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Overview
As the UK’s most trusted letters- and 
parcels-delivery company, Royal Mail 
provides a one-price-goes-anywhere 
postal service, six days a week. With 
139,000 employees working at 1,949 
locations, operations are a complex 
logistical challenge covering the 
length and breadth of the nation.

At the heart of Royal Mail’s 
ongoing transformation is a portfolio 
of six programmes covering its 
operational pipeline. Supporting 
over 100 projects, the portfolio team 
employs around 270 people and has  
a significant investment per annum.

Any change needs to be 
implemented in a dynamic live 

operational environment in which 
Royal Mail continues to collect, 
process, distribute and deliver to 
highly regulated quality-of-service 
standards. In short, it’s similar to 
redesigning and building a new 
aircraft while the existing one 
continues in commercial service.

Innovation and delivery
In May 2015, the portfolio  
executive team recognised a  
need for a step change in Royal  
Mail’s resource management.  
This led to the deployment of  
a highly complex and interdependent 
supply-demand resource model  
to help meet stakeholder demand  
for constant change and ensure  
HR systems were updated in  
real time.

The portfolio resource  
management model is designed  
to meet multiple customers’  
needs through a defined process 
demand-driven resource model, 
fully allocated to costs within the 
authorised projects that make up  
the portfolio.

A professional project management 
office was created to centralise all 
project support and has now been 
expanded to cover all of Royal Mail 
since March 2016. 

For clear visibility of planned 
change and to help cross-programme 
management, a change-loading 
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tool was built that can be accessed 
by all project teams and frontline 
colleagues. Encompassing the full 
operations portfolio across the 
national business estate, this offers  
a clear view of all items of change  
on a weekly basis. 

Simple and intuitive, the tool 
embeds the principles of rigorous 
change control within the project 
community and projects the outputs 
as an effective solution for evaluation 
and either approval or deferment.

Process and assurance
The Royal Mail team has taken 
the APM Body of Knowledge as 
a reference point to underpin its 
professionalism and control of its 
portfolio. Processes include ensuring 
all projects follow defined governance 
through their lifecycle, with currently 
17 mandatory templates aligned to 
seven gates.

All projects are assured by  
thorough audits of all mandated 
project documents, which are 
expected up to the last completed 
project gate. This mode of reporting 
has driven proactive behaviour in 
uploading documentation to secure 
and accessible e-libraries.

A key control is to ensure the  
fit of all projects at an early stage  
to the overall business model –  
this is achieved through a close 
working relationship with the project 
community and the design function.

Training 
Royal Mail is constantly looking to 
upskill and develop the professional 
competence of its people. It now has 
23 people accredited as registered 
project professionals, and has 
significantly increased the number  
of staff with APM qualifications.

In addition, for the past three years, 
Royal Mail has operated graduate and 
apprenticeship schemes to develop 
the project leaders of the future. To 

date, these both have a 100 per cent 
retention and pass rate, and won UK 
Top 50 Apprentice Training Awards in  
October 2016.

 ‘Learning Hours’ are run 
every week – a bite-size learning 
opportunity covering a range of 
project and programme management 
topics, which can be accessed on  
the learning SharePoint site.

Successes
Using a wide range of project 
management disciplines and 
methodologies, over the past year  
the portfolio team has delivered 
significant changes in terms of 
modernising Royal Mail’s operations 
and improving the customer experience.

Central to this achievement 
has been the team’s focus on 
development, strong governance, 
industry best practice, robust 
processes and a culture of continuous 
improvement. Looking forward, the 
portfolio team continues to grow, 
underpinned by a major commitment 
to professional development.
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The APM Project Management 
Awards have been celebrating
project management excellence  
since 1993, and the broad range  
of categories is designed to make 
entry possible for projects and 
companies of all sizes and complexity.

The awards reflect the invaluable 
contribution that project managers 
make in all sectors of society and 
the event provides an opportunity 
for industry professionals to meet 
with colleagues and entertain 
guests, as well as celebrate at one 

of the year’s most exciting events. 
Highly regarded in the project 
management industry, the awards
reflect the dedication and talent 
that helps to shape the project
management community and 
the world around us. 

The finalists, winners and 
sponsors of the awards attract 
national publicity for their 
achievements and involvement. 
Winning an award provides
invaluable recognition and 
boosts the careers of winners.

For more details on the awards and how to enter or attend, visit
apm.org.uk/awards or email awards@apm.org.uk
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Association for Project Management 

Ibis House, Regent Park
Summerleys Road
Princes Risborough
Buckinghamshire HP27 9LE

Email info@apm.org.uk
Web apm.org.uk
Telephone 0845 458 1944

International +44 (0)1844 271640
Facsimile +44 (0)1844 274509

 
  


