
 

                                
 
 
 
Submission by Royal Mail Group to the Airdrie-Bathgate Railway and Linked 
Improvements Bill Committee of the Scottish Parliament. 
 
 
14 September 2006 
 

Introduction 
 

1. Royal Mail Group Plc is the holding company for a number of business units, 
including the following, Royal Mail, Post Office Ltd and Parcelforce 
Worldwide. 

 
2. Royal Mail Group (RMG) welcomes the opportunity to provide evidence to the 

Committee with regard to the delivery of notices to people who may be 
affected by the proposed Airdrie-Bathgate Railway Linked Improvements Bill. 
In particular, RMG is grateful for the opportunity to clarify, and where 
necessary correct, the points made in the submission by Brodies LLP on 
behalf of the Bill’s Promoter, Network Rail.  RMG would also like to use this 
opportunity to offer advice to the Scottish Parliament and Promoters of future 
Bills on how such notifications arrangements can be carried out more 
effectively. 

 
3. RMG has a long record of service to Government and Parliamentary bodies in 

the UK and Scotland. Our services have been used over a long number of 
years to assist the work of government departments, public inquiries, local 
government bodies and other public bodies. Royal Mail’s delivery and 
associated services were used in the most recent local referendum and were 
highly commended, and the company’s work in support of the Westminster 
Elections again was delivered in an efficient and effective manner. On a daily 
basis, Royal Mail delivers many special bulk mailings for a wide variety of 
public and private organisations and is acknowledged as the only network, 
which reaches every single address in Scotland and the UK. 

 
4. Royal Mail products and services have also been used in each of the last five 

transport-related Private Bills considered by the Scottish Parliament. In each 
case previous to the current Bill, Royal Mail’s services were used 
successfully. 

 
5. Royal Mail is currently registering the best quality of service in its recorded 

history. First Class next day deliveries in the UK stand at 94.1%, against a 
regulatory target of 93%. All regulated Scottish postcodes are currently 
recording higher quality of service than their targets.  The actual levels of lost 
mail within the Royal Mail system are extremely low indeed.  Last year 
99.93% per cent of the 22 billion letters posted in the UK arrived at their 
destination safely.  

 



  

6. In this submission, RMG hopes to show the Committee that significant, if 
inadvertent, errors were made on the part of Brodies LLP at the beginning of 
the process of serving the notifications, which in turn set in motion a chain of 
events in which errors were also then made by Royal Mail in the delivery of 
these notifications. 

 
7. RMG does not seek to apportion blame, but to point out where errors were 

made and to set out how such errors can be avoided in the future. RMG 
would also like to apologise to Brodies LLP, the Promoter and the Scottish 
Parliament for the failures and errors, which it made in the delivery of this 
service. 

 
8. RMG also seeks, most importantly, to reassure the Committee that, contrary 

to the impression given, the vast bulk of notifications in relation to this Bill 
have in fact been served to the appropriate correspondents at the relevant 
addresses. 

 
9. Much of the following discussion relates to Royal Mail products, particularly 

Recorded Signed ForTM and Special DeliveryTM, and for the benefit of 
Committee members an explanation of these products has been attached in 
Annex 1. 

 
What actually happened to the notification letters 

 
10. Firstly, RMG would like to set out for the Committee the results of a 

comprehensive internal investigation into what actually happened to the 3,842 
items referred to in the Brodies LLP submission, and to reassure the 
members of the Committee that the vast majority were in fact delivered. 

 
11. Of the original 3,842 items referred to, the vast majority were either 

successfully delivered within a few days or were returned appropriately to the 
sender. 

 
12. Of the original mailing of 3,842 items: 

 
13. Some 538 items, which Royal Mail was unable to deliver due to customer 

absence, were later collected by Brodies LLP from the Livingston Delivery 
Office and then, we understand, were delivered by members of Brodies LLP 
staff to the appropriate addresses. 

 
14. Brodies LLP refer to a further 730 items, which they suggest appear to have 

been unaccounted for. 
 

15. Of these 730, three of the Recorded numbers were not given and a further 
two numbers were duplicated, meaning there was a total of 725 items which 
could be identified and investigated by Royal Mail.  

 
16. 329 of these were in fact delivered appropriately with the necessary 

signature. 
 

17. 109 were attempted delivery, but the resident was out and a card was left 
asking them to collect the item from their local delivery office. 

 
18. Because the above items were not subject to full track and trace procedures 

(see the product specifications for Recorded Signed ForTM) and because of 
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the unexpected, unannounced volume of mail, this information was not 
immediately displayed on the Royal Mail website. This information is, 
however, recorded separately on Royal Mail’s internal electronic proof of 
delivery system, (EPOD), allowing what actually happened to the items to be 
established. 

 
19. This left a total of 282 items for which no record exists. This means these 

were items which either carried no Recoded Signed ForTM barcode sticker, or 
no postage sticker at all or were delivered without a signature.  

 
20. Through an internal investigation, including detailed interviews with all the 

delivery and collection personnel involved, Royal Mail has established that of 
the 282 for which no record exists, 158 are relevant to the Airdrie delivery 
office. RMG has verified that in this office, 101 were delivered or returned to 
sender, leaving 57 with no barcode or which were delivered to the addresses 
without signature. 

 
21. Another 81 of the 282 are relevant to the Livingston and Bathgate delivery 

offices, RMG has now identified that in these offices, 54 were delivered or 
returned to sender, leaving 27 with no bar-code or which were delivered to 
the addresses without signature. 

 
22. Another 43 were for delivery across the UK, as with the offices above, RMG 

believes that this number either had no barcode or were delivered to the 
addresses without signature. 

 
23. This means that of the 3,842 unverified items posted by Brodies LLP, a total 

of 3,715 can be accounted for, and 127 (57 in Airdrie, 27 in Livingston and 43 
in the rest of the UK) which cannot be definitively accounted for but which 
RMG believes have been delivered as they are not anywhere in our network. 

 
 

24. In some of these instances, our postmen and women have reported that 
certain items did not in fact display the necessary Recorded Signed ForTM 
delivery sticker - which would have been required to have been affixed by the 
customer - which meant these items would have been delivered as First 
Class mail without a signature, therefore no record ever existed. 

 
25. In other cases, postmen have admitted that given the high volume of mail and 

the obvious importance of delivery, some items were delivered without a 
signature being obtained. In further cases, some items carried wrong or 
incorrect or incomplete addresses. 

 
26. The Royal Mail delivery staff involved in this mailing have signed statements 

to this effect. 
 

27. Royal Mail accepts that because some items were delivered without 
signatures and because Royal Mail’s online external tracking system did not 
display full information on all of the items, Brodies LLP became concerned 
that the notifications had not been delivered. 

 
28. However, Royal Mail hopes to have demonstrated that, despite problems with 

the way this mailing was carried out, which will be explored in detail later in 
this submission, the vast majority of the notifications, in relation to this Bill 
were in fact delivered, or returned to Brodies LLP.  It is our understanding that 
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in relation to the 730 items over which there was doubt, Brodies LLP had 
them reissued and delivered by its own staff, resulting in some of the 
addresses receiving two copies. 

 
Problems that arose with this mailing 

 
29. RMG would like to stress once again that it does not seek to apportion blame 

or to criticise other parties in relation to this issue, but to explain where 
mistakes were made that resulted in problems arising. RMG also apologises 
to all parties concerned with regard to the failings on its part in delivering this 
service. 

 
30. The root of the problems associated with this mailing lies in the decision of 

Brodies LLP to use the Recorded Signed ForTM delivery product. Given the 
importance of this mailing, the time constraints involved and the need for 
proof of delivery and track and trace capability, Royal Mail would recommend 
that the appropriate product should have been Special DeliveryTM. This 
product carries a higher level of security and full track and trace capability. 
Please see Appendix 1, which sets out the primary differences between the 
two services 

 
31. RMG believes there has been a fundamental lack of understanding of postal 

services amongst the Brodies LLP staff involved in organising this mailing, 
which resulted in an inappropriate choice of delivery product. 

 
32. Brodies LLP states in its submission to the Committee, that two weeks prior to 

the planned mailing date of 25 May 2006, two enquiries were made to the 
Post Office Ltd customer helpline number 08457 223344 to ask if any special 
arrangements would be needed for a posting of around 4,000 Recorded 
Signed ForTM items of mail. This suggests Brodies LLP had already made the 
decision to post the items Recorded Signed ForTM and were not seeking 
advice on which product would be best suited for the purpose. 

 
33. It is correct to state that posting 4,000 Recorded Signed ForTM items into the 

Royal Mail system, which handles over 21 billion items each year, does not in 
itself require special arrangements. However, given the particular significance 
of this mailing and the concentrated geographic area in which the items were 
to be delivered, special arrangements should, indeed, have been put in place 
to ensure the Royal Mail network was prepared to cope properly with the task. 
This includes such special measures as bringing in extra staff as well as 
organising overtime in advance. 

 
34. Royal Mail handles many important contracts of this nature on a daily basis 

and puts in place as a matter of course these kinds of arrangements as well 
as planning for these mailings on a daily basis.  If RMG had been properly 
notified of the nature of this mailing then Royal Mail would have followed 
these procedures as the business does every working day. 

 
35. The exact content of the two conversations with Post Office Ltd helpline are in 

no way verifiable within the 30,000 calls received daily by RMG helplines.  
 

36. RMG accepts that Brodies LLP indicated the general importance of the 
mailing during these phone calls. However, RMG cannot accept that the true 
significance of this mailing and its specific requirements were properly flagged 
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up with the company, otherwise an alternative arrangement would have been 
put in place. 

 
37. RMG would contend that calls of this nature described in Brodies LLP’s 

submission to a generic helpline, do not constitute sufficient planning for a 
mailing operation of this importance. 

 
38. Brodies LLP has a designated account manager from the Royal Mail Sales 

Centre, who has had regular contact with Brodies LLP mailroom manager and 
staff since taking over the account in April 2005. 

 
39. The specific purpose of this is to ensure Brodies LLP, as a valued customer 

of Royal Mail, has a point of contact with the organisation to advise on any 
postal issues and to make any necessary arrangements for the client. The 
designated account manager should have been Brodies LLP’s first port of call 
in planning this mailing. 

 
40. This would have allowed Brodies LLP to be properly advised on which 

delivery product to use, and also to put in place specific arrangements for this 
mailing. In the first instance, this would have been to advise the use of 
Special DeliveryTM, and would have included offering a tailored address 
management system to ensure the most up-to-date addresses were being 
targeted and a tailored product to make the actual addressing of the mail 
more efficient and less time-consuming.  

 
41. The designated account manager would also have flagged up the forthcoming 

delivery of these items with Royal Mail operational management in the 
Delivery Offices and Mail Centres concerned so that the necessary logistical 
contingencies could be put in place. The designated account manager could 
also have arranged for a bespoke service to be offered to the customer if the 
importance of the mailing and the timescale had been given fully to him. 

 
42. As it transpired, the designated account manager was not contacted in 

relation to this mailing by Brodies LLP and was only alerted to the situation on 
29th June 2006, long after the mailing had become a problem.  

 
43. Brodies LLP’s decision to use the Recorded Signed ForTM delivery product 

also appears to have failed to take into account the Scottish Parliamentary 
precedents for such mailings set by the previous two similar Private Bills 
involving rail routes – the Stirling-Alloa-Kincardine Railway and Linked 
Improvements Bill and the Waverley Railway (Scotland) Bill. On both 
occasions the Promoters of these Bills had to embark on a notification 
procedure identical to this case. On both occasions, the agents for Promoters 
(not the same agents as in this instance) used Royal Mail’s Special DeliveryTM 
service and in both cases the mailing was carried out successfully. 

 
44. RMG believes firmly that had Brodies LLP sought the correct advice from 

their designated Royal Mail Account Manager at the start of the process, or 
indeed followed established precedent for other such Bills, this mailing would 
have been carried out without any issues arising. 

 
45. The events set out in the Brodies LLP submission in relation to the days and 

weeks following 25 May 2006, all flow from the fact that the wrong delivery 
product was selected and sufficient notice was not given to Royal Mail of the 
mailing. 
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46. The first clear operational issue is that there is no actual physical evidence 

that 3842 items were collected by the Royal Mail collection driver on the 25 
and 26 of May. 

 
47. Royal Mail’s system shows that Recorded Signed ForTM barcode labels were 

ordered by Brodies LLP through one of RMG’s helplines, yet no 
docket/dispatch books were ordered. 

 
48. Royal Mail’s official process for the Recorded Signed ForTM product is that the 

customers must have actual verifiable proof of postage i.e. a signature in a 
docket/dispatch book. 

 
49. For all signed for Royal Mail delivery products customers use a special 

printed adhesive label which is affixed to the front of the item of mail and 
carries its own unique barcode number. A second corresponding label is 
attached to the customer’s docket/dispatch book, to give them a proof of 
posting. This record is then signed by a Royal Mail collection driver on 
collection of the items.  

 
50. With Recorded Signed ForTM items of mail, the delivery postman signs for the 

number he will be delivering on his route. At the address the barcode number 
is attached to a delivery card and the customer signs next to the number to 
accept delivery of the item. If the resident is not there a card is left asking 
them to collect the item at the delivery office. The postman’s delivery card is 
then scanned again on his return to the office to record if the item has been 
delivered, or if the relevant card has been left asking the resident to collect 
the item at the delivery office. 

 
51. In this case, a dispatch book was not presented by Brodies LLP to the Royal 

Mail driver for signature, and without this there is no proper evidence that 
3,842 items were collected by Royal Mail. 

 
52. When the mail was handed over by Brodies LLP, it was not possible to check 

what sort of mail it was as it was given to the Royal Mail driver in sealed bags. 
In normal circumstances, Royal Mail would provide trays for large mailings 
such as this to make it easier to transport and to meet Health and Safety 
guidelines, which should be adhered to. This also makes it possible to identify 
the type of mail being handed over. 

 
53. The driver has stated in a detailed interview that while he collected 15 bags of 

a bulk posting on May 25 and a further 4 bags on May 26. No official 
documentation was received with either collection. Later a Brodies LLP 
employee confirmed to the driver that Brodies LLP had not asked him to sign 
for the items on collection. The driver was asked at a later date to sign a 
piece of paper saying he took the mail and while he was unsure what to do, 
he did sign the paper as a matter of courtesy and because he thought it was 
the right thing to do.  

 
54. On a normal day the driver picks up 4 bags of mail from Brodies LLP and 

normally signs the pages on both the Recorded and Special Delivery dispatch 
books.  

 
55. The primary consequence of the way the items entered the Royal Mail system 

was that nearly 4,000 items of Recorded Signed ForTM mail arrived 
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unannounced as far as the local operational managers in three delivery 
offices were concerned. Because the addresses concerned were 
concentrated along the lines of the proposed Airdrie-Bathgate railway line, the 
burden of delivering the vast bulk of these items fell on the shoulders of just 
19 postmen and women on 19 post routes or walks. The three delivery offices 
deliver every working day to 223 routes in total, so the vast bulk of this mail 
was concentrated on a very small number of delivery routes. 

 
56. The effect of this was that the Delivery Offices and the individual postmen 

concerned, struggled to cope with the volume of mail, particularly as the extra 
time required to obtain, or attempt to obtain, a signature for each item added 
massively to the delivery times. In order to attempt to cope with this the 
postmen on the routes where the mail was most intensively concentrated 
worked overtime and managers were drafted in to help with the deliveries. 
The unannounced mailing also fell over a Bank holiday weekend adding to 
pressure in the three delivery offices. 

 
57. Again, if RMG had been properly notified on the nature of this mailing then it 

could have been planned for robustly in advance, with extra staff being 
brought into the offices and overtime arranged for existing staff.   

 
58. Despite these best efforts, given the circumstances it proved operationally 

impossible for Royal Mail to meet the specifications of this particular mailing. 
This meant it took longer for Royal Mail to deliver the items than it would 
normally have been the case. However, as acknowledged the vast bulk of the 
mail was, despite the problems, correctly delivered or returned to sender. 

 
59. A secondary knock-on effect of the arrival of the large, geographically 

concentrated and effectively unannounced mailing, was that in some cases 
the items of mail were not correctly scanned at the Delivery Offices. In turn 
this resulted in a disconnection between what was happening in terms of 
delivery of the items and what Brodies LLP were able to ascertain from the 
Royal Mail website. 

 
60. This resulted in Brodies LLP gaining the impression from the Royal Mail 

website that 730 items were unaccounted for and had been “lost” when after 
a thorough investigation in fact they had actually been delivered successfully, 
albeit not properly recorded on the external customer facing system. 

 
61. RMG accepts that in this regard, correct specifications for this procedure and 

product were not adhered to and appropriate remedial action is being taken in 
terms of the system. Individuals failing to follow correct procedures and 
specifications are being investigated under Royal Mail’s procedures and 
polices and if required appropriate action will be taken. 

 
62. A further consequence of the flawed nature of this mailing was that in a 

minority of cases, items were delivered without gaining the necessary 
signature. Royal Mail would argue that in these cases the delivery personnel 
concerned were acting with the best of intentions in the belief that it was more 
important to ensure the timely delivery of the mail than to obtain the 
necessary signature. 

 
63. Nevertheless this is a serious breach of delivery protocol and Royal Mail can 

assure the Committee again that any individuals failing to follow correct 
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procedures and specifications are being investigated under Royal Mail’s 
procedures and polices and if required appropriate action will be taken. 

 
64. It is important to state, though, that when any problem with delivery of mail 

arises customers contact the Royal Mail customer services helpline (08457 
740 740) rather than contacting Delivery Offices directly. Contacting the 
central line would have allowed specialised Royal Mail staff to use the 
company’s internal procedures to ascertain quickly - across the whole UK 
network - exactly what had happened to the items of mail and to advise 
Brodies LLP accordingly. This also allows an escalation process so that 
senior managers within Royal Mail are quickly able to identify issues and take 
appropriate action. 

 
65. The way in which Brodies LLP contacted Royal Mail only served to confuse 

the overall situation. If  Brodies had contacted the 08457 740740 or the 
designated account manager, this would have flagged up at an advanced and 
early stage, a much more accurate picture of exactly how many letters had 
been delivered.  

 
66. This in turn would have, in all likelihood, saved Brodies LLP from having to 

reissue and deliver notices unnecessarily. It would also have allowed Royal 
Mail to take remedial action at a much earlier stage and again would have 
prevented many of the issues, which arose. 

 
67. For its part, RMG accepts that its operational personnel should have 

immediately referred Brodies LLP to the correct customer services contact, 
thereby saving Brodies LLP the time and complication of calling individual 
delivery offices and saving Royal Mail the ensuing difficulties in resolving the 
matter. 

 
68. Again, RMG would stress that in this regard its personnel were acting with the 

best of intentions in attempting to assist the customer and without realising 
the full implications of the situation. Nevertheless, proper procedures were not 
followed and the necessary action will be taken by RMG, through its 
procedures and policies to ensure this does not happen again in the future. 

 
69. RMG hopes that this helps to explain the reasons why problems developed in 

relation to the mailing of these items and that the company and its personnel 
acted at all times with the intention of assisting the customer, often in difficult 
circumstances. RMG also hopes that in the face of a fundamentally flawed 
mailing process, it offers reassurance to the Committee that RMG did its 
utmost to carry out the delivery of the items of mail concerned.   

 
70. In regard to the specific details of what happened in the days and weeks 

following 25 May 2006, RMG believes these are matters which should 
properly be resolved between RMG and its customer, Brodies LLP, and which 
are in fact being dealt with through the existing complaints procedures. In 
regard to the conduct of members of RMG staff that have been named in the 
Brodies LLP document, RMG also believes this is an internal matter for the 
company and its procedures and policies and it should not a matter for public 
discussion before the Committee. 
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Conclusion 
 

71. RMG would like to stress again that it does not wish to apportion blame over 
the problems, which arose with this particular mailing. Mistakes were made by 
Brodies LLP and by RMG, which led to an unfortunate situation. RMG would 
also state again that it apologises to all parties concerned for its failings in the 
delivery of the mailing. 

 
72. RMG’s primary concern is to reassure the Committee that the mailing was in 

fact completed and that the relevant people have indeed been properly 
notified about the Bill. 

 
73. In summary: Of the 3,842 unverified items posted by Brodies LLP, a total of 

3,715 can be accounted for, and .127 which cannot be definitively accounted 
for but which RMG believes have been delivered as they are not anywhere in 
our network. (See page two of this submission for a full account of the 
figures.) 

 
74. Although RMG cannot absolutely verify the delivery of a small amount of the 

mailing, it understands that Brodies LLP, working on behalf of the Promoter, 
redelivered and received signatures for those items. 

 
75. RMG is keen to ensure that where the promotion or notification procedures of 

legislation is being considered by the Parliament and makes use of postal 
services, this can be carried out in the most secure and effective manner. 

 
76. RMG is concerned to ensure that all future mailings are carried out without 

any of the problems encountered in this case arising. 
 

77. RMG will be happy to enter into discussions with Parliamentary officials over 
how this is achieved. Standing orders could be amended to specify what 
action the Private Bill Committee rather than the current ambiguity in the 
wording, which seems to specify a particular delivery product. 

 
78. It may also be helpful to establish a set protocol under which all those 

intending to send a significant mailing in relation to Parliamentary business 
make contact with a named individual within RMG to seek the necessary 
advice on how best to achieve their objectives. RMG would, of course, be 
happy to facilitate taking this forward if required. 

 
79. Finally, RMG would like to stress again that it acknowledges the difficulties 

experienced in this particular case and hopes that this submission helps to 
explain why those difficulties arose. It is hoped that this submission 
demonstrates that the Scottish Parliament, its Committees, the Promoters of 
Bills and their agents can continue to have full confidence in Royal Mail to 
provide the most effective and efficient delivery service available. 

 
 
 
 
 
 
 
 
 

 9



  

 
ANNEX 1 
 
 
Royal Mail’s delivery products 

Summary comparison of Recorded Signed ForTM and Special DeliveryTM: 

• Special DeliveryTM offers either next day before 9.00am delivery or next 
day delivery. 

• Special DeliveryTM is a guaranteed delivery while Recorded Signed ForTM 
is not; Special DeliveryTM is a secure network while as part of the normal 
mail service Recorded Signed ForTM is not; 

• Special DeliveryTM has priority handling within the system while Recorded 
Signed ForTM does not. 

• Special DeliveryTM is tracked throughout our entire network while 
Recorded Signed ForTM is not. 

• Special DeliveryTM offers much greater security and certainty to the poster 
than Recorded Signed ForTM.  

 
This is reflected in the available compensation associated with each service – up to 
£2500 per item and an additional £10,000 for consequential loss for Special 
DeliveryTM on the one hand, and £32 per item and no consequential compensation 
for Recorded Signed ForTM.  
 
It is also reflected in the price of the services - £4.10 for next day Special DeliveryTM 
and £1.00 for Recorded Signed ForTM. 

 
 
 
 
A full comparison of these two services is available on our website 
www.royalmail.com and has been reproduced below for the convenience of the 
Committee. 
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Detailed comparison of Royal Mail products: 

 
You can choose from a range of tracked services to send your letter or package, 
depending on the value of the item you’re sending, how soon you need it to arrive and 
how securely you need it sent. 
 
Use the table below to find the Royal Mail tracked service that’s most suitable to your 
needs.  

  
Special 
Delivery 
9.00am™  

Special 
Delivery 

Next Day™ 

Recorded 
Signed For – 

1st Class  

Recorded 
Signed For – 

2nd Class  
Delivery within 
UK  YES YES YES YES 

Delivery 
overseas  no no no no 

Guaranteed 
delivery  

YES (by 
9.00am)  

YES (by 
1.00pm) no no 

Secure network  YES YES no no 
Priority handling YES YES no no 
Tracked through 
network  YES YES no no 

Confirmation of 
delivery  YES YES YES YES

Proof of delivery YES YES YES YES
Maximum weight 2kg 10kg unlimited 750g 
Prices start at  £8.95  £4.10  £1.00 91p 
Compensation 
included  £50  £500 £30 £30 

Maximum 
compensation  £2,500  £2,500  £32 £32 

Consequential 
loss available  

up to 
£10,000  

up to 
£10,000  no no 

Pre-paid 
packaging 
available  

YES (C4 
size)  

YES (C3, 
C4, C5 size) no no 

 
 
 
 
 
 
 
 
 
 
Recorded/Signed For 
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...Signature of recipient is obtained on delivery to any UK address 

What is Recorded/Signed For?  

A delivery service which provides the sender with a signature for First Class or Second 
Class mailings to any UK address. 

 

What's in it for our customers?  

They have written proof their mail arrived. 

QUESTIONS & ANSWERS 

How much does it cost?  
68p plus First or Second class postage. 
How do I apply? 
It's available at Post Office branches and with regular Business Collections. You must not 
post recorded items in a post box. 
How do I get confirmation of delivery? 
Visit the Royal Mail website at www.royalmail.com or call 0845 927 2100 after 2pm on 
the day after the delivery is due, quoting your reference number. 
How do I get proof of delivery? 
Proof of delivery (ePOD) ie a copy of the recipients signature (not necessarily the 
addressee) is available via either the Royal Mail Track and Trace web site or Customer 
Services.  
Do you track items between posting and delivery? 
No. 
How quickly do you deliver mail? 
We aim to deliver within standard First and Second Class times. We can't guarantee to 
deliver the next working day. 
What if you can't deliver my mail? 
If no one's available to sign for your mail, we leave a P739 'while you were out' card and 
keep the item at a local delivery office (or Post Office branch in rural areas) for seven 
days. If it's not collected, we return it to you. 
Can I send money or jewellery? 
No, send these by Special Delivery. 
Are there any other restrictions? 
If you're using Second class post, there's a 1000g weight limit.  
Can I claim compensation for lost, damaged or delayed items? 
Yes, up to 100 times the cost of a First Class stamp, but you can't claim for 
Consequential Loss, Money or Jewellery. The fee is refundable if the item is delivered 
without a signature, if the customer has already paid for this service. Please check the 
Compensation Policy for claims for loss, damage or delay. Terms of compensation may 
vary for items sent from the Channel Islands or Isle of Man.  
How do I make a claim? 
Complete a P58 form for lost or damaged mail, available from your Post Office branch. 
Send it with proof of posting, and inner and outer packing if available, to your local 
Customer Service Centre. 
 
 
 
Special Delivery 9.00am 
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...Guaranteed next working day delivery to most UK destinations before 9.00am or 
your money back. Compensation up to a maximum of £2500 for lost or damaged 
items. 

What is Special Delivery 9.00am?  

We guarantee to deliver items the next working day by 9.00am to most UK destinations. 

 

What's in it for our customers?  

Customers can now send their even more urgent items, which have to be there by the 
start of the working day, by Royal Mail Special Delivery. Special Delivery 9.00am offers 
all the benefits of Special Delivery; peace of mind, flexibility, reliability, with a guarantee 
by 9.00am or their money back.  

QUESTIONS AND ANSWERS 

How much does it cost?  
It depends on the compensation cover you choose: 
  Stamps/SmartStamp Franking/Account 
Item 
weight 
up to 

Up to £50 
compensation 

Up to £1,000 
compensation

Up to £2,500 
compensation

Up to £50 
compensation

Up to £1,000 
compensation 

Up to £2,500 
compensation

100g £8.95 £9.95 £10.90 £8.85 £9.85 £10.80 

500g £10.50 £11.50 £12.45 £10.40 £11.40 £12.35 

1kg £12.20 £13.20 £14.15 £12.00 £13.00 £13.95 

2kg £15.10 £16.10 £17.05 £14.90 £15.90 £16.95 
How quickly is mail delivered? 
We deliver items the next working day by 9.00am on Mondays to Fridays (except public 
and bank holidays) to all UK postcodes in England, Scotland, Wales and Northern 
Ireland, except those listed below. We deliver on Saturdays (not considered to be a 
working day) if the item arrives at our local delivery office that day, but we can't 
guarantee delivery. 
Service not available to Alderney, Guernsey, Isle of Man [except IM1]. 
 
 Why choose Special Delivery 9.00am? 

• We guarantee delivery to most UK addresses the next working morning by 
9.00am from £8.95 or your money back.  

• Your Special Delivery Items enter their own, secure, dedicated delivery network 
where they are tracked from despatch to final destination.  

• You can confirm delivery either online or by phone.  
• Our rates are over 50% cheaper than most major competitors (Source: Proximity 

Independent Research 2003).  
• Special Delivery consistently beats the competition for packages arriving in 

pristine condition.  
• Special Delivery is more than 99% reliable (Source: Royal Mail operational 

statistics). See our current Quality of Service figures at www.royalmailgroup.com.  
• We'll collect any item from your office for just an additional £5.50.  

What if my mail arrives after 9.00am? 
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We give you a refund within five days. Just write to your local Customer Service Centre, 
sending your proof of despatch within 14 days of the despatch date. 
What if there's no one to sign for the mail? 
We leave a 'while you were out' card and hold the item at the local delivery office for 
three weeks. If it's not collected, we'll return it to the sender. 
How do you track items? 
Special Delivery items are separated for faster handling and are tracked from despatch to 
final destination using a barcode.  
How do I get confirmation of delivery? 
Confirmation of delivery can be obtained via either the Royal Mail Track and Trace web 
site (www.royalmail.com) or by Calling 0845 700 1200 after 10:30pm on the day delivery 
is guaranteed.  
How do I obtain Proof of Delivery? 
Proof of Delivery is available within 72 hours of delivery. This can be gained via the Royal 
Mail Track and Trace web site or by calling Customer Services on 0845 700 1200 where 
a copy of the recipients signature, not necessarily the addressee, will be sent to you. 
Proof of delivery is available free on request. 
Can I claim compensation for lost or damaged items? 
Yes, up to £50, plus the money back you paid for the service. If your item is worth more 
than £50, you can choose to extend your compensation cover to £1,000 or £2,500 by 
paying an additional charge. You must not post anything worth over £2,500 using Special 
Delivery. 
 
How do I make a claim? 
Fill in a claim form (P58), available from a Post Office branch or by calling 08457 740 740 
and send it to your local Customer Service Centre with proof of despatch within 12 
months of the despatch date. An item is considered lost if it has not been delivered 10 
days after the guaranteed date. We reply to you within 10 days. 
 
Requests for redelivery 

• Special Delivery items can be redelivered to the same address following a 
telephone request from the receiving customer.  

• Special Delivery items can be forwarded to a Post Office Branch following a 
telephone request from the customer (using the Local Collect service).  

• Special Delivery items cannot be delivered to another address by telephone 
request.  

 

ends 
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