POL00448219
POL00448219




POL00448219
POL00448219

Current Network Support & Resolution Operating
Model (As-1Is):

Head of Network Support &
Resolution

Operations Manager
3bX1

PAS Team Manager

2aX1

Tier 2 Tier 2 Tier 3 (2a)
Team Manager Team Manager Escalations

2aX1 2aX1 2AX6

PAS Team
POX5

I T T
7 6

Complex Case Mgmt Tier 2 (including Triage / TC Disputes) 23
= Complex Case Mgmt
POX7 E 2 Tier 3 4 - 2
POX 19

PAST 5
Lottery Exit (Run Off) - 3 1

Triage / TC Disputes Senior Management 2
POX10 Team Managers 3 2 1
Total 37 10 10

PLEASE NOTE - 20 members of the team are currently supporting on FTCs / secondments across the lottery exit programme {complete July end) and to
reduce legacy aged position. Staff contracts will start to end from next month.
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Roles & Responsibilities:

Triage PAS Team
* Open, Sort & Distribute. * Postmaster Support — * Postmaster Support - * Tier 2 Escalations. * Postmaster
« Acknowledgement. Disputed TCs. Complex Case « Priority Escalations: Support
« Information Gathering. * Outcome Based Resolution. « Contract. * Account Queries.
« Dynamics record Decision Making. * ARQ Requests. Suspensions. « DFR.
assurance. * Resolution Written * Qutcome Based o NFSP. * Repayment Plan.
* Di-minimis test. Responses Decision Making. * Media. « Write Off (Triage)
« Early Resolution. (Postmasters) * Provision of Case « Strategic Partners. « Legacy 12-Week
« Shortfalls & Gains. Investlgan‘on Report. « A&CI & Security. Process
* Write Offs * /:/;::a/g:?eﬁ::glement o Postmaster Ex. * Formers
& Escalations. * Complaints. #Sttementse
 Final Account Cases * Assurance & Oversight. ?\;Tltle:llec Pastriery/
(BAVSs). « Cause Analysis. '
* Raise Interventions. * Coaching.
* SME knowledge * Provision Trend.
(Horice / Creedence / Analysis.
CFS & BIO). * Weekly Case Review.
* SMEs. * Dispute Resolution
Committee,
* Sign Off Postmaster
Training Materials.
* Incident Mgmt.
* End User Procedures.
N J . D \ P L o Ne

Highlighted - denotes new ways of working (processes to be determined) or new incoming streams.
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