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WELCOME
Welcome to the Spring 2020 Edition of Post Impressions.

As part of ONEPOST’s new future as a member of The Delivery Group, we
have just completed our move from Portishead to Patchway, into the
brand new Bristol Service Centre. As an integrated part of the network,
we can now more easily access the services from across the wider Group
and provide our customers with even more comprehensive solutions
(page 5).

After the extensive preparations for GDPR, almost two years later, new
DMA research shows a third of companies have actually found the
regulations have been beneficial for their businesses, with customers’
trust in how data is handled increasing (page 9).

Ofcom’s latest annual review of the postal market shows the continued
trend of the increase of e-commerce parcel volumes, with growing
consumer desire for carbon-neutral delivery (page 10–11).

Please follow us on Twitter @ONEPOST_UK and check our LinkedIn
company page.

We do welcome your feedback, so please call us on 0800 138 3551 or
email marketing@onepost.co.uk with your thoughts.

Best wishes,

Mark Plant
Managing Director
ONEPOST
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Following the acquisition by The
Delivery Group, Mark Plant has
been appointed Managing Director
of ONEPOST.

During his career Mark has gained
extensive experience within both
the Royal Mail Group and with a
national logistics provider – making
him perfectly placed to drive
ONEPOST forward as part of The
Delivery Group.

Eric Austin is an independent
direct marketing consultant, who
until recently chaired the DMA
Financial Services Council (for over
8 years). Eric is a fellow of the
Institute of Direct & Digital
Marketing (IDM)..

Experienced agency-side account
director Paul Fulton now works as
an independent copywriter and
creative consultant.



REGULATORY

ICO consults on new rules
for Data Subject Access
Requests
DATA PROTECTION WATCHDOG ISSUES CONSULTATION ON MORE

DETAILED GUIDELINES FOR ‘RIGHTS OF ACCESS’ FOR DATA SUBJECTS

The Information Commissioner’s Office (ICO)
has published draft guidance on the right of
individuals under the General Data Protection
Regulation (GDPR) to access their data.

The ‘right of access’, also known as Subject
Access, is recognised as a fundamental right
given to data subjects under the GDPR,
whereby they are entitled to obtain a copy of
their personal data by virtue of Article 15 of
the GDPR.

GDPR has now been in force since May 2018
but, according to a recent global study from
data management specialist Talend, 58% of
businesses have failed to meet the one
month deadline to respond to the subject
access request – thereby putting them in
breach of regulation.

The latest draft from the ICO contains more
detailed guidance which explains the rights
that individuals have to access their personal
data and the obligations on controllers.

Key points include:
• Individuals have the right to find out if you
are processing their data, ask why, where

it goes, how long it’s kept and ask to
obtain a copy.

• Responsibility for responding to requests
lies with the data controller – but
controllers should have arrangements in
place with processors to ensure requests
met within one month.

• You can specify the information or
processing activities a request relates to
before responding. Worth noting that it is
possible to extend the request to two
months if the request is complex.

The Consultation closed on 12 February and
responses will shape the published version of
guidance by helping the ICO in the areas
where organisations are seeking further
clarity – in particular taking into account
their experiences in dealing with subject
access requests since May 2018.
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NEWS

New Bristol Headquarters
for ONEPOST

MOVE TO NEW BRISTOL SERVICE CENTRE HERALDS FURTHER

INTEGRATION FOR ONEPOST AS A PART OF THE DELIVERY GROUP

ONEPOST have recently announced our
relocation to brand new offices at The
Delivery Group Service Centre in Bristol.

While it’s with some sadness that we’re saying
goodbye to Portishead – home of ONEPOST
for over 10 years – the move to the new £8m
Bristol Service Centre brings significant
benefits for our customers:

• Located inside the new Delivery Group
Service Centre means we’ll be on site to
directly manage and report on customer
mailings.

• Working in close proximity to our
colleagues at The Delivery Group can only
serve to ensure seamless integration of
processing and logistics.

• Situated just off the M4 and M5 and only a
few minutes’ drive from Bristol Parkway
mainline station – it’s now easy to find us
at our new central location.

ONEPOST New Address:
ONEPOST
Unit G8
Bolingbroke Way
Patchway
BRISTOL
BS34 6FE

If you have any questions or queries about
our move, please contact your Business or
Account Manager or alternatively
enquiries@onepost.co.uk
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NEWS

Focus on latest Royal Mail
Mailmark guidelines

CUSTOMERS NEED TO BE AWARE OF UPDATEDMAILMARK REQUIREMENTS

Late last year Royal Mail issued amendments
to the Mailmark Specifications
https://www.royalmailwholesale.com/mint-
project/uploads/343678941.pdf
which came into effect mid-December 2019.
Here we focus on three of the updates that
Mailmark customers need to be aware of.

RETURN ADDRESS ON LETTERS AND
LARGE LETTERS
Royal Mail have stated it’s mandatory that
machinable mailings must follow Mailmark
guidelines on return address format and
placement. It’s worth noting that if you don’t
follow the guidelines you could risk a delay to
your returns being processed and potentially
even risk Royal Mail surcharges.

Please see the end of section 5.5 of the
amended specification on how to get this
correct. If you have any queries about
formatting, please contact your Account
Manager who’s ready to help. If you would
like Client Services to check your
existing/proposed artwork then send it to
proofs@onepost.co.uk

POLYWRAPPED, PAPERWRAPPED AND
UNWRAPPED ITEMS
This is new – the size guidelines now apply to
the complete mailing item including the
outer wrapping (e.g. polywrap, polymer
envelopes, paperwrap), whereas before poly
overhang didn’t count towards the
dimensions. Please see section 3 of the
amended specifications.

Royal Mail have also reiterated that if you
want to mail a Letter format mailing item
which is polywrapped, naked (unwrapped) or
not sealed, as Mailmark – then these items
will be charged at Large Letter rates. This is
because such items must be handled in the
Large Letter processing machines.



7ISSUE 84 WWW.ONEPOST.CO.UK

CHARGES FOR NON-COMPLIANT
MAILMARK ITEMS
From 3 February 2020 Royal Mail will be re-
introducing charges for non-compliant Large
Letter Mailmark items. This follows two years
of trials during which Royal Mail investigated
ways to help customers improve the barcode
read-rate on Mailmark Large Letter packs.

Royal Mail have reported that a polywrap trial
has helped identify the causes of poor
barcode readings, and feedback from that
trial has allowed customers to improve
barcode printing and read-rates.

What contributes to poor read-rates?

• Barcode print quality.

• Location of the barcode and delivery
address on the mailing item.

• Quality of either the carrier sheet or the
outer wrap used.

• Incorrect barcode data and eManifest
upload issues.

If you would like to discuss the
implications of these recent
updates please do get in contact
with us 0800 138 3551 – we’re
here to help.

Royal Mail have said that over the next three
months they will be working closely with
customers whose mailings still see a read-
rate of less than 90%.
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Citizens Advice call for
improved delivery services
for disabled customers
DELIVERY COMPANIES URGED TO WORK HARDER AT MEETING

CUSTOMER ACCESSIBILITY REQUIREMENTS

The latest consumer research on
e-commerce delivery fromMetapack says that
6 in 10 consumers state a positive delivery
experience incentivises them to
shop again with an online retailer.

Despite this, Citizens Advice
research shows online shopping
deliveries don’t always work for
disabled people.

Two in three disabled people (66%)
in the UK experienced problems
with their parcel deliveries in the past 12
months – compared to just over half (56%)
without a disability

Through a series of interviews with disabled
people, Citizens Advice (the statutory postal
consumer advocate in England and Wales)
found people face a number of barriers when
getting parcels delivered… For example:

• Missing deliveries because they’re not
given enough time to get to the door.

• Not being able to retrieve their parcel
because it’s left in an inaccessible location.

• Feeling rushed or anxious when signing
for parcels.

Gillian Guy, Chief Executive of Citizens Advice,
said: “Online ordering can be life-changing
for people who find it hard to get to the

shops. But we’ve found many
disabled people face unreasonable
barriers, when they order parcels
online.

“We think these can be avoided
through simple solutions like
allowing people to specify their
accessibility needs and publishing

accessibility data online. Some of the major
delivery companies have already committed
to make this happen so we urge others to
follow suit.”

At the time of writing six UK parcel
companies have committed to doing this
already including DHL Parcel, DPD, Menzies,
Gnewt and Parcelly.

Citizens Advice recognises that disabled
consumers should be a key customer group
for retailers as 13.3 million people in the UK
have a disability, and they influence more
than £80 billion worth of spending each year.
Therefore making deliveries accessible
should be a priority for businesses.

INDUSTRY RESEARCH
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Industry sees positive
benefits of life after GDPR

A THIRD OF COMPANIES THINK GDPR HAS ACTIVELY IMPROVED THEIR

BUSINESS

The new regulatory landscape has not been
without challenges for the marketing
industry.

And yet, by respecting consumer rights to
privacy and being more transparent, many
organisations are finding that the
introduction of the General Data Protection
Regulation (GDPR) has realised some real
business benefits.

According to ‘Data Privacy: An Industry
Perspective 2019’, almost half of respondents
have reported positive impressions about the
impact GDPR has had on their business.

The study – issued by the Data & Marketing
Association (DMA) in partnership with
OneTrust PreferenceChoice – was conducted
in August 2019 and a survey was sent to a
balanced range of industries.

Some key findings include:
• Almost half (49%) believe that consumer
trust in the handling of their data has been
improved – and 46% say trust in brands
andmarketing overall has been boosted.

• Less than 1 in 20 marketers believe GDPR
has had a negative impact or made things
worse across a range of key areas.

• 32% of respondents think the law has
generally improved their business, 25%
believe increased customer trust is a
connected effect; 22% say it has improved
customer relationships.

• Some 59% of marketers want future data
laws to be stricter than the GDPR,
compared to just 11% a year ago.

It’s encouraging to see from this DMA survey
that there really is a broad sense of optimism
about GDPR - from the improved customer
relationships tomore targeted and cost
effectivemarketing campaigns.

Overall this positive sentiment reflects a
settling down of attitudes and anxieties nearly
two years on from the implementation of
GDPR.

INDUSTRY RESEARCH
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Latest trends in UK postal
market issued by Ofcom

THE ONGOING GROWTH IN E-COMMERCE & PARCEL DELIVERY CONTINUES

TO CHARACTERISE THE UK POSTAL MARKET – WITH ENVIRONMENTAL

SUSTAINABILITY RAPIDLY MOVING UP THE CUSTOMER AGENDA

Just before Christmas, Ofcom issued its
‘Annual monitoring update on postal market’
for the financial year 2018–19.

One of Ofcom’s key safeguards is an effective
and ongoing monitoring regime to track
Royal Mail’s performance, as well as
monitoring changes in the postal market.

As part of this regime, Ofcom are committed
to publishing an annual monitoring update
which sets out key data and trends in the
postal sector, focusing on the progress
towards securing the provision of a universal
service.

As per recent years the overall findings are
mixed – with letter volumes in decline and
parcel volumes and revenues growing – and
consumers continuing to be satisfied with
postal services.

Letters market in the UK
• Letter volumes continued to drop, with
Addressed Letter volumes falling by 8%
to10.2 billion items in 2018–19. Overall
letters revenues fell by 7% in real terms to
£3.8bn.

• Access competition continues to be the
main form of competition in the letters
market in the UK, accounting for 65% of
all letter volumes in 2018–19 – an
increase of two percentage points on the
previous year.

Royal Mail has indicated it expects to see
volumes decline to be between 6% and 8%
in 2020–21, reflecting the economic cycle
and business uncertainty – Royal Mail did not
expect an impact from the General Data
Protection Regulation (GDPR) in 2020–21
(Source: Royal Mail, 21 November 2019. Half
Year 2019–20 Presentation Results).

INDUSTRY RESEARCH
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The parcels market
• Volumes and revenues continued to grow
in 2018–19. Total volumes increased by
10% year-on-year – reaching a total of 2.6
billion items. Total revenues increased by
4% in real terms, a lower rate than
volumes, reaching £10 billion.

• The growth in parcel volumes and
revenues reflects the continuing rise of
e-commerce in the UK and worldwide. The
Office of National Statistics (ONS) reported
that internet sales made up 18.0% of total
UK retail sales in 2018, up from 16.3% in
2017 and 14.7% in 2016.

The report recognises that parcel operators
are seeking to meet the demand for flexibility
in parcel services from the expansion of the
e-commerce market by making collection
and sending of parcels easier for customers.

Environmental sustainability
and the parcels sector
As to be expected there is also some
evidence to suggest that consumers are
actively seeking more environmentally
friendly deliveries. In the International Post
Corporation’s 2018 Cross-border E-
commerce Shopper Survey – 47% of of

respondents across the countries surveyed
(including the UK) stated they would like
carbon-neutral delivery for their parcels.

The report acknowledges that with the
increases in e-commerce driving the
demand for postal services, there may be
pressure on postal operators to reduce the
net carbon emissions produced by the
delivery networks.

Consumer experience of postal services
• 84% of residential consumers are satisfied
with Royal Mail, and 86% are satisfied with
postal services overall. Dissatisfaction is
relatively low – at 4% and 3% respectively.

• 76% are satisfied with the postal services in
delivering value for money of sendingmail
overall, with 8% dissatisfied – these results
are in line with 2017–18.

Similar to residential consumers, when asked
about their satisfaction with the service from
their postal provider, over 86% of SMEs who
use Royal Mail said they were satisfied –
which was similar to those who use other
providers (84%).



‘Customer Focus’ is the key
to online success

ANNUAL SURVEY CONFIRMS CORE MARKETING MESSAGE – ONLINE

SUCCESS FOLLOWS THE SAME TRIED AND TESTED FORMULA OF

DELIVERING CUSTOMER SATISFACTION

Which? has published its annual survey of the
best and worst ecommerce websites in the
UK. The survey asked the 7,604Which?
members to rate the online shops they had
used over the last threemonths. The survey
revealed some interesting results – with some
emerging SMEs topping the list – while some
big brands feature at the bottom.

The 10 worst rated online retailers
included:
• For the third year in a row, DIY store
Homebase came bottom of the pile in
100th place.

• Fellow DIY chain B&Q also fared poorly in
99th place.

• Zara, Sports Direct and House of Fraser all
came in the bottom 10, along with
Matalan, Evans and GoOutdoors.

The top 10 retailers:
The highest rated were topped by Liz Earle,
Richer Sounds andWex Photo Video. With
major brands including John Lewis, Rohan and
Dyson appearing in the top 10.

It would seem that these smaller organisations
are simply getting the basics right.

Wex Photo Video customers praised the
camera retailer for its range of more than
20,000 pieces of kit and availability of
knowledgeable staff via email and live chat.

Richer Sounds also received praise for its
“customer-focused attitude” and “excellent
value”.

“We continue to see the same brands
performing poorly in our survey, with some of
the bigger retailers offering disappointing
levels of service and inferior websites which
often seem to run out of stock,” saidWhich?
Magazine editor Harry Rose.

SECTOR FOCUS: MAIL ORDER
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Retailers must do more to
improve customer
experience of returns
CLEAR RETURNS INFORMATION AND SPEED OF REFUNDS PROVE KEY

FOR CUSTOMERS LOOKING TO USE AN ONLINE RETAILER

Royal Mail has highlighted the importance of
offering user-friendly returns processes for
customers.

Their research predicted that for ‘Takeback
Thursday’ (2 January) returns would jump by
72% compared to the average number of
return parcels per day in December. The
spike being caused as Brits start returning
their unwanted and ill-fitting Christmas
presents.

Retailers are also increasingly under pressure
to make the process as ‘user-friendly’ as
possible as 60% of shoppers say they’d be
unlikely to return to a retailer if it proved
difficult.

“Having a clear, user-friendly
returns policy has never been
more important,” a Royal Mail
spokesperson said.

• Speed of refund is the most
important element of the
returns process for online
shoppers (76%)

• Clearly signposted returns information on
the retailer’s website is also key (73%).

• And, shoppers want clear guidance about
which returns labels to use (72%).

Retailers should take note that the report
also showed that people would buy more
online where a ‘try before you buy’ option is
available.

Sarah McVittie, co-founder of Dressipi – which
uses data to help retailers manage their
returns better and predict what customers will
like – told the BBC that returns were a ‘natural
cost’ of doing business online, especially for
clothing.

“You don’t always know what it
looks like, feels like, how it
hangs on you,” she said.

58% shoppers are more likely
to use a retailer if they offer a
‘try before you buy’ service so
it’s an important option to
explore when adapting to
customer needs.

SECTOR FOCUS: MAIL ORDER
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NEWS

The Delivery Group expands
further and prepares for
exciting future
NEW WARRINGTON HEAD OFFICE OPENS – FOLLOWING ON FROM NEW

DEPOTS IN BRISTOL AND MAIDSTONE

The Delivery Group continued its year of
rapid expansion with the opening of a new
Warrington Headquarters.

The new site follows on from the opening of
a new processing hub in Bristol and a new
site in Maidstone, which began operations in
March.

• The Warrington site – situated on
Warrington’s Mountpark business park –
covers 137,865 sq. ft and will host circa
200 employees.

• The Delivery Group has also made a £1.5
million investment in new sortation
machinery as it positions to handle
volumes of over one billion items per year
across its eight sites.

Lighting at the new site will be part powered
through solar panels, further driving The
Delivery Group’s push toward a greener
operation following its recent investment in
an electric vehicle delivery fleet.

Paul Carvell, Chairman, The Delivery Group,
commented: “Since themanagement buyout
last year, The Delivery Group has invested

significantly in its people, facilities and fleet.
The result is a market leading company that
can offer even better service to its customers
with the additional capacity to launch new
services over the coming year.”

Steve Stokes, CEO, The Delivery Group,
added: “We are very proud to showcase our
latest best-in-class service centre. We are
bringing the very best distribution solutions
to our clients through our regional footprint
countrywide. Our commitment is to deliver
innovative, high-speed, technology-led
solutions to clients through our consultative
approach – solutions that excel now and into
the future.”

Now that ONEPOST is part of The Delivery
Group, we have increased our services and
innovative solution that can help your
business, so for more information please get
in touch.
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Fundraising Regulator
reports on key
achievements
ALMOST ALL FUNDRAISING ORGANISATIONS HAVE CHOSEN TO

CONTRIBUTE TO THE FUNDRAISING LEVY – INDICATING SUPPORT FOR

REGULATION OF THEIR ACTIVITIES

Towards the end of last year the Fundraising
Regulator published its Annual Report and
Financial Statements for 2018/19. The
period under review was from 1st September
2018 to 31 August 2019.

Some stand out achievements include:

• 95% of fundraising organisations are now
voluntarily choosing to pay the fundraising
levy, demonstrating support for regulation
of their activities.

• Charities are continuing to use the
Fundraising Preference Service (FPS),
which allows members of the public to opt
out of receiving unwanted
communications from charities.

• During the year 8,719 suppression
requests were received through the FPS.

• There are now 3,597 charities registered
with the Regulator, up from 3,000 last year.

• The revised ‘Code of Fundraising Practice’
was published, which brings together the
code, rulebooks and legal appendices to
make it easier for organisations to
implement and navigate.

Commenting on the report, Lord Toby Harris,
Chair of the Fundraising Regulator said:
“Since I became Chair in January 2019, I have
seen record numbers of charities paying the
levy and organisations registering with us.
This clear demonstration of support from
fundraising organisations shows the appetite
for voluntary regulation from across the
sector. Charities have made excellent
progress since 2016 and are working hard to
build public trust and confidence in their
fundraising activities.”

The report also notes that their research
(published July 2019) found that 90% of the
public agree that the Fundraising Regulator
and Code of Fundraising Practice perform
important roles.

SECTOR FOCUS: CHARITY
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