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CONDITION 7 NOTIFICATION: Special Delivery Service Level Agreements

Dear Derek,

In accordance with Condition 7 of Royal Mail’s Licence, I am writing to advise you that, with effect from 1 April 2006, Royal Mail will be offering high volume Special Delivery (SD) customers the option of a Service Level Agreement (SLA).  

Customers with SD SLAs will automatically receive rebates at the following predetermined rates if Royal Mail delivers less than 98% of their SD items on time:

	% of items delivered on time
	Rebate

	98% and above
	Nil

	97% - 97.99%
	0.5%

	96% - 96.99%
	1.0%

	Below 96%
	1.5%


These rebates will replace the Money Back Guarantee payments customers would normally be entitled to for each item not delivered on time.  Customers will not have to submit claims to receive rebates, nor will they be required to keep records of, or identify, the items delivered late.  SLA rebates will not replace the £5 and £10 payments for deliveries more than 24 hours or 48 hours overdue under the Retail Compensation Scheme; nor will they cover compensation for loss or damage.  The procedure for claiming for compensation under these schemes will continue as at present.
Royal Mail’s performance will be measured over periods agreed with the customer; these will normally be monthly.  Royal Mail will advise the customer of the performance achieved in each period.  If a rebate is due it will be calculated by applying the appropriate percentage to the revenue for all eligible SD items posted during the period.  The rebate will be paid as a credit to the customer’s postage account, against future SD postings.

SLAs will be available to customers posting over 170,000 SD items per annum, using an address file with at least 95% address accuracy.  For customers with volumes below 170,000, or address accuracy below 95%, the costs of administering the SLA could be higher than the costs saved.  

Details of this new service will be posted on royalmail.com during the week commencing 13th March.

A copy of this letter has been sent to Postwatch.

	Yours sincerely

Ian Cawthron

Regulatory Affairs and Wholesale
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