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Criticisms, actions
and opportunities

Common Issues Judgment . -
Horizon Issues Judgment
Court of Appeal Judgment .

Hamilton Judgment
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Core theme: lack of oversight

Criticisms Improvements implemented to date Improvement Opportunities

;: +  New leadership model —in progreSs —to be in place by
the end of January. ‘ . e

e Grant Thornton governance review —in progress — —~to
‘ report to management in January

. Organlsatlonal clarification of roles and respon5|bllltles
—due by the end of March.

e+ Re- establlsh orgamsatlonal desrgn prlnC|pIes in 2024/5
People Plan as 2021 principles have not been sustamed.

£

~* Indicators ¢ ulture to be measured and reported on
to the Board by March 2024.
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Core theme: lack of capability

Criticisms : dn;:);ovemen S alliiotihdl s Improvement Opportunities

° Organlsatlonal clar|f|cat|on of roles and respon5|b1||t|es -
~ due by the end of March. :

e Leadership behaviours framework to be in place by the
end of January.

e Assessment of existing leadership population against
leadership behaviours framework by end of March. |

+ Next stage of leadership development (to include
leading EDI) in People Plan 2024/5.

¢+ Plan to develop a set of transparent job families and a
supporting technical and career framework for
employees in People Plan 2024/5

e Group Target Operatlng Model allgned to strategy
beyond 2025 in People Plan 2024/5
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Core theme: lack of curiosity

* Implementation of key Ilstemng points in employee
lifecycle:
* Exit interviews — January 2024
* New starter surveys — February 2024
+ Recruitment surveys — 2024/5 People Plan

« Post Office scandal mandatory e-learning module and live
__ sessions to raise awareness of the human impact of the
scandal and broaden the experience of restorative justice
toall employees and contractors by February 2024.

« All new starters to work in branches for 1 day in thEIl’ first 2
months by March 2024.

. More colleague ;suppo ngin

,and extended to Postmaster—rur :
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Core theme: lack of transparency

Criticisms Improvement Opportunities

. Develo‘pihg a set of job families and a technical and
_ career framework in People Plan 2024/5.

- Developlng an awards and reccgnltlon framework in
_ People Plan 2024/5

.« Developlng always on’ hstenlng mechamsms in People* ‘
 Plan 2024/5 ‘

_*  Earlier Iaunch of incentive schemes for financial year
‘ 2024/5
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Core theme: failure to speak up

Criticisms ‘ Improvement Opportunities
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Core theme: pre-conceived biases

dr:fc:ovemen Gl Improvement Opportunities

. :Develop a 3-year ED&I strategy and plan — to include
employees and Postmasters by March 2024. Aim will be to
move maturity from being ‘characteristics-focused’ to

‘inclusive’ over 3-year period.

- Define the roles and responsibilities of all employees;k
 regarding ED&I, including the ED&I Team, Leadership,
Senior Managers, People Managers, the People team and

all employees by March 2024.

- Extension of the ‘conflicts of interest’ review into non-
Remediation Unit areas by March 2024.

L. ‘Rek \eduatlon Unit comp,ﬁted re view : of ;
o 'lnterest’ ofthe employees ’ o * Post Offlce scandal mandatory e-learning module and I|ve

. ~ : o sessions to raise awareness of the human impact of the
~ Award for ED& te m of the year at the European

L . ; scandal and broaden the experience of restorative justlce
, DiyerSIty,Awards,ZOZZ -

to all employees and contractors by February‘2024.

e Improvements to appllcant trackmg system and apphcant
Ml in Peopie Plan 2024/5.

+ Improvements to people selection processes in People Plan
2024/5. ‘ :
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Improvement Opportunities

=
I

Behaviours
* Possible amendments to existing Ways of Wor‘king“ asa
result of SEG workshops with businessfourzero in January

2024.

Léadership: behaviours

Senior leadership behaviours have broadly not improved in

engagement surveys since 2019. The foIIowmg actions are

being taken:

» Leadership behaviours framework in place by end of
January 2024

* Assessments of leadership populatlon against behawours

~ framework

+ Senior Leadership Ways of Worklng peer d|rect report and
line manager feedback for full year reviews for first time in
2024

* SEG workshops with businessfourzero in January 2024

Other

* Annual review of key policies

» Code of Busmess Standards to be updated in February 2024

~ post SEG workshops — with particular focus on highlighting
behaviours and new ethical decision- -making framework.

* Development of ethics quick wins by March 2024
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Employee Engagement Trends since 2019

Trends on employee engagement are difficult to draw because of the inconsistent methodology used by Post Office to survey
employee engagement. However, the following are the conclusions drawn from the data available.

Ways of Working
Colleagues are seeing the Ways of Working demonstrated better across the business since their launch in 2021

Overall engagement
Overall engagement of Post Office employees has grown since 2019 — no measure in 2021 survey, 2020 measure from McKinsey
Organisational Health Index

Response rates
Response rates to surveys have been mixed but appear to be recovering — 2022 impacted by industrial action

929 65%
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Employee Engagement Trends since 2019

Trends on employee engagement are difficult to draw because of the inconsistent methodology used by Post Office to survey
employee engagement. However, the following are the conclusions drawn from the data available.

Senior Leadership
Confidence in senior leadership has remained flat since 2019

The most senior leaders Post Office became less engaged post 2019 and have remained less engaged — in 2019, the engagement
score for senior leaders was 57% (down 23% on 2018), higher than the Group average at 56%, but since then senior leadership
scores have been lower than the Group average. To demonstrate this, the McKinsey OHI notes that ‘Senior leaders are the most
critical’, the 2021 survey resulted in a -51 NPS for Senior Leaders vs a -8 NPS for the Group, the 2022 survey resulted in a -=51 NPS
for Senior Leaders vs a -14 NPS for the Group.
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