
POL00203724 
POL00203724 

POST 
OFFICE-s 

r

Jeg IC „i t %os~/ 4 ,, a ~4 ~ ,.~iM .,c/ Nt ei ar / 
' n



POL00203724 
POL00203724 

Brar ' Support Programme , 

To lw  c Iw . aer'Ins of some subpu i ri rser (,,. ver rec ibout 
Ir1or ti "w r 1" ~m ,E, , ,i ioe commissioned isic a uInt ,N .. r Sight in 2012 
1: i i 1 . i i I )erw'~, r rt reviev  seen. 

ryi report ?: ,r" oi.d~ Ii hed 1n ...1 lw 201 nr ' li i' t I ., 
Il w,,. 'r t t I 

t t ti c 'i were M i C ' 6 I ~ 1 `~l 
lt..,i 

iLl I r II '
.

uyt ' 

Post Otfi'ce should exolmulne the training and s .i .fort otf red to it subpt

i q e ,r°yi i t the Bran am. W o o i. PLc,
i'le Iife v, ole of the su • master ter w• per A, in Post Ofl .- , . : ," the issues 

Ir t a ,  I ridt' r. w * nuen mrdw ,. ' r ° 
to ensur H • •irs Ge w i w _   d wIw'i > . r.a w c. r< 

. l l \ . w . r ;h is bon .j • . Iw 6 . li r r , l li ~H ; r roe u d I
e otth 3 programme work strealw .I , , w l :I t Ir most cost effe . ' , 

li A ( a r
rd1t , 

toreducen r-v f a.. . .1 `"~ " i , i w e ~ e rw 

% redu w R a .'r.i lw i°ty in network sup wort costs le o.£3rn pa. This meth k  3gy
it o 

I he 1p  1 Ir  ,w , , l r. ~ r l r. r   i ,   
area's. 



POL00203724 
POL00203724 

rnr €x '~" ~~̀r ~iin ~ , ;;. 
}S y~ltr 

. # ' 'v 4 i° v 
m ~ ~&r ~, ~,,. '

;.,:<, _,,, ,,: fin- '~?mrm .,m • '- ',' 

ft LL I ~ . pose o the r h f aOrtF'rO r fi ) is t0improvethe 

f " w  a G t O 1S h
.. 

t1 r r! u ` Y .. .      . 

ii vent IdaOr eOt - . 

Tbec re thr guidir. 'J i c it i that underrin Oa r inew
d ho : ` , l It r ..< : L 3UbpOSti .' Lc i i

uiYd be em dded in all areas of the Post C tti e. f f y ou.
r , ramme Y IbO tesfed ao inst O h Of these Iprinciç. Ik s:

a. pl a .mw q u iu ry uW b iV a
VIII

3 

uu~~~ 

a I II -d~ ~~~~v VIII vum wu ry muva~ 

a Rght fi rst

4 M ..., s ,., . .~ 
trots of the 



POL00203724 
POL00203724 

Branch Support Programme - 

The focus of the Programme is predominately  rr the Post Office 
supports the agency network and the policies and processes that 
frn.n. n the subpostmaster. 

In Scope:
M Crown — where the touch points are 
the same for the Crown network then 
these are in scope 

N Cash management 
Finance Service Centre (FSC) 

rNBSC 
YTraining — design & delivery 

M Audit — design & delivery 
Communications 
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,,Crown network as an entity 
Supply Chain as an entity 
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flexible, effective training to 
post office branches, 
delivered by highly trained 
individuals supported by a 
multi-channel approach. 

Communication Richard Weaver 
S 

IT Peter Prior Mills 

To ensure all of our 
communications are personal, 
simple, co-ordinated, relevant, 
accurate and timely. They 
must also be signed off by a 
release authority, be 
measurable and visible to all. 

To provide effective support 
and meaningful MI to 

r uil iev+Eevv 0i vV(0, vivriere, w;nen, What and now w ( I( ..)U 

branches. Includes IT development and structure review. 

Business change processes for delivery of training 

People change required for delivery of training and the 
accountability 

Full review of how we interact with branches and 
development of new channels or materials to support that 
interaction. 

Specific communications to support the visions of the other 
work streams. 

Cultural chance to embed the orincioles across the business 
Transaction processes to make things easier for customers 
and branches 

colleagues, customers and 
clients, enabling sales and Tools for branches to access help and support, and to 

improving support improve the experience 

Tools and systems for internal teams to support and record 
contact 

Systems and MI in place to reduce inefficiency among teams 

Behaviour to support new ways of working 
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Pre-
appointment 
process 

(agents) 

Operational 
support 

Physical 
support model 

Craig Tuthill e 0 e IsUie our agent y are 
consistently informed, 
supported, knowledgeable, 
confident and feel part of Post 
Office Ltd. To ensure that our 
leavers in this process also 
feel informed, supported and 
valued. 

Kendra Dickinson To ensure consistent, quality, 
efficient and co-ordinated 
support is provided to 
branches to ensure they can 
serve customers effectively 
and have their issues 
resolved in a timely and 
quality way. 

s it rr t ~ r~dascau Onat is provide J to applicantsand how we 
share that 

How we support people through the process, both from a 
structure and behaviour process 

The process of how we recruit agents 

The process of how we support agents leaving 
Structure of the operational support model and change in 
business process 

Development and deployment of tools and technology to 
support the model 

Way we deal with suppliers 

Streamlining of transactions causing business inefficiency 

Behaviour towards our branches 

Pam Heap To engage and support our Structural review of support and necessary transition 
branches effectively to ensure including recruitment, assessment and transition 
great customer service is 
provided and business Roles and responsibilities, including behaviours 

growth. Development of different skill sets 
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Leavers Craig Tuthill To en;~i.af a treat ~~:Ia~~iEty ~~, ana "evlew Uf flhe s erisid:)1l A_0C;E'SS, )ohC ' an Contractual ~- ~... ~ ~ y 
process consistent support is provided approach 

to branches, issues are 
investigated before Behavioural change in how we treat agents with issues 

contractual decisions are Structural change to support processes 
made and agents supported 
during the exit process and Approach to how we support agents with issues with 

HORIce Gayle Peacock To improve the quality and The data and processes teams use to identify branch issues 
(Horizon timeliness of data available to and the root cause of the issue. 
Information teams within Post Office, to 
Centre) ensure issues and problems How we use the data to make interventions to either prevent 

are identified early and or stop non-conformance and/or fraud 

rectified. 

Regulatory Gayle To migrate Regulatory Introduction of an on-line system for new entrants 
Compliance Peacock/Paul Compliance from Horizon to a 
Training Hawkins web-based solution with a Migration of training from Horizon to web-based solution 

view to deliver a more Development of risk-based training and processes, rather 
relevant, engaging method of than one-size fits all 
training 


