would no longer meet my needs”

15%
12%

10% 9% 7% 6% 6% 5% 5%
3% 3%

Those struggling financially (19%)

Middle income (14%)

Any impacting/limiting condition 
(14%) 

Aged 16-34 (10%)

Those who receive benefits (10%)

Any impacting/limiting condition 
(9%)

Any impacting/limiting condition (13%)

Those struggling financially (17%)

Struggling financially (22%)

Aged 16-34 (19%)

Any limiting condition (20%)

Aged 16-34 (17%)

% ever received 76% 90% 65% 88% 90% 48% 85% 76% 80% 83% 81%

Medical test 
results

Hospital /  
doctor’s 

appointment 
letters

Forms / 
paperwork 
related to 
receiving 
benefits 

Bills, 
invoices, 

bank 
statements

Other letters 
from public 

bodies

Magazines 
you 

subscribe to

Small items 
using large 

letters

Invitations, 
postcards, 

personal 
letters

Addressed 
mail from 

organisations 
(unsolicited)

Birthday / 
anniversary / 
other special 

day cards 

Newsletters, 
leaflets from 

organisations 
(solicited)

Shows selected 
groups significantly 
higher than total

23% said 
for at least 

one letter type 
that changes 
would cause 
substantial 

harm 

Source: Ofcom Post User Needs Residential Survey. Question: C1. How much of an impact, if any, do you think these changes would have on you, when you consider the types of letters you receive? 
Base: All respondents (3145), All who ever receive each letter type: Birthday/anniversary/occasion cards (2629), Invitations, Postcards, and personal Letters (2391), Hospital / Doctor’s appointment letters 
(2870), Medical test results (2419), Forms or paperwork related to receiving benefits (2090), Any other letter post from public bodies (2851), Bills, invoices, bank statements (2779), Newsletters, leaflets and 
promotions from organisations that you have a relationship with (2552), Addressed direct mail from organisations (you don’t have a relationship with (2552), Magazines you subscribe to (1450), Small items 
using large letters (2678)
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Over a third of those who indicate that the proposed changes would result in a big inconvenience or 
substantial negative impact in relation to receiving letters confirm this when asked for more details

Description of perceived ‘big’ negative impact in relation to receiving letters – Level and type of impact

Categorised level of impact*

38%

4%

2%

4%

22%

29%

Response indicates potential for harm/that
service would no longer meet needs/an

alternative would need to be used

Response indicates disappointment,
inconvenience or annoyance, but no evidence of

potential for harm

Response specifically indicates the change
would not cause any harm

General observation that post would take longer
to arrive/would arrive late, but no indication of

level of harm

Other responses that do not explain the type or
level of impact

Don't know

Concerns/actions

2%

1%

1%

1%

1%

Saturday delivery should not be stopped

Would need to choose first class or an
alternative delivery service instead of Royal Mail

when ordering goods

There would be anxiety/uncertainty about when
expected post (e.g. birthday cards, medical

appointments) would arrive

Concerns around goods ordered (e.g. on
eBay/from online shops) taking too long to

arrive

Concerns about deteriorating
service/increasing costs from Royal Mail

*While the codes reflect impact 
levels, questions C2 and C4a were 
limited to respondents who had 
already reported harm. As a result, the 
data should be viewed with caution 
and in context with other responses. 
See Technical Report for more details.

Source: Ofcom Post User Needs Residential Survey 
Question: C2: [CODED] You said that this would be a big inconvenience or would cause you substantial harm or difficulties in relation to some of the letters or cards you receive – why is this? 
Base: Those who said the proposed changes would be a big inconvenience or cause substantial harm or difficulties for at least one type of letter post they receive (1676)
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Health related letters are most frequently mentioned by respondents when explaining  their reason 
for an expected negative impact in relation to the receipt of letters

18%

11%

9%

7%

6%

4%

3%

2%

1%

Hospital/doctors appointments

Other medical/health related post

Medical test results

Unspecified important/urgent post

Personal post

Financial or official post

Bills with a payment deadline

Benefits/DWP related

Items bought online

Description of perceived ‘big’ negative impact in relation to receiving letters – Type of post

“Medical appointments might be a problem as I 
have a lot of them.”

“NHS appointment letters are needed ASAP.”

“It would be inconvenient for some of my eBay 
purchases to arrive late.”

“Official letters such as DVLA, car fines and HMRC 
are important to receive asap to avoid fines.”

Source: Ofcom Post User Needs Residential Survey 
Question: C2: [CODED] You said that this would be a big inconvenience or would cause you substantial harm or difficulties in relation to some of the letters or cards you receive – why is this? Base: Those who 
said the proposed changes would be a big inconvenience or cause substantial harm or difficulties for at least one type of letter post they receive (1676)
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Receiving standard business letter post a day later is seen as having a bigger negative impact than 
not receiving Second Class and standard business letters on a Saturday
Perceived impact of specific elements of changes amongst those who say changes would big 
inconvenience or substantial harm/difficulties for at least one type of letter received

7% 5% 7% 11%

21% 18% 9%
15%

40% 44%

22%

29%

30% 31%

60%
44%

Receiving standard
business letter post one
day later than at present

Not receiving Second
Class post and standard

business post on a
Saturday

Not receiving magazines
in the post on a Saturday

Not receiving magazines
in the post on a Saturday-

amongst those who
receive subscription

magazines

Don't know

This would make no difference to
me

This would be inconvenient, but not
a big problem

This would be a big inconvenience
to me

This would cause me substantial
harm or difficulties- if this
happened, the service provided by
Royal Mail would no longer meet my
needs

Across all 
measures those 
whose main 
income is 
online 
marketplace 
selling (and use 
a letters service 
to send some 
items) are more 
likely to cite a 
big 
inconvenience 
or substantial 
harm.

Significantly 
higher/lower than 
total sample on this 
question

Source: Ofcom Post User Residential Survey
Question: C3.How much of an impact would each of these proposed changes have on you?
Base: Those for whom the proposed changes would be a big inconvenience/ cause substantial harm/difficulties in relation to receiving one or more type of letter post (1676), those who receive magazines and 
say the proposed changes would be a big inconvenience/ cause substantial harm/difficulties in relation to receiving one or more type of letters (877)
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At an overall level, the stated impact of each change on receiving letters is relatively small 

Impact of specific elements of changes amongst all respondents 

4% 2% 4%

11% 10% 5%

21% 24%

12%

16% 17%
32%

46% 46% 46%

Receiving standard business letter
post one day later than at present

Not receiving Second Class post and
standard business post on a Saturday

Not receiving magazines in the post
on a Saturday

Not asked - impact on all letter
types received was not a big
problem or would make no
difference

Don't know

This would make no difference to
me

This would be inconvenient, but
not a big problem

This would be a big inconvenience
to me

This would cause me substantial
harm or difficulties- if this
happened, the service provided by
Royal Mail would no longer meet
my needs

Source: Ofcom Post User Residential Survey
Question: C3. How much of an impact would each of these proposed changes have on you?
Base: Question was asked to those for whom the proposed changes would be a big inconvenience/ cause substantial harm/difficulties in relation to receiving one or more type of letter post (1676), chart is 
based on all respondents (3145) 



Residential
Section 3.2: Stated impact of 
proposed changes on sending 
letter post 
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Those who send finance or healthcare related post are most likely to say they would be caused harm

Impact on specific letter types sent

12% 11% 10% 9% 9% 7% 7% 7% 5% 4%

25% 22% 20% 21% 20%
17% 17% 17%

11% 13%

33%
36%

35% 35% 36%
37% 36% 36%

40% 40%

26% 28% 32% 31% 31% 36% 36% 36% 43% 40%

Don't know

This would make no difference
to me

This would be inconvenient, but
not a big problem

This would be a big
inconvenience to me

This would cause me substantial
harm or difficulties- if this
happened, the service provided
by Royal Mail would no longer
meet my needs

Samples/ 
health tests to 

healthcare 
providers

Letters/forms 
to healthcare 

provider
Bill payments 

Forms 
relating to 
receiving 
benefits 

Items 
requiring 

signature on 
delivery

Post to 
businesses

Other letters 
to public 

bodies

Small items 
using large 

letters

Invitations, 
postcards, 

personal 
letters 

Birthday/ 
anniversary/ 

other special 
day cards

Source: Ofcom Post User Needs Residential Survey
Question: C4. How much of an impact would the proposed changes to Second Class post have in relation to the types of letters and cards that you send?
Base: All who ever send each letter type (base size varies from 1526-2444)
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Among all respondents, healthcare-related letters are the most substantially impacted letter type

Impact on specific post types sent – including those who do not send each type

7% 7% 6% 5% 5% 5% 4% 4%

3% 3%

15% 14% 13% 11% 10% 11% 11% 10% 10% 7%

19% 22% 24%
24%

17%
24%

18% 21%
31%

26%

15% 17% 20% 24%

15%

23%

16%
21%

31%

28%

41% 39% 34% 34%

52%

35%
49%

42%

23%
34%

Don't send this type of post*

Don't know

This would make no difference to me

This would be inconvenient, but not a
big problem

This would be a big inconvenience to
me

This would cause me substantial
harm or difficulties- if this happened,
the service provided by Royal Mail
would no longer meet my needs

Samples/ 
health tests 

to healthcare 
providers

Letters/forms 
to healthcare 

provider

Items requiring 
signature on 

delivery

Other 
letters to 

public 
bodies

Bill payments
Small items 
using large 

letters

Forms 
relating to 
receiving 
benefits

Post sent to 
businesses

Birthday/ 
anniversary/ 

other special 
day cards

Invitations, 
postcards, 

personal 
letters

Source: Ofcom Post User Needs Residential Survey
Question: A6. In the last month, roughly how many of each of the following items have you sent in the post? Please only include items that you have sent within the UK./C4. How much of an impact would the 
proposed changes to Second Class post have in relation to the types of letters and cards that you send?
Base: All respondents (3145)*Includes where respondent does not send this type of post
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For healthcare-related letters, those with impacting or limiting conditions are most likely to say the 
proposed changes would cause substantial harm

Impact on samples/ health tests sent

12% 15% 14%

25%
31% 29%

33%

30% 32%

26% 21% 23%

Total Any limiting conditions Receive benefits

Don't know

This would make no difference to me

This would be inconvenient, but not a
big problem

This would be a big inconvenience to
me

This would cause me substantial harm 
or difficulties – if this happened, the 
service provided by Royal Mail would 
no longer meet my needs

Impact on letters/forms sent to healthcare provider

11% 16% 13%

22%
24%

24%

36%
32% 35%

28% 25% 26%

Total Any limiting
conditions

Receive benefits
Significantly 
higher/lower 
than total 

Source: Ofcom Post User Needs Residential Survey
C4. How much of an impact would the proposed changes to Second Class post have in relation to the types of letters and cards that you send?
Base: All who send samples/health tests to healthcare providers (1873), those who also receive benefits (587), those also with any impacting or limiting conditions (609); All who send letters/forms to 
healthcare providers (1930), those who also receive benefits (619), those also with any limiting conditions (650)
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For benefits-related letters sent, those with an impacting or limiting condition and those with 
children were more likely to say the proposed changes would cause harm
Impact on sending benefits forms or paperwork

9% 11% 12% 10%

21% 21% 24% 24%

35% 33%
32% 35%

31% 32% 27% 27%

Total Children in household Any limiting condition Receive benefits

Don’t know

This would make no difference
to me

This would be inconvenient, but
not a big problem

This would be a big
inconvenience to me

This would cause me substantial
harm or difficulties- if this
happened, the service provided
by Royal Mail would no longer
meet my needs

Significantly 
higher/lower 
than total 

Source: Ofcom Post User Needs Residential Survey
Question: C4. How much of an impact, if any, do you think these changes would have on you, when you consider the types of letters you send?
Base: All who ever send forms or paperwork related to receiving benefits (1655), those who receive benefits (681) , those with a limiting or impacting condition (639), children in household (538)
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Letters relating to healthcare are also the type sent which the proposed changes are expected have 
the most negative impact on

Proportion who send each type of letter who say changes would cause substantial harm or difficulties – if this 
happened, the service provided by Royal Mail would no longer meet my needs

% ever sent 59% 61% 48% 51% 66% 58% 66% 65% 66% 77%

12% 11%
10% 9% 9%

7% 7% 7%
5% 4%

Struggling financially (17%)

Any limiting condition (16%)

Aged 16-34 (15%)

Children in household (14%)

Wales (18%)

Any limiting condition (15%)

Struggling financially (15%)

Any limiting condition (12%)

Children in the household (11%)
Wales (11%) 18% said 

for at least 
one letter 
type that 
changes 

would cause 
substantial 

harm 
Samples/health 

tests to 
healthcare 
providers

Letters/forms 
to healthcare 

provider
Bill payments

Forms relating to 
receiving 
benefits

Items requiring 
signature on 

delivery
Post to 

businesses
Other letters to 
public bodies

Small items 
using large 

letters
Invitations, 
postcards, 

personal letters

Birthday/anniver
sary/other 

special day 
cards

Shows selected 
groups 
significantly higher 
than total

Source: Ofcom Post User Needs Residential Survey
Question: C4. How much of an impact would the proposed changes to Second Class post have in relation to the types of letters and cards that you send?
Base: All respondents (3145) All who ever send each letter type: Birthday/anniversary/occasion cards (2444), Invitations, Postcards, and personal Letters (2079), Letters/forms to healthcare provider (1929), 
Samples/health tests to healthcare providers (1873), Forms or paperwork related to receiving benefits (1655), Any other letter post to public bodies (2103), Small items sent using large letter post (2060), Bill 
payments (1526), Post sent to businesses (1830), Items requiring a signature on delivery (2104)
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Those indicating greater impact levels of proposed changes relating to sending letters are less 
explicit when describing the impact than those describing impacts on receiving post
Description of perceived ‘big’ negative impact in relation to sending letters – Level and type of impact

Categorised level of impact*

31%

5%

3%

4%

25%

31%

Response indicates potential for harm/that
service would no longer meet needs/an

alternative would need to be used
Response indicates disappointment,
inconvenience or annoyance, but no

evidence of potential for harm

Response specifically indicates the
change would not cause any harm

General observation that post would take
longer to arrive/would arrive late, but no

indication of level of harm

Other responses that do not explain the
type or level of impact

Don't know

Concerns/actions

2%

2%

1%

1%

0%

0%

0%

Saturday delivery should not be stopped

Would need to use first class or an alternative service
instead of Royal Mail

There would be anxiety/uncertainty about when the post
would arrive with the recipient

Concerns around items sold regarding longer delivery
times/reputation/ratings/meeting customer

expectations

Would need to plan ahead/post earlier

Concerns about deteriorating service/increasing costs
from Royal Mail

Would send less post/stop using the postal service

<0.5%

<0.5%

*While the codes reflect impact 
levels, questions C2 and C4a were 
limited to respondents who had 
already reported harm. As a result, the 
data should be viewed with caution 
and in context with other responses. 
See Technical Report for more details.

Source: Ofcom Post User Needs Residential Survey 
Question: C4A: [CODED] You said that this would be a big inconvenience or would cause you substantial harm or difficulties in relation to some of the letters or cards you send – why is this? 
Base: Those who said the proposed changes would be a big inconvenience or cause substantial harm or difficulties for at least one type of letter post they send (1251)
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Again, letters related to health are the most common type cited when discussing negative impacts

Description of perceived ‘big’ negative impact in relation to sending letters – Type of post

17%

6%

5%

4%

2%

2%

2%

2%

1%

NHS/medical/other health related

Personal post

Financial or official post

Bills/cheques

Medical samples

Letters or forms with a response deadline

Benefits/DWP related

Letters with sensitive or valuable contents

Unspecified important/urgent post

Items sold online

“Delays in medical bodies receiving my post can 
cause serious issues.”

“You need to know payments will arrive on time.”

“If something requires a signature in order to be 
delivered, there may not be anyone available to 

sign during the week.”

*%

Source: Ofcom Post User Needs Residential Survey 
Question: C4: [CODED] You said that this would be a big inconvenience or would cause you substantial harm or difficulties in relation to some of the letters or cards you send – why is this? 
Base: Those who said the proposed changes would be a big inconvenience or cause substantial harm or difficulties for at least one type of letter post they receive (1251)
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When taking everything into consideration, for each of the proposed changes, only a small 
proportion say that there would be a significant or very significant negative impact 

Overall impact of proposed changes when taking everything into consideration 

3% 3% 2%

7% 7% 8%

18% 17% 18%

30% 29% 32%

39% 41% 38%
Don't know

Wouldn't notice any
difference

Would notice the difference,
but no impact on me

A slight negative impact on
me

A significant negative impact
on me

A very significant negative
impact on me

Standard business letters arrive a day 
later

Second Class letters and standard 
business letters aren’t delivered on 

Saturdays

Second class letters may take a day 
longer to arrive than they do today

Source: Ofcom Post User Residential Survey
Question: C7. Finally, taking everything into account, to what extent would there be an impact on you if…
Base: All respondents (3145)
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Some groups are more likely to say that  the impact of each change on them would be significant

Overall impact of proposed changes when taking everything into consideration 

3% 3% 2%

7% 7% 8%

Standard business letters arrive a day later Second Class letters and standard business letters
aren't delivered on Saturdays

Second class letters may take a day longer to arrive
than they do today

A significant negative impact on me A very significant negative impact on me

Online marketplace sellers (main 
source of income) (24%)

Those struggling financially (14%)

Those aged 16-34 (13%)

Impacting/limiting conditions (13%)

Children in household (12%)

Those in work (12%)

10%10% 10%

Online marketplace sellers (main 
source of income) (27%)

Those struggling financially (15%)
 
Those aged 16-34 (14%)

Impacting/limiting conditions (13%)

Children in household (13%)

Receive benefits (13%)

Those who send letters daily/ a few 
times a week (24%)

Online marketplace sellers (main 
source of income) (22%)

Those struggling financially (14%)

Impacting/limiting conditions (13%)

Shows selected 
groups 
significantly higher 
than total

Source: Ofcom Post User Residential Survey
Question: C7. Finally, taking everything into account, to what extent would there be an impact on you if…
Base: All respondents (3145)
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People in Scotland and Northern Ireland are less likely to indicate negative impacts of change

Overall impact of proposed changes when taking everything into consideration, by nation 

Standard business letters arrive a day later

3% 4% 3%
1%

7%

9%

4%

3%

England Wales Scotland Northern
Ireland

Second Class letters and standard business letters 
aren’t delivered on Saturdays

3% 3% 3%
1%

7% 8%
5%

3%

England Wales Scotland Northern
Ireland

Second class letters may take a day longer to arrive 
than they do today 

2%
5%

3%
1%

8%

8%

5%

4%

England Wales Scotland Northern
Ireland

Significantly 
higher/lower 
than total 

10% 13% 7% 4% 10% 11% 8% 3% 10% 13% 8% 5%

Source: Ofcom Post User Residential Survey
Question: C7. Finally, taking everything into account, to what extent would there be an impact on you if…
Base: All respondents (3145) England (2045) Wales (361) Scotland (396) Northern Ireland (343)
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Those in urban areas are more likely to say they are impacted by removal of Saturday letter delivery 
for standard business and Second Class letters

Overall impact of proposed changes when taking everything into consideration by urbanity

Standard business letters arrive a day later

3% 2% 3%

7%
6%

6%

Urban Rural Deep Rural

Second Class letters and standard business letters 
aren’t delivered on Saturdays

3% 2% 2%

7%

4% 3%

Urban Rural Deep Rural

Second class letters may take a day longer to arrive 
than they do today 

2% 1%

5%

8%

4%

5%

Urban Rural Deep Rural

Source: Ofcom Post User Residential Survey
Question: C7. Finally, taking everything into account, to what extent would there be an impact on you if…
Base: All respondents (3145) Urban (2500) Rural excluding Deep Rural (469) Deep Rural (176)

Significantly 
higher/lower 
than total 

10% 9% 9% 11% 6% 5% 10% 6% 10%
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Overall, 1 in 10 say their needs would no longer be met and the changes would have a significant or 
very significant negative impact on them
Overall impact

16%

73%

At C1 or C4

4%

This group indicated that the new 
proposed service would not meet their 
needs for at least one type of letter that 
they send or receive.

When asked to state the extent to the 
impact of each of the three main 
elements of the proposed changes, 
taking everything into account, they 
indicated that at least one of the 
changes would have a very significant 
negative impact.

Demographic groups that were most 
likely to fall into this category include 
those aged under 44, people in urban 
areas, people in employment, people 
with disabilities or limiting conditions 
(especially social/behavioural, dexterity 
and mental ability related), people who 
say they are struggling financially, more 
frequent letter receivers and senders 
(especially healthcare/finance related 
and those who sell on online 
marketplaces as a main source of 
income).

This group indicated that the new proposed service would not meet their needs for 
at least one type of letter that they send or receive.

When asked to state the extent of the impact of each of the three main elements of 
the proposed changes, taking everything into account, they indicated that at least 
one of the changes would have a significant (but not ‘very significant’) negative 
impact.7%

This group indicated that the new proposed service would not meet 
their needs for at least one type of letter that they send or receive.

However, when asked to state the extent of the impact of each of the 
three main elements of the proposed changes, taking everything into 
account, they indicated that the proposed changes would have no 
more than a slight negative impact.

The majority of UK adults  indicated that the new proposed 
service would continue to meet their needs for all types of 
letters that they send and receive.

Some indicated that the proposed changes would be 
inconvenient.

Source: Ofcom Post User Needs Residential Survey
Question: C1/C4. How much of an impact would the proposed changes to Second Class post have in relation to the types of letters and cards that you receive/send? C7. Finally, taking everything into account, 
to what extent would there be an impact on you if…
Base: All respondents except 8 who were not shown C4 (3137)
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Online marketplace sellers who use letters to send items and for whom it is their main source of 
income, are the most likely to say that their needs would not be met and that they would experience a 
significant or very significant negative impact
Overall impact – service would no longer meet my needs and very significant negative impact

16%

7%

7%

7%

6%

5%

5%

5%

5%

4%

3%

3%

2%

2%

1%

Online marketplace sellers - main income source

16-34

Any impacting/limiting condition

Struggling financially

Wales

England

Urban

Children in household

Receive benefits

Deep Rural

Scotland

Rural

65+

No internet connection

Northern Ireland

16%

73%

7%

4%

This group indicated that the new 
proposed service would not meet their 
needs for at least one type of letter 
that they send or receive.

When asked to state the extent to the 
impact of each of the three main 
elements of the proposed changes, 
taking everything into account, they 
indicated at least one of the changes 
would have a very significant negative 
impact.

Significantly 
higher/lower 
than total 

Source: Ofcom Post User Needs Residential Survey
Question: C1/C4. How much of an impact would the proposed changes to Second Class post have in relation to the types of letters and cards that you receive/send? C7. Finally, taking everything into account, 
to what extent would there be an impact on you if…
Base: All respondents except 8 who were not shown C4 (3137)
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If the proposed changes were made, users who said they would be impacted, stated a range of 
actions that they expected to take in response, including sending things earlier and using other 
methods of communication

Actions users would make if changes made 

20%

4%

1%

10%

13%

19%

20%

22%

28%

41%

I would not make any changes

Don’t know

Other

Start sending some more of or all of my letters signed for or
tracked

Start sending allof my letters First Class

Start sending some more of my letters First Class

Use a service other than Royal Mail for some or all of my
letter post

Use more methods of communication other than post or
digital

Use more online/digital alternatives

Sending things earlier than I would previously need to

36% would switch to a 
non-post alternative 

These groups are more likely to 
state that they would not make any 
changes:
Northern Ireland (27%)
C2DE (24%)
Send letters less than weekly (21%)

Source: Ofcom Post User Needs Residential Survey
Question: C5. If all the proposed changes were made, would you do any of the following?
Base: All who would be impacted, or don’t know if they would be impacted by changes when sending post (2316)

29% would start using First Class more. 
More likely amongst: 
Higher income (38%)
Children in household (36%)
16-44 (35%)
Wales (35%)
Receive benefits (34%)

This 29% 
equates to 
21% of all 
respondents

Shows group 
significantly higher 
than total

This chart is based on all 
respondents, except for 
the 26% of respondents 

who said that the 
proposed changes would 

make no difference to 
them in relation to sending 

any type of letter



Residential user groups
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Those without internet access tend to be less frequent users of the postal service, are less likely to be 
impacted by the changes, and less likely to change their behaviour as a result

Summary of findings and reactions to proposed changes among postal services users with no internet connection at 
home or elsewhere

67% Receive letters at least about once a week (cf. 82% of total sample)

12%  Send letters at least once a week (cf. 22% of all users)

2% Say needs would no longer be met in relation to at least one type of  letter and changes 
would have a very significant negative impact (cf. 4% of total sample)

2% Say needs would no longer be met in relation to at least one type of letter and  that changes would have a significant, 
but not very significant negative impact (cf. 7% of total sample)

15% Say needs would no longer be met in relation to at least one type of  letter but went on to say that, taking everything into 
account, the proposed changes would make no difference or would only have a slight negative impact (cf. 16% of total sample)

Those with no internet connection are less likely to say Saturday letter 
delivery is important (38% cf. 57% of total) and that availability of a next day 
letter delivery service is important (65% cf. 78%). Affordability (87%) and 
Reliability (83%) are the most important factors to this group.

Source: Ofcom Post User Needs Residential Survey,
Various questions 
Base: All respondents who do not have any internet connection (148)
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Those who have access to the internet but are not confident users are similar to the average in 
current  usage of the letters services and perceptions of the proposed changes

Summary of findings and reactions to proposed changes among postal services users who are not confident 
using the internet

81% Receive letters at least once a week (cf. 82% of total sample)

21%  Send letters at least once a week (cf. 22% of all users)

6% Say needs would no longer be met in relation to at least one type of  letter and changes would have 
a very significant negative impact (cf. 4% of total sample)

7% Say needs would no longer be met in relation to at least one type of letter and  that changes would 
have a significant, but not very significant negative impact (cf. 7% of total sample)

14% Say needs would no longer be met in relation to at least one type of  letter but went on to say that, taking everything into account, 
the proposed changes would make no difference or would only have a slight negative impact (cf. 16% of total sample)

Not confident internet users are less likely to say all aspects of the service are 
important: 44% say letter delivery is important (cf. 57% of total) and 67%  say 
availability of a next day letter delivery service is important (cf. 78%). Affordability 
(84%) and Reliability (80%) are the most important factors to this group.

Source: Ofcom Post User Needs Residential Survey,
Various questions 
Base: All respondents who have limited confidence using the internet including neither confident nor unconfident (273)
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National Summary - England 

• In England, 82% receive letters at least once a week; 23% send letters every 
week.

• 9 in 10 say affordability (90%) and reliability (89%) are important to them. In 
the MaxDiff data, security of personal information and letters not being 
lost/damaged were most important. Saturday letter deliveries are 
considered the least important, followed by Second Class letters being 
delivered within three working days.

• 5% of residential users in England say that the proposed changes would 
mean that the service will no longer meet their needs in relation to at least 
one type of letter that they send or receive, and that taking everything into 
account, at least one of the changes would have a very significant negative 
impact. A further 7% say that their needs will not be met, and at least one of 
the changes will have a significant negative impact. 

• 16% of those in England say that the proposed changes would mean 
services would no longer meet their needs for at least one type of letter 
that they send or receive, but that taking everything into account, the 
proposed changes would make no difference or would only have a slight 
negative impact. 
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National Summary - Wales

• Residential users in Wales fall in line with the UK average. 

• In Wales, 83% of households receive letters at least once a week; 21% 
send letters every week. In line with the total, nearly nine in ten say 
affordability (88%) and reliability (88%) are important to them.

• 6% of residential users in Wales say that the proposed changes would 
mean that the service will no longer meet their needs in relation to at 
least one type of letter that they send or receive, and that taking 
everything into account, at least one of the changes would have a very 
significant negative impact. A further 9% say that their needs will not 
be met, and at least one of the changes will have a significant negative 
impact. 

• 12% of those in Wales say that the proposed changes would mean 
services would no longer meet their needs for at least one type of 
letter that they send or receive, but that taking everything into 
account, the proposed changes would make no difference or would 
only have a slight negative impact. 
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National Summary - Scotland

• Residential users in Scotland show some significant differences from the 
average, with less impact reported in general.

• 82% of those in Scotland receive letter post at least weekly, and 18% send 
letters at least once a week.

• The priorities and levels of importance of different aspects of the postal 
service in Scotland are aligned with the UK average, except for Saturday 
letter delivery, which, in the MaxDiff, is seen as relatively less important 
than the overall UK figure.

• 3% of residential users in Scotland say that the proposed changes would 
mean that the service will no longer meet their needs in relation to at least 
one type of letter that they send or receive, and that taking everything into 
account, at least one of the changes would have a very significant negative 
impact. This is lower than the UK average. 

• A further 6% say that their needs would not be met, and at least one of the 
changes would have a significant negative impact. 

• 11% of those in Scotland say that the proposed changes would mean 
services would no longer meet their needs for at least one type of letter 
that they send or receive, but that taking everything into account, the 
proposed changes would make no difference or would only have a slight 
negative impact. 
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National Summary - Northern Ireland

• Findings in Northern Ireland show a few significant differences, including a 
lower level of impact. 

• 4 in 5 (80%) of those in Northern Ireland receive letter post at least once a 
week. One fifth (20%) send letters at least once a week.

• Those in Northern Ireland are significantly more likely to consider the 
availability of a next day letter delivery service as important (84%). MaxDiff 
analysis finds that those in Northern Ireland are also more likely to say 
security of personal/ sensitive information is important.

• 1% of residential users in Northern Ireland say that the proposed changes 
would mean that the service will no longer meet their needs in relation to at 
least one type of letter that they send or receive, and that taking everything 
into account, at least one of the changes would have a very significant 
negative impact. This is lower than the UK average. 

• A further 3% say that their needs would not be met, and at least one of the 
changes would have a significant negative impact. 

• 18% of those in Northern Ireland say that the proposed changes would 
mean services would no longer meet their needs for at least one type of 
letter that they send or receive, but that taking everything into account, the 
proposed changes would make no difference or would only have a slight 
negative impact. 
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Urban Summary

• Findings amongst residents in urban areas are broadly in line with average 
UK figures.

• 82% receive letters at least once a week; 22% send letters every week.

• 9 in 10 say affordability (89%) and reliability (88%) are important to them. 
Saturday letter deliveries are considered the least important element we 
asked about (58%). In the MaxDiff data, security of personal/sensitive 
information and letters not being lost/damaged were still most important 
despite being of relatively lower importance than UK average.

• 5% of residential users in urban areas say that the proposed changes would 
mean that the service will no longer meet their needs in relation to at least 
one type of letter that they send or receive, and that taking everything into 
account, at least one of the changes would have a very significant negative 
impact. 

• A further 7% say that their needs would not be met, and at least one of the 
changes would have a significant negative impact. 

• 15% of those in urban areas say that the proposed changes would mean 
services would no longer meet their needs for at least one type of letter 
that they send or receive, but that taking everything into account, the 
proposed changes would make no difference or would only have a slight 
negative impact. 
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Rural Summary (excluding deep rural)

• In general, rural residential users show some deviation from the UK 
average, for example reporting slightly lower impacts as a result of 
changes. 

• In rural areas, 84% receive letters at least once a week; 25% send letters 
every week.

• 9 in 10 say affordability (92%) and reliability (88%) are important to them. 
Saturday letter deliveries are considered the least important service factor 
we asked about (47%). In the MaxDiff data, the security of personal/ 
sensitive information was rated relatively more important than the UK 
average.

• 3% of residential users in rural (excluding deep rural) areas say that the 
proposed changes would mean that the service will no longer meet their 
needs in relation to at least one type of letter that they send or receive, and 
that taking everything into account, at least one of the changes would have 
a very significant negative impact. This is lower than the UK average. 

• A further 6% say that their needs would not be met, and at least one of the 
changes would have a significant negative impact. 

• 17% say that the proposed changes would mean services would no longer 
meet their needs for at least one type of letter that they send or receive, but 
that taking everything into account, the proposed changes would make no 
difference or would only have a slight negative impact. 
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Deep Rural Summary

• People living in deep rural areas show a few significant differences compared to 
the UK average. 

• In deep rural areas, 84% receive letters at least once a week; 22% send letters 
every week.

• 9 in 10 say affordability (90%) and reliability (91%) are important to them. Saturday 
letter deliveries are considered the least important service factor we asked about 
(58%). In the MaxDiff exercise, security of personal/sensitive information and 
letters not being lost/damaged were most important.

• 4% of residential users in deep rural areas say that the proposed changes would 
mean that the service will no longer meet their needs in relation to at least one 
type of letter that they send or receive, and that taking everything into account, at 
least one of the changes would have a very significant negative impact. This is 
lower than the UK average. 

• A further 4% say that their needs would not be met, and at least one of the 
changes would have a significant negative impact. 

• 18% of those in deep rural areas say that the proposed changes would mean 
services would no longer meet their needs for at least one type of letter that they 
send or receive, but that taking everything into account, the proposed changes 
would make no difference or would only have a slight negative impact. 



SME user survey Findings
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Summary of key findings – SME survey
A third of SMEs say letter post is very important or core to their business – with over 90% sending 
and receiving post.
 A third (34%) of SMEs say letter post is very important or core to their business, while two thirds use it mainly for 

administrative purposes (65%).
 Sending and receiving post remains a part of business for SMEs. Just 2% never receive and 8% never send letters. 
 70% of SMEs receive, and 51% send letters at least about once a week. 
 The frequency of sending and receiving letters increases with the size of the SME. For example, 46% of 0-employee SMEs 

send letters at least about once a week, rising to 87% of 50-249-employee SMEs. 

Affordability and reliability are key priorities for SMEs, while Saturday delivery is a lower priority.

 Reliability (confidence that letters will be delivered on time) (89%) and affordability (86%) are the most important service 
aspects for SMEs, while Saturday letter delivery is  important to just over a third of SMEs (35%). 

 SMEs that send marketing materials to customers/clients are more likely to say Saturday letter deliveries are important 
(47%).

 A minority (13%) of SMEs do not receive letter post on a Saturday. Of those that do receive it, a third (32%) don’t open it 
until Monday or later. Smaller SMEs are more likely to open Saturday letter post on the same day. 

 The large majority of SME senders of each type of letter we asked about say they would typically not need Second Class 
letters to be delivered within 3 working days of posting. 
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Summary of key findings – SME survey
Most SMEs say they would not be impacted by the proposed service changes.

 9 in 10 SMEs say that if the proposed changes were made, the service would still meet their needs for all types of letters 
that they send and receive (91%). 

 The 9% of SMEs who say their needs would not be met for at least one type of letter that they send or receive consists of: 

 1% who also say the changes overall would have a very  significant negative impact on their business and 3% that say 
the changes would have a significant impact.

 A further 5% say the changes would have no more than a slight negative impact on their business overall. 

 Small items would be the most impacted letter post. Four per cent of SMEs say that the changes would mean their needs 
are no longer met in relation to sending this type of post and a similar proportion (5%) say the same in relation to 
receiving this type of post. Meanwhile, addressed direct mail and marketing materials would be the least impacted. 

 Almost 8 in 10 (78%) SMEs that said they would be impacted, said they would take an action if the service changes were 
made, most commonly by sending things earlier than previously needed (32%) and using more online/digital alternatives 
(31%). 



SME
Section 1: Current Usage
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A third of SMEs report that letter post is very important or core to their business, while two thirds use 
it mainly for administrative purposes

Importance of post to organisation 

65%

22%

13%
Letter post is used mainly
for administrative needs
and is not core to the main
function of our
organisation

Letter post is very
important to our
organisation

Letter post is core to our
organisation operations
(i.e. our organisation could
not function without it)

Those significantly 
more likely to say letter 
post is core to their 
business:

• Send letters daily 
(59%)

• Those with postage 
spend of £101-500 
per annum (29%) or 
£500+ per annum 
(38%)

Core/very important by nation*

29%

34%

35%

43%

34%

Scotland

Wales

England

Northern
Ireland

Total

Significantly 
higher/lower 
than total 

Source: Ofcom Post User Needs SME Survey
Question: S11: Which one of the following statements best describes the role of letter post services to your organisation?
Base: All respondents excluding those who never send or receive post (894) England (513) Scotland (149) Wales (122) Northern Ireland (110)
*The data collection in Wales consisted of 56% panel and 44% CATI database, and therefore has a higher proportion of CATI (i.e. telephone recruited) respondents than other nations. 
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Letter post is more likely to be core for those SMEs that send small items via letter post and 
addressed mail to people or organisations they have a relationship with

Importance of letter post to SMEs, by types of letter sent

13%
20% 19% 16% 16% 15% 15%

22%

29% 27% 30% 24% 28% 27%

Total SMEs Small items sent using large
letter post, for example to

fulfil customer orders

Addressed direct mail to
people or organisations you
do not have a relationship

with

Marketing material to your
customers/clients, including

leaflets, promotions,
brochures, newsletters etc.

Any letter post to public
bodies

Forms or letters to
customers, clients or

subscribers

Bills/invoices to
customers/clients

Letter post is very important to our organisation

Letter post is core to our organisation operations (i.e. our organisation could not function without it)
Significantly 
higher/lower 
than total 

Source: Ofcom Post User Needs SME Survey
Question: S11: Which one of the following statements best describes the role of letter post services to your organisation?
Base: All respondents excluding those who never send or receive post (894), where ever send: forms or letters (620), any letter post (641), bills (636), marketing material (445), addressed direct mail (409), 
small items (578)
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7 in 10 SMEs receive letters at least once a week and just 2% report never receiving letters. The 
frequency of receiving letters increases with size of business

Frequency of receiving letters

18%

12%

32%

49%

71%

40%

37%

48%

44%

25%

12%

13%

12%

5%

3%

11%

13%

5%

2%

15%

20%

2%

2%

3%

Total

0
employees

1-9
employees

10-49
employees

50-249
employees

Every day (that it is possible for post to be delivered) A few times a week About once a week About once a month A few times a year, or less often Never Receive letters but don't know how often

70%

62%

92%

98%

99%

Source: Ofcom Post User Needs SME Survey
Question: S5/S5a: How often does your organisation receive letters?
Base: All respondents (897), 0 employees (191), 1-9 employees (346), 10-49 employees (195), 50-249 employees (165)

Summary: 
Receive at least 

once a week 

Significantly 
higher/lower 
than total 
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Finance-related post such as bills and invoices are letter types received by SMEs in largest volumes

Types of letters received

Source: Ofcom Post User Needs SME Survey
Question: A2. In the last month, approximately how many of each of the following items has your organisation received in the post? 
Base: Receive letters (889)

9%

10%

13%

14%

16%

18%

55%

49%

45%

38%

47%

60%

25%

16%

19%

19%

19%

12%

9%

23%

20%

27%

16%

8%

Any letter post from public bodies

Trade magazines, newsletters,
leaflets and promotions from

organisations you have a…

Small items received using large
letter post

Forms or letters from customers,
clients or subscribers

Addressed direct mail from
organisations you do not have a

relationship with

Bills, invoices, bank statements or
credit card statements

About 11+ About 1-10 None in the last month None (ever) Receive this but don't know how many Don't know
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All categories of letter are less commonly received by smaller SMEs, but this difference is less 
pronounced for bills and invoices

Proportion of SMEs that receive at least  about 1 item of  each category of letter post per month, by size of company

78%

63% 62% 58% 58%
51%

85% 81% 83%
89%

67%
78%

91%
83% 88% 88%

74%
84%

Bills, invoices, bank
statements or credit card

statements

Any letter post from public
bodies

Addressed direct mail from
organisations you do not
have a relationship with

Trade magazines,
Newsletters, leaflets and

promotions from
organisations you have a

relationship with

Small items received using
large letter post

Forms or letters from
customers, clients or

subscribers

0-9 employees 10-49 employees 50-249 employeees

Significantly 
higher/lower 
than total 

Source: Ofcom Post User Needs SME Survey
Question: A2. In the last month, approximately how many of each of the following items has your organisation received in the post? 
Base: Receive letters (889), 0-9 employees (531), 10-49 employees (194), 50-249 employees (164)
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Just over half send letters at least once a week. Frequency of sending letters increases with SME size

Frequency of sending letters

2%

3%

4%

8%

7%

5%

13%

18%

31%

28%

27%

28%

35%

42%

15%

14%

19%

12%

6%

19%

18%

19%

21%

6%

22%

24%

18%

9%

2%

8%

10%

3%

Total

0 employees

1-9 employees

10-49
employees

50-249
employees

Multiple times a day Every day A few times a week About once a week About once a month A few times a year, or less often Never Send letters but don't know how often Don't know

Summary: 
Send at least 
once a week 

51%

46%

62%

69%

87%

Significantly 
higher/lower 
than total 

Source: Ofcom Post User Needs SME Survey
Question: S6/S6a: How often does your organisation send anything using letter post? This could include things like invoices, customer communications, marketing materials, 
official documents, application forms or Large Letter envelopes containing small items. Please only include letter post that you send within the UK.
Base: All respondents (897), 0 employees (191), 1-9 employees (346), 10-49 employees (195), 50-249 employees (165)
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Around half of SMEs send small items. A similar proportion send forms or letters to customers, and 
bills/invoices

Types of letters sent

20%

18%

15%

13%

8%

7%

29%

29%

34%

15%

19%

33%

17%

19%

20%

16%

20%

35%

33%

33%

30%

55%

51%

25%

Small items sent using large letter
post, for example to fulfil customer

orders

Forms or letters to customers, clients
or subscribers

Bills/invoices to customers/clients

Marketing material to your
customers/clients, including leaflets,
promotions, brochures, newsletters

etc.

Addressed direct mail to people or
organisations you do not have a

relationship with

Any letter post to public bodies

About 11+ About 1-10 None in the last month None (ever) Send these but don't know how many Don't know

Source: Ofcom Post User Needs SME Survey
Question: A3. In the last month, how many of each of the following types of items has your organisation sent in the post? Please only include items that you have sent within the UK, to destinations within the 
UK.
Base: Send letters (864)
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For all letters types, larger SMEs are more likely to have sent at least one letter in the last month

At least about 1 postal letter sent in the last month, by letter type among SMEs

48% 48% 46%
39%

27% 26%

63%
54%

63%
53%

37%
45%

78%
70%

77%
70%

54% 57%

Bills/invoices to
customers/clients

Small items sent using large
letter post, for example to

fulfil customer orders

Forms or letters to
customers, clients or

subscribers

Any letter post to public
bodies

Addressed direct mail to
people or organisations you

do not have a relationship
with

Marketing material to your
customers/clients,
including leaflets,

promotions, brochures,
newsletters etc.

0-9 employees 10-49 employees 50-249 employees

Significantly 
higher/lower 
than total 

Source: Ofcom Post User Needs SME Survey
Question: A3. In the last month, how many of each of the following types of items has your organisation sent in the post? Please only include items that you have sent within the UK, to destinations within the 
UK.
Base: Send letters and 0-9 employees (512), 10-49 employees (191), 50-249 employees (161) 
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Almost 4 in 5 SMEs that send marketing materials to customers use Second Class, whilst 7 in 10 of 
those that send addressed direct mail do so 
Proportion of post by postage type for each post type sent

18% 20%

50%
44%

38%

53%

9% 8%
15%

20% 19%
12%

72%
68%

53%
49%

39%
38%

9%
3% 5% 7%

19%

6%4% 3%
10%

5%
12%

3%5% 4% 4% 3%
10%

3%1% 1% 3% 2% 1% 2%

Marketing material to our
customers/clients,
including leaflets,
promotions, brochures,
newsletters etc.

Addressed direct mail to
people or organisations
you do not have a
relationship with (e.g.
marketing)

Forms or letters to
customers, clients or
subscribers

Any letter post to public
bodies (e.g. your local
council, HMRC, DBT)

Small items sent using
large letter post, for
example to fulfil customer
orders (e.g. small parts)

Bills/invoices  to
customers/clients

First Class First Class signed for Second Class Second Class signed for Special delivery Other tracked service Bulk mail

77%Any Second 
Class 71% 56% 53% 52%

Source: Ofcom Post User Needs SME Survey 
Question: A4. What type(s) of postage do you use for each of the types of letters you send?
Base: All who ever sent Forms or letters (620), Any letter post to public bodies (641), Bills/invoices to customers/clients (636), Marketing material  (445), Addressed direct mail (409), Small items (578)

43%
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Almost 4 in 5 SMEs that send marketing materials to customers use Second Class, whilst 7 in 10 of 
those that send addressed direct mail do so 

Proportion of post for each post type sent:  Second Class or Second Class Signed for

77%

71%

56%

53%

52%

43%

Marketing material to our customers/clients, including
leaflets, promotions, brochures, newsletters etc.

Addressed direct mail to people or organisations you do
not have a relationship with (e.g. marketing)

Forms or letters to customers, clients or subscribers

Any letter post to public bodies (e.g. your local council,
HMRC, DBT)

Small items sent using large letter post, for example to
fulfil customer orders (e.g. small parts)

Bills/invoices  to customers/clients

Source: Ofcom Post User Needs SME Survey
Question: A4. What type(s) of postage do you use for each of the types of letters you send?
Base: All who ever sent Forms or letters (620), Any letter post to public bodies (641), Bills/invoices to customers/clients (636), Marketing material  (445), Addressed direct mail (409), Small items (578) 
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Cost is the main reason given by SMEs for choosing to send letters using Second Class

Reasons why Second Class users send any letter post type Second Class

80%

55%

30%

1% 1% 0%

To save money/ it is
the cheapest option

The speed of delivery
meets my needs

There is no
expectation that First

Class will get there
faster

Other (please specify) None of the above Don’t know

Shows group 
significantly higher 
than total

SMEs with 1-9 employees (86%)

SMEs based in rural locations (92%)

SMEs with 10-49 employees (63%)

Business services sector SMEs (72%)

Source: Ofcom Post User Needs SME Survey
Question: A5. Which of the below reasons, if any, describe why you send post using Second Class? 
Base: All respondents who send Second Class post (569)
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Just under half of SMEs ever send small items using letter post. The proportion increases to just over 
half among larger SMEs

Proportion of SMEs that send small items to customers using letter post, by industry group and size

47%

58% 59%

33%

44%
49%

39% 42%

55%

Total SMEs Primary,
manufacturing,

construction
(ABCDEF)

Retail,
distribution,

accommodation
and food services

(GHI)

Business
services
(JKLMN)

Other
services
(PQRS)

0 employee 1-9 employees 10-49 employees 50-249
employees

Source: Ofcom Post User Needs SME Survey 
Question: A6: Do you ever use letter post to send small items to customers, for example to fulfil orders?
Base: All SMEs excluding SMEs who never send or receive (894)

Significantly 
higher/lower 
than total 



SME
Section 2: Postal Priorities
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Affordability and reliability are the most important service aspects for SMEs, while just 1 in 3 say 
letters being delivered on a Saturday is important

Importance of different services and features

21%

9%

6%

3%

23%

11%

5%

5%

4%

21%

11%

8%

7%

4%

26%

33%

39%

28%

29%

8%

35%

43%

59%

61%

Letters are delivered on
Saturdays

A next day delivery letter
service is available (like
current First Class post)

Letters are delivered Monday
to Friday

The price of sending letters is
kept affordable

You can be confident that
letters sent will be delivered

on time

Not at all important Not very important Neither important nor unimportant Important Very important Don’t know 

89%

Summary: 
Important

86%

82%

68%

35%

SMEs with 50+ 
employees (92%)

SMEs with 50+ 
employees (82%)

Source: Ofcom Post User Needs SME Survey
Question: A1. Thinking about letters your organisation sends and receives, how important is it to your organisation that…
Base: All respondents excluding those who never send or receive post (894)
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Weekday delivery and Saturday delivery are both significantly more important to SMEs in Scotland

Importance of different services and features (Important/very important by nation)*

39%

70%

76%

88%

83%

40%

78%

80%

91%

88%

50%

77%

91%

91%

94%

33%

67%

81%

86%

89%

Letters are delivered on Saturdays

A next day delivery letter service is
available

Letters are delivered Monday to
Friday

The price of sending letters is kept
affordable

You can be confident that letters
sent will be delivered on time

England

Scotland

Wales

Northern
Ireland

Significantly 
higher/lower 
than total *Data collection in Wales consisted of 56% panel and 44% CATI database, a higher proportion of CATI than other nations.  The Wales sample has a more even split of SMEs with 0 

employees and SMEs with 1-9 employees, while data for other nations had a higher proportion of SMEs with 0 employees. Note that the weighting applied was not made interlocking to 
minimise impact to avoid extreme weighting values.  

Source: Ofcom Post User Needs SME Survey
Question: A1. Thinking about letters your organisation sends and receives, how important is it to your organisation that…
Base: All respondents excluding those who never send or receive post (894) England (513) Scotland (149) Wales (122) Northern Ireland (110)
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Compared to residential consumers, SMEs place lower importance on Saturday and next-day 
delivery

Agreement that different services and features are important/very important, SMEs compared to residential sample 

Source: Ofcom Post User Needs SME Survey
Question: A1. Thinking about letters your organisation sends and receives, how important is it to your organisation that…  (Residential: A0. Thinking about letters, greetings cards and postcards, how 
important is it to you that… )
Base: All SME respondents (894), residents (3145)

57%

78%

80%

90%

88%

35%

68%

82%

86%

89%

Letters are delivered on Saturdays

A next day delivery letter service is available

Letters are delivered Monday to Friday

The price of sending letters is kept affordable

You can be confident that letters sent will be
delivered on time

SMEs

Residents

10% points 
SME-residential consumer 
gap

22% points 
SME-residential consumer 
gap
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MaxDiff Analysis was used to establish relative importance of different aspects to SMEs

• As in the residential survey, we used a MaxDiff approach to indicate the “most important” and the “least important” options in each of a 
series of randomly given sets. 

• In this analysis, participants who took part online were asked to choose ‘trade-offs’ between attributes, so scores are relative, and a lower 
importance score does not necessarily mean it is unimportant overall.

• Respondents were shown 8 sets of 3 options and asked to pick ONE that they felt was most important overall and ONE that they felt was 
least important.

• Telephone (CATI) respondents were not asked the MaxDiff question because reading them out would have been too time-consuming and 
difficult for the respondent to answer. 

Example respondent view
Source: Ofcom Post User Needs Survey
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Not losing or damaging letters and keeping personal/sensitive information secure are the most 
important aspects to SMEs. Delivering letters on a Saturday is the least important

Importance of aspects of postal service (preference shares from MaxDiff)*

35%

20%

14%

11%

9%

7%

4%

1%

Letters are not lost or damaged

The security of personal or sensitive information

The affordability of the service

Availability of a First Class letter service that
should arrive the next working day after posting

Availability of a service that guarantees the
delivery of a letter by the next day

Letters are delivered on weekdays

Letters sent Second Class are delivered within
three working days

Letters are delivered on Saturdays

*Preference shares express the 
relative importance of each option 
in a MaxDiff design, showing the 
percentage of total importance 
held by each. 

Considerations impacted by 
proposed postal service 
changes are lesser priorities. 

Compared to residential, Saturday 
delivery is less important (1% cf. 
3%) and lost/damaged is more 
important (35% cf. 25%)

Source: Ofcom Post User Needs SME Survey
Question: B3. For each set, please select the one you feel is the most important and the one you feel is the least important to your organisation. 
Base: All who completed the interview online (546)
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The smaller the SME, the more likely it is that Saturday letter post is received and opened same day

Receipt of letter post on a Saturday by Employee size

58%
65%

42%

22% 17%

27%
21%

42%

46% 56%

13% 11% 14%

27% 24%

4%

Total SMEs 0 employees 1-9
employees

10-49
employees

50-249
employees

Don't know if
receives post on a
Saturday

We never receive
post on a Saturday

Received on
Saturday, but not
opened until
Monday or later

Received and
opened on a
Saturday

Significantly 
higher/lower 
than total 

Source: Ofcom Post User Needs SME Survey
Question: C3. Which of the following is the most accurate statement regarding your business receiving letter post?
Base: All respondents who receive letters, Total (889) 0 employees (185), 1-9 employees (346), 10-49 employees (194), 50-249 (164) 
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Bills/invoices are the types of Second Class letter post that SMEs are most likely to need to arrive 
within 3 working days of sending and the most likely to be sent using first class to arrive more quickly

When Second Class letters need to arrive after posting

9%

11%

21%

22%

23%

25%

15%

11%

17%

17%

25%

13%

16%

15%

10%

6%

8%

6%

4%

2%

12%

16%

12%

18%

55%

59%

38%

39%

31%

36%

Addressed direct mail to people or
organisations you do not have a

relationship with (e.g. marketing)

Marketing material to our
customers/clients, including leaflets,

promotions, brochures, newsletters etc.

Forms or letters to customers, clients or
subscribers

Small items sent using large letter post,
for example to fulfil customer orders

(e.g. small parts)

Any letter post to public bodies (e.g.
your local council, HMRC, DBT)

Bills/invoices  to customers/clients

Typically within 3 working days Typically  within 4-5 working days
Doesn’t matter if this takes longer than within 5 working days Would send this by First Class post as it would need to arrive more quickly
Don’t know when they would need to arrive Do not send this type of post
Don't know if we send this type of post

Source: Ofcom Post User Needs SME Survey
Question: B1. Thinking about the types of letters your organisation might send by Second Class post, please indicate how long after posting you would typically need them to arrive.
Base: All SME respondents (897)
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Among SMEs who say they need at least one type of Second Class letter to arrive within three 
working days of sending, many say a one-day delay in delivery would not have a substantial impact

Description of impact of Second Class post taking one day longer

Categorised level of impact*

27%

11%

4%

1%

4%

45%

9%

Response indicates potential for harm

Response indicates minimal impact,
inconvenience or annoyance, but no

evidence of potential for harm

Response specifically indicates the change
would not cause any harm

General observation that post would take
longer to arrive/would arrive late, but no

indication of level of harm
Other responses that do not explain the
type or level of impact of the proposed
changes or relate to other types of post

Selected the option: Organisation would not
be impacted

Don't know

Concerns/actions

3%

2%

2%

2%

1%

Would need to use First Class or an
alternative service instead of Royal Mail

Customers would complain about the
delay in receiving their post/orders

Concerns around items sold regarding loss
of reputation/poor customer satisfaction

ratings/not meeting customer
expectations

Would get queries from customers re
estimated arrival time of post sent to
them/why their post had not arrived

Staff would need to spend time dealing
with problems caused by the longer

delivery times

Question B2 [CODED]. You said at least some of the types of post your organisation currently sends using Second Class typically must arrive within 3 working days of posting.
If this did not happen and your organisation’s Second Class letters took one working day longer to be delivered, how would your organisation be impacted?
Base: All who say they would send by Second Class and it must be delivered within 3 working days of posting  (459).
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Among those that said that some Second Class letters must be delivered within 3 working days of 
sending, some SMEs say that slower delivery of Second Class letters to clients would reflect 
negatively on them as a business
Impact of Second Class Post not arriving within 3 working days of posting (among those that send Second Class and say they 
typically need it to arrive within 3 days of sending)

“More irritating than essential. We need to be first 
in communication queue before our rivals

“It would reflect badly on the business if the 
customer was expecting the parcel within a certain 

time frame

45% selected “Organisation would 
not be impacted”, whilst a further 11%  gave 
a response that indicated minimal impact, 
inconvenience or annoyance.*

“It would put doubts in our customers minds that 
we weren't very efficient.

“It would be our reputation which would be 
affected, because we won't be getting the goods 

to the customer

“It would be annoying but we would survive and we 
would just have to act on it

27% gave a response that indicates the potential 

for harm

Question B2 [CODED]. You said at least some of the types of post your organisation currently sends using Second Class typically must arrive within 3 working days  of posting.
If this did not happen and your organisation’s Second Class letters took one working day longer to be delivered, how would your organisation be impacted?
Base: All who say they would send by Second Class and it must be delivered within 3 working days of posting (459).



SME
Section 3.1: Stated impact of 
proposed changes on receiving 
letter post  
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Proposed changes to postal service shown to respondents  

To present the changes to respondents, those completing the survey online  were told to read the background to the proposed 
changes carefully, and shown the outline of the impacts and a further example of how this might affect Second Class post.
Those completing via the telephone received the following information:

We will now ask you some questions about potential changes to the delivery of letters. Over recent years the number of items being sent using letter post has been falling. 
Because of this, Royal Mail has received less money from organisations and consumers but must still provide the same service and deliver six days a week. 
In response to this, Ofcom is thinking about the future needs of people and organisations in the UK. Ofcom would like to understand whether the needs of the people and 
companies that send and/or receive mail would be met if certain changes were to be made to the delivery of letters by Royal Mail.
We are interested in your views of proposed changes to the frequency of delivery of letters sent by Second Class post, and Standard Business Letters (i.e. those that are 
typically sent by larger organisations or those that send a high volume of letters). . 
The proposed changes would have three main impacts:

Change 1
Letters and cards sent by Second Class post would no longer be delivered on Saturdays.
Change 2
Standard letters sent by businesses and organisations would no longer be delivered on Saturdays and could take a day longer to be delivered than they do today.
Change 3
If you sent a letter or card by Second Class post, it would no longer be delivered to the recipient on a Saturday and it may take a day longer to arrive than it would 
today.
No changes would be made at all to First Class letters service or urgent business mail (that is letters sent by businesses or organisations).

No changes would be made to the delivery of parcels sent via Royal Mail

From October 2024, the price of a standard Second Class letter stamp will be 85p and the price of a standard First Class letter stamp will be £1.65.

At the moment, when you use Second Class letter post in the UK you can expect it to arrive within 3 working days after the day it is posted (Saturday is currently counted as a 
working day). The new proposal means that Saturday would no longer count as a working day for the Second Class service, so if you posted the letter or card by Second 
Class post on a Wednesday, Thursday, Friday or Saturday you could expect it to arrive a day later than it would now. 

Source: Ofcom Post User Needs Survey
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Less than half of SMEs claimed to be aware of the proposed changes

Prior awareness of proposed changes

42%

56%

2%

Yes

No

Don’t know 

Those who were significantly more 
likely to be aware of the changes:

• Those in Retail, distribution, 
accommodation and food services 
(58%)

• Those in the South of England (51%)

• 50 – 249 employees (50%)

Those who were significantly less likely 
to be aware of the changes:

• North of England (23%)

• Never send small items (36%)

Source: Ofcom Post User Needs SME Survey
Question: C0. Before today, were you aware of these proposed changes to letter post?
Base: All respondents excluding those who never send or receive post (894). 
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The changes would not have a big impact on SMEs receiving letter post, with small items using large 
letter post the most impacted

Overall impact on letter post received

<0.5%1%1%1%2%5%

6%4%
11%12% 19%16%

34%33%
33%28%

54%61%

47%

32%

42%
31%

24%19%12%
29%

11%
23%

Don't receive this type of post*

Don't know

This would make no difference

This would be inconvenient, but not a
big problem

This would be a big inconvenience

This would cause  substantial harm or
difficulties- if this happened, the
service provided by Royal Mail would
no longer meet my organisation's
needs

Source: Ofcom Post User Needs SME Survey
Question: C1. How much of an impact, if any, do you think these changes would have on your organisation, when you consider the types of letters your organisation receives?
Base: All respondents (897)  *Includes where respondent does not know if they receive this type of post

Small items received 
using large letter post

Bills, invoices, bank 
statements

Forms or letters from 
customers, clients or 

subscribers

Any letter post from 
public bodies

Addressed direct mail 
from organisations you 

do not have a 
relationship with 

Trade magazines, 
newsletters, leaflets and 

promotions from 
organisations you have a 

relationship with
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SMEs in Wales are more likely to say they would be impacted by the changes in relation to forms or 
letters from customers and post from public bodies*

Overall impact on post received - Forms or letters from 
customers/clients/subscribers

11%

1%

7%

4%

33%

33%

27%

32%

6%

17%
29%

WalesTotal

Don't receive this type of post*

Don't know

This would make no difference

This would be inconvenient, but not a
big problem

This would be a big inconvenience

This would cause substantial harm or
difficulties- if this happened, the
service provided by Royal Mail would
no longer meet my organisation's
needs

Overall impact on post received – Any letter post from 
public bodies

10%

1%

11%

6%

30%

34%

37%
47%

12%12%

WalesTotal Significantly 
higher/lower 
than total *The data collection in Wales consisted of 56% panel and 44% CATI database, and therefore has a higher proportion of CATI (telephone recruited) respondents  than other  nations.  The 

Wales sample has a more even split of SMEs with 0 employees and SMEs with 1-9 employees, whilst other nations’ data consists of a higher proportion of SMEs with 0 employees, and 
SMEs with 0 employees are less likely to be impacted by the changes. The weighting applied was not made interlocking, so as to limit the weighting impact. 

Source: Ofcom Post User Needs SME Survey
Question: C1. How much of an impact, if any, do you think these changes would have on your organisation, when you consider the types of letters your organisation receives?
Base: All respondents (897)  Wales (122) *Includes where respondent does not know if they receive this type of post
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When those who anticipate a big inconvenience or more substantial impact were asked to explain 
this, half indicated a clear potential for harm, but few were specific in their examples

Description of perceived ‘big’ negative impact in relation to receiving letters – Level and type of impact

Categorised level of impact*

52%

5%

<0.5%

3%

27%

13%

Response indicates potential for harm

Response indicates disappointment,
inconvenience or annoyance, but no

evidence of potential for harm

Response specifically indicates the
change would not cause any harm

General observation that post would
take longer to arrive/would arrive late,

but no indication of level of harm
Other responses that do not explain the
type or level of impact of the proposed
changes or relate to other types of post

Don't know

Concerns/actions

9%

7%

2%

0%

0%

0%

Would need to choose first class or an
alternative service instead of Royal Mail

Saturday delivery should not be
stopped

There would be delays to
projects/being able to complete work

on time
Would have to cancel client

appointments due to items arriving
late

Concerns about deteriorating
service/increasing costs from Royal

Mail

Items ordered for re-sale to customers
might be delayed

*While the codes reflect impact 
levels, questions C2 and C4a were 
limited to respondents who had 
already reported harm. As a result, the 
data should be viewed with caution 
and in context with other responses. 
See Technical Report for more detail.

C2: [CODED] You said that this would be a big inconvenience or would have a substantial negative impact on your organisation and cause substantial difficulties in relation to some of the letters  you receive – 
why is this?
Base: Those who said the proposed changes would be a big inconvenience or cause substantial harm or difficulties for at least one type of letter post they receive (241)
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The types of letters received that SMEs most commonly mentioned when explaining negative 
impacts of proposed changes were official documents, for example from public bodies or financial 
institutions
Description of perceived ‘big’ negative impact in relation to receiving letters – Type of post

19%

15%

11%

9%

4%

1%

Financial or official post

Small parts/other items for use in their business

Unspecified important/urgent post

Invoices

Project documents/contract documents

Time sensitive documents

“With anything that comes through from HMRC 
or council anything to do with financial 

institution have time scales. If the letter had a 7 
day reply to deadline and we receive it 5 days 

later after the date it was posted,  this  will 
impact us financially as we would miss the 
deadline. If they send it first class it will not 

affect us but if they send it second class it will 
affect us as there are deadlines for financial 

sectors, and days for us to reply to them with 
in.”

C2: [CODED] You said that this would be a big inconvenience or would have a substantial negative impact on your organisation and cause substantial difficulties in relation to some of the letters  you receive – 
why is this?
Base: Those who said the proposed changes would be a big inconvenience or cause substantial harm or difficulties for at least one type of letter post they receive (241)



SME
Section 3.2: Stated impact of 
proposed changes on sending 
letter post  
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Overall, the research suggests that proposed changes wouldn’t have a big impact on the large 
majority of letters that SMEs send

Overall impact on post sent

<0.5%<0.5%1%2%3%4%

4%5%7%10% 15%15%

28%27%27%21%
28%24%

36%26%26%25%

55%59%

31%
38%36%39%

Don't send this type of post*

Don't know

This would make no difference

This would be inconvenient, but not a
big problem

This would be a big inconvenience

This would cause substantial harm or
difficulties- if this happened, the
service provided by Royal Mail would
no longer meet my organisation's
needs

Small items sent using 
large letter post for 

example to fulfil 
customer orders

Bills, invoices to 
customers/clients

Forms or letters to 
customers, clients or 

subscribers
Any letter post to 

public bodies

Marketing material to our 
customers/clients, 
including leaflets, 

promotions, brochures, 
newsletters etc.

Addressed direct mail to 
people or organisations 

you do not have a 
relationship with

Source: Ofcom Post User Needs SME Survey
Question: C4. How much of an impact would the proposed changes to Second Class post have in relation to the types of letter post that your organisation sends?
Base: All respondents (897) )*Includes where respondent does not send this type of post
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When asked to describe the nature of the big negative impact, SMEs tended to be unable to give 
specific examples- when they did, most commonly it related to delivery times for customers (15%)

Description of perceived ‘big’ negative impact in relation to sending letters – Level and type of impact

Categorised level of impact*

42%

4%

0%

1%

38%

9%

Response indicates potential for harm

Response indicates disappointment,
inconvenience or annoyance, but no

evidence of potential for harm

Response specifically indicates the
change would not cause any harm

General observation that post would
take longer to arrive/would arrive late,

but no indication of level of harm
Other responses that do not explain the
type or level of impact of the proposed
changes or relate to other types of post

Don't know

Concerns/actions

15%

10%

7%

6%

6%

1%

1%

1%

<0.5%

0%

Concerns around items sent to customers regarding 
longer delivery times

Saturday delivery should not be stopped

Would need to use first class or an alternative service 
instead of Royal Mail

Concerns around items sent to customers regarding 
loss of reputation/poor customer satisfaction 

ratings/not meeting customer expectations

Would get queries from customers re: estimated 
arrival time /why their post had not arrived

Clients could miss appointments

Would need to increase costs to customers

Could have a financial impact on customers/clients

Delays to outgoing invoices would lead to delays to 
getting paid

Concerns about deteriorating service/increasing 
costs from Royal Mail

*While the codes reflect impact 
levels, questions C2 and C4a were 
limited to respondents who had 
already reported harm. As a result, the 
data should be viewed with caution 
and in context with other responses.
See Technical Report for more detail.

C4a: [CODED] You said that this would be a big inconvenience or would have a substantial negative impact on your organisation and cause substantial difficulties in relation to some of the letter post you 
send – why is this?
Base: Those who said the proposed changes would be a big inconvenience or cause substantial harm or difficulties for at least one type of letter post they send (192)
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When SMEs described why they expected the changes to result in a negative impact in relation to 
letter sent, the types of letter most frequently mentioned were bill payments and small parts

Description of perceived ‘big’ negative impact in relation to sending letters – Type of post

9%

6%

5%

4%

2%

1%

1%

<0.5%

Bill payments/sending cheques

Small parts/other items

Unspecified important/urgent post

Invoices to clients/customers

Time-sensitive letters/items

Financial or official post

Letters/forms etc. with a response deadline

Letters with sensitive/valuable contents

C4a: [CODED] You said that this would be a big inconvenience or would have a substantial negative impact on your organisation and cause substantial difficulties in relation to some of the letter post you 
send – why is this?
Base: Those who said the proposed changes would be a big inconvenience or cause substantial harm or difficulties for at least one type of letter post they receive (192)
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Eight per cent of SMEs think the changes would have a significant negative impact on their business 
(1% said the impact would be very significant)
Overall impact on the business

35%

33%

23%

7%

1%

2%

We wouldn’t notice any difference

We would notice the difference, but it
would make no impact on the organisation

A slight negative impact on the
organisation

A significant negative impact on the
organisation

A very significant negative impact on the
organisation

Don’t know

Source: Ofcom Post User Needs SME Survey
Question: C7. Thinking about all your business needs, to what extent do you think the changes would have an impact on your organisation?
Base: All respondents excluding those who never send or receive post (894)

68%
Net: No impact

31%
Net: Any negative impact8%

Net: Any significant 
negative impact

Presenter Notes
Presentation Notes
Retail, distribution, Accommodation and food services (GHI) (18%)
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The proportion saying the changes would cause a very significant negative impact on their 
organisation is higher amongst those in SMEs with 1-9 employees 

Overall impact of proposed changes when taking everything into consideration 

1% 1%
3%

1% 1% 1%
2%

0% 1% 1% 1%

7% 7%

7%

5%

8%
7%

8%
11%

3%

7%
8%

Total 0
employees

1-9
employees

10-49
employees

50-249
employees

England Wales Scotland Northern
Ireland

Urban Rural

A significant negative impact
on my organisation

A very significant negative
impact on my organisation

Significantly 
higher/lower 
than total 

Source: Ofcom Post User Needs SME Survey
Question: C7. Thinking about all your business needs, to what extent do you think the changes would have an impact on your organisation?
Base: All respondents excluding those who never send or receive post (894) 0 employees (188) 1-9 employees (346) 10-49 employees (195) 50-249 employees (165) England (513) Scotland (149) Wales (122) 
Northern Ireland (110) Urban (709) Rural (185) 
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For the large majority of SMEs, needs would continue to be met. Just 1% say their needs would not be 
met and that there would be a very significant negative impact on their business
Overall impact

5%

91%

3%1%

The majority of SMEs indicated that the new proposed 
service would continue to meet their needs for all types of 
letters that they send and receive.

Some indicated that the proposed changes would be 
inconvenient.

This group indicated that the new proposed service would not meet 
their needs for at least one type of letter that they send or receive.

However, when asked to state the extent of the impact of the 
proposed changes, thinking about all business needs, they indicated 
the changes would have a no more than a slight negative impact.

This group of SMEs indicated that the new proposed service would not meet their 
needs for at least one type of letter that they send or receive.

When asked to state the extent of the impact of the proposed changes, thinking 
about all business needs, they indicated the changes would have a significant (but 
not ‘very significant’) negative impact.

This group indicated that the new 
proposed service would not meet their 
needs for at least one type of letter that 
they send or receive.

When asked to state the extent of the 
impact of the proposed changes, 
thinking about all business needs, they 
indicated the changes would have a very 
significant negative impact.

SMEs more likely to be in this group 
include those with 1-9 employees (2%) 
and those who send letters daily (7%).

Source: Ofcom Post User Needs SME Survey
Question: C1/C4. How much of an impact would the proposed changes to Second Class post have in relation to the types of letters and cards that you receive/send? C7. Thinking about all your business 
needs, to what extent do you think the changes would have an impact on your organisation?
Base: All respondents (897)
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Among those who say they would be impacted, almost 8 in 10 SMEs say they would make a change in 
their behaviour if the proposed changes went ahead, with sending things earlier, and using more 
digital alternatives the most mentioned 
Actions taken if proposed changes were made

32%

31%

28%

26%

18%

16%

9%

3%

4%

18%

Send things earlier than we would previously have
needed to

Use more online/ digital alternatives

Use more methods of communication other than post
or digital instead of some or all of our letter post

Use a service other than Royal Mail for some or all of
our letter post

Start sending some more of our letters First Class

Start sending some more of or all of our letters signed
for or tracked

Start sending all of our letters First Class

Other

Don’t know

We would not make any changes

24%
Would start using 

First class more
(equating to 13% of 

all SMEs)

This chart is based on 
all respondents, 

except for the 47% of 
SMEs who said that the 

proposed changes 
would make no 

difference to their 
organisation in 

relation to sending any 
type of letter we asked 

about.

Source: Ofcom Post User Needs SME Survey
Question: C5. If all of the proposed changes were made, would your organisation do any of the following?
Base: All who would be impacted by changes when sending post, or don't know (496)



SME user groups
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National Summary - SMEs in England 

• The survey data from England closely reflects the overall findings, as it 
represents the largest subsample. In England, 69% of SMEs receive letters at 
least once a week, and 50% send letters every week.

• Almost 9 in 10 SMEs say affordability (86%) and reliability (89%) are 
important to them. Saturday deliveries are considered less important (33%). 
In the MaxDiff analysis, letters not being damaged, followed by data 
security, were the most important priorities.

• 1% of SMEs in England say that the proposed changes would mean that the 
service would no longer meet their needs in relation to at least one type of 
letter that they send or receive, and that the changes will have a very 
significant negative impact on their organisation.

• A further 3% of SMEs in England say that their needs would not be met, and 
the changes would have a significant negative impact.

• 5% of SMEs in England say that the proposed changes would mean services 
would no longer meet their needs for at least one type of letter that they 
send or receive, but that, thinking about all of their business needs, the 
proposed changes would make no difference or would only have a slight 
negative impact. 
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National Summary - SMEs in Wales
• In Wales the survey found some differences to the average UK SMEs in usage 

and potential impact of service changes.

• In Wales, 87% of SMEs receive letters at least once a week, higher than the 
national average (70%); 58% send letters every week.

• 9 in 10 say affordability (91%) and reliability (88%) are important to them. In 
the MaxDiff, letters not being damaged was the most important, although less 
so than among the total sample (28% preference share, cf. 35%).

• 2% of SMEs in Wales say that the proposed changes would mean that the 
service would no longer meet their needs in relation to at least one type of 
letter that they send or receive, and that the changes will have a very 
significant negative impact on their organisation.

• A further 4% of SMEs in Wales say that their needs would not be met, and the 
changes would have a significant negative impact.

• 14% of SMEs in Wales say that the proposed changes would mean services 
would no longer meet their needs for at least one type of letter that they send 
or receive, but that, thinking about all of their business needs, the proposed 
changes would make no difference or would only have a slight negative 
impact. This is significantly higher than the UK average and is driven by a 
higher stated impact on the receipt of forms/letters from customers/clients 
and on letters from public bodies.

Note that data collection in Wales consisted of 56% panel and 44% CATI database, a higher proportion of CATI than other nations.  The Wales sample has a more even split of SMEs with 
0 employees and SMEs with 1-9 employees, while data for other nations had a higher proportion of SMEs with 0 employees. 
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National Summary- SMEs in Scotland
• SMEs in Scotland, fall generally in line with UK SME average findings. 

•  73% of SMEs receive letters at least once a week; 56% send letters every week.

• 9 in 10 SMEs say affordability (91%) and reliability (94%) are important to them. 
Saturday deliveries are considered the least important (50%), although 
important to a significantly higher proportion compared to the total sample 
(35%). 

• In the MaxDiff, letters not being damaged, followed by data security, were 
most important. 

• Less than 1% of SMEs in Scotland say that the proposed changes would mean 
that the service would no longer meet their needs in relation to at least one 
type of letter that they send or receive, and that the changes will have a very 
significant negative impact on their organisation.

• A further 3% of SMEs in Scotland say that their needs would not be met, and 
the changes would have a significant negative impact.

• 2% of SMEs in Scotland say that the proposed changes would mean services 
would no longer meet their needs for at least one type of letter that they send 
or receive, but that, thinking about all of their business needs, the proposed 
changes would make no difference or would only have a slight negative 
impact. 
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National Summary- SMEs in Northern Ireland

• Northern Ireland shows few significant differences compared to SMEs 
overall. 78% of SMEs receive letters at least once a week; 59% send letters 
every week.

• Over 4 in 5 SMEs say affordability (88%) and reliability (83%) are important to 
them. Saturday deliveries are considered the least important (39%). In the 
MaxDiff, letters not being damaged, followed by data security, were most 
important.

• 3% of SMEs in Northern Ireland say that the changes mean services would no 
longer meet their needs for a type of post they send or receive.

• 1% of SMEs in Northern Ireland say that the proposed changes would mean 
that the service would no longer meet their needs in relation to at least one 
type of letter that they send or receive, and that the changes will have a very 
significant negative impact on their organisation.

• A further 2% of SMEs in Northern Ireland say that their needs would not be 
met, and the changes would have a significant negative impact.
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Urban SMEs Summary (where the location of the participant’s principal site is 
urban)

• The picture among SMEs in urban locations is in line with the overall findings. In 
urban locations, 70% of SMEs receive letters at least once a week; 52% send 
letters every week.

• Almost 9 in 10 SMEs in urban areas say affordability (86%) and reliability (88%) 
are important to them. Saturday deliveries are considered the least important 
(33%). In the MaxDiff, letters not being damaged, followed by data security, were 
most important.

• 1% of SMEs in urban areas say that the proposed changes would mean that the 
service would no longer meet their needs in relation to at least one type of letter 
that they send or receive, and that the changes will have a very significant 
negative impact on their organisation.

• A further 3% of SMEs in urban areas say that their needs would not be met, and 
the changes would have a significant negative impact.

• 5% of urban SMEs that the proposed changes would mean services would no 
longer meet their needs for at least one type of letter that they send or receive, 
but that, thinking about all of their business needs, the proposed changes would 
make no difference or would only have a slight negative impact. 
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Rural Summary (where the location of the participant’s principal site is rural)

• Rural SMEs are broadly in line with overall findings. 

• 73% of rural SMEs receive letters at least once a week; 46% send letters every 
week.

• Around 9 in 10 SMEs in rural areas say affordability (88%) and reliability (93%) 
are important to them. Saturday deliveries are considered the least important 
(32%). In the MaxDiff, letters not being damaged, followed by data security 
were the most important.

• 1% of SMEs in rural areas say that the proposed changes would mean that the 
service would no longer meet their needs in relation to at least one type of 
letter that they send or receive, and that the changes will have a very 
significant negative impact on their organisation.

• A further 4% of SMEs in rural areas say that their needs would not be met, and 
the changes would have a significant negative impact.

• 4% of rural SMEs that the proposed changes would mean services would no 
longer meet their needs for at least one type of letter that they send or 
receive, but that, thinking about all of their business needs, the proposed 
changes would make no difference or would only have a slight negative 
impact. 
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