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Royal Mail Group: Scaling 
Automation Across 1250 Delivery 
Offices 
 
 
Royal Mail Group (RMG) is the leading provider of postal and delivery services in the 
UK. With a loyal customer base and the capability to deliver to millions of addresses 
in the UK every week, RMG embarked on a digital transformation journey in 2017 
that began with a Process Simplification and Automation Programme (PSAP). 
 
SYKES Digital Services (SDS) became a key delivery partner of RMG’s in 2018, 
working alongside RMG to design, develop and deploy automated solutions that 
have seen impressive results. Recently, they have garnered recognition as finalists 
for GSA’s Automation Project of the Year. Read on to find out how they achieved 
this, together. 
 

The opportunity in field operations  
 
RMG’s “feet on the street” network of 90,000 postmen and women work hard to 
maintain their reputation as the UK’s most preferred delivery service. Part of this 
work entails frequent analysis of performance and daily communication with the 
postal teams across some 1250 delivery offices on topics such as safety, people, 
performance and operations.  
 
The Delivery Office Manager (DOM) in each delivery office is responsible for 
collecting, analysing and communicating daily to equip their teams with the 
information they need  
 
RMG identified automation opportunities to deliver value by addressing smaller 
individual automated tasks replicated across distributed offices. 
 

The solution 
 
To begin with, 5 DOMs were chosen as “champions” to define the measures and 
reporting structure to be used across all delivery offices so that any “teething 
problems” could be quickly resolved before full deployment. 
 
Previously, each DOM would begin their day at 6am by accessing a range of 
systems to extract the information they needed in their daily huddles. 
 
Utilising automation to collect and collate the data, each DOM now receives their 
reports in an optimised format based on best-in-class DOM communication.  
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The solution was directed at driving consistency and standardisation of information 
as well as improved business compliance by deploying a reliable robotic 
environment design that:  
 

• Gathers previous day data from multiple sources   
• Consolidates and presents in a simple and consistent format   
• Informs a revised delivery and deployment strategy 

 
Having robot data collection running 6 days a week, 3am-7am, across 1250 offices, 
meant innovative and resilient automation design was key. The standard approach 
would have required more than 1000 robots, so a data extract was executed first 
which the robots then processed combining information from other sources – this 
process innovation required only 18 robots. 
 

Business outcomes 
 
Since the implementation of these improvements, RMG has seen the following 
results: 
 

• Increased colleague efficiency, satisfaction and engagement 
o 200,000 hours given back to the DOMs 
o Improved business compliance, leading to increased product 

performance and customer satisfaction 
• Operational efficiency focus 

o Increased consistency and standardisation of information 
o Improved business compliance 

• Automation “beachhead” established driving ever greater adoption in 
operations  

 
Working closely with RMG’s internal teams, SDS guided the implementation of the 
conceptual design and produced high quality automation processes across field 
offices.  
 
“Having a strong partner work alongside us through the entire automation process 
has been instrumental in realising the success of this project”, noted Jonathan 
Gavan, PSAP CoE Manager. “SDS has enabled us to achieve rapid time to value 
and results while maintaining our high customer satisfaction during this transitional 
period.” 
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