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Executive Summary  
 

Royal Mail is the proud provider of the Universal Service. We take this role very 
seriously. We recognise the important role that consumer advocacy bodies (CABs) 
play in ensuring that the needs of consumers are considered and acted upon by 
businesses and policy-makers in the relation to the Universal Service. It is in this 
context that Royal Mail welcomes the opportunity to comment on the Consumer 
Scotland Bill Financial Memorandum. We believe it is vitally important that 
consumers have a clear understanding of the consumer bodies available, and 
that these organisations are able to support consumers in an efficient way. We 
would welcome further information from the Scottish Government on how Consumer 
Scotland would function in the current consumer landscape – in particular within the 
postal sector. 

 
Consultation  
 

We thank the Scottish Government for the opportunity to comment further on the 
establishment of Consumer Scotland in response to the published Financial 
Memorandum. Royal Mail is regulated by Ofcom under a regulatory framework that 
imposes certain obligations and restrictions on Royal Mail as the Universal Service 
Provider. We take our role as the UK’s sole designated Universal Service Provider 
very seriously. As the UK’s sole designated Universal Service Provider for post,1 
we are proud to deliver a ‘one price goes anywhere’ service on a range of letters 
and parcels to over 30 million addresses (including 1.3 million businesses) across the 
UK, six-days-a-week. This includes over 2.7 million addresses in Scotland. To achieve 
this, we employ around 11,700 people in Scotland.  
 

We appreciate the Scottish Government consulting on the establishment of Consumer 
Scotland in July 2018. This allowed us to consider our response, and to feed into the 
debate in a timely fashion. In our response, we highlighted that we currently engage 
with three separate CABs (Citizens Advice, Citizens Advice Scotland (CAS) and the 
Consumer Council for Northern Ireland). We recognise the important role that 
CABs play in ensuring that the needs of consumers are considered and acted 
upon by businesses and policy-makers. We have a constructive relationship with 
the existing CABs and we invest a significant amount of managerial time and resource 
to ensure that we fully engage with them. As the consumer body responsible with 
statutory powers to represent the voice of consumers in Scotland, we regularly 
engage with CAS to ensure that consumer issues are addressed appropriately.  

 

                                            
1 1 Under the Postal Services Act 2011 ('the Act'), Ofcom is the regulator for postal services in the UK. Ofcom's 

primary regulatory duty for postal services is to secure the provision of the Universal Postal Service. Ofcom has 
designated Royal Mail as the Universal Service Provider.   
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There are high levels of consumer satisfaction2 and low levels of consumer 

detriment in the postal sector as evidenced by Ofcom, as well as the CABs. 
Consumer advocacy must be proportionate and targeted at those areas with the most 
evidence of consumer detriment. In recent years, each of the CABs have reduced their 
activity on post in recognition of this.  
 

In our original consultation response, we acknowledged the Scottish Government’s 
desire to “enhance the existing consumer landscape”3. We raised some practical 
concerns about how the creation of a new body would work in practice. We also raised 
a concern about how the new body would be funded and sought assurances that the 
postal levy would not be used to fund the new body. The Postal Levy was created in 
the Postal Services Act 2000, and updated in the Postal Services Act 2011. The 
purpose is to pay for the relevant expenses of consumer advocacy. We thank the 
Scottish Government for the publication of its Financial Memorandum which states 
“The establishment of Consumer Scotland is not expected to place any 
additional costs on other bodies, individuals and businesses”4. We also thank 
the Scottish Government for separately confirming to us that the Postal Levy will not 
be used to fund the creation of Consumer Scotland. 

 

Costs  
 
Royal Mail has no comment to make in relation to the estimated costs and savings set 
out in the Financial Memorandum. As we have previously highlighted, we would 
welcome more information from the Scottish Government on how the creation of 
Consumer Scotland would impact on consumer advocacy in post. We believe it is 
vitally important that consumers have a clear understanding of the consumer 
bodies available, and that these organisations are able to support consumers in 
an efficient and effective way. We are currently happy to work with CAS on a range 
of consumer issues. We would also be happy to work with Consumer Scotland in the 
future. However, we are concerned that having separate bodies may reduce efficiency 
through repetition and duplication which would be a drain on time and resources. It 
could also lead to confused outcomes for consumers.  
 
The remit of each body must be clear to give clarity on which body we should work 
with to resolve consumer issues. Without this clarity, there is a risk that Consumer 
Scotland and CAS would overlap in a number of areas. This risks repetition and 
inefficient duplication of activity which could potentially lead to additional costs for 
Royal Mail. To help avoid this, CAS currently has an annual workplan consultation 
process. Whilst the process could be improved, it provides a good opportunity for 
stakeholders to feed into the activities of CAS. We ask that Consumer Scotland also 
provides the opportunity for stakeholders to feed into the creation of an annual 

                                            
2 Ofcom Residential Postal Tracker (July 2017 – June 2018) 

https://www.ofcom.org.uk/__data/assets/pdf_file/0034/118996/Residential-Postal-Tracker-Q3-2017-Q2-2018-tables.pdf 
shows that 87% of consumers are satisfied with postal services. This compares with, for example, 72% satisfaction with 
energy suppliers according to Ofgem’s latest data on customer satisfaction.  
https://www.ofgem.gov.uk/data-portal/energy-customers-satisfied-or-very-satisfied-their-suppliers-services-gb.   
3 Page 4 of the consultation https://www.gov.scot/Resource/0053/00537918.pdf.   
4 Page 9 of the Consumer Scotland Bill Financial Memorandum 
https://www.parliament.scot/S5_Bills/Consumer%20Scotland%20Bill/SPBill49FMS052019.pdf.   
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workplan. This would help to ensure that activity is relevant, without risk of duplication, 
evidence based and action focused.  
 
In addition to concerns around the duplication of activity by the CABs, we are 
concerned that the creation of Consumer Scotland could create duplication in the 
postal sector. At present we have a single point of contact in CAS. There is a risk that 
Consumer Scotland will create an opportunity for consumers to raise their issues 
through two channels simultaneously, creating confusion or meaning that certain 
consumer issues ‘fall through the cracks’. We believe it is important for the new 
body to set up in such a way that roles and responsibilities are clearly defined. 
We would like to maintain a single point of contact on consumer issues, whether 
that is through CAS or Consumer Scotland.  
 
Wider Issues  
 

As mentioned above, it is impossible for Royal Mail to fully gauge the potential impact 
of Consumer Scotland without clarity over how it will interact with CAS in the postal 
sector. We would welcome further information from the Scottish Government on how, 
at a practical level, Consumer Scotland will function within the postal consumer 
landscape in Scotland. We look forward to receiving this information from the Scottish 
Government in due course. 


