
Private Panellist Guide

Participating in the Correctly Delivered Mail study

Thank you for your participation in the Correctly Delivered Mail study.

The aim of this study is to measure three things:

1. The proportion of mail items handled by Royal Mail that are misdelivered -
that is, delivered to an incorrect address.

2. The proportion of mail items handled by Royal Mail that are ‘doorstepped’ -
that is, delivered in an improper manner that puts the item at risk of being
damaged or stolen.

3. The proportion of doorstepped parcels delivered by Royal Mail that go on to
become lost or stolen.

The results of the study are used by Royal Mail to help estimate the number of items
it handles that are lost, stolen, damaged or otherwise interfered with.

This guide explains step by step what to do when taking part in the Correctly
Delivered Mail study.

We recommend that you download this PDF to your desktop for easy access.

General information

● Whilst you are posting or receiving test items or during your rest period, you
can also participate in the Correctly Delivered Mail study to earn extra reward
points.

● You will be notified of an upcoming participation period via the Mailagents app.

● Your task is to accurately report details of the addressed mail items delivered
to you by Royal Mail on each day from Monday to Saturday.
There are no test items in this study - instead, you record details of the normal
mail items you receive each day.

● Each participation period will last for 2 weeks. During these 2 weeks, you
should be available and not plan to be absent.

● You will receive 300 reward points upon the successful completion of a
participation period.
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● Please remember to never disclose to Royal Mail employees that you are
participating in the study.

● In addition, feel free to watch our video on this topic.
Simply click on the following link:
'Participating in the Correctly Delivered Mail Study’
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What will you have to do?

Please note: You should not report any deliveries of Royal Mail 24/48,
Special Delivery or Tracked items, or any items not delivered by Royal
Mail. These are not part of the Correctly Delivered Mail Survey.
Please also exclude any survey test items, posting packs or notices you
receive from Spectos, as well as any Royal Mail “Something for You” or
“Fee to Pay” cards you receive.
You can find examples of postage indicia used for these items and of the
Royal Mail cards in the Annex at the end of this manual.

1.
Check the start page of the Mailagents app to see if today's survey is still open or if
there are any overdue surveys you need to complete. Click on the ‘Correctly
Delivered Mail Survey’ widget to open the main page of the survey:

Please note: As soon as a survey becomes overdue, you should complete it.
If you wait too long, the survey will be closed without a data entry. This will
count as a missed survey, which may make you ineligible to receive your
reward points.
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2.
For each day, from Monday to Saturday, record the total number of addressed mail
items delivered to your address by Royal Mail. Include all letters, parcels and
packages:

* Please note that image variations are possible due to regular app updates.

Please note: If you did not receive any addressed mail items on a particular
day, you must enter a 0 in all of the fields (correctly delivered letters,
correctly delivered parcels and misdelivered items).
If you do not complete the data entry for each day of the study, you may
become ineligible to receive your rewards. Data entry must be completed each
day.
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3.
Record the number of items that were misdelivered. For any items that were
misdelivered, you will need to enter some additional data about the misdelivery - to
do this, click on the cross displayed in the app, as shown below:

* Please note that image variations are possible due to regular app updates.

Please note: To determine whether an item was misdelivered, you will need to
compare your address with the address written on the item, and mark the
elements listed in the app accordingly.

An item is misdelivered if any of the following elements of the address on
the item do not exactly match your address:
✓ property name or number
✓ street name
✓ town name
✓ postcode

4.
Record the number of items that were ‘doorstepped’ - that is, improperly delivered to
your address. Answer any follow-up questions that appear in the app after entering
your totals.

To determine whether an addressed mail item was improperly delivered to your
address, please check the scenarios listed in the Mailagents app and overleaf and
enter the data accordingly:
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* Please note that image variations are possible due to regular app updates.

Please note: If you did not receive any addressed mail items on a particular
day, you must enter a 0 in both the ‘Letters’ and ‘Parcels’ fields.

You should record an item as doorstepped if it has not been inserted fully into
your letterbox or handed to you by your postman.
For example, an item is considered doorstepped in all of the following
situations:
:
✓ the item is left hanging out of the letterbox
✓ the item is handed to you in the street
✓ the item is left outside of your property, in or out of public view

This is not an exhaustive list, and you will need to make an assessment as to
whether an item has been doorstepped on a case-by-case basis. If you are
unsure as to whether an item is doorstepped, please get in touch with us.
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You should not record items as doorstepped if they are:

- Handed to you by the postman at your front door
- Delivered to a neighbour
- Returned to the Delivery Office
- Delivered to your porch, provided that the porch has a letterbox on the

outer door (i.e. the door leading out onto the street)
- Left at your front door, where the postman has stepped back from the

door and watched you collect the item
- Left in a suitable secure location on your property, called a ‘Safeplace’,

provided that all of the following apply:
- The item does not require a signature - items requiring a

signature will have ‘Signed For’ or ‘SF’ written on the stamp,
frank mark or postage label

- The Safeplace is out of public view
- The Safeplace is sheltered from the weather
- A “Something for You” card has been left by the postman

informing you where the item has been left
- You have not indicated on Royal Mail’s official app that you

do not want the item to be left in a Safeplace
- You have not registered a preferred Safeplace for this item

on Royal Mail’s official app OR the item has been left in the
preferred Safeplace you registered for this item on Royal
Mail’s official app
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5.
Record the total number of parcels that were "lost", and answer any follow-up
questions that appear in the app afterwards:

*Please note that image variations are possible due to regular app updates.
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Please note: A parcel is considered ‘lost’ if you received a “Something for
You” card from Royal Mail notifying you that the parcel was left at your
address, but you have not been able to locate the parcel since then.

You should not record items as lost if they are:

- Letters
- Not delivered by Royal Mail
- Delivered to your neighbour
- Returned to the Delivery Office
- Subject to a redelivery you have arranged with Royal Mail
- Delivered to your letterbox
- Handed to you by the postman

Thank you for helping to improve the service Royal Mail provides to homes,
businesses and communities!
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Annex - Example Postage Indicia and Delivery Cards

Royal Mail 24/48 Postage Indicia

Special Delivery Postage Indicia
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Tracked Postage Indicia
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Royal Mail Delivery Cards

‘Something for You’ card
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‘Fee to Pay’ card
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