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Royal Mail Case Study Description & Analysis

Please analyse the dispute described below being mindful of the implications and ramifications
of the behaviours complained exhibited in the account.

My best attempt at summarising the dispute as of that date is available in my 29.12.2020 letter
(see pages 54-55 of this document). A summary of Royal Mail’s position (as of 28.01.2021) is
available on pages 56-57. My analysis of the issues is on page 66.

By way of introduction, my name is [Complainant]. I have a sister named [Amelia] who has
learning disabilities (Amelia’s designation is not relevant to the dispute except for to help you towards
understanding a bit about the context that applies to this situation). Amelia lives in a houseshare. I had been
sending Amelia mail items which were not reaching her. In an effort to try and get to the bottom
of what was going on, I decided to send a letter using Royal Mail’s First Class Signed For service
so that I could obtain evidence of what was happening to Amelia’s mail.
The 31.07.2020 mail I sent did not get Signed For on the expected 01.08.2020 date. I was
checking for it online all weekend, the signature did not appear. The signature then ‘magically’
appeared online on 03.08.2020. Amelia has not received the letters.
Later, a 3rd Party interloper who does not reside at the address then decided to brazenly come
out in the open by sending me an email telling me that they had Amelia’s mail and would not be
passing it on to its intended recipient. I do not want the headache of dealing with this interloper
(and believe me, the Police and ICO are also a headache; they are not-at-all sympathetic). I am taking this up
with Royal Mail because the implied contract when one sends items in the post is that the mail
items will be delivered to their intended recipient (or returned to the sender). If anything
happens to the mail before it gets to its intended recipient, it’s on Royal Mail (and the burden of
taking this matter up with the Police or whoever, rests on Royal Mail). I have taken up the matter with Royal
Mail, but Royal Mail are being difficult (and the Devil is in the details). We have even gone to
mediation (see pgs 17-34), but the mediator (irrationally, IMO) sided with Royal Mail.
Despite (on one hand) admitting that the mail I sent to Amelia had been “misdelivered”, Royal
Mail refuse to disclose the GPS Coordinates for the place where they deposited the mail.
Please read the exchanges below and comment on them.

Date Description Page
13.10.2020 - 26.11.2020 Engagement with Royal Mail’s Complaints System 1-16

25.11.2020 Complainant submission to POSTRS (mediation) 18-23

03.12.2020 Royal Mail Defence 24-27

03.12.2020 Complainant’s Further submission to POSTRS 28-31

21.12.2020 Mediator decision 32-34

14.01.2021-20.01.2021 Closing the Loop with CEDR 35-39

26.12.2020-10.02.2021 Conversations with Information Management Team 40-53

29.12.2020-28.01.2021 Communications with Royal Mail Legal Team 54-59

04.02.2021-16.02.2021 Complaint against the Postal Review Panel 60-65

Royal Mail’s Final Position therefore... 65

22.02.2021 My Observation & Analysis 66

# Please note that in the account some small details (e.g. names and numbers) have been changed. It is my belief that these are not
pertinent to the issue at core in the dispute — the dispute is overMail Theft and Breach of Contract on the part of Royal Mail.
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-------------------------------------------------------------------------------------

Royal Mail Complaint: 1-6793753343

-------------------------------------------------------------------------------------

Complainant’s Engagement with Royal Mail at the stage of entering mediation:
NV□□□□□□□□□GB posted on 31.07.2020, Signed For 03.08.2020, Complainant Contacted by 3rd Party
Interloper 21.08.2020, First Contact with Royal Mail Complaints 13.10.2020

Stage 1 emails: 13 October,16 October, 16 October, 22 October

Stage 2 emails: 22 October, 23 October (x2),1 November, 3 November (x2), 6 November

Stage 3 emails: 2 November, 3 November (x2), 6 November, 9 November, 23 November (x2), 24

November, 26 November.

Stage 1 <customer.service@royalmail.com>
Stage 2: Escalated Customer Resolution Team <customerresolution@royalmail.com>
Stage 3: Postal Review Panel <postalreview@royalmail.com>
Current Stage: The Postal Redress Service (POSTRS)
-------------------------------------------------------------------------------------

-------------------------------------------------------------------------------------

Customer By Service Web [Complainant] (13/10/2020 09.22 AM)

Dear Royal Mail

My name is [Complainant]. I am the sister to [Amelia]: who resides at [address supplied].

I sent my sister [Amelia] mail by recorded delivery on 31.07.2020. The Tacking Reference

Number was NV□□□□□□□□□GB.

I received email of 21 August 2020, 11:43hrs that informed me that the letter had been

intercepted and opened and would not be being delivered to their intended recipient.

This is mail theft (& indications are that this is not the first time that this has happened).

Unwanted/undeliverable mail should be returned to the sender (or to Royal Mail), unopened.

If you sign for a mail item that is not addressed to you, your signature is a commitment

to pass the mail on to its intended recipient.

Please investigate this matter Royal Mail.

My desired outcome from this complaint, is to receive confirmation that the mail that I

sent has been delivered to the intended recipient.

According to the 'admissions of guilt', several items of mail are affected by these illegal

operations. In the event that (my desired outcome of) delivery to the intended recipient

is impossible, I would like for all the undelivered mail to please be returned to me, all

of it.

Royal Mail is in breach of contract. Mail must be delivered to the intended recipient, or

returned to the sender, it's that simple.

I look forward to hearing back from you in due course.
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Yours Sincerely

[Complainant]

-------------------------------------------------------------------------------------

Response By E-mail (Paula Ritchie) (16/10/2020 02.20 PM)

Dear [Complainant]

Thank you for your email.

I’m sorry to hear of the problem you’ve had with a Royal Mail Signed For® item, reference

number NV□□□□□□□□□GB. I can fully understand your frustration that your item hasn’t been

received when our records show it’s been delivered.

I’ve checked the tracking record and can see your item was delivered and signed for on

3/8/20 by 'BURROWS'

I understand you’re disputing its delivery, however please be aware someone other than

the intended recipient may have accepted the item from the postperson, who then recorded

it as delivered. I’d advise you to check with other people at the address in the first

instance.

Unfortunately, due to the time that’s passed it’s unlikely the postperson will remember

how the item was delivered. I have, however, reported this issue to the manager of the

delivery office and have recorded your complaint under reference 1-6793753343.

I'm sorry I'm unable to comment on the details of the email received from [3
rd

Party

Interloper], however although it’s an offence to open someone else’s mail, we wouldn’

t be able to resolve this on your behalf, sorry. More information on interfering with mail

can be found at www.legislation.gov.uk/ukpga/2000/26/section/84/enacted.

You may wish to enquire via [3
rd
Party interloper] further details of why the mail is being

withheld from your sister.

I’m sorry you’ve had to contact us and I hope this resolves your complaint. If you still

need help, please visit our Help and Support Centre at www.royalmail.com/help or

www.royalmail.com/coronavirus.

Thank you again for contacting us.

Regards

Paula Ritchie

Royal Mail

-------------------------------------------------------------------------------------
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Customer By Service Email [Complainant] (16/10/2020 04.59 PM)

Dear Royal Mail

I hereby acknowledge receiving your email of 16 October 2020, 14:20hrs that was signed by

Paula Ritchie.

Enquiry Reference # 201013-001483

Paula Ritchie informs me 'the delivery office and have recorded your complaint under

reference 1-6793753343.' Please pass on my follow-up submission to the relevant Royal Mail

Team Member.

My simple complaint to Royal Mail is that Royal Mail did not deliver my mail to the intended

recipient, and therefore they are in breach of contract.

The letter was addressed to [Amelia], Royal Mail handed them over to 'BURROWS' who

(apparently) had no intention whatsoever, of passing the letter on to its intended recipient.

Did 'BURROWS' promise you that he/she would pass the letter on to its intended recipient?

If he/she gave you that promise, I am here to tell you that the promise was broken and you

are in breach of contract.

It doesn't matter what signature you have on your website, what matters is that the letter

was not delivered to their intended recipient.

My desire when I posted the letter, was that it be passed on to their intended recipient.

If Royal Mail can obtain confirmation that the letter was passed on to its intended recipient,

I am happy to consider the evidence. Delivery of the letter to its intended recipient is

what I want done.

The responsibility for delivering the letter to its intended recipient wasn't mine, (and

it wasn't BURROWS's either), it was yours. According to the evidence that I have seen, it

is not demonstrable that the letter I entrusted to Royal Mail was delivered to its intended

recipient.

I will quote from my email of 13th October, 09:22hrs which read:

'Royal Mail is in breach of contract. Mail must be delivered to the intended recipient,

or returned to the sender, it's that simple.'

Are you trying to argue that you are not in breach of contract please Royal Mail? On what

grounds do you argue?

Yours Sincerely

[Complainant]

-------------------------------------------------------------------------------------

Response By E-mail (Rachel) (22/10/2020 08.32 AM)
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Dear [Complainant]

I'm sorry to learn that you’re dissatisfied with our previous response.

I've now had the opportunity to review the details of your case and I'm happy that our

responses to you were appropriate.

I’ve checked the tracking record and can see your item was delivered and signed for on

3/8/20.

I understand you’re disputing its delivery, however please be aware someone other than

the intended recipient may have accepted the item from the postperson, who then recorded

it as delivered. I’d advise you to check with other people at the address in the first

instance.

Unfortunately, due to the time that’s passed it’s unlikely the postperson will remember

how the item was delivered.

We have, however, reported this issue to the manager of the delivery office and have recorded

your complaint under reference 1-6793753343.

If your items still haven’t been received, I’d advise you to submit a claim for the item.

The claim form provides us with all the information required to deal with your complaint

and helps make improvements to our services. The quickest and easiest way to do this is

by visiting www.royalmail.com/claims.

With this in mind, I'm afraid there's nothing further I can add to what my colleague has

already advised you.

I appreciate that this’ll come as a disappointment as it’s not the outcome you were looking

for but I hope I’ve managed to explain why we’ve taken this decision.

If you’re unhappy with my response, you can contact the Escalated Customer Resolution Team.

They’ll take a fresh look at your complaint and respond to you directly. They can be contacted

at customerresolution@royalmail.com. Please quote reference 201013-001483 at the start of

your email.

Regards

Rachel Wild

Royal Mail

-------------------------------------------------------------------------------------

Customer By Service Email [Complainant] (22/10/2020 10.52 AM)

Dear Escalated Customer Resolution Team
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Reference is made to Enquiry # 201013-001483

I acknowledge receiving the following Royal Mail responses from

<customer.service@royalmail.com>

*email of 16 October 2020, 14:20hrs that was signed by Paula Ritchie.

*email of 22 October 2020, 08:32hrs that was signed by Rachel Wild.

I request that Royal Mail take a fresh look at my complaint.

It's one thing for Royal Mail to lose my item, or for my item to get damaged in transit

[that's what the page that Rachel Wild pointed me to is about]. But it's quite another to

hand the item to someone who (apparently) had no intention whatsoever, of passing the letter

on to its intended recipient.

Royal Mail's Customer Service Teams are pointing at the signature of

someone-other-than-the-addressee as proof that they delivered my item to its intended

recipient.

The mail item I sent is not lost, it (appears to be) being illegally witheld from the intended

recipient by a 3rd Party interloper.

The simple understanding, when one makes use of the Postal Service, is that undeliverable

mail either gets delivered to the intended recipient, or, it gets returned to the sender.

According to the record, Royal Mail have handed my item over to 'BURROWS' - & I am being

informed by a 3rd Party interloper that they have my letter and will not be passing it on

to the intended recipient; I don't need this stress. The mail needs to be delivered to the

intended recipient, or returned to the sender. It's that simple.

Directing me to submit a claim under 'lost or damaged' is fraud! Royal Mail know exactly

where the mail is [according to their records, it's with 'BURROWS']. ALL the letters I sent

need to be delivered to its intended recipient, or returned to me.

Why are you directing me to take-things-up-with-'BURROWS'? I didn't enter into a contract

with 'BURROWS', Royal Mail are the ones who entered into a contract with 'BURROWS'.

Your agent 'BURROWS' has been stealing mail? The criminality is all on you. I said to deliver

the mail to [Amelia].

I ask for Royal Mail's Escalated Customer Resolution Team to please take a fresh look at

my 201013-001483 complaint. I didn't enter into a contract with 'BURROWS', I entered into

a contract with Royal Mail. I want my mail delivered to its intended recipient (or returned

to me).

I look forward to hearing back from you in due course.

Yours Sincerely

[Complainant]
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-------------------------------------------------------------------------------------

Response By E-mail (Lois Scott-Moore) (23/10/2020 01.31 PM)

Dear [Complainant]

Thank you for your email.

I’m sorry that you’re unhappy with the outcome to your complaint regarding the Royal Mail

Signed For item that you haven’t received despite the electronic confirmation of delivery.

I appreciate the concern this is causing.

I’ve reviewed your complaint. Regrettably, due to the time that’s passed, I’m unable

to do any further investigation into the whereabouts of your item. I understand this will

be disappointing.

I did check the GPS attached to the scanning equipment. This does indicate that this item

have been misdelivered to an incorrect address. Please accept my apologies for this; there

is nothing we an do retrieve it due to the time that’s passed.

I’s like to look into compensating you for the items. Can you please provide me with the

following information?

What was the item?

Proof of the item’s value

Proof of any postage paid

I’ll await your response.

Yours sincerely

Lois May

Escalated Customer Resolutions Team

Royal Mail Customer Experience

ECRT, Royal Mail, Po Box 466, Plymouth, PL9 7HJ

Tel: 03457 740 740 Postline: 5428 4516

Confidential Information: This e-mail message is for the sole use of the intended recipient

(s) and may contain confidential and privileged information. Any unauthorised review, use,

disclosure or distribution is prohibited. If you are not the intended recipient, please

contact me by reply e-mail and destroy all copies of the original message.

-------------------------------------------------------------------------------------

On Friday, 23 October 2020, customerresolution@royalmail.com

<customerresolution@royalmail.com> wrote:

Customer By Service Email [Complainant] (23/10/2020 04.31 PM)

Dear Escalated Customer Resolution Team

Reference is made to Enquiry # 201013-001483

I acknowledge receiving the following Royal Mail response email of 23 October 2020, 13:31hrs

from <customerresolution@royalmail.com> that was signed by Lois Scott-Moore.

In her response, Lois Scott-Moore writes: 'Royal Mail Signed For item that you haven’t

received despite the electronic confirmation of delivery.'
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It doesn't sound like it is my complaint that she is addressing. You may need to assign

the complaint to a different handler?

On the off-chance that indeed it is my complaint being addressed...

I am interested in getting the item to their intended recipient, or getting it back.

'this item has been misdelivered to an incorrect address' What address was the item delivered

to please? If you actually know the address, why are you not going over to said incorrect

address and asking after the item?

I didn't ask for compensation, I asked for the item to either be delivered to its intended

recipient, (or returned to myself).

You have the GPS Coordinates that corresponded to your scanning equipment at the time of

delivery of the item right? And you know the name of the person who signed for them

('BURROWS'), why are you not going over to that address and asking for the misdelivered

item to be returned to you?

Please stop this game-playing and get serious. I want to see evidence that this matter is

being properly investigated.

Your records say that the item was delivered to [correct address] & signed for by 'BURROWS'?

Good. So Royal Mail will write a letter addressed to 'BURROWS' of [correct address], asking

them to give account of the mail item that they signed for. The item is not lost, it was

received, & it was signed for. Do the follow-up and stop soliciting me to participate in

your fraud!

I look forward to hearing back from you in due course.

Yours Sincerely

[Complainant]

You have the unintended-recipient's name, you have their address and you have the GPS

Coordinates. What do you mean 'due to the time that’s passed'? Do addresses & GPS Coordinates

degrade with time? I want my mail delivered to its intended recipient (or returned to me).

You know who you gave the mail to, it's not lost.

-------------------------------------------------------------------------------------

Customer By Service Email [Complainant] (01/11/2020 07.34 PM)

Dear Royal Mail

Reference is made to Enquiry # 201013-001483 (quoted below).
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May you please provide me with an update regarding the concern?

Yours Sincerely

[Complainant]

-------------------------------------------------------------------------------------

Customer By Service Email [Complainant] (02/11/2020)

Postal Review Panel: Complaint Ref: 1-6793753343

I Have Been In Touch With Royal Mail: in-touch-yes

Are You The Sender Recipient Of The Item: Sender

I allege that Royal Mail is in breach of contract due to mail theft. Royal Mail's Customer

Resolution Team argue that because they have supplied me with the name of the 3rd party

interloper who they handed the mail to, they have fulfilled their obligations to me.

My understanding of the contract I entered into with Royal Mail was that they would either

deliver my mail to its intended recipient, or return it to me.

The fact that the name, address, and GPS Coordinates of the mail thief are known to Royal

Mail, does not remove their obligation to ensure that the mail item I posted gets delivered

to its intended recipient (or returned to me). Offering me a refund under the current

circumstances is fraud.

Royal Mail have offered me a refund (as if the item is lost, when it is not!) If it was

just money I cared about, I'd have just kept my money in my pocket and never entered into

any contract with Royal Mail to begin with.

Resolution: If signed confirmation that all the mail I posted has been delivered to its

intended recipient can be provided, I will be happy with that. If not, I would like for

all the affected mail to please be returned to me.

Compensation: I am not after money. I just want my item delivered to their intended recipient

(or returned to me).

Item Reference Number: NV□□□□□□□□□GB

-------------------------------------------------------------------------------------

From: rmg.customer.service.team@mailgb.custhelp.com

<rmg.customer.service.team@mailgb.custhelp.com>

Sent: 02 November 2020 18:10

To: PostalReview <postalreview@royalmail.com>

Subject: Online Complaint NV□□□□□□□□□GB
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Thank you for your contact with the Postal Review Panel. We aim to respond within one working

day. Please see below a copy of your complaint for reference.

-------------------------------------------------------------------------------------

On Tuesday, 3 November 2020, PostalReview <postalreview@royalmail.com> wrote:

Dear [Complainant]

Thank you for your email to the Postal Review Panel.

I would like to explain that before the Postal Review Panel can review a complaint, we must

firstly allow Royal Mail the opportunity to resolve the matter. I can see that you currently

have an open case under reference 1-6793753343, I appreciate your frustration, therefore

I have passed your email onto a manager of the Escalated Customer Resolution Team dealing

with your claim and asked that they arrange for this be resolved as soon as possible.

Royal Mail will always try and resolve any concerns or complaints you have, and it is strongly

recommended that you work with the Customer Services teams at Stage 1 and Stage 2 to try

and sort out the problem before contacting the Postal Review Panel.

The Royal Mail Consumer Complaint Handling Process can be viewed online.

Yours sincerely

Sally Jarvis

Postal Review Panel

-------------------------------------------------------------------------------------

Response By E-mail (John) (03/11/2020 11.23 AM)

Dear [Complainant]

Thank you for your recent email dated 1st November 2020. As part of Royal Mail’s Escalated

Customer Resolution Team, I have been asked to look into this matter and respond to you

accordingly in my colleague’s absence.

Whilst I deeply regret the problems you have experienced with a Royal Mail Signed For item,

I note from my colleague’s previous email dated 23rd October 2020 that she was considering

a payment if you are able to supply the following information what were the item? Proof

of the item's value Proof of any postage paid.

As yet I note we have not received this information, and until we do, I’m unable to consider

compensation.

I will await to here from you on how you wish to proceed.

Kind Regards

John Pengilly

Escalated Customer Resolution Team

-------------------------------------------------------------------------------------

Customer By Service Email [Complainant] (03/11/2020 12.04 PM)

Royal Mail Complaint Reference 1-6793753343.
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Dear Mr Pengilly

Thank you for your email of 3 November 2020, 11:23hrs.

What your colleague was offering me (compensation) is not what I was asking for.

My understanding of the contract I entered into with Royal Mail was that they would either

deliver my mail to its intended recipient, or return it to me. The fact that the name, address,

and GPS Coordinates of the mail thief are known to Royal Mail, does not remove their

obligation to ensure that the mail item sent gets delivered to their intended recipient

(or returned to me). Offering me a refund under the current circumstances is fraud.

I have the tracking receipts which I was given at the Post Office when I posted the items

(& I have Certificates of Posting for several items that I posted to that address before

the 31st of July, which I suspect have suffered a similar fate at the hands of the 3rd Party

interloper): But Royal Mail doesn't need all those receipts in order to resolve this matter.

I want my mail delivered to its intended recipient (or returned to me).

It is not in any way acceptable for me to be being contacted by a 3rd Party interloper &

be told that they have my mail & it will not be being passed on to its intended recipient.

I want my mail delivered to its intended recipient (or returned to me).

The reason why Royal Mail collects signatures and names and GPS Coordinates when they do

a recorded delivery is for such times as this.

You know the name of the person that you gave the NV□□□□□□□□□GB letter to, you know their

address, and you have the GPS Coordinates.

The resolution that I want from you is for my mail to be delivered to its intended recipient

(or returned to me), please.

You will see from the length of the Complaints Correspondence that I have, from the outset,

been very clear about the outcome that I seek. Resolution of this complaint is long overdue.

I look forward to hearing back from Royal Mail soon.

Yours Sincerely

[Complainant]

-------------------------------------------------------------------------------------

From: [Complainant]

Date: Tuesday, 3 November 2020

Subject: FW: Online Complaint NV□□□□□□□□□GB
To: PostalReview <postalreview@royalmail.com>
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Dear Sally Jarvis

Thank you for your email of 3 November 2020, 10:18hrs.

Before I contacted the Postal Review Panel, the latest communication that I received from

the Escalated Resolution Team regarding this issue was via email of 23 October 2020, 13:31hrs

that was sent from <customerresolution@royalmail.com> by Lois Scott-Moore.

Insofar as I could see, my response email of 23 October 2020, 16:30hrs that I sent them

had been ignored, as had been the prompt email of 1 November 2020, 19:33hrs that I sent.

This morning (I suspect in response to your prompt), I received email of 3 November 2020,

11:18hrs that was sent from <customerresolution@royalmail.com> by Mr John Pengilly.

Mr Pengilly was basically repeating what Lois Scott-Moore had said: Provide us with receipts

and we will compensate you. My 12:03hrs response to them was to reiterate:

I want my mail delivered to its intended recipient (or returned to me).

I did use more words to explain myself but the quoted text is the essence of it.

I am fully engaging with Stage 1 & Stage 2, I wrote to the Postal Review Panel because it

was looking like Stage 2 had gone quiet (& from the looks of things they have been doing

nothing in the meantime).

Thank you for giving them a nudge. I have sent them my email of 3 November 2020, 12:03hrs...

I will wait and see what they say next.

Yours Sincerely

[Complainant]

-------------------------------------------------------------------------------------

Response By E-mail (John) (06/11/2020 10.58 AM)

Dear [Complainant]

Thank you for your recent email dated 3rd November 2020 and I am very sorry to read that

you remain unhappy with my response.

As my colleague has previously explained; there is nothing we can do retrieve the item due

to the time that’s passed.

However, my colleague is willing to look at compensation if you are able to supply details

of what the item was and the value of the item.

I hope the action taken and information provided resolves your enquiry. Once again, please

accept my apologies and our thanks for bringing this to our attention.

I understand you may still be unhappy with this response. If so, you can contact the Postal

Review Panel by emailing postalreview@royalmail.com or by writing to Freepost Postal Review

Panel.
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Kind Regards

John Pengilly

Escalated Customer Resolution Team

-------------------------------------------------------------------------------------

From: [Complainant]

Sent: 06 November 2020 11:21 To: PostalReview <postalreview@royalmail.com>

Subject: Requesting Review of Complaint 1-6793753343

Dear Postal Review Panel

Reference is made to my 2 November submission to the Panel regarding Royal Mail Complaint

1-6793753343 refers. The correspondence referred to is quoted below.

Please be informed that I have now received the 1-6793753343 final response from Stage 2.

It was delivered to me in email of 6 November 2020, 10:58hrs.

Stage 2 are saying that they cannot retrieve my mail item 'due to the time that's passed'.

They haven't even tried! As far as I am aware, addresses & GPS Coordinates do not degrade

with time. I want my mail delivered to its intended recipient (or returned to me). Royal

Mail know exactly who they gave the mail to, they even have a signature, (& I have a 3rd

Party interloper contacting me regarding that mail), the mail is not lost. Royal Mail are

responsible for delivering all of it to its intended recipient (or returning it to me).

Please review this matter.

Yours Sincerely

[Complainant]

-------------------------------------------------------------------------------------

Postal Review Panel ref 1-6854659298

<postalreview@royalmail.com> To: [Complainant] Date: 9 November 2020, 14:55

Dear [Complainant]

Thank you for your email regarding a complaint you have recently made to Royal Mail Customer

Services. The Postal Review Panel is a ‘ring fenced’ team that sits outside of Royal

Mail Customer Services and we are empowered to review complaints from customers who have

used a Royal Mail service.

To enable us to provide you with a full review, we will firstly need to collate all of the

information held by Royal Mail Customer Services and further investigations may be necessary.

For this reason, it can take up to 30 calendar days to provide you with a final response,

but please be assured that this matter is being taken seriously and we will contact you

on completion of the review or if we require further information from you.
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Yours sincerely

Patricia Long

Postal Review Panel

-------------------------------------------------------------------------------------

Postal Review Panel ref 1-6854659298

[Complainant] To: PostalReview Date: 9 November 2020, 23:14

Dear Postal Review Panel

I hereby acknowledge receiving your email of 9 November 2020, 14:55hrs. Its contents have

been noted. Thank you.

Yours Sincerely

[Complainant]

-------------------------------------------------------------------------------------

<postalreview@royalmail.com> To: [Complainant] Date: 23 November 2020, 16:47

Postal Review Panel ref 1-6854659298

Dear [Complainant]

Thank you for your email dated 6 November 2020, regarding your Signed For™ item of mail

reference, NV□□□□□□□□□GB. Please accept my apologies for any problems you may have been

caused. I have thoroughly reviewed your complaint and I am now in a position to respond.

As you are aware, the Royal Mail tracking information confirms the mail item was delivered

as addressed on Monday 3 August 2020. This is also supported by the Global Positioning

System (GPS).

With regards to the signature, I would like to clarify that signature capture was suspended

with the pandemic lockdown and is still in place. The Delivery Officers are capturing the

name of the recipient and signing the hand held terminal XP1. This information is available

online at www.royalmail.com/d8/coronavirus-changes-service if you would like to read about

this further.

Please note, Royal Mail deliver all items as per the address on the item, they do not deliver

to named individuals, anyone at the property the item is addressed to can accept items of

mail.

Royal Mail have fulfilled the terms and conditions of the delivery service you have paid

for by delivering the items as they were addressed. I am sorry but mail items cannot be

retrieved once they have been delivered correctly as addressed.
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Royal Mail Customer Services have handled your complaint appropriately and provided correct

information, therefore in closing, I hope you will accept my genuine apology for any problems

you have experienced and thank you for contacting the Postal Review Panel and allowing me

the opportunity to review your complaint.

This is the Postal Review Panel’s final decision on behalf of Royal Mail regarding your

complaint.

If you are unhappy with our response you can make an application to the independent body

POSTRS (the Postal Redress Service), which is free of charge. For clarity, POSTRS is an

alternative dispute resolution body, which is entirely separate from Royal Mail. POSTRS

will be able to advise you if your complaint falls within the scope of the scheme rules

and the information sheet below provides information about the scheme.

Further information and an application form for POSTRS can be obtained through their website

www.cedr.com/postrs; by writing to POSTRS, 70 Fleet Street, London EC4Y 1EU; email:

postrs@cedr.com or telephone 020 7520 3766. Please note that you must make an application

to POSTRS within 12 months of the date on this correspondence.

Yours sincerely

Patricia Long

POSTAL REVIEW PANEL

-----------------------------------------------------------------------------------

[Complainant] To: PostalReview Date: 23 November 2020, 20:24

Dear Postal Review Panel

Your Ref: 1-6854659298

I hereby acknowledge receiving your email of 23 November 2020, 16:47hrs. Its contents have

been noted.

May you please provide me with more detail. I observe that you said:

'Please note, Royal Mail deliver all items as per the address on the item, they do not deliver

to named individuals, anyone at the property the item is addressed to can accept items of

mail.'

Where is this point explained... in legislation... in Royal Mail's Terms of Service? Where

exactly?

Yours Sincerely

[Complainant]
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-------------------------------------------------------------------------------------

<postalreview@royalmail.com> To: [Complainant] Date: 24 November 2020, 13:22

Postal Review Panel ref 1-6854659298

Dear [Complainant]

Thank you for your further email dated 23 November 2020, I am sincerely sorry you are

dissatisfied with the outcome of my review.

In response to your specific question please see the link below;

www.royalmail.com/sites/royalmail.com/files/2020-07/royal-mail-general-terms-and-condi

tions---version-9_0--01-july-2020.pdf

Version 9.0 (1 July 2020)

2.14 If it is a requirement of the product, Royal Mail will make reasonable efforts to get

a signature from the person receiving the item or items when they deliver it to the relevant

address.

I trust the above information clarifies this matter for you, however, if you still remain

unhappy with my responses, you can refer this matter to POSTRS (the Postal Redress Service),

please refer to the final two paragraphs of my previous email dated 23 November 2020.

Once again, please accept my genuine apology for any problems you have experienced.

Yours sincerely

Patricia Long

POSTAL REVIEW PANEL

-------------------------------------------------------------------------------------

[Complainant] To: PostalReview Date: 26 November 2020, 13:16

Dear Postal Review Panel

I hereby acknowledge receiving your email 24 November 2020, 13:22hrs.

Thank you for getting back to me.

Yours Sincerely

[Complainant]

-------------------------------------------------------------------------------------
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Now follows the POSTRS complaint of 25 November 2020

I took the matter for mediation (as directed by Royal Mail).

Date Description Page
25.11.2020 Complainant submission to POSTRS 18-23

03.12.2020 Royal Mail Defence 24-27

03.12.2020 Complainant’s Further submission to

POSTRS

28-31

21.12.2020 Mediator decision 32-34

14.01.2021-20.01.2021 Closing the Loop with CEDR 35-39
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MAIL THEFT and BREACH OF CONTRACT

The Story
*On 31.07.2020 I posted one letter to my sister [Amelia] using the Royal Mail
Recorded Signed For Service.
*On 21.08.2020 I was contacted by a 3rd Party Interloper and was told that they had
my mail and would not be passing it on to the intended recipient. (As far as I am aware,
the letter remains in the posession of interloper to this day).
*On 13.10.2020 I contacted Royal Mail and asked them to investigate the Mail
Theft. (My engagement with Royal Mail was completed on 26.11.2020)
*Royal Mail have offered to refund the postage paid as a gesture of goodwill, but
according to my understsanding they do not accept liability.
*Royal Mail refuse to investigate. In their final response they say: “Royal Mail have

fulfilled the terms and conditions of the delivery service you have paid for by

delivering the items as they were addressed.”

Stages in the Royal Mail Complaints System:
Stage 1 <customer.service@royalmail.com>
Stage 2: Escalated Customer Resolution Team <customerresolution@royalmail.com>
Stage 3: Postal Review Panel <postalreview@royalmail.com>
Next: The Postal Redress Service (POSTRS).

What progress have I made? I contacted Stage 1 on 13.10.2020, Stage 2 on
22.10.2020 and Stage 3 on 02.11.2020. I received the 1-6793753343 Postal Review
Panel’s final decision on 23.11.2020. I was told that if I was dissatisfied with their
response I could take the matter to POSTRS or get legal advice. So now we are entering
mediation.

What did Royal Mail say? They said that according to their records, the letter was
delivered to the intended recipient’s home address and it was Signed For (XP1 as per the
COVID guidelines) by a named individual who was present at the address. [In this narrative
I shall refer to this individual as HM, and I can confirm that HM resides at that address but HM was not
the intended recipient, and HM is not the same individual who emailed me on 21.08.2020 saying we have
your mail, and we are not going to pass it on to its intended recipient. Please note that HM and ‘3rd Party
interloper’ are not the same person]

What are the facts? Royal Mail have HM’s name on their system, they have the
date-and-time that the letter was handed to HM by the Postman, they have the GPS
Coordinates for the actual location that the postman was at when he handed the letter
over to HM on 03.08.2020 and signed XP1. A 3rd Party interloper contacted me and told

http://www.royalmail.com/d8/coronavirus-changes-service
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me that they have the letters (and they have no intention of passing it on to its intended
recipient).

What do I want? What I wanted originally (like all people who post letters) was for the letter
to be delivered to its intended recipient (or returned to me).

My current stance? I rejected the refund offer. If it was money I was after, I would have
just kept my money in my pocket and not bothered to approach Royal Mail in the first
place! I do not want a refund, I do not want compensation, I want confirmation that all
the affected letters have been delivered to their intended recipient (or for the letters to
be returned to me).

I argue that Royal Mail is in breach of contract because they did not deliver the letter to
its intended recipient.

Why should Royal Mail be the ones to do the follow-up, why not me? I entered into a
contract with Royal Mail not with HM; that is why I am talking to Royal Mail. Royal Mail
are the ones that entered into a ‘contract’ with HM - now that there these 3rd party
interloper issues, the obligation to chase up HM and take HM to task belongs to Royal
Mail.

Think also about this: If Royal Mail delivers to your house a letter that is addressed to
the previous legal occupier of the house, what do you do? You write on the letter “Not
at this address, RETURN TO SENDER” and you pop the letter back in the post.
*What does Royal Mail do when they receive that letter back? They deliver it back to
the sender! That back-to-sender business is evidence that Royal Mail are under
obligation to deliver the letter to its intended recipient, or back-to-sender. From the
moment that the letter is put in the post, Royal Mail have not discharged their duty to
the Sender until the letter is either in the hands of the intended recipient, or has been
returned to the Sender.
*Who owns the letter? As far as I understand, the letter is owned by either the sender
(S1) or the intended recipient (R1). Depending on the circumstances, any one of those
two can lay claim to the letter.
When S1 puts a letter in the post, what he is saying (to Royal Mail) is “I want this letter
delivered to my sister, R1; would you be so kind as to do the honours?” And Royal Mail
says “Of course we will (for a fee), and if we fail to deliver the item, we will return it to
you”. That’s the deal.
So the letter is going from the Sender (S1) to the Recipient (R1) via Royal Mail. Royal
mail is the agent acting on the behalf of the Sender up until the letter gets into the
hands of R1. And Royal Mail is accountable to S1 up until the letter gets into the hands
of R1.
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Now there are logistics involved in delivering mail. If the intended recipient is not home,
Royal Mail does not like to take letters back to the depot (after which they would have to go
through the hassle of arranging redelivery/making R1 come pick up the letter at the depot) so they give
the letter to whoever is at home, or they give it to a neighbour.
According to point 2.14 of version 9.0 (1 July 2020) of Royal Mail’s Terms & Conditions
www.royalmail.com/sites/royalmail.com/files/2020-07/royal-mail-general-terms-and-co
nditions---version-9_0--01-july-2020.pdf
“2.14 If it is a requirement of the product, Royal Mail will make reasonable efforts to get
a signature from the person receiving the item or items when they deliver it to the
relevant address.”1

To be honest, most recipients are probably okay with picking up a letter from the
neighbour’s house, it saves them a lot of hassle (the hassle of having to arrange redelivery, or
having themselves to attend the Royal Mail depot to pick up their letters). But there will be those
few times when one is not on good terms with their neighbours and they may actually
prefer to pick up the letter at the depot (or arrange redelivery) rather than have to face
and talk to their neighbour. Or even if someone is on good terms with their neighbour,
they may prefer to not have the neighbour ‘examine’ their mail, they may feel it is an
intrusion on privacy. But generally speaking, we all are aware that Royal Mail sometimes
will leave your mail with a neighbour.

Royal Mail also said to me:
“Please note, Royal Mail deliver all items as per the address
on the item, they do not deliver to named individuals, anyone
at the property the item is addressed to can accept items of
mail.”

While members of the public understand that it is easier on Royal Mail to leave the
letter with any neighbour who is willing to take it,2 than to take it back to the depot,
that does not change the fact that it is Royal Mail who are responsible for making sure
that the letter gets delivered to its intended recipient. The arrangement (of leaving the
letter with whoever is at home, or leaving it with a neighbour) is okay with us for as long as the
letter is finally delivered to its intended recipient in a timely manner. If something goes
wrong (as in this case), the liability lies squarely on the shoulders of Royal Mail.

1 Those 2.14 instructions are what Royal mail tell to their Post Delivery Officers.
2 That what’s Royal Mail instruct the Postmen: If noone’s home to sign for a delivery, leave the post with a neighbour
if you can. When the postman approaches the neighbour, he is asking for a favour from the neighbour. Any
neighbour (or housemate) is well-within their rights, when approached by the postman with neighbour-post, to say
“Sorry, I can’t be bothered with that, try someone else”. It’s a voluntary thing. A voluntary contract. A contract that
Royal Mail enters into with the neighbour (or housemate). Royal Mail are sub-contracting the duty of delivering the
letter to its intended recipient.

http://www.royalmail.com/sites/royalmail.com/files/2020-07/royal-mail-general-terms-and-conditions---version-9_0--01-july-2020.pdf
http://www.royalmail.com/sites/royalmail.com/files/2020-07/royal-mail-general-terms-and-conditions---version-9_0--01-july-2020.pdf
http://www.royalmail.com/sites/royalmail.com/files/2020-07/royal-mail-general-terms-and-conditions---version-9_0--01-july-2020.pdf
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In my case I am saying that Royal Mail is in breach of contract because it is not
demonstrable that they delivered the letter to its intended recipient (their sub-contractor
stole the mail. This is an internal affair). I have this 3rd party interloper (not HM) who is
contacting me (using the details obtained when he opened the letter that Royal Mail was supposed to
have delivered to R1), and I don’t want to have to deal with this. Not only do I not want to
deal with this, I shouldn’t have to deal with this. Royal Mail are the ones that engaged
the sub-contractor, Royal Mail now need to investigate their sub-contractor (and the
interloper) and retrieve my mail!

Why should I be the one having to go through that expense & hassle with Royal Mail’s
sub-contractor? And the next time that Royal Mail sub-contracts to another difficult
person, I struggle with chasing after Sub-contractor B too? No thanks.
You take mail from the postman on the condition that you will pass it on to its intended
recipient.3 If you take the mail with no intention of conveying it to its intended recipient,
what you actually are doing, is theft.

3 Otherwise you can refuse to take the mail from the postman, or you can scribble ‘RTS’ and pop it back in the mail if
you change your mind after the postman has left

Hypothetically speaking
If Neighbour (N1) agrees to sign for a letter on the postman’s request, then decides (after the
postman has left), to open the letter and keep it. That is called ‘mail theft’. A crime needs a
victim: This N1 thief, who has he stolen the mail from?
*We cannot say N1 has stolen from the Recipient, because the letter has never been in the
hands of the recipient, the recipient likely has not even seen the letter, the recipient might not
even know that the letter exists! (the letter has to first be in the posession of R1 before it can
be said that N1 stole from R1. All that has happened in this case is that N1 has prevented the
letter from getting to R1).
*We cannot say that N1 has stolen from the Sender because the letter was not in the hands of
S1 when N1 took it, was it?
Who did N1 steal from?

According to me; N1 stole from Royal Mail. N1 took the letter from Royal Mail under false
pretenses (“I will pass the letter on to its intended recipient”), then after the Postman left, N1
chose to keep the letter (mail theft). It was Royal Mail’s sub-contractor that stole the letter
from Royal Mail.

It is not demonstrable that there was ever a contract between S1 and N1, it is not
demonstrable that there was ever a contract between R1 and N1, the only contract that N1
entered into, was the contract with Royal Mail (the Postman asked to leave the letter with N1,
and N1 said “yes I will take it and pass it on to R1”, that’s a contract). And the only contract
that S1 entered into was with Royal Mail (“please deliver this letter to its intended recipient or
return it to me”).
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When they received my complaint, why did Royal Mail not write a Demand Letter to
their sub-contractor HM, asking HM to confirm if the letter that HM Signed For on
03.08.2020 was passed on to its intended recipient, and on what date the letter was
passed on to its intended recipient (aka. confirmation of delivery). If HM writes back and says
“yes I passed the letters on to its intended recipient on such-such dates”, then I am
happy, (because all I want is for the letters to be passed on to its intended recipient; and
I want to know the date). If HM says “no I did not pass the letter on to its intended
recipient”, That’s theft, I want my mail back… from Royal Mail.

Writing the Demand Letter to HM is a simple thing for Royal Mail to do, why did they
not do it? If Royal Mail truly are sorry that the letter was not delivered, why did they not
write a letter to HM when I first approached their Stage 1 Complaints Team? Royal Mail
know HM’s name, they know his/her address, and they are sure as hell that they gave
the letter to HM, why do they want to act as if the letters simply are lost [and commit fraud
against Royal Mail4] when we all know exactly where it is (it’s with the 3rd Party interloper…
because Royal Mail gave it to a sub-contractor who had no intention of passing the
letter on to its intended recipient).

Not only are Royal Mail in breach of contract for failing to deliver the mail to its
intended recipient, they have been incurring further liability by dragging me through all
these 3 stages of complaining when they could easily have written a Demand Letter to
HM… Unless they can retrieve the letters, the mail theft is on Royal Mail because as of
right now it is not demonstrable that my letter was delivered to its intended recipient.5

I want my letter delivered to its intended recipient (or returned to me). What do they
mean “mail items cannot be retrieved once they have been delivered
correctly as addressed”. Royal Mail delivered the letters to HM when it was not
addressed to HM (it was addressed to R1). It is not true to say that the letter “was
delivered correctly as addressed”.

I accept that sometimes people put in the post letters that are addressed to an address, without
specifying who the addressee is (maybe they just write 'The Householder' or 'the Legal Occupier' (or
sometimes the ‘junk mail’ does not name an intended recipient) but the intention will be that at the
end of the day someone, a legal person, will read it (addresses can't read). If the letter that I had
posted to the HM/R1 address had not specified the addressee, I would have no grounds upon which
to now be bothering Royal Mail. In my case, I specified the addressee. The HM that Royal Mail gave
the letter to has no rights on that letter, none-at-all. Since it was Royal Mail who gave HM that letter,
Royal Mail are going to have to be the ones to get it back!

4 Not only are the Royal Mail employees handling this 1-6793753343 complaint wanting to commit fraud, they are
soliciting others (like me) to do the same!
5 I have in my posession ‘Certificates of Posting’ for other letters that likely fell to the same (mail theft) fate. When
my letters get delivered to their intended recipient I will know, because the intended recipient will write back to me
(in a couple of the letters, I put return envelopes that had stamps ).

Delivery
Confirmation; is
what I want.
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How crazy is this world? You tell someone (Royal Mail), 'Deliver this letter to intended
recipient R1', they deliver to [a GPS location that is 128ft from the intended address one
working day later than they should have then turn around and say to S1], ‘we
discharged our duty to you'? This is totally unacceptable.

I did not enter into a contract with anyone except Royal Mail, that is why I am disputing
with Royal Mail. I refuse to participate in any fraud. I want my mail delivered to its
intended recipient (or returned to me). Please mediate.

[Complainant - 25.11.2020]
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Defence from Royal Mail

Case Outline

The customer, [Complainant] posted two items of mail on 31 July 2020 to her
sister [Amelia] who resides at [correct address]. The customer used the Royal

Mail Signed For® service, reference NV□□□□□□□□□GB.

The items were both confirmed as delivered on the 3 August. However, the
customer has complained that she received an email from a 3rd Party interloper,
advising that the letter had been intercepted, opened and would not be passed
on to my sister.

Royal Mail does not deliver mail to named individuals and cannot be held
responsible for what happens to mail once it is delivered to the intended
address.

In her application to the Postal Redress Service (POSTRS), [Complainant]is
not seeking financial redress but simply wants Royal Mail to take some action.

Royal Mail Defence

Royal Mail Signed For® is a service which can be used with either First or
Second Class mail. Items sent using this service travel with ordinary mail,
however, a signature is requested at the point of delivery. Royal Mail Signed
For® is not appropriate for sending urgent or valuable items.

On 31 July 2020, [Complainant] posted mail to her sister, [Amelia] who resides
at [correct address]. The customer used the Royal Mail Signed For® service,

reference NV□□□□□□□□□GB.

In her application to the Postal Redress Service (POSTRS), [Complainant]
is not seeking financial redress but wants Royal Mail to take some action
and states; - “I want Royal Mail to obtain confirmation that the letters
were delivered to their intended recipient (along with the date), or return
all the affected mail to me. [The mail was stolen whilst in their care,
therefore they are responsible. The very least that Royal Mail could have
done in this case was send out a 'Demand Letter'.]

Royal Mail has confirmed that the item concerned was delivered on the 3 August
2020. Please see delivery confirmation below, which can be viewed on line
at
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https://www3.royalmail.com/track-your-item#/tracking-results/NV□□□□□□□
□□GB

Delivered
Tracking no. NV□□□□□□□□□GB
Your item was delivered on 03-08-2020.

Service used:
Royal Mail Signed For™
Not the signature you expected? Find out why.

Signed for by: BURROWS Delivered: 10:35am

The customer has complained that on 21 August 2020, she received an email
from [3rd Party Interloper], which informed her that the letters had been
intercepted, opened and would not be passed on to her sister (the recipient).
Royal Mail have not seen this email and are not aware of the customer’s
circumstances, the recipient’s connection to [3rd Party interloper]. Royal
Mail does not deliver mail to named individuals and cannot be held responsible
for what happens to mail once it is delivered to the intended address.
Furthermore, mail items cannot be retrieved once they have been delivered
as addressed.

There is no evidence that the items in question were delivered elsewhere
and the customer confirms that the person who accepted the items resides
at the recipient’s address. Please see extract from the document provided
with the POSTRS application below;

“What did Royal Mail say? They said that according to their records, the
letter was
delivered to the intended recipient’s home address and it was Signed For
(XP1 as perthe COVID guidelines) by a named individual who was present at
the address. [In this narrative I shall refer to this individual as HM, and
I can confirm that HM resides at that address but HM was not the intended
recipient, and HM is not the same individual who emailed me on 21.08.2020
saying we have your mail, and we are not going to pass it on to its intended
recipient.]”

In response to the customer’s comments that Royal Mail are in breach of
contract, it should be noted that Royal Mail does not enter into contracts
with retail customers. Royal Mail Group Ltd provides the inland letters
services to customers under a scheme made under s89 of the Postal Services
Act 2000 (“The Act “). Royal Mail was authorised to set up The Royal Mail
United Kingdom Post Scheme to make arrangements for the delivery and
collection of postal services within the United Kingdom. The Royal Mail
United Kingdom Post Scheme 27 April 2020, stipulates:

“20.4. Upon delivery of an item with Royal Mail Signed For 1st Class or Royal
Mail Signed for 2nd Class added, the addressee or their representative must
sign (or otherwise provide some form of proof of delivery as we may specify).
Where such a signature or proof of delivery is refused to be provided to
us then the item may be dealt with or disposed of as we consider appropriate.
Please note that the representative could be someone else at the delivery
address or a neighbour”.

https://www.royalmail.com/coronavirus
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Royal Mail would like to explain, that signature capture has been temporarily
suspended with the pandemic lockdown and is still in place. This information
is available online at www.royalmail.com/d8/coronavirus-changes-service
and states.

“In order to protect both our people and customers as much as possible, we
are minimising contact during delivery. We will not be handing over our
hand-held devices to customers to capture signatures but instead log the
name of the person accepting the item. Additionally, for all customers where
we need to deliver any item that won’t fit through your letterbox, we will
place your item at your door. Having knocked on your door, we will then step
aside to a safe distance while you retrieve your item. This will ensure your
item is delivered securely rather than being left outside”.

Therefore, whilst Royal Mail sympathises with the customer’s situation, Royal
Mail have fulfilled the terms and conditions of the delivery service.

Given the above information. the customer’s application for the Royal Mail
to take some action is therefore firmly rejected

Summary

The customer posted Royal Mail Signed For® item, reference NV□□□□□□□□□GB,
to [correct address], which were confirmed as delivered on the 3 August 2020.
Whilst the customer advised that the letters had been intercepted, opened
and have not been passed on to [Amelia] (the recipient), Royal Mail does
not deliver mail to named individuals and cannot be held responsible for
what happens to mail once it is delivered to and accepted at the intended
address.

The customer’s application for action to be taken is therefore firmly
rejected.

The Legal Position and Framework

Royal Mail is unusual in that it does not enter into contracts with Retail
customers for the delivery and collection of mail. Royal Mail is authorised
to convey mail under an act of parliament which gives it wide exclusion from
liability if anything goes wrong. As such any claim for compensation is
limited to what the customer has lost up to the limits provided by the act
and any schemes made under it. Royal Mail’s Retail services are not provided
under contract but under a scheme made under the Postal Services Act, which
can be viewed using the link below:

The Royal Mail United Kingdom Post Scheme 27 April 2020

More technically: Royal Mail; the letter delivery business of Royal Mail
Group Ltd provides the inland letters services to customers under a scheme
made under s89 of the Postal Services Act 2000 (“The Act “). Royal Mail was
authorised to set up The Royal Mail United Kingdom Post Scheme to make
arrangements for the delivery and collection of postal services within the
United Kingdom.

http://www.royalmail.com/d8/coronavirus-changes-service
https://www.royalmail.com/sites/royalmail.com/files/2020-04/UK-Post-Scheme-27-April-2020.pdf
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Between 25 May 2018 and 26 April 2020, the Royal Mail United Kingdom Post
Scheme 25 May 2018 was appropriate, which can be viewed using the link below:

The Royal Mail United Kingdom Post Scheme 25 May 2018

Customers who use a service which is provided to them under the aforementioned
scheme do not enter into a contract with Royal Mail for the provision of
that service. This legal status is confirmed by case law going back a number
of years and which are referred to in Halsbury’s Laws of England.

This interpretation is confirmed by the provisions of s89(7) of the Act which
permit Royal Mail to sue customers who have not paid for services, a provision
which would be unnecessary if customers entered into a contract with Royal
Mail.
Customers who use such a service have no claim in tort against Royal Mail
as this is excluded by the provisions of s90 of the Act.

As such any claim for compensation for loss or damage to the contents of
a postal packet must be brought under the provisions of s90 and 91 of the
Act to be successful.

Under s91 of the Act a customer may claim compensation if an item is lost
or damaged whilst in the course of transmission through the post, if he has
complied with all the terms and conditions of the service as set out in the
Act, Inland Scheme and information provided on the website or literature
issued in connection with the same.

Section 90 of the Act excludes liability on behalf of the business, its
employees, staff and agents in respect of any act or omission which occurs
whilst an item is in the course of transmission through the post. This in
effect provides an exclusion of liability in respect of claims which could
otherwise be framed in tort, for example, negligence.

Claims for compensation may be made for actual loss or damage up to the market
value of the item or the amount of compensation purchased by the sender
whichever is the smaller sum.

Signed: J Kitching on behalf of Royal Mail
Date: 3 December 2020
Full Name: Janet Kitching
Job Title: Postal Review Panel

https://www.royalmail.com/sites/default/files/UK-Post-Scheme-May-2018.pdf
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“There is no evidence that the items in question were delivered elsewhere…”
POSTRS, allow me to point out to you some “game-playing ” as I refer you to Royal
Mail’s
Stage 2 Response By E-mail (Lois Scott-Moore) (23/10/2020 01.31 PM)

“I did check the GPS attached to the scanning equipment. This does indicate that these

items have been misdelivered to an incorrect address. Please accept my apologies for

this..." - Lois May, Escalated Customer Resolutions Team

They started playing games right off the bat with double-speak. Was there any need for
them to do that? But they did it? Why? If your hands are clean why pull a stunt like
that?

“In her application to the Postal Redress Service (POSTRS), [Complainant]
is not seeking financial redress but simply wants Royal Mail to take some

action.” At this present moment I am not seeking financial redress. I just want my mail
delivered to its intended recipient (or returned to me).

“Royal Mail Signed For® is not appropriate for sending urgent or valuable

items.” I did not say that my letters were urgent, but for letters that were posted on
31.07.2020 to not have reached their intended recipient by 03.12.2020 is taking it a bit
too far? As for value, value is in the eyes of the beholder: My letters are valuable to me
(and to my sister). “I want my mail delivered to its intended recipient (or returned to
me)”.

“Royal Mail’s Retail services are not provided under contract but under a

scheme…” If you decide to call a Barber a Hair Clipping Specialist, that will not change the
fact that the actual job that he does is to cut hair okay? A working arrangement is a
contract.

“Royal Mail does not enter into contracts with retail customers…” The contract
may not be a simple one, but it is a contract all the same. I don’t think Royal Mail knows
what a contract is. People usually talk of “follow the money”? In my descriptions I
followed the mail: Where is the mail? Who is responsible for it? I just got down to the
bones of the service delivery contract and spoke in terms that followed the mail in its
journey. Royal Mail is responsible for that mail (and accountable to the sender) up until
the letter gets delivered to its intended recipient – that’s why Royal Mail deliver

[complainant]

- v -

Royal Mail Group Ltd

Applicant’s submission following Royal Mail’s
response in the POST002082 dispute
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undeliverable letters back to the sender. When Royal Mail return the mail they are
saying “You gave us mail to deliver, we failed to deliver, so we are returning the mail to
you”. And on the other hand the customer can also say “I gave you mail to deliver, the
recipient says that they didn’t get it; you lost my mail and I am not a happy bunny!”
Which is actually what happens, hencewhy Royal Mail have this existing arrangement of
reimbursing (and sometimes compensating) customers for lost/stolen/damaged mail.

According to Royal Mail Section 20.4 of the Royal Mail United Kingdom Post Scheme
27 April 2020, stipulates “the addressee or their representative must sign… ”
There you have it the addressee or their representative. In other words mail should
be delivered to the addressee. Whoever takes the mail, takes it on the behalf of the
addressee. If I happen to live at the same address (or on the same street) as the
addressee, I am well within my rights to refuse to sign for my housemate/neighbour’s
mail. It’s called refusing to contract. But if I do agree to take the mail (agreeing to contract),
I take it on the condition that I will pass it on to its intended recipient. It is not the
location “the representative could be someone else at the delivery address or
a neighbour”, but the status (“the representative”) in other words, who am I
representing as I take the mail. Whoever takes the mail takes it on the behalf of the
intended recipient.6 To take the mail when you know for sure that you have no
intention of ever passing on the mail to its intended recipient (which is what happened in this
case), is theft. Is it possible for someone who lives in the same house as you to steal from
you? You bet it is.

If it was true that “Royal Mail does not deliver mail to named individuals and
cannot be held responsible for what happens to mail once it is delivered

to the intended address.” Royal Mail would not be delivering not-at-this-address
items (that are re-posted) back to the sender because… “Royal Mail does not deliver
mail to named individuals and cannot be held responsible for what happens

to mail once it is delivered to the intended address.” The reason why Royal
Mail do not just bin all not-at-this-address items that are re-posted is because Royal
Mail are contracted to deliver-all-mail-to-the-addressee-or-return-to-sender.

More reasoning for you: The law cannot be applied discriminately. If for some
customers, Royal Mail return undeliverable items to the sender, Royal Mail have to do it
for ALL customers.

“Royal Mail does not deliver mail to named individuals and cannot be held
responsible for what happens to mail once it is delivered to the intended

address.” Typically, mail is something that you read (or if it is a parcel, you open it and use
the contents appropriately). Mail must have an addressee. Address-Addressee. You address
mail to an addressee.

6 At the end of the day it is an honour-based system. That is why any breach of trust is to be taken seriously; it
undermines the ENTIRE system! Royal Mail’s s.90 protection-from-liability will not last for very long if they continue
to demonstrate such unwillingness to do so simple a thing as send a Demand Letter… Just saying.
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“Furthermore, mail items cannot be retrieved once they have been delivered

as addressed.” The key word there is as addressed. If you have delivered the mail
to the addressee you cannot retrieve it. In this case, however, the mail items are with a
3rd Party interloper; a mail thief, so the mail can be retrieved. All that Royal Mail need to
do is write a letter that is addressed to the person who ‘signed for’7 the letters,
DEMANDING that they either confirm that the mail item was delivered to its intended
recipient (and we want to know when that happened), or that the mail item be
immediately returned to Royal Mail. The mail was addressed to a named addressee, and
according to the 3rd Party Interloper’s taunts these mail items will never be passed on to
the intended addressee. Bottom line therefore is: The letters were taken under false
pretenses. Mail theft is a serious matter.8

“and the customer confirms that the person who accepted the items resides

at the recipient’s address…”What does it matter where the mail thief resides (except
as to help Royal Mail as they go about retrieving the mail that they handed over to a 3rd Party?) Where
is the logic in someone crying “My wife was raped, but because the man who raped her
is a Key Worker, my wife and I are not angry at all, we actually feel honoured. Let’s clap
for the key worker”. A rapist is rapist POSTRS. Raped by a homeless man -v- raped by a
Rocket Scientist… A criminal is a criminal! Status (or postcode in this case) does not mitigate
criminality. If anything, it is an aggravating factor.

“any claim for compensation is limited…” When I submitted this POST002082
dispute to POSTRS for resolution, I made it clear that what I want from the process is
not compensation. I want delivery confirmation (with dates), or for themail to be
returned to me. Royal Mail to please send a Letter-of-Demand (by Recorded Delivery please)
to the person whose name went on record as having accepted the NV□□□□□□□□□GB
mail items.

I said also that there are other mail items that likely fell to the same fate. My Stage 2
email of 03.11.2020 states: “I have Certificates of Posting for several items that I posted

to that address before the 31st of July, which I suspect have suffered a similar fate at

the hands of the 3rd Party interloper”.9 So in the Demand Letter, I want for Royal Mail to
ask also for those mail items to be accounted for (we have mail thief admissions for the
31.07.2020 items, where would be the logic in the thief taking the 31.07.2020 items and not taking the
mail that came before?). The simple wording in the letter would be to ask that ALL mail
addressed to [Amelia] that was never passed on to its intended recipientmust
immediately be returned to Royal Mail. [Undeliverable mail should be returned to the sender,
there is no provision for anything in-between, none.] If Agent BURROWS says that the mail was
passed on to its intended recipient, I want to know the dates on which this happened.

7 We understand that “signature capture has been suspended”, we get that. But that doesn’t change the fact that
Royal Mail know the name and the address (they even have GPS Coordinates) for the person who took the mail off
them under false pretenses.
8 Theft of any kind is a serious matter.
9 I don’t think that it is necessary for me to do so at this stage, but I should be able to provide copy of these
certificates in due course.
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“The customer has complained that on 21 August 2020, she received an email
from [3rd Party Interloper], which informed her that the letter had been
intercepted, opened and would not be passed on to [Amelia] (the recipient).
Royal Mail have not seen this email and are not aware of the customer’s

circumstances, the recipient’s connection to [3rd party interloper].” Is the
mail delivery service offered subject to “ the customer’s circumstances” please?
Correct me if I am wrong, but the only “circumstances” that affect mail delivery are
whether or not it is deliverable. Deliverable mail gets delivered to its intended recipient
while undeliverable mail gets returned to sender.

Speaking of the 3rd Party interloper’s legitimacy… Can you think of a legitimate reason
for any citizen to be stealing confiscating another citizen’s mail? Exactly. (There isn’t one).
Taking mail when you have absolutely no intention of passing it on to its intended
recipient is just plain… spiteful? The reasons for the confiscation are irrelevant to the
fact that Royal Mail is responsible for delivering that mail to its intended recipient (or
returning it to me). Unless Royal Mail have a Court Order that says otherwise, they are
responsible for returning that ‘misdelivered’ mail to myself!

According to Royal Mail records it was ‘BURROWS’ who accepted the 31.07.2020 letters?
So the Demand Letter gets sent to ‘BURROWS’ (address & GPS Coordinates are known to Royal
Mail). The same ‘BURROWS’ will know what happened to the letters that came before.
What I want at the end of the day is for ALL the mail I posted to my sister “to be
delivered to its intended recipient (or returned to me).”

If mail is delivered to your address and for some reason (any reason) you do not want to
take the mail, you must (either refuse to take it, or) give it back to Royal Mail so that it is
returned to the sender – you are not entitled to keep that mail. That’s the way the
system works.

[Complainant]
3rd December 2020

Delivery
Confirmation
(including the

dates-of-delivery).
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INDEPENDENT ADJUDICATION SERVICE
Adjudicator’s Decision Summary
Adjudication Reference: POST002082
Date of Decision: 21 December 2020

How is the Independent Adjudication Service decision reached ?
In reaching my decision, I have considered two key issues. These are:
1. Whether the company failed to provide its services to the customer to the standard to be
reasonably expected by the average person.
2. Whether or not the customer has suffered any financial loss or other
disadvantage as a result of a failing by the company. If the evidence provided by the parties does
not prove both of these issues, the company will not be directed to do anything. I have carefully
considered all of the evidence provided. If I have not referred to a particular document or matter
specifically, this does not mean that I have not considered it in reaching my decision.

Adjudication Reference: POST002082
Between [Complainant] and Royal Mail Group Ltd
· The claim is made by the customer, [Complainant], against the company, Royal Mail
Group Ltd.
· The claim dated 19 November 2020 is for:
o Action in the form of: I want Royal Mail to obtain confirmation that the letters were delivered to
their intended recipient (along with the date) or return all the affected mail to me. The mail was
stolen whilst in their care, therefore they are responsible.
The very least that Royal Mail could have done in this case was send out a ‘Demand Letter’.
· The position of the company is explained in its defence submitted on 3 December 2020.
· The customer has submitted a reply dated 3 December 2020.
· The claim relates to items of mail that did not reach their intended recipient.
· The company’s position is that it has delivered the items in accordance with its terms of
service.
Decision
1. I decide that the customer’s claim is unable to succeed.
Main issues
2. I consider that the main issue in this adjudication is:
a. Whether the company has to take the action sought.
Background information
3. In order to succeed in a claim against the company, the customer must prove, on a balance of
probabilities, that the company has broken some term of the postal service which existed
between them, and that as a result of this the customer has suffered some loss or detriment. If
no such failure or loss is proved, the company will not be liable.
4. The company is governed by the Postal Services Acts, under which the company has adopted
the Royal Mail United Kingdom Post Scheme dated 27 April 2020 (the “Scheme”), which outlines
certain rules they must follow. It is this Scheme that I will refer to in determining whether the
customer has a claim against the company. I accept the company’s submission that it does not
enter into a contractual agreement with its retail customers for the collection and delivery of mail
items, nor does it owe them a duty of care. However, there are circumstances whereby the
customer can recover compensation for losses suffered as a result of using one or more of the
company’s products or services.
5. This Decision is based both on the evidence and submissions provided by the parties, and in
line with the relevant Scheme Rules.
6. The customer and the company are aware of the facts of this case. I do not propose to recount
all the facts in the same manner and order as the parties have done in their documents except
where it is necessary for the purposes of this decision. I have carefully considered all of the
documents submitted by the parties in support of their submissions and presented to me. The
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parties should also be reassured that if I have not referred to a particular document or matter
specifically, this should not be taken to mean that I have not considered it in reaching my decision.

Customer’s and company’s positions
7. The customer sent two letters (“the Items”) to her sister on 31 July 2020 using Signed For
delivery (“the Service”). On 21 August 2020, the customer was contacted by a third-party
interloper that they had the Items and would not be passing them onto her sister. The
customer has complained to the company, but the company has refused to investigate stating
that it has fulfilled the terms and conditions of the Service. The Items were signed for by a
named individual present at the address who was not the intended recipient. The customer
believes that the company is in breach of contract by not delivering the Items to their intended
recipient. The customer believes that it is the company’s responsibility to chase up the person
who signed for the Items and retrieve them. The customer seeks action to be taken.
8. The company’s position is that the Items were delivered on 3 August 2020. The company is
unaware of the customer’s circumstances. The company does not deliver to named individuals
and cannot be held responsible for mail once delivered to the intended address. Furthermore,
items cannot be retrieved once delivered as addressed. It is clear that the Items were delivered to
the correct address and signed for by someone there. The company points out that it does not
enter into contracts with retail customers. Mail is delivered under a scheme. The company submits
that it has fulfilled the terms and conditions of the delivery service.

Adjudicator’s findings and reasons
9. I find that:
a. With regards to the claim, I note that the company publishes details of its services both
on its website and in its published leaflet “Our Services – Your guide to our UK and
international parcel and letter services and code of Practice” (the “Guide”), copies of which
are made available at all branches of the Post Office Ltd. I am satisfied that the terms and
conditions relating to the company’s services, compensation policy and packaging
guidelines are published in the public domain and that customers have reasonable access
to this information.
b. I remind the parties that POSTRS is an evidenced based process under which the
burden of proof is on the claimant, in this case the customer, to prove their case on the
balance of probabilities.
c. The company provides various retail and various contractual business services for the
delivery of items, each with a different level of capped compensation available in the
event of loss, damage or delay. This is not to be confused with insurance; the company
does not insure items. Retail services are provided under a scheme, the company does
not enter into a contract with its retail customers.
d. In order to make a claim for a specific lost, damaged or delayed item, it is necessary to
follow the claims process and produce the requisite evidence. The compensation awarded
is based on the actual loss suffered, i.e. the market value of the item in question. No
compensation is payable for any distress or anxiety suffered.
e. I note the customer’s position and I sympathise with her for the problems experienced.
However, I find that I am satisfied on the evidence before that the Items were delivered to
the correct address and signed for (in a manner in accordance with the current Covid
guidelines). I accept that the company delivers to addresses, rather than to named
individuals and that persons other than the named recipient can sign for an item on their
behalf. Article 20.4 of the Scheme provides:
20.4. Upon delivery of an item with Royal Mail Signed For 1st Class or Royal Mail Signed
for 2nd Class added the addressee or their representative must sign (or otherwise provide
some form of proof of delivery as we may specify). Where such a signature or proof of
delivery is refused to be provided to us then the item may be dealt with or disposed of as
we consider appropriate. Please note that the representative could be someone else at
the delivery address or a neighbour.
f. I find that by delivering the Items to the correct address and obtaining a signature, the
company has fulfilled its obligations under the terms of service, and it is under no
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obligation to retrieve the Items or take any further action..
g. On this basis, the customer’s claim for action is unable to succeed.
Conclusion
10. My conclusion on the main issue is that:
a. The company does not have to take the action sought.
11. Therefore, I decide that the customer’s claim is unable to succeed.
□□□□□ □□□□□ LLB (Hons) PGDip (LPC)
Adjudicator
[1] POSTRS is a trading name of IDRS Ltd. IDRS Ltd is incorporated in the UK, no 54945499,
Registered Office, International
Dispute Resolution Centre, 70 Fleet Street, London EC4Y 1EU. IDRS Ltd is a wholly owned
subsidiary of CEDR Services Ltd, no 3271988

Outcome
10. My conclusion on the main issue is that: a. The company does not have to take the action
sought.
11. Therefore, I decide that the customer’s claim is unable to succeed.
What happens next?
• This adjudication decision is final and cannot be appealed or amended.
• The customer must accept or reject this decision within 20 working days.
• If the customer chooses to accept this decision, the company will have to do what I have directed
within 20 working days of the date on which CEDR notifies the company that the customer has
accepted my decision. If the company does not do what I have directed within this time limit, the
customer should let CEDR know.
• If the customer chooses to reject this decision, CEDR will close the case and the company will
not have to do what I have directed.
• If the customer does not tell CEDR that they accept or reject the decision, this will be taken to be
a rejection of the decision. CEDR will therefore close the case and the company will not have to do
what I have directed.
[Where the adjudicator has NOT awarded the customer a remedy:]
• When the customer tells CEDR that they accept or reject this decision, the company will be
notified of this. The case will then be closed.
If the customer does not tell CEDR that they accept or reject this decision, this will be taken to be a
rejection of the decision.

□□□□□ □□□□□
Adjudicator
21.12.2020
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Closing the Loop with CEDR

From: [Complainant]

To: POSTRS <postrs@cedr.com>

Date: 14 January 2021, 11:39

Subject: Questions around POST002082 Adjudicator's honesty/integrity

Dear CEDR

POST002082 refers.

If there are questions around a given adjudicator's honesty/integrity, is there an avenue that
would receive and investigate the complaint please?

Yours Sincerely

[Complainant]

* * * * * * * * * *

From: POSTRS <postrs@cedr.com>

To: [Complainant]

Date: 14 January 2021, 16:56

Good afternoon,
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Thank you for your email.

The adjudicator’s decision is final and not open for review or appeal.

If you have specific clarification requests on the decision, please put those in writing to us.

Kind regards

POSTRS

Consumer Services Team

Centre for Effective Dispute Resolution (CEDR)

CEDR - Centre for Effective Dispute Resolution

70 Fleet Street, London, EC4Y 1EU

T: +44 (0)20 7536 6000

F: +44 (0)20 7536 6001

W: www.cedr.com

IMPORTANT - We cannot accept email attachments 10mb or larger, please contact the team if
you need to send items larger than this.

Scheme Telephone Email
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Aviation 0207 536 6099 aviation@cedr.com

CISAS 0207 520 3814 cisas@cedr.com

POSTRS 0207 520 3766 postrs@cedr.com

WATRS 0207 520 3755 applications@watrs.org

RICS 0207 536 6116 applications@cedr.com

ISCAS 0207 536 6091 info@iscas.org.uk

Lottery 0207 520 3817 applications@cedr.com

------------------------------------------------------------------------------------

Please consider the environment before printing this email. Thank you.

Registered in England as Centre for Effective Dispute Resolution Limited number 2422813.
Registered Charity number 1060369.

* * * * * * * * * *

From: [Complainant]

To: POSTRS

Date: 14 January 2021, 17:19

Dear POSTRS

I acknowledge receipt of your email of 14 January 2021, 16:56hrs.

Nowhere in my email of 14 January 2021, 11:39hrs did I say that I misunderstood the
Adjudicator's report, or that I needed clarification. I said that his honesty/integrity is
questionable.
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My concerns would have been investigated if CEDR had an avenue to take dishonesty
complaints, but seeing as you (apparently) don't... thank you for your time.

[You go on record as the first (& hopefully the last) organisation that I have come across that
doesn't take complaints Re: honesty/integrity. Your email of 14 January 2021, 16:56hrs
intimates that if a client is alleging that a given Adjudicator was dishonest, the client must have
got things wrong? (i.e. CEDR Adjudicators are incapable of being dishonest.)]

Yours Sincerely

[Complainant]

* * * * * * * * * *

Subject: Adjudicator's decision rejected and case closed POST002082 [Complainant]

v Royal Mail

From: CEDR hello <hello@cedr-portal.com>

To: [Complainant]

Date: 20 January 2021, 00:00

Dear [Complainant]

We confirm that it has been recorded that you have rejected the decision of the adjudicator or
we have not heard back from you within the required time frame.

Your dispute is now closed.

Please feel free to contact us should you require any further information.
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Case Info :

Case Ref. No : POST002082

Customer name : [Complainant]

Company name : Royal Mail

Date dispute referred : 27 November 2020

Current status of case : Closure pending

Customer login here

Yours sincerely

Consumer Services Team

CEDR - Centre for Effective Dispute Resolution

70 Fleet Street, London, EC4Y 1EU

T: +44(0)20 7536 6000

T: +44(0)20 7536 6001

E: applications@cedr.com

W: www.cedr.com

Please consider the environment before printing this email. Thank you.

Registered in England as Centre for Effective Dispute Resolution Limited number 2422813 Registered Charity number 1060369

This message was sent from an unmonitored e-mail address. Please do not reply to this message.

* * * * * * * * * *
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Back to Royal Mail

From: [Complainant] To: Royal Mail Information Rights Team
Date: Sat, 26 Dec 2020
Subject: Requesting GPS Coordinates [SAR 13938]

Dear Royal Mail

SAR 13938 refers.

May I ask after the GPS Coordinates for the place where the postperson delivered
the NV□□□□□□□□□GB letter?

Pages 1 and 15 of your 21-page SAR13938 supply refer to GPS Coordinates,
but I cannot find anywhere where the GPS Coordinates themselves are supplied.

Page 1 reads: 'DOR GPS NO MATCH (128 ft from DP on item)'
Page 15 has Lois May of the Escalated Customer Resolutions Team being
quoted as having said (on 23.20.2020) 'I did check the GPS attached to the
scanning equipment. This does indicate that the item has been misdelivered to an
incorrect address'.

What is the 'incorrect address' please? I need the GPS Coordinates that are
appearing on your system. I believe that these coordinates should have been
supplied as part of SAR 13938

I look forward to hearing back from you in due course.

Yours Sincerely
[Complainant]
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**********************************************************************

Royal Mail Information Management Team to [Complainant] - 23.01.2021

Re: Subject Access Request (Our Reference: SAR13938)

Dear [Complainant]

I am writing in relation to your email of 26 December 2020 which concerns

the response issued to your recent subject access request. You ask that we

provide the GPS Coordinates for the place where item NV□□□□□□□□□GB was

delivered to.

Having reviewed the information disclosed to you I can confirm that the

records indicate that on 23 October 2020 you were advised the following by

our Customer Experience team: “I did check the GPS attached to the scanning

equipment. This does indicate that this item has been misdelivered to an

incorrect address”. Unfortunately, as the information we hold indicates the

item was delivered to a separate address, we are unable to disclose this

information in response to a request to access your personal data.

Whilst the item may have been addressed to you, we must consider that the

information concerned is also the personal data of a third party i.e. another

person’s address. Schedule 2 Section 16 of the DPA 2018 provides that where

it is not possible to comply with a request without disclosing information

relating to another individual, the information is not required to be

released unless the third party has consented to disclosure; or it is

reasonable to release the information without consent. There is no obligation

to seek consent from them and their information has therefore been redacted

or removed. We do not believe that any third parties would have any

expectation that Royal Mail would disclose their address to another customer

as part of the handling of their subject access request.

We would encourage any customers with concerns about the delivery of their

mail to raise these with our Customer Experience Department by calling 03457

740 740. We fully appreciate the risk to the security of any person’s mail

if we don’t deliver mail to the right address, and the obvious inconvenience

it causes both the intended and the incorrect recipients. It is important

that our customers have confidence in us to always deliver their mail to a

secure and high standard, so we apologise when things go wrong. If someone

receives mail which isn’t in their name or for their address, we ask them

to please post the item again so that we can deliver it to the correct address.
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If someone experiences a problem with their mail being delivered to the wrong

address, we ask them to report the incident to us.

I appreciate that our response may be frustrating to you, however I hope you

can appreciate our need to ensure that Royal Mail complies with its data

protections obligations and that the information provided is helpful to you.

Further information about GDPR and the Data Protection Act 2018 is available

from the ICO and, as you know, any individual has the right to lodge a

complaint with the Information Commissioner (www.ico.org.uk).

Yours sincerely

Kate Watkinson

Senior Information Rights & Governance Manager

Information Governance and Group Data Protection Office

**********************************************************************

[Complainant] to Royal Mail - 23rd January 2021
Re: Subject Access Request (Your Reference: SAR13938)

Dear Mrs Watkinson

I acknowledge receipt of your letter of 22nd January 2021.

First things first: According to the published information (the Scheme), Royal Mail do
not deliver to named persons, they only deliver to addresses. The law was established
to protect persons, legal persons. Seeing as addresses are not legal persons, the
‘personal details’ of an address cannot be protected by the GDPR. Got it?

I understand that Royal Mail do not need the consent of the legal occupier of an address
when they deliver and misdeliver mail to addresses (they even go so far as to require that
postpersons deliver mail to an address even when the postperson knows full well that the person named
on the envelope does not reside at that address!) By the same token therefore, Royal Mail do
not need the consent of the legal occupier of the address when they need to disclose
the GPS Coordinates for the place where item NV□□□□□□□□□GB was delivered to.

The Data Subject whose data Royal Mail have an obligation to protect as per OFCOM’s
Mail Integrity Code of Practice, is mine (and that of the intended addressee). To the
extent that it is not demonstrable that Royal Mail delivered the mail item to its intended
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addressee (or even to the correct address), whoever currently possesses that item
(unless proved otherwise), works out to be a thief. It is reasonable to release the
address of a thief without consent. Your refusal to supply me with the GPS coordinates
for my follow-up means that you are harbouring a criminal (alleged). By choosing to
protect the contact details of a criminal, you choose to obstruct the course of justice.
Please reconsider your position on this matter.

“We would encourage any customers with concerns about the delivery of their mail to
raise these with our Customer Experience Department”. I did do that (Enquiry #
201013-001483, Complaint Ref: 1-6793753343, POSTRS Ref: POST002082). In email of 23 November
2020, 16:47hrs, Patricia Long of the Postal Review Panel said: “Royal Mail Customer
Services have handled your complaint appropriately and provided correct information”.
The ‘correct information’ being? “the Royal Mail tracking information confirms the item
was delivered as addressed on Monday 3 August 2020”. Janet Kitching (on 03.12.2020)
added to that by saying “The item was confirmed as delivered on the 3 August” and
later “There is no evidence that the item in question was delivered elsewhere”.

Your response to SAR13938 reads “Unfortunately, as the information we hold indicates
the item was delivered to a separate address, we are unable to disclose this information
in response to a request to access your personal data.”As you can see, the Postal Review
Panel have “firmly rejected” the idea that the mail item was delivered to anywhere else
other than at the correct address. You therefore have no grounds upon which to refuse
to supply me with those GPS Coordinates. The requested information please.

All I have ever wanted is for the mail item in question to be delivered to its intended
recipient (or be returned to me).

To classify delivering mail to the wrong address as a “risk to the security of any person’s
mail” is too much of an understatement. Delivering to the wrong address is a data
breach! I have a right to have that misdelivered mail item returned to me. Ubi jus ibi
remedium (where there is a right there is a remedy). Royal Mail should themselves have
immediately taken steps to retrieve the mail item when I brought this concern to their
attention. To the extent that they have refused to do so, I’ll work on it myself. The GPS
Coordinates please.

Yours Sincerely

[Complainant]

**********************************************************************
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Royal Mail Information Team to [Complainant] - 04.02.2021

Re: Subject Access Request (Our Reference: SAR13938)

Dear [Complainant]

I am writing in relation to your email of 23 January 2021 which concerns our

letter of 22 January issued in response to concerns you had raised about our

handling of your recent subject access request.

In our recent correspondence we explained that the GPS Coordinates relating

to the item concerned could not be disclosed to you in response to your request

to access information Royal Mail holds about you. You say that addresses do

not fall with scope of the provisions of GDPR.

In your request of 9 November 2020 you asked that we provide a copy of all

information held in relation to complaint reference 1-6793753343. This

information was provided on 08 December 2020. You subsequently contacted the

Information Rights & Governance Team to enquire about the GPS Coordinates

held in relation to the delivery of your item as they were not included in

the disclosure.

Limited Information relating to the GPS Coordinates is held within the

customer complaint record, however where a copy of the coordinates was

identified, it was necessary to redact the information. As explained in our

letter of 22 January, the information logged on the complaint record states

that the GPS coordinates indicate that the item was delivered to the incorrect

address. Further, we have clarified that the item was not sent to you and

instead was an item you had sent. Based on this information, we were unable

to disclose a copy of the GPS Coordinates in response to your request to access

personal data.

In respect of your concerns that the information is not personal data, the

UK GDPR states that personal data includes information relating to natural

persons who can be identified or who are identifiable, directly from the

information in question; or who can be indirectly identified from that

information in combination with other information. We consider that to

disclose information which would likely provide the address of another

individual, could be used in combination with other information to identify

a natural person. Further, it is important to clarify that the GPS coordinates

do not allow us to identify you or your address.
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Consequently, we do not believe it is appropriate to disclose the information

concerned in response to a request from you to access information Royal Mail

holds about you.

I hope the clarification provided is helpful to you. Further information

about GDPR and the Data Protection Act 2018 is available from the ICO and,

as you know, any individual has the right to lodge a complaint with the

Information Commissioner (www.ico.org.uk).

Yours sincerely

Kate Watkinson

Senior Information Rights & Governance Manager

Information Governance and Group Data Protection Office

**********************************************************************

From: [Complainant] To: Royal Mail Information Rights Team
Date: Sat, 6 Feb, 15:17
Subject: Requesting GPS Coordinates [SAR 13938]

Dear Royal Mail

I acknowledge receipt of your SAR13938 letter of 04.02.2021.

In paragraph 4 of your letter you state: "Further, we have clarified that the item was not
sent to you and instead was an item you had sent."
The 'item', Royal Mail, was actually a letter. A letter that contained my name and
address all in one document!

If you misdeliver or 'misdeliver' mail, it's a data breach that affects the personal
data of both the sender and the intended recipient. Any one of those parties is a
qualifying complainant, most especially the Sender seeing as it is the Sender who
is actually your customer. Your argument "that the item was not sent to you and instead
was an item you had sent." is immaterial to the fact that my personal data (information that
clearly identifies me and links me to my address) was contained in that letter.

The 1-6793753343 complaint was regarding the theft of mail item
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NV□□□□□□□□□GB which contained my personal data; the GPS Coordinates for
the place where the post person deposited
the-mail-item-that-contained-my-personal-data would have been a key part of the
1-6793753343 complaint investigation (and indeed was considered and logged by the Customer
Resolutions team in an effort to establish whether the item had been delivered correctly or not).

In your 4th February letter you state "where a copy of the coordinates was identified, it
was necessary to redact the information." Why; when I am the Data Subject? I am
entitled to have ALL information related to the 1-6793753343 complaint disclosed
to me especially the GPS Coordinates at which you deposited the
letter-that-contained-my-personal-data!

And anyway in this case your Postal Review Panel are saying that the item was
delivered at the correct address, so you have no grounds upon which to refuse
to disclose to me those GPS Coordinates. The official statement is that the mail
item was delivered correctly, so you won't be giving me any information that I
shouldn't be knowing already. [The GPS Coordinates are part of the proof-of-delivery. I have seen one
other Postal Service Provider who actually provide the customer with the GPS location that they delivered to as part of the
standard proof of delivery.]

The submissions in my SAR13938 letter of 23.01.2020 bear repeating.

I am your customer, the customer who trusted you with my personal data as it was
contained in that letter. The data has gotten into the wrong hands and not been
passed on to the intended recipient. Royal Mail's Information Management Team
should actually have been at the forefront of investigating this Data Breach, not
me. But seeing as you don't want to do it, I'll do it myself: The GPS Coordinates
please.

You need also to consider the very serious Data Protection implications of
the delivery at a location that is 128ft from address on package = delivered correctly as
addressed statements. It looks like your system is systemically misdelivering mail
items [The hypocrisy of wanting to protect the 'personal data' of a pair of GPS Coordinates beggars belief!]

The GPS Coordinates please. Thank you very much.

The GPS Coordinates for the place where the postperson 'misdelivered' the
NV□□□□□□□□□GB mail item to. My personal data is in the wrong hands and
enough time has been wasted.
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Yours Sincerely
[Complainant]

I want my letter (the letter which you failed to deliver). If you don't want me to be able to go & get them from that GPS
location, YOU, go & get them.

**********************************************************************

From: Royal Mail Information Rights Team To: [Complainant]
Date: Mon, 8 Feb, 17:49
Subject: Requesting GPS Coordinates [SAR 13938]

Dear [Complainant]

Where personal information is sent through the post inside a letter or parcel,
Royal Mail is neither a ‘data processor’ or ‘data controller’ for the purposes of the
GDPR or other data protection laws. This is because Royal Mail does not access
or control the information insider the letters it delivers.

The ICO’s own guidance on this subject, provides a helpful example of the role of
mail delivery companies and why a delivery service is neither a controller nor a
processor for those who use its services:

“The delivery service will not process the personal data in the envelopes and
packages it handles. It is in possession of the envelopes and packages but, as it
cannot access their content, it cannot be said to be processing (it is not even
‘holding’) the personal data they contain. Indeed, the delivery service will have no
idea as to whether the items they deliver contain personal data or simply other
information.

This means that, regarding the content of the envelopes and packages it delivers,
the delivery service is neither a controller in its own right nor a processor for the
clients that use its services, because:

 it does not exercise any control over the purpose for which the personal data
enclosed in the items of mail entrusted to it is used; and

 it has no control over the content of the personal data entrusted to it.”
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You can view the full ICO guidance
online: https://ico.org.uk/for-organisations/guide-to-the-general-data-protection-regulation-gdpr/c
ontrollers-and-processors/how-do-you-determine-whether-you-are-a-controller-or-processor/

As previously explained, the information logged on the complaint record states
that the GPS coordinates indicate that the item was delivered to the incorrect
address. Further, we have clarified that the item was not sent to you and instead
was an item you had sent. Based on this information, we were unable to disclose
a copy of the GPS coordinates in response to your request to access your
personal data.

As we have previously advised, if you have concerns about the delivery of an item
you have sent, we would advise that you raise this with our Customer Experience
team for further investigation.

Yours sincerely,

Kate Watkinson CIPP/E Royal Mail Group
Senior Information Rights &
Governance Manager

2nd Floor, Pond Street
SHEFFIELD
S98 6HR

Information Governance &
Group Data Protection Office (e) irgt@royalmail.com

**********************************************************************

From: [Complainant] To: Royal Mail Information Rights Team
Date: Mon, 8 Feb, 20:30
Subject: Requesting GPS Coordinates [SAR 13938]

Dear Royal Mail

I acknowledge receipt of your SAR13938 email of 8 February 2021, 17:49hrs.

When you are acting in the course of your official duties (taking mail from a designated postal

point to the intended delivery address), you are not processing the data contained inside the
letter. But once you choose to misdeliver or 'misdeliver' the letter(s) to the wrong
address and the mail gets opened, you are responsible over any use/misuse
which the data inside the letter is put to because you no longer are acting in the
course of your official duties.

https://ico.org.uk/for-organisations/guide-to-the-general-data-protection-regulation-gdpr/controllers-and-processors/how-do-you-determine-whether-you-are-a-controller-or-processor/
https://ico.org.uk/for-organisations/guide-to-the-general-data-protection-regulation-gdpr/controllers-and-processors/how-do-you-determine-whether-you-are-a-controller-or-processor/
mailto:irgt@royalmail.com
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It is no part of Royal Mail's official duties to be misdelivering letters.

When while engaging in activity that is outside your official duties you lay claim to
the provisions and privileges that are yours only when you are acting in your
official capacity, you are abusing your office. (The crime is called 'Misconduct in Public Office'. The
charge of 'Fraud' applies too). You misdelivered my letter, it has been opened, this is a Data
Breach that you are liable for!

I understand that you do not want to go & retrieve my letter from said GPS
location? Give me the GPS Coordinates then! Give me the GPS Coordinates and
I will go & retrieve it myself.

I gave you the letter, I gave you money (postage cost), I gave you the addressee name
& intended delivery address and postcode. What did you do? You thought up a
different address and deposited my letter there, then sat and claimed that you are
not responsible for whatever happened/happens to the letter because it is out of
your hands. No! The letter only goes-out-of-your-hands if it registers as delivered,
which it is not (if it was delivered correctly as addressed, give me the GPS Coordinates).

“that the item was not sent to you” is a non-argument for the reasons explained in my
email of 6 February 2021, 15:17hrs (it is a general rule-of-thumb that a letter will contain the personal
details of both the sender and of the intended recipient. That fact is an intrinsic part of the definition 'letter'). □□□□□□
the Sender is the one who is your customer and has all the transaction
receipts (the intended recipient cannot get ahold of the receipts and tracking number except if the Sender voluntarily
passes them on to them!) Your obligation, Royal Mail, is to the Sender until you can
demonstrate that you have delivered the letter to its intended recipient. The
NV□□□□□□□□□GB mail item is a letter I wrote, which contains my personal
information. I am the one who entrusted that letter to your care. [I need to ask this
seriously: What is wrong with your thinking? If you are going to say that the Sender is not entitled to the GPS Coordinates,
who exactly is entitled to them, seeing as you deliver to addresses and not to people? If someone were to 'walk into your
offices' and claim to be the intended recipient for the NV□□□□□□□□□GB mail item, is there any way to verify the truth of the
claim except based on my word? If someone 'walks in' and claims to be the intended recipient, they show you ID that
demonstrates that they live at [intended recipient postcode], that therefore makes them entitled to... the GPS Coordinates
for the place at which you misdelivered the mail item that was sent by me, your customer?! If the intended recipient of a
letter that I sent is entitled to the GPS Coordinates of the misdelivery location, how does the Sender get to not be? Are
Senders not encouraged by Royal Mail to put their address as return address on the back of the envelope? So you mean to
tell me that according to Royal Mail, they prioritise protecting the GPS Coordinates of any misdelivery location -- which may
be under a bush (according to one of your customers, this cannot be put past you) -- to protecting the address details of
your sender-customer (who is an actual identifiable human being)? Anyone at misdelivery-location who is currently holding
the mail works out to be a mail thief. When you 'harbour' a criminal, you are aiding and abetting criminal activity].

SAR13938 was about me as Data Subject requesting copy of all records
associated with Royal Mail Complaint Ref: 1-6793753343. Those GPS
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Coordinates are central to the complaint and its investigation (especially given that you
deliver to addresses and not to people).

The NV□□□□□□□□□GB mail item was not delivered to its intended recipient, it was
not returned to me. So the letter is in your hands, and they have been
opened outside of the designated mail-opening facility (RLB in Belfast?).

You are unlawfully holding my (and my children's) personal data at a known GPS
location, I most certainly am entitled to those GPS Coordinates.

SAR13938 Data Subject requesting GPS Coordinates.

Yours Sincerely
[Complainant]

I can't believe Royal Mail pays you to waste people's time and send them on wild goose chases. The ICO doesn't have the
GPS Coordinates that I seek, Royal Mail does.

**********************************************************************

From: Royal Mail Information Rights Team To: [Complainant]
Date: Wed, 10 Feb, 10:50
Subject: Requesting GPS Coordinates [SAR 13938]

Dear [Complainant]

If you have concerns about the handling of mail you have sent, as previously
advised it would be necessary to raise this with our Customer Experience
Department. The Information Rights and Governance Team cannot address any
such concerns.

Royal Mail are committed to handling the personal data we hold in line with the
principles of current Data Protection legislation. However, it is important to say
that where a mail item has been delivered to the wrong address, this does not
give the recipient freedom to open the item. The mail continues to be covered by
the terms of the Postal Services Act and if we do mistakenly deliver an item to the
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wrong address, we ask members of the public to re-post the item so that we can
deliver it to the correct address.

Further to this, the integrity of the postal service is of the utmost importance to
Royal Mail. Whilst we will do everything we reasonably can to assist a customer
whose item was delivered to the wrong address, Royal Mail’s obligations in
respect of mail items are set out in the Postal Services Act; as previously
explained, for data protection purposes, Royal Mail does not act as a data
processor or data controller for information sent inside a mail item. The Data
Protection Regulator (The ICO) have their own guidance on this subject and it
explains that postal operators act only as a conduit between sender and recipient
to deliver mail and do not process data sent inside the mail. This is covered in
paragraphs 33-39 of the following
guidance: https://ico.org.uk/media/for-organisations/documents/1546/data-controllers-and-data-
processors-dp-guidance.pdf

As we have explained, the subject access provisions provide you with the right to
access information which is your personal data. We continue to believe that it is
not appropriate to provide confirmation of the GPS coordinates of the location the
item was delivered to, when you indicate the item was misdelivered and therefore
the location would not be your address.

I am sorry if you continue to be dissatisfied with our response. As noted above,
any concerns you have about the delivery of mail you have sent should be raised
with Customer Experience, and if you remain unhappy with our handling of your
subject access request you do of course have the right to raise this with the
Information Commissioner’s Office.

Kate Watkinson
Senior Information Rights & Governance Manager
Information Governance and Group Data Protection Office

**********************************************************************

From: [Complainant] To: Royal Mail Information Rights Team
Date: Wed, 10 Feb, 14:08
Subject: Requesting GPS Coordinates [SAR 13938]

SAR13938

Dear Royal Mail

https://ico.org.uk/media/for-organisations/documents/1546/data-controllers-and-data-processors-dp-guidance.pdf
https://ico.org.uk/media/for-organisations/documents/1546/data-controllers-and-data-processors-dp-guidance.pdf
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I acknowledge receipt of your SAR 13938 email of 10 February 2021, 10:50hrs
which in part reads
"The Data Protection Regulator (The ICO)... explains that postal operators act only as a
conduit between sender and recipient to deliver mail and do not process data sent inside the
mail."

and I am agreeing with what "The Data Protection Regulator" says. When Royal Mail
are acting in the course of their official duties of conveying mail "between
sender and recipient", indeed yes. Royal Mail "does not act as a data processor or data
controller for information sent inside a mail item". [A quick aside: Observe that word there "inside". So
even under normal circumstances, you are responsible for safeguarding information that is outside the mail item. And once
you start requiring that sender-customers write their address on the outside of mail items, you are responsible for any
misuse to which that data is put!]

Back on point: According to the 1-6793753343 record, the NV□□□□□□□□□GB
mail item was not delivered to its intended recipient, and they were not delivered
to the address stated on the envelope. The item cannot be said to be "lost"
because it ise at a known GPS location [kindly supply me with the GPS Coordinates please] and
they cannot be said to have been "stolen" because, (seeing as it was a Recorded
delivery item), the postperson actually deliberately 'handed' the item over to the
wrong person after knocking on the door [that's the procedure right: the postperson knocks on the
door, speaks up & says 'I have a mail item for xyz will you take it please?' if the person who answers the door says 'yes',
the postperson leaves the item and records the name of the person who he/she hands the mail over to. If the person
answering the door says 'no' the postperson leaves a card, takes the item back to the depot where it is held for... 21 days,
before being returned to Sender. It is not possible for a Recorded Delivery item to be misdelivered to the wrong address (it
can disappear-without-a-trace, but misdelivery at a known GPS location is just not possible). Your actions were not
covered by the Postal Services Act].

"Further to this, the integrity of the postal service is of the utmost importance to Royal Mail.
Whilst we will do everything we reasonably can to assist a customer whose item was
delivered to the wrong address, Royal Mail’s obligations in respect of mail items are set out in
the Postal Services Act..." Where in the Postal Services Act are your obligations to
deliberately deliver to the wrong address set out? and where in the guidance
issued by "The Data Protection Regulator" is it stated that Royal Mail are recognised
as "a data processor or data controller" for the GPS Coordinates of misdelivery
locations? If Royal Mail are "a data processor or data controller" for the GPS
Coordinates of misdelivery locations, then it follows that you are "a data processor
or data controller" for the information on the OUTSIDE (and inside, if the mail item then gets

opened) of the mail item that you will have deposited at said misdelivery location. It
works both ways, you know?

"this does not give the recipient freedom to open the item." indeed it doesn't, but guess
what? They did. The unintended recipient did open the item, and it’s on you.
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"...we will do everything we reasonably can to assist a customer whose item was delivered to
the wrong address..." Thank you very much; the GPS Coordinates please.

Stop trying to send me off to the Customer Experience Department, I have been
there, and the 1-6793753343 record evidences that. The problem right now is you
and your 'redactions' of the GPS Coordinates from the SAR 13938 supply of
information associated with the 1-6793753343 complaint. As I said in my email
of 8 February 2021, 20:30hrs
"Those GPS Coordinates are central to the complaint and its investigation". The GPS
Coordinates information is available, and it was used in the 1-6793753343
complaint investigation. The GPS Coordinates please.

"If you have concerns about the handling of mail you have sent..." I said I want GPS
Coordinates.

Yours Sincerely
[Complainant]

"...you do of course have the right to raise this with the Information Commissioner’s Office..." I
said: "The ICO doesn't have the GPS Coordinates that I seek, Royal Mail does." Royal Mail cannot be "a
data processor or data controller" for the GPS Coordinates of misdelivery locations (for
all we know said location may actually be under a bush) while claiming to not be one for the name
and address details that appear on the outside of misdelivered mail items!

The arguments contained in my SAR13938 letter of 23.01.2020 and my emails of
6 February 2021, 15:17hrs and 8 February 2021, 20:30hrs bear repeating.

**********************************************************************
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Re: Letter-Before-Action. Royal Mail Complaint Ref: 1-6854659298, Mediation Ref: POST002082

Dear Royal Mail Legal Team

I hereby bring to your attention an unresolved dispute (Your Ref: 1-6854659298). The dispute
involves [several] letters posted which (to the best of my knowledge), have not reached their intended
recipients. The letters □□□□□□ were dated: □□□□□□, □□□□□□, □□□□□□… and □□□□□□ .

The dispute centers on the letter that I posted on Friday 31.07.2020 using your First Class Signed For
Service (Your Ref: NV□□□□□□ GB). The receipt that I was given on the day stated the delivery aim
for those two letters as “next working day”. The terms of the Universal Postal Service require Royal
Mail to deliver letters 6 days per week, therefore my letters were due to be delivered on Saturday
01.08.2020. The Royal Mail scanning equipment captured the GPS Coordinates at the point when the
XP1 signature was captured as being 128ft from the address on the mail items, the delivery date is
recorded as having been made on Monday 03.08.2020 and the person named on your system is a
person who I know resides at the address (but that person is not the person who was named on the
letters).

The fact that Royal Mail return items marked ‘NOT AT THIS ADDRESS’ to Sender makes it clear that
Royal Mail are obligated to deliver post to its intended recipients or return mail items to the Sender.

Royal Mail’s Postal Review panel argue that Royal Mail’s Terms of Service and Scheme obligates
them to deliver mail to an address and not to an addressee. This however, begs the question as to
why it is that some sender-customers get their mail returned to them (by Royal Mail) if an intended
recipient is said to no longer reside at the address indicated on the mail item? If the obligation is that
once posted, mail should get delivered to the address specified on the mail item, Royal Mail should
never return posted items to Sender! (Failing to return undeliverable mail to Sender however presents a
very serious Data Protection problem). Another problem that would arise from your Postal Review
Panel’s argument is that of demonstrating Proof of Delivery. If Royal Mail are going to say that the
obligation on Royal Mail is only that they deliver to an address (and not an addressee), seeing as
addresses themselves cannot provide signatures, how are Royal Mail going to prove that a particular
mail item was delivered to a specific address?

In my case Royal Mail are not able to demonstrate that the NV□□□□□□ GB letter I posted on
31.07.2020 reached its intended recipient, and they also are unable to demonstrate that the letter
was delivered to the address indicated on the mail items. Your Postal Review Panel (see their 1-
6854659298 email of 23 November 2020, 16:47hrs) are however bizarrely claiming that the mail was
“delivered correctly as addressed”. The fact that I have a 3rd Party interloper (who does not

Legal Team
Royal Mail Group Ltd
100 Victoria Embankment
London
EC4Y 0HQ

[Complainant Address]

29th December 2020
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reside at the address) rubbing that NV□□□□□□ GB letter in my face is aMail Integrity problem (for
the DUSP). When I purchased Royal Mail’s First Class Recorded Signed For service I didn’t ask for this!

We hereby prove that we handed the mail items you posted to [unintended recipient name] at [GPS
location 128ft from address on mail item], one working day later than agreed does not even qualify to
be called ‘gross incompetence’ because as far as the Universal Postal Service Conditions are
concerned, what Royal Mail did on 03.08.2020 was an absolute nullity (Royal Mail just were not acting
in the course of their official duty). When it comes to the handling of this matter, Royal Mail do not
qualify for the limited liability protection that is the privilege of the DUSP. This case study is as clear
as evidence of fraud gets. How deep the fraud goes, only time will tell.

Royal Mail are the ones insisting that addresses are capable of providing Proof of Delivery: I hereby
request that you speedily obtain proof of delivery from the address to which you handed the
NV□□□□□□ GB letter I posted on 31.07.2020. The address will forever be available to provide for
you the proof that you need. I am not out-of-time with my request, you (you means Royal Mail) were
responsible for obtaining that proof on 01.08.2020without any further prompt from me! You deliver
to addresses not to people? Talk to the address.

I mailed a total of [several] letters to that address (for the attention of the intended recipient) and
unless Royal Mail can prove delivery, Royal Mail are liable for stealing all [several] letters. The letters
were dated: □□□□□□, □□□□□□, □□□□□□… and □□□□□□ .. I kept all my receipts and I hereby
supply Royal Mail with copy of those in the form of two sheets of A4 paper with printing on both
sides. I did the 31.07.2020 recorded delivery to investigate where ‘the normal post’ was going wrong
with my letters. The results say that the DUSP considers delivery to a location that is 128ft off-point
as “delivered correctly as addressed”.

Believe me when I say that I do not want your money, I don’t. I stated what I want very clearly in my
1-6854659298 complaint submissions: I want Royal Mail to demonstrate that ALL the letters I

sent were delivered to their intended recipients (along with delivery dates). That
failing, I want the letters to please be returned to me. Those are your two (easy) options.

If, however, Royal Mail prefer to be sued (and possibly prosecuted), let this be your letter-before-
action. I expect to receive from Royal Mail a substantive response to this letter within 14 days from
the date of this letter.

Yours Sincerely

[Complainant]

<complainant email address>
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28 January 2021

[Complainant Name] Group Legal
[Complainant Address] Royal Mail Group Limited

2nd Floor
Pond St
Sheffield
S98 6HR

BY EMAIL ONLY to <complainant email address>

Dear [Complainant]

ROYAL MAIL COMPLAINT REF: 1-6854659298

We write in response to your Letter Before Action dated 29 December 2020 (Your Letter).

For ease of reference, we adopt the same terminology and this letter follows the same order as Your
Letter.

For the reasons set out below, the claims are not accepted, we do not accept that there is a case to
answer and any proceedings in relation to any issues raised in Your Letter, will be defended.

Please note that this letter of response is not intended to have the same status as a defence and we
make no other admissions save as expressly stated. Any failure to respond to a specific paragraph
or issue of fact as set out in Your Letter should under no circumstances be treated as an admission.
For the avoidance of doubt, save in so far as expressly admitted below, your client’s claim including
all of the facts, matters and issues set out in your letters are denied.

The Service Used

Royal Mail’s Signed For 1st Class service is governed exclusively by the Royal Mail UK Post Scheme,
a copy of which can be found here - https://www.royalmail.com/sites/royalmail.com/files/2020-
09/UK_Post_Scheme_27_April_2020.pdf (the “Scheme”).

Annex A of the Scheme confirms that for items posted using a service other than Special Delivery,
working days are Monday to Saturday inclusive, excluding public holidays. Whilst Royal Mail aims to
deliver Signed For 1st Class items the next working, it does not guarantee this. For guaranteed next-
day delivery, the appropriate service is the Special Delivery Guaranteed service. Nonetheless, in the
event of Signed For 1st Class items being delayed, Table 4 of the Scheme confirms that the
compensation which would be payable is 6 x First Class stamps.

The Delivery Point

mailto:rufaro.dakwa@gmail.com
https://www.royalmail.com/sites/royalmail.com/files/2020-09/UK_Post_Scheme_27_April_2020.pdf
https://www.royalmail.com/sites/royalmail.com/files/2020-09/UK_Post_Scheme_27_April_2020.pdf
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You have been correctly advised that Royal Mail is required to deliver to a delivery point and not an
individual. In other words, Royal Mail is required to deliver at the premises to which an item is
addressed and not to the addressee. This is confirmed in Ofcom’s designated universal service
provider (DUSP) conditions which provides that “Where a service required by this DUSP conditions
required delivery of a postal packet, delivery shall be effected if the postal packet has been delivered to the postal
address marked on the postal packet.”

The fact that it is an option to return mail items to sender in circumstances where the intended
recipient is no longer at the postal address marked on the postal packet, does not alter the fact that
delivery of the postal packet is effected once delivered to the postal address marked on the postal
packet.

It is denied that the mail item with reference NV□□□□□□□□□GB referred to in Your Letter were
delivered to the incorrect delivery point. To the contrary, our records show that the items were
delivered as addressed. We do not accept that there is any evidence of fraud.

Fort the avoidance of any doubt, in circumstances where a postal packet has been delivered to the
incorrect delivery point this does not give the recipient freedom to open the item. The mail continues
to be covered by the terms of the Postal Services Act. Royal Mail is not liable for the actions of third
parties. If you are concerned that a third party has unlawfully interfered with your mail, this would
be a matter for the police.

With regard to the remaining items of mail referred to in Your Letter, unless you have used a tracked
service (in which case the tracking references have not been provided), unfortunately, we will be
unable to track your mail. As you have been advised previously, mail items cannot be retrieved once
they have been delivered correctly as addressed.

We recommend that you seek independent legal advice before taking any further steps in relation to
this matter.

Yours faithfully

Jamie Faraj*
Legal Advisor – Dispute Resolution
Group Legal
For and on behalf of Royal Mail Group Limited
* A solicitor authorised and regulated by the Solicitors Regulation Authority
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From: [Complainant]
Re: the 1-6854659298 Letter-Before-Action
To: [Royal Mail Legal]
Date: 29.01.2021

Dear Jamie Faraj

I hereby acknowledge receipt of your email of 28 January 2021, 15:58hrs. Its contents
have been noted.

Please answer me this question: Apart from that mail-issues-complaints-system that
ends with the POSTRS, does the RMG have a Complaints System that investigates the
(alleged) misconduct of employees? (i.e RMG employees not directly involved in mail delivery). If so,
please supply me with their email address/other contact details.

Yours Sincerely
[Complainant]

**********************************************************************

From: [Royal Mail Legal]
To: [Complainant]
Date: 29.01.2021, 13:27hrs.

Dear [Complainant]

All complaints are dealt with by our complaints team, you can find their contact details
here - https://personal.help.royalmail.com/app/contact#cat-egory-tree-after

Kind regards

________________________________________________

Jamie-Louise Faraj*

https://personal.help.royalmail.com/app/contact
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Legal Advisor – Dispute Resolution
Group Legal

Royal Mail Group
2nd Floor, Pond Street, Sheffield, S98 6HR
(m) 07483373744
(e) jamie.faraj@royalmail.com

**********************************************************************

From: [Complainant]
To: [Royal Mail Legal]
Date: 29.01.2021

Dear Jamie Faraj

I hereby acknowledge receipt of your email of 29 January 2021, 13:27hrs. Its contents
have been noted.

Yours Sincerely

[Complainant]
**********************************************************************

mailto:jamie.faraj@royalmail.com
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Correspondence with the Royal Mail Complaints Team

From: [Complainant]

To: <customer.service@royalmail.com>

Date: 4 February 2021, 16:23

Subject: Fraud Allegations against members of the Postal Review Panel

Dear Royal Mail Customer Services Team

I wish to submit complaint against two members of the Postal Review Panel (Patricia Long & Janet
Kitching) on allegations of dishonesty over their handling of my Royal Mail Ref 1-6793753343 complaint.
(I allege that they deliberately misrepresented the facts in the case).

Please confirm that your team are the ones who receive such complaint? (if not, please pass this email
on to the correct office, or provide me with the contact details of the RMG office responsible for
handling such complaint).

Yours Sincerely

[Complainant]

* * * * * * * * * * * * * * *

To: [Royal Mail Director]

Date: 16 February 2021, 10:40

Subject: Complaint against Royal Mail's Postal Review Panel

Regarding Royal Mail Enquiry Reference # 210204-009605 of 4th February 2021
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Dear Sir

My name is [Complainant]. I am a disgruntled member of the public.

I submitted a corporate complaint to your Customer Services Team <customer.service@royalmail.com>
in email of 4 February 2021, 16:23hrs which is quoted below this one.

The autoacknowledgement email of 4 February 2021, 16:23hrs that I received from
<donotreply@royalmail.com> gave me the Enquiry Reference # 210204-009605 but to this date noone
at Royal Mail has been in touch regarding this simple and straightforward complaint.

I understand Royal Mail's complaints system to comprise of 3 stages:

Stage 1 - The Customer Services Team <customer.service@royalmail.com>

Stage 2 - The Escalated Customer Services Team <customerresolution@royalmail.com>

Stage 3 - The Postal Review Panel <postalreview@royalmail.com>

The Royal Mail employees complained of are members of the Postal Review Panel (over their
mishandling of my Enquiry Reference # 201013-001483 complaint of 13.10.2020 which was later given
the Complaint Reference Number 1-6793753343).

In the 1-6793753343 complaint, both Stage 1 and 2 gave the facts (which were further confirmed by Royal Mail's

Information Rights & Governance Team <irgt@royalmail.com> in response to my Subject Access Request - Your Ref SAR13938),
that according to the GPS Coordinates captured by the tracking signal on the signature machine, my First
Class Recorded mail item had been misdelivered.

The Post person had (1 working day later than the item was supposed to have been delivered) input an
XP1 signature on the signature machine to give the impression that the item had been delivered
correctly as addressed.
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When it came to mediation however, the Postal Review Panel members now being complained of,
changed the facts that had been established in the earlier stages and submitted that the item had been
delivered correctly as addressed.

Seeing as the Postal Review Panel is Stage 3 in the usual complaints system, who at Royal Mail is
positioned to receive complaint against them (for dishonesty) please?

To me it doesn't exactly make sense for Royal Mail's complaints system to require 'Stage 1' to receive
complaints against colleagues in 'Stage 3' -- but of course that doesn't excuse the fact that Stage 1 staff
members (appear to) have ignored my 4 February email.

May you please pass this my complaint (Re: Dishonesty by members of the Postal Review Panel) to the
Manager who oversees the Postal Review Panel, for a response.

Yours Sincerely

[Complainant]

* * * * * * * * * * * * * * *

From: <postalreview@royalmail.com>

To: [Complainant]

Date: 16 February 2021, 13:14

Subject: Postal Review Panel Complaint 1-6854659298

Dear [Mr Complainant]

I am writing in response to your email to [Royal Mail Director], from which I was sorry to learn that you
were dissatisfied with the outcome of a complaint you escalated to the Postal Review Panel. I have
thoroughly reviewed your case and I am now in a position to respond.
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I note that you submitted a complaint to Royal Mail Customer Service by email on 4th February 2021
and did not receive a response. I can advise that Royal Mail Customer Services are currently
experiencing significantly high volumes of contact as a result of customer behaviour during the
pandemic, and regrettably email complaints submitted between the hours of 8am and 6pm are not
accepted. You should have received an automated response to your enquiry to advise of this and
alternative contact methods. I have however viewed the email you submitted, and as the manager of
the Postal Review Panel I am best placed to respond to this.

Having carefully reviewed your case I note that you received a response from the Postal Review Panel on
23 November 2020. The email you received outlined that this was the final response on behalf of Royal
Mail, and should you remain dissatisfied with the outcome, you had the option of escalating the matter
outside Royal Mail to the Postal Redress Service for an independent adjudication. I can see that you did
subsequently contact the Postal Redress Service, who upheld Royal Mail’s position on this matter
following their independent adjudication.

As your complaint has already been the subject of an independent adjudication by the Postal Redress
Service, the ruling is binding on Royal Mail and we are therefore unable to enter into any further
correspondence regarding this matter. The information you received from the Postal Redress Service
details that should you remain dissatisfied with the outcome of their independent adjudication, you are
free to seek your own independent advice.

I am sorry that Royal Mail is unable to offer any further assistance with this matter.

Yours sincerely

Dean Sanderson

Postal Review Panel Manager

* * * * * * * * * * * * * * *
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To: [Royal Mail Director]

Date: 16 February 2021, 16:56

Subject: Complaint against Royal Mail's Postal Review Panel

Regarding Royal Mail Enquiry Reference # 210204-009605 of 4th February 2021

Dear Sir

Further to the email of 16 February 2021, 10:40hrs that I sent to [Royal Mail Director], I hereby
acknowledge receiving email of 16 February 2021, 13:14hrs from a Mr Dean Sanderson, Royal Mail's
Postal Review Panel Manager. Said email is quoted below this one.

I understand Royal Mail's Mr Sanderson to say that Royal Mail itself does not have an internal system for
investigating allegations of dishonesty that are lodged against members of their Postal Review Panel.
Every word that comes out of the 'mouth' of that team is truth. (all this wording is mine, Mr Sanderson's
is in the below-quoted email.)

Before I can ever "escalate the matter outside Royal Mail to the Postal Redress Service for an
independent adjudication", the dishonesty complaint has to first be adjudicated internally by Royal Mail.
And in any case, my 4th February complaint was not seeking "Postal Redress", I was complaining about
deliberate misconduct on the part of Royal Mail employees who are serving on the Postal Review Panel.

• The mail item was delivered one day late, to a GPS location that is 128ft from the intended address and
according to J. Kitching and P. Long of the Postal Review Panel that proves that the mail was "delivered correctly as
addressed"? ['Stage 1' and 'Stage 2' don't agree with that, neither does Royal Mail's IRGT. This story won't look
good in the Daily Mail!].

• Before a valid adjudication can ever take place, the truth needs to be told... or is what J. Kitching and P. Long did
standard practice on the Panel? Does Royal Mail recruit people on their Postal Review Panel based on how good
they are at telling lies?
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• Given the volume of documentation filed under the 1-6793753343 complaint, it is highly unlikely that a thorough
and careful independent review of my case to have been done & completed in under 2 hours.

• If the way their Manager is handling this matter is anything to go by, what J. Kitching and P. Long did is possibly
standard practice on the Postal Review Panel.

Mr [Director], my 4th February complaint has not been received by Mr Sanderson, please pass it on to a
responsible person for a response.

Yours Sincerely

[Complainant]

No, on the 4th of February I did not receive an automated message that says "only emails received between the
hours of 8am and 6pm are attended to". The system gave me an 'Enquiry Reference Number', and I assumed (as all
reasonable people do), that Royal Mail would get down to responding to my enquiry when they get back in the
office. As you can see, I waited over a week before even doing a follow-up.

...What harm is there if an email sits there waiting til morning? What dire consequences could possibly befall a
complaint submission submitted after hours and has been assigned an 'Enquiry Reference Number' by the
computer system if it sits there til morning? It's not as if there is a risk that some passerby will see it and nick it
before Royal Mail get to see it? ... or maybe Royal Mail is afraid of being woken from sleep by incoming emails?

There's got to be some logic behind this. I can't see it, can you?

If mail posted in Royal Mail posting boxes around the country (those red pillar boxes), gets 'accepted' outside the
hours of 8am - 6pm, customers should be able to send complaint emails outside of those hours. Am I missing
something?

* * * * * * * * * * * * * * *

Royal Mail’s Final Position is summarised in the following paragraph that is taken from the
28.01.2021 letter that was issued by a member of their Legal Team in of (see pages 56-57 of this
document):

“It is denied that the mail item with reference NV□□□□□□GB referred to in

Your Letter were delivered to the incorrect delivery point. To the contrary,

our records show that the items were delivered as addressed. We do not accept

that there is any evidence of fraud”
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Taken from https://www.telegraph.co.uk/news/uknews/royal-mail/9153215/Royal-Mail-keeps-no-
records-of-1million-worth-of-undelivered-presents-it-auctions-off-every-year.html

See also https://www.bbc.co.uk/news/uk-politics-14785851

Royal Mail make a very significant amount of money every year from auctioning off unclaimed goods
that were sent in the post (a.k.a. “lost items”). Now if delivery-to-a-known-GPS-location (which they
absolutely refuse to disclose to me who most sincerely wants the letters traced and found by Royal Mail) is
classified as “lost”, what does that imply about all those goods that they are auctioning off? The actual
amount of money that they make from these auctions… is it really known?

Your attention is drawn to the below paragraph that is taken from Royal Mail’s letter of 28.01.2021:

“Please note that this letter of response is not intended to have the same status as a defence andwe make no
other admissions save as expressly stated. Any failure to respond to a specific paragraphor issue of fact as set
out in Your Letter should under no circumstances be treated as an admission.For the avoidance of doubt, save in
so far as expressly admitted below, your client’s claim includingall of the facts,matters and issues set out in
your letters are denied.”

Repeating with emphasis (from page 56): “For the avoidance of doubt, save in so far as expressly admitted
below, your client’s claim includingall of the facts,matters and issues set out in your letters are denied.”

What do they mean “your client”? Royal Mail are writing to [Complainant], who is representing
themselves! I think this “your client” reference points to the fact that what they did to [Complainant] is
what Royal Mail systemically and systematically do when they receive claims.Given how the Postal
Review Panel Manager, the Royal Mail Director, and the Mediator have handled this matter, what are
the chances that if [Complainant] takes them to Court the Judge will also side with them; CASE CLOSED?

The headline says “Royal Mail keeps no records”; Royal Mail themselves say: “We do not accept

that there is any evidence of fraud”. What do you say?

By my
observation
therefore:

My Observation & Analysis

https://www.telegraph.co.uk/news/uknews/royal-mail/9153215/Royal-Mail-keeps-no-records-of-1million-worth-of-undelivered-presents-it-auctions-off-every-year.html
https://www.telegraph.co.uk/news/uknews/royal-mail/9153215/Royal-Mail-keeps-no-records-of-1million-worth-of-undelivered-presents-it-auctions-off-every-year.html
https://www.bbc.co.uk/news/uk-politics-14785851

	ROYAL MAIL COMPLAINT REF: 1-6854659298
	The Service Used
	The Delivery Point
	Jamie Faraj*
	For and on behalf of Royal Mail Group Limited

