
 

 

 
 
No. 425/22 
 
Date 26th October 2022 
 
 
Dear Colleagues, 
 

 
Royal Mail’s Customer Service Points (CSP) – Workplace Questionnaire 

 
Branches will recall Letter to Branches (LTB 317/22) issued on the 22nd of July setting out a review by Royal 
Mail on Customer Service Points (CSP) estate and opening times, which followed an earlier review by the 
company on CSP arrangements held May of 2021. 
 
Whilst these two former reviews had been covered by agreed National Statements and supporting 
documentation, it should be noted that these reviews took place against what was an increasingly poor state 
of industrial relations within Royal Mail. Nonetheless, the Postal Executive took the view that this was the right 
decision at the time, to have in place and to provide our Representatives with an agreed framework to engage 
with local management on these reviews, which ensured that any wider duty/individual member’s issues were 
dealt with via the relevant National Agreements, including safeguard individuals within units who are covered 
by the Equality Act.  
 
Since then, the Outdoor Department has remained extremely aware that Royal Mail continues to review CSP 
arrangements driven by a narrative that has developed since the Covid Pandemic that any hours used in this 
area is wasted cost and a drain on the company’s finances. 
 
Accordingly, we have been advised by Royal Mail that they are now due to undertake a further review of the 
future of CSPs in each Delivery unit, which is to take place within less than three months of the last set of 
CSPs changes.  
 
Attached for the attention of Branches and Representatives is a Royal Mail document entitled: Customer 
Service Points (CSP) Review Questionnaire, which local management will now be asked to complete and 
submit. The questionnaire is seeking feedback in a number of general areas such as: 
 

 Other (non-parcel collection) work – so PO Boxes, account drop off, Relay engineers etc. 

 Current spend (hours) in the CSP and how it is resourced – duty, SA, OT 

 Tech hardware – if we are able to roll out a SPS type solution everywhere, we need to make sure offices 
are set up for it 

 CSP staff preferences – if there is a big change in CSPs, would they be looking for redeployment (and if 
so, are they fit & able to undertake delivery work) or would they be interested in VR (obviously not binding 
on either side – just an indication). 

 
In response to this latest development, we have advised Royal Mail that we will not support this further review 
at national level, as we believe its only aim is to justify further reductions in CSP arrangements across 
deliveries. Equally, we have also expressed real concern at the questionnaires ‘CSP staff preference’ section, 
which will only serve to unnecessarily cause concerns with individual members who perform these duties and 
roles; in addition, this section simply reveals the real background aim of the overall questionnaire. 
 



 

As such, we are advising Branches and Representatives not to get formally involved in this Customer 
Service Points (CSP) Review Questionnaire if approached by local management.  
 
However, and in setting out this position for our Representatives, we are fully aware that individual 
members who perform CSP roles are also due to be directly approached as part of the questionnaire. 
Therefore, and in a further exchange of correspondences, Royal Mail has confirmed with the Outdoor 
Department that no pressure should be applied by any local managers to individuals to partake in the 
questionnaire and the ‘CSP staff preference’ section in particular, and that involvement sought is 
purely voluntary. 
 
If members choose to be involved in this questionnaire and request CWU representation accordingly, 
our Reps should as per normal accompany and support the members as necessary, but on a ‘without 
prejudice’ basis due to the union’s wider position.   
 
The CWU has consistently and will continue to challenge Royal Mail over their ongoing position of simply 
wanting to reduce CSP opening hours and reduce this service for customers. The union holds the view that 
instead of seeking to reduce CSPs access for customers, this should be seen as a real opportunity to grow 
and expand further commercial and service offerings, helping to both generate innovation along with income 
for the company. 
 
We are also further concerned that the continued attempts by Royal Mail to reduce CSPs arrangements and 
opening hours will further erode the company’s ability to support those members who require adjusted duty 
arrangements and those covered under the Equality Act. 
 
For a company that continues to bellyache about the need to innovate and grow new customer services, it has 
remained backward thinking on the value of Customer Services Points and has shown a clear absence of 
understanding of this important service to customers and the considerable revenue streams already linked to 
CSPs. 
 
Sadly, this LTB sets out a further challenge for the union and our members on the future direction of Royal 
Mail and again highlights a simple lack on the part of the company to genuinely invest and seek to grow our 
industry. 
 
Whilst we will keep Branches and Representatives advised of developments, any queries to the content of the 
above please contact the Outdoor Department reference 532, email address: njones@cwu.org.   
 
 
Yours sincerely, 
 
 
 
Mark Baulch                                                     
CWU Assistant Secretary        
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Introduction 
Our CSPs have evolved over time to serve a variety of customer and business needs. 
CSPs have seen a reduction in footfall (over 50% since pre-pandemic volumes) and 
changes in customer behaviour. With an increase in customers working from home, 
consumers expect parcels to be delivered first time and have grown accustomed to 
convenient delivery options that are offered across the delivery industry. 
 
We therefore need to regularly review our services and how they work. To do this we 
it’s essential to understand our current position to form a base line of how our CSPs 
operate in terms of resourcing, the equipment it has and the level of commercial 
services it provides. For that reason, a data-gathering questionnaire has been 
designed for you (the COM with Indoor staff [CSP] responsibility) to complete. 
 
The questionnaire is spilt in two: Unit Input and People Input.  
Unit Input will take approximately 15 minutes to complete.  
People Input will take approximately 5-15 minutes to complete depending on the 
number of people you have completing CSP related tasks. 
 
Please complete the survey in one sitting preferably but you can save and return 
providing there’s an entry in each box where there’s an *. Please remember to always 
click ‘Save’. The next page shows what the SharePoint and questionnaire look like 
with key hints & tips to follow on how to complete. 
 
Questionnaire Link & Guide 
 
 

CSP Review Questionnaire 
 

 
 

(NB. If you can’t access this link, please raise a ticket with IT Service Desk as it’s likely you do have 
your computer access set-up for accessing SharePoint sites.) 

 
 

Customer Service Point (CSP) Review 
Questionnaire 

https://portal.royalmailgroup.com/sites/A3041/CSP/SitePages/Home.aspx
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Step 1: 

 
 
Step 2: 
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Step 3: 
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Step 4: 

 
 
Step 5: 
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Step 6: 

 
Step 7: 
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Step 8: 

 
 
 
 

END 


