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Dear Tom,

| am writing in response to your question, during the Business Questions on 8 January, on
the poor experiences your constituents have experienced with the service provided by Evri.

| appreciate the frustration and concern that customers may experience due to damaged,
delayed or lost parcels. Some of the behaviour delivery companies have engaged in, like
leaving parcels unattended on doorsteps where that has not been requested by the
customer, is unacceptable. The government has been clear that those delivery companies
need to do more to meet the rightful expectations of customers.

The government wants to see all delivery companies provide a good level of service,
including incorporating customers’ preferences on deliveries. However, Evri and other
operators are independent businesses, and, as such, the government has no role in their
operational decisions.

As the independent regulator of postal services, Ofcom has powers to regulate parcel
delivery companies, and it currently requires all such operators to have straightforward,
accessible and affordable procedures for handling customers’ complaints. Following its last
review of the regulatory framework, for the period covering 2022-27, Ofcom considered the
rules on consumer protections and issued updated guidance on complaints handling
processes for parcel operators. This guidance came into effect from 1 April 2023. Ofcom
expects delivery companies to keep their policies and processes under review and to
prioritise continuous and consistent improvement across the sector. Further information on
Ofcom’s review findings is available on Ofcom’s website at www.ofcom.org.uk/post/market-
performance/postal-requlation-review.

Ofcom has also recognised the growing concern about the performance of delivery
operators and has taken action to discuss with them the steps that have been taken to
comply and, where its assessment indicates that specific parcel operators are not operating
in line with the existing requirements, Ofcom will consider whether enforcement action is
necessary or additional regulation is needed to ensure consumers are adequately protected.
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As part of its monitoring regime, Ofcom publishes post monitoring reports on an annual basis
which set out, among other things, developments in the parcels market and individual and
business customers' experience of parcel services. The reports are published on Ofcom’s
website at www.ofcom.org.uk/post/market-performance/monitoring_reports.

In terms of opportunities to secure redress, under consumer law, when an item is purchased
for delivery, it is the seller’s responsibility to ensure it arrives. If the seller used a courier, they
should chase the courier to find out what happened to a customer’s order, it is not the
customer’s responsibility to do so. If the seller claims the parcel has been delivered or they
don’t know where it is, the customer can ask for a redelivery or a refund in some
circumstances. The government encourages customers who experience poor delivery
service to raise it directly with the sender. Delivery partners act as an extension of the
company’s brand, and their professionalism and reliability are crucial to maintaining
consumer trust.

Finally, for further information and advice, | would strongly recommend that your constituents
contact the Citizens Advice consumer service on 0808 223 1133 (www.citizensadvice.org.uk).
The helpline offers a free service advising consumers on their rights and how to take their
complaint forward. They can also refer issues to local trading standards officers for them to
act upon. The information shared is also used by enforcement teams and regulators
nationwide to identify wider market issues and allow for more serious action to be taken
against the most serious breaches of consumer law.

| hope you find this information helpful.

| am copying this letter to the Leader of the House of Commons.

Yours sincerely,

BLAIR McDOUGALL MP
Minister for Small Business and Economic Transformation


http://www.ofcom.org.uk/post/market-performance/monitoring_reports
http://www.citizensadvice.org.uk/

