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Introduction • 

This report covers quality assurance reviews conducted in 
February and March 2024. 

i It highlights common themes/shortfalls identified during the bi-
monthly quality assurance reviews undertaken by A&CI on 
investigations conducted by the assured teams and makes 
recommendations to address the same. 

y Individual scoring sheets for the files reviewed during the 
reporting period have be shared and discussed with team 
managers outside of this report. 

y Any training shortfalls identified during reviews have been 
discussed with team managers and training/mentoring 
offered/provided. 

Analysis of investigative skills, knowledge and quality of 
investigation files within the assured teams are summarised in 
the report and trend analysis provided. 
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Month 

POST 
OFFICE 

Testing was completed in the Contracts Team, Network Monitoring Team and 
the Network Resolution Team during this review period. No testing was 
completed in the Branch Reconciliation Team as the team did not restart 
investigative reviews insufficient time to be captured by this report, however, 
this will be captured in the next review. 

It is pleasing to see that there were no additional recommendations in the 
Network Monitoring Team and the team are now in the main generally 
complaint with all tests conducted as part of this review, with points lost for 
minor errors and omissions. 

➢ It is also pleasing to see that many of the aged recommendations have now 
been cleared during this review period. 

➢ While there are more recommendations than normal in the Network 
Resolution Team, this is because the team have adopted a revised process as 
part of Lottery exit programme which requires some amendments to the 
strategy. The team should be commended for achieving their highest score to 
date, demonstrating continued and ongoing progression. Well done to 
everyone in the team with a particularly mention to team manager Tracy 
Bannister who has been driver in getting the team to the high standards 
demonstrated in this report. 
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Definitions of priorities used in QAF reporting. 
Priority IDefinition 

A recommendation is rated as `High' priority when the Quality 
Assurance review identifies material weaknesses in operational 
processes or the non-adherence to operational processes which could 
lead to POLs inability to evidence that processes have been applied as 
designed with no gaps in record keeping. 

A recommendation is rated as `Medium' priority when improvements in 
operational processes and record keeping have been identified. 

MEDIUM Changes applied as a result of these recommendations will strengthen 
operational processes as well as providing assurance that processes are 
working as designed. 

A recommendation is rates as `Low' priority where improvements could 
LOW be made to processes and procedures to improve outcomes of 

activities. 
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Network Resolution Team (Tier 2/Tier 3) (Tracy Bannister/Simon Worboys) 

No. Observation Recommendation Rationale Priority Date of R Assured Team Response 
Status of

ec. 
Response 

Anticipated Oosure Date 

Variousversions of the Postmaster The Policy is reviewed toensure that Toensure consistency of approach when conducting 26/03/2024 The central repository for all FM policiesare on the branch hub, however 
Support Policy .Accounting, Dispute references in the Policy remain valid, reviews and transparency it is importantthat the policy is PDF copies are placed onthe teams sitefor ease of reference, 3.2 version 
Resolution in circulation. The T2/T3 Teams upto date and reflects the latest approved approach and is now available on the teams site. 
site contains version 3.0. Version 3.2 of The Policy is updated on theT2/T3 Teams thinking and that all references remainvalid. The policy will be updated as pertheyearly policy review which starts 
the same policy is available on POL's 'The site to reflect the latest version of the every year in May and published in June. Jo Milton and Tracy Marshall are 
Hub'. Policy, including the current De Minimus. De Minimus i.e. the upper value at which a deficit will be the owners of all PM policies 

routinely considered for write off is operationally sensitive The DM level changed between policy reviews from £500 to £1000, 
The version on The Hub refers to De Consideration is given to either redacting material and could have financial implicationsforthe 
Minims as being £500.00. the De Minimusvalue recording in the business if thisfigure is in general circulation. The amount referenced in the policy is not the DM limit. It is a two bullet 

Policy available on The Hub, or removing line of principles applied by Triage to determine If a DM limit should be 
Enquiries conducted with The Network the Policy from The Hub, applied to the case. The DM limit is purposefully silent so as to be able to 
Resolution Operations Manager indicate flex up or down depending on volumes / unit costs. Standard application in 

RMHO thatthe current De Minimus is£1,000.00. dispute resolution processes. However, Simon W annually reviews the In Progress 30/05/2024 
1/24 policy with JD Milton, Simon has already noted to make amendsto make 

At Section 4.1 of the Policy under the this clearer by removing a moneta ry va lue. The next ann ual policy review 
heading of Tier 2 (final bullet point), there cycle begins in May, therefore the recommendation is already in progress 
is a reference to Appendix 9.1, there is no as part of annual reviews/controls. 
Appendix 9.1 (suspectthe reference 
should be to Appendix 8.1). 

The Lottery Team within Tier 2 are The decision to conduct a focused review The business is exiting its arrangement with the National 26/03/2024 The team are conducting a full review of these cases, specific to lottery and 
currently conducting afocused review as should be recorded, this could be achieved Lottery and where a discrepancy relating to National Lottery complete T2 reports. In addition theteam Include word Ing In the report 
part of POL's exit from the National by either: is identified T2/T3 are tasked with performing a focused that this review relates solely to scratchcards. The project team were also 
Lottery. As such,the team are not investigation. It Is important that this change in strategy in involved In this process. As this is an exit programme we agreed to deal 
conducting a full Tier 2 review as set out in 1) A Lottery review specific policy making such cases is recorded as without such a record, it appears with cases in the spirit of our own process and did not require a specific 
the Postmaster Support Policy it clear what checks will and will not be that T2 are not compliant with their own policyand lottery policy as it is a short term programme. The process we follow has 
Accounting, Dispute Resolution and the performed by the T2 Lottery Team, strategy. I been shared and agreed with the project team who have also provided 
current Investigation Strategy. guidance in how to deal with specific cases. The volumes have been lower 

or, than predicted and will shortly cease. We worked collaboratively with all 
other teams doing lottery investigations, who do not have separate policies 

2) The Decision and Action Log for Lottery or separate strategies, so rejected option 1 recommendation as not 
cases is updated to record the revised required. However, although the lottery dips have been inconsistent 

RMHO approached being adopted and the reason across teams, I will accept point 2 recommendation and we will start 
2/24 why only limited enquiries will be pursed. putting the wording that is already in the body of the lottery reports"this In Progress 05/04/2024 

review relates solely to scratch cards" and note this in the decision and 
action log. 

I. 
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Network Resolution Team (Tier 2/Tier 3) (Tracy Bannister/Simon Worboys) 

Status of 
No. Observation Recommendation Rationale Priority Date of Rec. Assured Team Response Anticipated Closure Date 

Re onse 
Unable to access/locate the Postmaster A hyperlink is provided in the T2/T3 Currently and with a few exceptions, only those working in Medium 26/03/2024 Partially accepted/partially rejected there is not a drop down forthis. 
Support Policy and Investigation Strategy Investigation Report template tothe T2/T3 have accessto the Investigation Strategy. As a result, AM confirmed to use option reject. 
as referenced in the T2/T3 investigation Postmaster Support Policy and anyone reviewing the investigation file either now or in the 
report. Investigation Strategy. future outside of T2/T3 will not be able to access the Accepted 

Investigation Strategy. The policy is held on the branch hub central repository and a PDF version 
Access controls to the Postmaster Support on the MS Teams Tier 2 site. 
Policy and Investigation Strategy is set so The central repository for all PM policies are on the branch hub, however 
that anyone with the link can access the POF copies are placed on the teams site for ease of reference, 3.2 version 
same. is now available on the teams site. 

Rejected 

RIM H o Adding the hyperlink of the investigation strategy would confuse 
Postmasters. The investigation strategy underpins/ links to the official

3/24 
Postmaster Accounting Dispute policy V3.2. 
Adding the hyperlink has been discussed previously with A&CI (Oct 2023) 
and we agreed not to include the link in the report as R would confuse 
PM's, we agreed to add the strategy paragraph into the report, with the 
strategy document for internal use stored in the teams files for reference, 
which is where it can be viewed. 

Scratch card Tool in use to reconcile An explanation is provided in the In the interest of transparency and just outcomes it is 26/03/2024 Source data is used and attached to the dynamics case, so no issue. 
scratch card transactions throughout the investigation report setting out hose the essential that only source data is used for decision making The Horizon data is placed in an excel spreadsheet which adds up the value 
report involving scratch cards. output from the Scratch card Tool is to avoid decision being made on false or misleading data ofscratchcards, rather than manually adding up. Wording is in the report to 

referenced back to source data and how outputs, reflect this. However in addition , we can add a further sentence 
No reference in the report that Scratch only source data is used for decision "Results from the scratchcards excel spreadsheet are compared against 
card Tool results are referenced back to making. source data and where both datasets reconcile nofurther verification is 

RMHO source data undertaken. In the event that the datasets do not reconcile then source 
In Progress 05/04/2024 

4/24 data is interrogated to identify the reason for the discrepancy and the 
findings recorded in the report. 
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Network Resolution Team (Tier 2/Tier 3) (Tracy Bannister/Simon Worboys) 

Status of 
No. Observation Recommendation Rationale Priority Date of Rec. Assured Team Response 

Re onse 
Anticipated Closure Date 

Decision and Action Log not completed. Team are reminded on the importance of Failure to record key decisions and subsequent actions will Medium 26/03/2024 Out of the 7 cases dipped in March 2024, only 1 case did not have the 
the completion of the decision and action leave both the Investigating Officer and the investigation decision and action log completed, however the issue was the support 

Report reviewed by Line Manager log at the time a decision is made, itself open to challenge as to why the officer followed advisor did not upload the report version with the completed D&A action 
13/02/24, Line Managerauthorised the certain lines of enquiry butfailed to follow others etc log which has since been corrected. 
report despite Decision and Action Log not Line Managers should confirm that the 
completed. Decision and Action Log has been fully Noted, will comms a reminder in next team huddle as a reminder, the line 

completed prior to authorising report. If a managers do reject any reports that do not have a O&A log Completed, this 
This is a part repeat of recommendation report is received by a Line Manager is already a control in place, the issue was the incorrect version was 
R101/24 where the Decision and Action Log has not uploaded to dynamics, which has been rectified, 

been completed then the report is 
returned to advisor to rectify. 

RMHO 
5/24 

Implemented 28/03/2024 
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No. ra,.wca h url Recommendation Rationale Priority Date of Rec. Assured Team Response 
Status of Anticipated 
Response Closure Date 

While WhatsApp does provide a useful means of 
communication, when used in an investigative setting it 
does present security, data governance, disclosure and 
investigation management challenges. 

Security- While WhatsApp does provide end to end 
Until such time as POL issues further encryption, if the phone containing the messages is lost or 
guidance on the use of WhatsApp when stolen, and particularly if the phone is not password 
communicating with Postmasters the protected, sensitive POL data may be compromised. 

Communications with Postmaster via 
following protocols should be adopted: 

WhatsApp. 
Data Governance - if the event that POL receives a 0515R or 

1) The use of WhatsApp should be FOI request, the DPA team may need to search mobile 
WhatsApp messages not uploaded to the 
case file at the earliest possible 

discouraged and communications with phones to ensure respondent data is capture data. 
Update (21/03/2024) - agree with the recommendation, although a wider 

opportunity. 
PM routed via a POL email address. 

Disclosure -There is en obligation in both civil and criminal 
 business use policy needs to be considered. Happy to adopt the following: 
1) 1 have discouraged the use of WhatsApp and that email comms be used 

WhatsApp messages only visible to the 
2) Any decision to use WhatsApp when investigations to retain and record all relevant material, 

as far as possible. 
RMHO 

Contracts Advisor In the case and the PM 
communicating with PM to be authorised this includes communications on WhatsApp. Failure to 

12/03/2024 2) The team will agree with me on Its use. Implemented 21/03/2024 
7/24 on a case by case bases by Head of comply with such obligations may expose Contract 

and not the wider case team. 
Contracts. Advisors to a potential charge of perverting the course of 

3) Communication are already restricted to a POL mobile phone and 
personal phones are not used 

WhatsApp ,  bean e are 
ustice. 

4) A copy of any WhatsApp communications are kept on the 'contact log' 
piol not being raccA is  to a retrievable 

dueuetto a 
3) Communication between Contracts and 

maintained by the team em 
withproblem  the Contract Advisor's 

the PM via WhatsApp must be restricted Investigation Management - It is imperative that all 

phone. 
to a POL mobIle phone. members of the wider case team have access to all relevant 

materia I In the case when making decisions relating to the 
4) Communications between Contracts matter under investigation. 
and a PM via WhatsApp must be 
downloaded at the end of each working Sending and receiving electronic communications via a POL 
and saved to the case file, email address would resolve many of the issues highlighted 

above and therefore, the use of WhatsApp should be 
discouraged. 

While the conclusion Is highlighted in the 
case resolution on dynamics and various 
documents can be Identified In the case New case management reporting tool process In Dynamics being designed 
to explain what has happened, the Following a case from 

inception to conclusion in Dynamics 
for the contracts team, part of which will hopefully pick up on this 

description of the case, on Dynamics, has 
is challenging. Failure to complete all relevant fields in 

requirement. Aim to have In place by end of 04 with full training to the 
RMOR been left blank. Therefore, while looking 

All relevant fields completed in Dynamics. 
Dynamics only exasperates these challenges and results in 
the reader having to review numerous documents to Low 12/03/2024 team on use and roll out 

in P1 (2024/2025). 
In Progress 30/04/2024 

/24 atthe Dynamics log forthe case, it can be 
understand what has occurred in the case and why. This is I concluded thatta PM has been Once in place if any further work is needed to meet requirement then 

reinstated and from what date, butthere and
time consuming and can be avoid if all relevantfields are 

happyto talk 
through

is no indication of why the PM was 
fully completed. 

suspended in the f rut place unless all the 
attached documents are read. 
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November & December 2023 Scorecard 
Network Resolution Team (Tier 2/Tier 3) 

Points Available CAS-3280607 CAS-3309597 CAS-3304452 CAS-3184667 CAS-3266990 CAS-3168859 CAS-2977022 
Receipt of Notification/Referral 11 8 8 9 9 11 11 11 

Commencing an Investigation 11 7 3 6 4 5 6 5 
Weekly Review 24 22 7 16 9 12 15 14 

For Cases still Open 6 6 6 6 6 6 6 6 
Interviews (to Include Fact Finding Calls Conducted with Postmasters) 10 7 5 8 6 10 8 6 

Closure 3 1 3 3 1 3 3 1 
Closure Report 9 7 7 7 5 7 7 7 
Total 72 58 39 55 40 54 56 50 

Contracts Team 

Points Available CAS-3180270 CAS-3103725 CAS-3044848 CAS-2999117 

Receipt of Notification/Referral 2 0 2 2 0 

Commencing an Investigation 9 2 2 2 2 
Monthly 20 2 4 2 8 
For Open Cases (if the case is closed score 5) 5 5 5 5 5 
Interviews (to Includo Fact Finding Calls Conducted with Postmasters) 11 0 1 1 0 

Closure 3 3 3 3 -1 
Closure Report 8 6 6 6 5 
Total 58 18 23 21 19 0 0 

Average Score Expressed as a Percentage of Maximum Score Available 
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Recommendation Tracker 

Observation Recommendation Rationale Priority Date of Red. Summary of Assured Team Response/Progress towards Implementation Status of Anticipated 
No. Team 

Response closure Date 

New case management reporting tool process in Dynamics being designed 

In a 100% of the cases reviewed this 
The opening of a new case in Dynamics every t ime a case for the contracts team, part of which will look to pick upon this 

When a case is transferred from another transfers from one team to the next makes it challenging to requirement. Aim to have in place by end of 03. 
RF10 ntCo rx m tstea 

month the Contracts Team opened a new 
teem the Contracts Team edoptedthe followthe progress of the investigation and is likelyto lead Mod i,ii,i 28/02/2023 Update (09/01/24) -deliver now pushed back tothe end of Q4 In Progress 31/12/2023 

case in Dynamics and did not adopt the 
previous Dynamics case number, toor disclosure issue should the case be challenged/appealed 

Dynamics case from the previous team. 
or result in court  action. Update (13/03) -still on track to have in place by end of 04 with full 

training to the team on use and roll out in P1(2024/2025). 

Postmaster Support Policy sets out principals behind the work the 
Contracts Team do. 
Update (31/01/24) - revised case summary, decision rationale and 
document storage being worked through (see note below) for 

Failure to have a clear strategy of how the investigation will implementation by the start of Rho new financial year. Plan is to 
No record of how the case team intends 

be managed may lead to certain lines of enquiry not being 
incorporate a strategy, decision log and meeting preparation note (a 

RF12 Contracts team Coot to deal with issues such as evidence 
collection, contact with key witnesses eta 

Introduction of Investi ation Stra[ g eHy followed or evidence gathered being lost or not being 
Medium 28/02/2023 tout of s   with 

postmaster) 
teas 

review. of a meeting with a Postmaster) will be incorporated into this review. 
star to ll be 

incorporated into 
In Progress 28/02/2024 

adrnissible 

Update (13/03) Still on track for deliver by end of financial year (with use 
from Plonwards) 

Update (31/01/24) - revised case summary, decision rationale and 
document storage being worked through (see note below) for 

Failure to record key decisions and subsequent actions will implementation by the start ofthe new financial year. Plan is to 

RF13 Contractstaam 
No record of key decisions made during 
the course of the Investigation and Introductionofan ActionandDecisionlog, 

leave both the Investigating Officer and the investigation 
MMiurn 28/02/2023 consistent 

incorporate a strategy, decision log and meeting preparation note (a 
w n methodforthe team to understand what they wan t to get out In Progress 31/03/2024 

resulting actions, 
Rself o pen t o c hall enge as to why th e officer followed 

of a meeting with a postmaster) will be incorporated into this review 
certain lines of enquiry but failed to follow others etc 

Update (13/03) Still on track for deliver by end of financial year (with use 
from Plonwards) 

I t is c lear from the files reviewed that 

Contract Advisors a re conducting their 
risen enquiries and building evidence 

IL is a funds mental principal of justices in the U K that t hose 
packs. On completion of their

charged wtth making decisions on the outcome o f 
vestigation the Contract Advisor then 

makes a decision as to the outcome i.e. no 

Contracts Team fulfil the role of 

adjudicator making decisions based on 
investigations are independent of the investigation process. 

Ongoing conversations about how this would work (noting the significant 

structural change this would carry). In the meantime it is noted that a 
RF14 Cartrxts team 

case to answer, suspension of Postmaster, evidence packs and reports produced by 
While inacocmmalto have a comple nly inde ndenIt tdeci

always practicaltohave aco independent decision 

nn, d~,~~,~ 28/02/2023 
Termination Decision Committee is being established who will be 

In Progress 31/03/2024 

termination of the contract. Whilethe 

decision is ratified by management it is 
ether roams. 

,pletely 

maker, the segregation of duties will go someway to 
responsible for the decision to terminate an Agreement, 

the case that Contract Advisors are 
achieving this aim. 

fulfilling the role of both investigator and 
decision maker. 
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Recommendation Tracker 

Observation Recommendation Rationale Priority Date of Rec. Summary otAssured Team Response/Progress towards implementation Status of Anticipated 
No. Team 

Response closure Date 

This makes sense, but we would need support to understand what an 
interview plan should look like and include any best practice advice 

A comprehensive Interview plan will ensure that all lines of you can offer- support not received on this. 
enquiry/fact finding are covered i n sufficient detail to meet Update (31/01/24) - Meeting preparation notes being developed for a 
the objectives of the interview/investigation. It will aid the consistent method forthe team to understand what they want to get out 

coot east Advisors conduct sometimes Prior to conducting an interview an 
investigator  in identifying gaps in understanding/evidence of a meeting with a postmaster, including the need that what we cover at 

FM12 Contractsteem 
length and comprehensive fact finding 
interviews with PMs. There is no 

Interview Plan (see section 8.1 
Investigator's Manual) is produced. The 

and will encourage the investigatorto consider possible Medium 29/03/2023 meetings should mirror the questions that are asked in our rationales.This 
In Progress 31/12/2023 

evidence on file that an interview plan is plan is disdosa ble and should be retained 
defences and what evidence is available thene to the meeting invite letters and being clearto postmasters 

produced prior to call. in Dynamics. 

dnfbleto 
support/undermine the possible defence. 

area s 
on the areas to cover (noting that the purpose of the meeting is to "to 
establish facts and gives the postmasterthe opportunity to identify and 

An interview plan is 'relevant material' and therefore, must answer any issues of concern". 
be retained and recorded in Dynamics. 

Update (13/03) Still on track for deliver by end of financial year (with use 
from Plonwards) 

NSR Response: We already dothls, awn the ease:oeompletlon and our understandng 
When dealing with investigations, teams When has always been where a case has any suspicion of criminal activity, the case Is escalated 

purely it theestige afre, .slbility ecusing
ouch 

Imo theteam with thespedallsm eg.CU. If senior management egreetothls then It 

no nepersonhovingan oerhing 
ouldneedto be changed and managed accordingly. Nmethat all T2erdT3 cases are 

view/responsiblllty for she conduct of an 
eared ay the analyst who is Investigating and they weu ld reach au: w teams for more 
specialist idonnation e.g. Stock, Network Menito'i ng, Branch Assurance Visit etc. Socha, 

✓csdgetion from inception to completion, analysts are networking in silo, they work col laboradvely with the relevant teams so not 
ending te' eurs where this observation has coma from. To be clear the service Ieval is 7016 cases 

resolved in 20 days. The 10 day is a wuchpolnt to determine next steps e.g. more wo-k 
No overarching strategy across the whole of The conveyor belt approach to investigations with each required on raper, asealero to tier 3, or sand to weekly rsnnnivse
the retail teems as taboo this investigation team completing their action and then handing the case to 
will be conducted, the next team leads to lack of ownership with no one 

Ind ivid ual having a comprehenshe understanding of the 
In some cases, inejhctive hondovers between 

Single dedicated Case Managerta oversee matter under investigation. This silo approach to The new Lid (IMIIgMjis In the assurance document 
FU01 

Service and teams and cases no[ reaching their 
investigation from 1 nception to investigation, t he use of unrealistic deadlines li raked with lE , 30/06,12023 s ens are vii comp once. Fvnher context fah been added tothe new In Progres 31/01/2024 

Support conelusionie. cnsessiipping between the 
completion across the whole retail team. management focus on quantity and throughput of cases ce level including RAGstatusofaged cesiton and this has been presented asa 

gaps. 
exposes POL to risk of allegations of breach of CPIA 1996 

celmmenda 7orthe assure nee piece awt nistered by complianceso  . Therefore the 

auk ofunderst-cloylappreciaticin of Code of Practice pare 3.5 i.e. failureto follow all reasonable 

s s
expectation isto movetheservia level in line wfth otherschemee subject to approval by 

Ss

nagament. Based onour handling average time ace«sthe tiers an S weak 
diccbsure obligations. lines of enquiry which in turn may lead to miscarriage of sortce level would be reasonable, achievable and still givethe tea m a stretch. We 

justice. support Postmasters, provide the data to the P«tractor and feedback the outcome of 

Volume of work regularly sited as reason why 
the find rags by means 00 12/3 report. Throughtest the investigation we may telkte the 

professionally recognised invartigotive 
Postmaster er authorised individaa s regarding theirversion of events so we haves 
balanced view when making a decision. Under the comratts process, we support :he 

processes net followed. contract advisor in the provision of data or analysis as tothe aotertial cause of a 
dstrepe ncy. Currently we are removed from the Postmaster i ntera War to avoid 

In the event ease appearing before an inedverently:Ipping elf duetothe potential that the Pestmeeter maybe suspended 
Inquiry in the future, impossible to identifya following the review. For 2024 we have determined that we will not after the SLA or 
Ingle Investigating Officer «oted metrics /ways of working. Monitoring wid continue and once the aged p«io 

eared  we will review the situation again. 

Multiple CAS r umbers forthe same case 
including a new CAS number for a RAV. The use of multiple 005 numbers makes it extremely 

New case management reporting tool process in Dynamics being designed 

challenging tofollow a case from inception to conclusion. 
will look to Dick up on this rer uie m nnt. Atsteo h parte 

pl
f 
ace requirement. Alm to have in place by end of 04' 

[RJ017C-tr-t-eam 
While it is acknowledged that the issue of That one CAS number remains with the This challenge is exasperated by the conveyor belt hl,-,lu,n, 30/06/2023 In Progress 31/03/2024 
multiple CAS numbers is being addressed, cesefrom inception to conclusion, approach to investigations adopted by POL with each team 

Update (13/03) -still on track to have in place by end of Q4 with full 
this work is in train and remains completing their own area of responsibility before handing 

training to the team on use and roll out in P1(2024/2025). 
unresolved at thetime of writing this to the next team which in turn leads to silo working. 
sport. 
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Recommendation Tracker 

Observation Recommendation Rationale Priority Date of Rec. Summary of Assured Team Rasp onse/Progress towards Implementation Status of Anticipated 
No. I,ani 

Response Closure Date 

From our recent findings and Rationale Document Monitoring, feedback 
has been provided to the team members to help improve the content and 

Lines of enquiry pursued resulting in an 
l d d enquiryHaving compete a line of an 

reasoning behind their decision. We have plans in place to provide ongoing 
entry in the corresponding box in the NM 

finding inthehe antbox independert NM t quiry
coaching, training to help the team. 

R009/ - 
checklist. However, it is often not clear 
(to non-team members) what is the 

on the 
Support box on the NM checklist, the Support 

for exam ple) esview heth 
team(an Inquiry for example) wereto reviewthe case file 
t m (a 

(an
28/11- Process guides provide suggested standardised wording for each 

23  consequence of the finding i,e, does the 
Advisors should record how this finding that they could understand the outcome of each line of ntr.-lwm 12/10/2023 

topic, or a 'no issues' comment, Ratherthan the team add a reason for 
In Progress 28/02/2024 

finding ndicate there ma be an issue or  y
impacts on the investigation, does it enquiry and how this impacts on the overall case, 

q ry, would a generic description of each issue on a each line of enquiry, 
does thefinding indicate there is not an 

support the investigation or does it point 
separate lab ofthe checklist help?

issue. 
away from the Investigation? 

Andy to review this process during the February checks and sign off if 
acceptable 

Line Manager checks of the progress of the Investigation 
line Manager should conduct a quality and upon completion of the investigation are essential to Consideration will be given on how we quality assure in this team 

Inc 100% of cases dip sampled there was check of files and should record that the ensure quality control and that any observations and 24/01 CM- 011ie to add an activity to all cases that he has reviewed on 
8014/ 

evidence of a management checking check has been performed along with any direction provided are captured. This is a quality assurance P,9, dwni 12/10/2023 Dynamicstogivethe outcome of the Dip test. Update OF 00/03/2024- In Progress 30/11/2023 
23 IU no 

files before the investigation is closed, case direction in the Activity Pane in check and not performance management. When a Work has restarted and cases will be sent to AM at the end of March for 
Dynamics management check has been performed this should be dip testing 

noted by means of a case note in Dynamics. 

Agreethat lines in and out of the team (not just with PAST) need to be 
neffective of case leading to 

clear sowe're comfortable that when something is handed across a will be 
fer 

failure to recover funds from PM. recover
dealt with. Time to be put in with the relevant department heads. 

A comprehensive review of any procedure 
On the 27/7/23 PM told the Contracts between the Contracts Team and PAST 

Update 13/03 'workshop with Mike Lowe, Simon Worboys, Alison Clarke 
RJ42 A 

Team he would repay circa £242k in a that relate tooffers to pay received from Ineffective communications between the Contracts Team 
on 

the 13 March to start working through flows in and out ofteams. 
24 /2

timescale of3-4 weeks. The case was not PM. If no such procedure exists, then a and PAST is likely Sc result in missed opportunities to w, 10/01/2024 In Progress 31/03/2024 
referred to PAST in Dynamics and procedure is put in place setting out how recovery funds due to POL. On this point in particular instruction has gone out from Head of Contract
therefore, this offer was not followed up 
and as at 22/12/23 no contact has been 

the Contracts Team/PAST will respond to 
offers to pay. 

Management& Deployment to team. HoCM&D will also monRorfollowing 

made with the PM regarding repayment 
any decision taken to ensure the right teams have been engaged with and 

a nd t he fu ll amount remains outstanding. 
any PAST requests followed through on. 

fa mem ber of the d ivisional management team or 
executive wishes to familiarise themselves with a particular 
case, currently they have little alternative but to ready a 

Executive s ummary to be introduced as part of the Terminal ion Decision 
Rational Documents in excess of 50 pages 

I 
ong with Exe d i a , Summry 

lengthy and complex report which can take several hours 
Committee so then can have an overview of the matter as part of their 
review. 

RJA14 
steam 

/24 

hi
requiring the readter 

t 
to  read the whole 

An Executive Summary is introduce toall 
Rationale Documents, 

hen w they only needs high-level understanding of the 
case. 

Lo.v 19/01/2024 In Progress 31/05/2024 
report to gain an understanding of the Update (13/03) 'executive summary  document drafted for use, still on 
whole case, track for delivery 

An Executive Summary allows management Sc familiarise 
themselves with a case inc relatively short period of time 
when just a high-level overview is required. 
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Observation Recommendation Rationale Priority Date of Rau Summary ofAssured Team Response/Progress towards Implementation Status of Anticipated 
No. Teem 

Response Closare Date 

Asa general hate I disagree that an independent review of the evidence is needed 
noting that I and b)the 
postmaster challenged the decision with the decision to terminate being upheld by 
the Decision Review Panel (Which is Chaired by a former postmaster and has a 
former postmaster on the panel). 

To answer each point In turn: 
1) All relevant material uploaded to case file. 
Proposal is to introducea new document management system to replace the case 
summary document (which Is a word document) Wherebyall documents that the 
Co ntract Advisor has been provided will be up oaded to a She repaint site re event 

1) All relevant material uploaded to case to that branch. The decision rationales completed by the Cantrart Advisor will then 
file, include a hyperlink to the relevantfclder antnesite(as well as individual 

hyperlir ks to the documents referred to in the rationale so everything is sneer in 
2) Obtain a Tier2/3 report to include a KEL one place). I will retrospectively work with the Contract Advisor to see that this is 

check, done. 

CAS-3019110 
3) All outstanding liner ofenquiry to be 2) Obtain a Tier2/3 report to include a KEL check 

concluded. 
As above, a Tier 2/3 ream will be requested if discrepancy related. Horizon checks p yues  

Breach in continuity of evidence, conducted as part of a Tier 2/3 review. Again though I wil l request that it is 
doneforthis branch. 

Lack of evidence on file. 
4) An independent review of the evidence 

available and the decision to terminate 3) All outstendng lines of enqulryto be concluded. 

No Tier 2/3 report obtained, 
this contract. 

There is a lack of evidence on the case file and outstanding Ag ree there is a need to ensure that all actions have been closed down and I will 

lines of enquiry. The decision to term !note appears to rely retospectrvely work with theContract Advisor to seethatthls is done. 
RJA16 

No KELcheck 
5) If following a review of the evidence 

heavily on the account of the 10 and not evidence. Assuch, ~s 24/01/2024 In Pros,.. 31/05/2024 
/24 available in this case a conclusion is 

reached that the original decision is safe, 
there are concerns that the decision to terminate this 

4) An Indepentlent review of the evidence available end the decision
terminate this contract. 

Leading to potentially unsafe decision to 
then action is commenced to seek recover 

contract maybe unsafe. As above, I don't agree this is necessary. Going forward this independent review 
terminate contract. 

of POLfu nds(as offered by former P M). wil l be 1ntrodaced as part tune Termination Decision Ccmmittee(who will have 
access to both the decision ratohale and supplementary documentation) 

No recovery of 
allegedmisoppropriated 6) If following a review of the evidence 

POL funds. 
available in this case a conclusion is 

5) If following a reviewof the evidence available In this cares slop is 
cached thattba original decision Is safe, then action Is commenced  to seek 

reached that the original decision Was reeooer of Pot funds (as offered by former PM). 
unsafe, then restorative actions are taken. We need to separate a decision to terminate a postmasters agreement with a 

decision to seek recovery, they are separate processes managed byseparate team. 
7) To ensure the independence, The decision taken to terminate the Agreemem had a sound basis - postmaster 

transparency and good governance of admittedto using over E2cOk of Post Gflicefunds to makeimprevemonts Lathe 
decisions to terminate a contract, such retail side. Whilst I aaept there are gaps (making sue PAST are engaged, aless ng 

decision are taken by panel. down al l actions) I disagree this was an unsafe decison, 

6) If following a reviawof the avldance available In this cocoa conclusion Is 
cached that the original decision was unsafe, then restorative actions are taken. 

As above 

7) To ensuse the Independence, transparency and good governance of decisions 
to terminate a Contract, such decision are taken by panel. 
Will  be introduced as part of the Termination Decision Committee 

A&O 00/02/24. Team invited to iderdfy evidence of alleged admission on the 
oscine. 
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Recommendation Tracker 

Observation Recommendation Rationale Priority Date of Rec. Summary ofAssured Team Respome/Progress towards implementation Status of Anticipated 
No. Team 

Response closure Date 
Various versions of the Postmaster The Policy is reviewed to ensure that To ensure consistency of approach when conducting 26/03/2024 The central repository for all PM policies are on the branch hub, however 
Support Policy - Accounting, Dispute references inthe Policy remain valid, reniows and transparency it is important that the policy is PDF copies are placed on the teams site for ease of reference, 3.2version 
Resolution in circulation. The T2/T3 up to date and reflects the latest approved approach and is now available on the teams site. 
Teams site contains version 3.0. Version The Policy is updated on the T2/T3Teams thinking and that all references remain valid, The policy will be updated as per the yearly policy review which starts 
3.2 of the same policy Is available on site to reflectthe latest version of the every year In May and published In June. Jo Milton and Tracy Marshall are 
POL's 'The Hub'. Policy, including the current De Minimum De Minimus i.e. the upper value at which a deficit will be the owners of all PM policies 

routinely considered for write off is operationally sensitive The DM level changed between policy reviews from £500 to £1000. 
The version or The Hub refers to Do Consideration is given to either redacting material and could have financial implications for the 
Minims as being £500.00. the De Minimus value recording In the business if this figure is in general circulat ion. The amount referenced inthe  pol icy is not the DM limit, It is a two bullet 

RMHO TI er 2/3 
Policy available on The Hub, or removing line of principles applied by Triage to determine if a DM lim it should be 

In Pr ogress 30/06/2024 
1/24 Enquiries conducted with The Network the Pol icy from The Hub, applied tot he case. The DM limit is purposefully si lent so as to be able to 

Resolution Operations Manager indicate flex up or down depending on volumes / unit costs. Standard application in 
thatthe current Do Minimus is £1,000.00. dispute resolution processes. However, Simon W annually reviewsthe 

policy wthJo Milton. Simon has already noted to make amends to make 
At Section 4.1 of the Policy under the this clearer by removing a monetary value. The next annual policy review 
heading of Tier 2 (final bullet point), there cycle begins in May, therefore this recommendation is already In progress 
is a reference to Appendix 9.1, there is no as part of annual reviews/controls. 
Appendix 9.1 (suspectthe reference 
should be toAppendix 8.1). 

The Lottery Team within Tier 2 are The decision to conduct a focused review The business is exiting its arrangement with the National 26/03/2024 The team are conducting a full review of these cases, specific to lottery 
currently conducting a focused review as should be recorded, this could be Lottery and where a discrepancy relatingto National and complete T2 reports. In addition the team include wording in the 
part of POL's exit from the National achieved by either: Lottery is identified T2/T3 are tasked with performing a report that this review relates solely to scratchcards. The project team 
Lottery. As such, the team are rot focused investigation. It is important that this change In were also Involved In this process. As this is an exit programme we agreed 
conducting a full Tier 2 review as set out 1) A Lottery review specific policy making strategy in such cases is recorded as without such a record, to deal with cases in the spirit of our own process and did not require a 
in the Postmaster Support Policy - it clear what checks will and will not be it appears that T2 are not compliant withtheir own policy specific lottery policy as it is a short term programme. The process we 
Accounting, Dispute Resolution and the performed by the T2 Lottery Team, and strategy. follow has been shared and agreed withthe project team who have also 
current Investigation Strategy. provided guidance in how to deal with specific cases. Thevolumes have 

RMHO 
MH 

R O 
Tier2(3 or, been lower than predicted and will shortly cease, We worked In Progress 05/04/2024 

collaboratively with all other teams doing lottery investigations, who do 
2) The Decision and Action Log for Lottery not have separate policies or separate strategies, so rejected option 1 
cases is updated to record the revised recommendation as not required. However, although the lottery dips 
approached being adopted and the mason have been inconsistent across teams, I will accept point 2 recommendation 
why only limited enquiries will be pursed, and we will start putting the wording that is already in the body of the 

lottery reports "this review relates solely to scratch cards" and note this In 
the decision and action log. 

U sable to access/locate the Postmaster A hyperlink is provided in theT2/T3 Currently and with a fewexceptions, only those working in Medium 26/03/2024 Partially accepted/partially rejected there is not a drop down forthis. 
Support Policy and Investigation Strategy Investigation Report template to the T2/T3 have access to the Investigation Strategy. As a result, AM confirmed to use option reject. 
as referenced in the T2/73 investigation Postmaster Support Policy and anyone reviewingthe investigation file either now or in the 
report. Investigation Strategy. future outside of T2/T3 will not be ableto access the Accepted 

Investigation Strategy. The policy is held on the branch hub central repository and a PDF version 
Access controls to the Postmaster Support on the MS Teams Tier 2 site. 

Policy and Investigation Strategy Is set so The central repository for all PM policies are or the branch hub, however 
that anyone withthe link can access the PDF copies are placed on the teams site for ease of reference, 3.2version 
same. is now available on the teams site. 

RMHO 
Tier 2/3 Rejected ej' 

3 
/24

3/24 
Adding the hyperlink of the investigation strategy would confuse 
Postmasters. The Investigation strategy underpins/ links to the official 
Post master Accounting Dispute policy V3.2. 
Adding the hyperlink has been discussed previously withA&CI (Oct 2023) 
and we agreed not to include the link in the report as it would confuse 
PM's, we agreed to add the strategy paragraph into the report, with the 
strategy document for internal use stored in the teams files for reference, 
which is where it can be viewed. 
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Recommendation Tracker 

Observation Recommendation Rationale Priority Date of Rec. Summary ofAssured Team Response/Progress towards implementation Status of Anticipated 
No. Team 

Response closure Date 
Scratch card Tool in use to reconcile An explanation is provided in the In the interest of transparency and just outcomes it is 26/03/2024 Source data is used and attached to the dynamics case, so no issue. 
scratch card transactions throughout the investigation report setting out how the osseetialthat only source data is used for decision making The Horizon data is placed in an excel spreadsheet which adds up the 
report involving scratch cards, output from the Scratch card Tool is to avoid decision being made on false or misleading data value efscratchcards, rather than manually adding up. Wording is in the 

referenced back to source data and how outputs, report to reflect this, However in addition, we can add a further sentence 
No reference In the reportthat Scratch only source data is used for decision "Results from the scratchcards excel spreadsheet are compared against 

RMHO 
Tier 2/3 card Tool results are referenced back to making. source data and where both datasets reconcile no further verification is In Progress 05/04/2024 

4/24 source data undertaken. In the event that the datasets do not reconcile then source 
data is interrogated to identify the reason for the discrepancy and the 
findings recorded in the report, 

communication, when used in an investigative setting it 

Until suchtime as POL issues further 
does present security, data governance, disclosure and 

guidance on the use of WhatsApp when 
investigation management challenges. 

Communications with Postmastervla 
communicating with Postmasters the 

Security- While WhatsAppdoes provide end to end 
W hatsApp. 

following protocols should be adopted: 
encryption, if the phone containing the messages is lost er 

1) The use of WhatsApp should be 
stolen, and particularly if the phone is not password 

WhatsApp messages not uploaded tothe 
case file at the earliest possible 

discouraged and communications wit 
protected, sensitive POL data may be compromised. 

Update (21/03/2024) - agree with the recommendation, although a wider 
opportunity, 

routed via a POI email address. 
Data Governance- if the event that POL receives a DSAR or business use policy reeds to be considered. Happy to adopt the following: 
FOI request, the DPA team may need to search mobile 1) 1 have discouraged the use of WhatsApp andthat email comma be used 

WhatsApp messages only visible to the 
2) Any decision to use WhatsApp when 

phones to ensure respondent data is capture data, as fares possible. 
RMHO 

tracts Team Contracts Advisor in the case and the PM 
to beauthorised Mach!!,, 12/03/2024 2) The team will agree with me on its use. Implemented 21/03/2024 

5/24 
and not the wider case team, 

en a case by case bases by Head of 
on a casicatinge 

uses 
Disclosure - There is an obligation in both civil and criminal 3) Communication are already restricted to a POL mobile phone and 

Contracts. 
Investigations to retain and record all relevant material, this personal phones are not used 

WhatsApp messages which are potentially 
3

Includes 
CPM between 

communications on WhatsApp. Failureto comply 4) A copy of any WhatsApp communications are kept on the 'contact log' 
disdosable, not being retrievable due to a 

a rest ric and t h via What 
the PM via WhatsApp must be restricted 

with such obigations ma ex  Y pose Contract Advisors t maint  by theteam 
problem with the Contract Advisor's 

to a POL mobile phone 
potential charge of perverting the course of justice. 

phone. 

4) Communications between Contracts 
Investigation Management - It is imperative that oil 

and a PM via WhatsApp must be 
members ofthe widercaseteam have accesstoall relevant 

downloaded at the end of ouch working 
material in the case when making decisions relating to the 

investigation. 
and saved to the case file 

matter under 

Sending and receiving electronic commun lcatlons v la a POL 

While the conclusion is highlighted in the 
case resolutlon or dynamics and various 
documents can be identified in the case to 

Following a case from inception to conclusion In Dynamics 
New case management reporting tool process in Dynamics being designed 

explain what has happened, the 
description of t he case, on Dynamics, has 

is challenging. Failureto complete all relevant fields in 
for the contracts team, part of whicbooth  opefully pick up on this 
requirement. Ai m to have in place by end of Q4 with ful I training to the 

RM07 been left blank. Therefore, while 
Dynamics only exasperates these challenges and results in 

team on use and roll orrt In P1 (2024/2025). 
/24 

Gontrx[s team 
ilooking 

at the Dynamics log for the case, i Scan can be 
All relevant fields completed in Dynamics, the reader havingto review numerous documents to 

understand what has occurred in the case and why. This is 
Loa^, 12/03/2024 In Progress 30/04/2024 

concluded that the PM has been 
reinstated and from what date, butthere 

time consuming and can be avoid !f all relevant fields are 
Once in place if any furtherwork is needed to meet requirement then 
happytotalkthrough 

is no indication of why t he PM was 
fully completed. 

suspended in the first place unless all the 
attached documents are read. 
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Summary of Assured Team Response/Progress towards Status of Anticipated 

Implementation Response Closure Date 

While the REM check form 
is uploaded to Dynamics, it 
appears to serve as an 

An investigation report is the 10's opportunity to set out 
evidence gathering tool 
and not a report. 

the facts of the use, identify key evidence, provide the 
Tab to be added to the Rem Check Template which 

A report template is produced in which the 10 provides reader with an assessment of the evidence and make 
Therefore, the reader is 
left to drawtheir own 

a plain language commentary on the lines of enquiry recommendations on the next step. Failure to provide 
details all the checks that form part of the rem check. 
Alsosummarytabto be added to explain next actions. 

Alison C/ being followed, their findings from each enquiry and an investigation report means that the reader has to 
RJ12 Colette M conclusions (which may how this lead to the next enquiry. The report should reconstruct the investigation themselves by trawling 

Medium 30/06/2023 Update AC 08/01/24 -the tab will be added when this Implemented 27/10/2023 
differ from these reached conclude with the 10 providing 

their conclusions an the through all the material available and for them to reach 
work starts again once the source data is accessible by 

by the 10). It also requires 
matter under investigation and recommended next step. their own conclusions. While there are occasions when 

the end of Jan 24. Update OF 08/03/2024 -Tab added 
the reader to have
detailed knowledge and 

this approach maybe justified it is generally not a good 
to Rem Check Template and proactive work restarted.

understanding of the data 
use of resources and should be avoided. 

to enable them to 
interpretate the some. 

An Investigation Strategy has been discussed with CM 
Proactive Stock Investigations were temporarily paused 

who has indicated that because of the nature of work 
whilst a decision was made regarding adjusting Stock 
Holdings. Now that it has been agreed BRT will continue 

conducted by the team, the team conductthe same 
this work but only review a reduced timeframe to allow 

Production of an Investigation Strategy. investigation for all cases. It has, therefore, been agreed 
Postmasters to access their own data, this action will be 

Alison C/ 
R114 No Investigation Strategy 

that a generic strategy can be produced and used for all 
30/06/2023 picked up again. Update -AC -08/01/24 -There isa Implemented 30/11/2023 

Colette M This is a requirement under Chapter 5 -Roles  and cases and that in the event that the 10 decides to 
plan now to allow the stock team within BRT to access 

Responsibilities of the Investigator Manual deviate from the strategy due to the unique nature of a 
the source data for a 2 year review period. This should 

particular case then this will be recorded In the Decision 
be resolved 6y the end of Jan 24. Update OF 

and Action Log along with a clear rational for the 
08/03/2024 - All raw data available to whole team and 

deviation. 
proactive work restarted 

It is not always clear from 
the case file why an 

It should be clear to all from the case file why an 
To be explored further on how we can introduce 

investigators is being 
investigation  has been opened. When opening an 
investigation the Investigator b mindful of 

appropriate wording to be used 
opened. Further searches 

ensure that 
io the 

pneumonic JAPAN and ensure that the investigation is: 
24/01 CM -Once the source data training has taken 

under different CAS 
Justified 

place by end of Jan 24, Proactive work will be 

R012/ Alison C/ 
numbers relating to the A clear reason for opening the investigation using the 

Authorised 
relaunched int Stock Team this will include training 

same branch sometimes, pneumonic JAPAN Is set out In the Description box on Medium 12/10/2023 around detailed description being to the Implemented 31,/12/2023 
23 Colette M 

but not always, provide a the Activity Pane in Dynamics. 
Proportionate 
Auditable 

send AM  the template Dynamics case. OF copy
 of

clue as to the reason why 
sa a ui

to be used to ensure it captures all requirements 
an investigation has been 

Necessary 
Update OF 08/03/2024 -Template was sent to AM and 

opened. confirmed and feedback explains it matches 
Failure to set out the mason for opening an 

requirements and proactive work restarted 
investigation can lead to challenges under Article 6 H RA. 

This should be happening - additional training will be 
given to ensure this take place 

In 6 out of the 7 cases A REM Check Template is the standard investigation 
24/01 CM - Proactive work has been an hold until we 

R013/ Alison C/ 
sampled had no REM 

A REM Check Template is utilised in a 100% of 
template used by BRT and is a stipulated requirement as 

could ensure Source Data could be accessed. This action 
Check Template uploaded per E3.1 of the Investigator's Manual The template 12/10/2023 Implemented 30/11/2023 

23 Colette M 
to the case file. 

investigations and uploaded to the case file. 
provides strategic direction and uniformity tothe 

will happen moving forward. Update OF 08/03/2024- 

nvestigetion work conducted by BRT. 
Rem check template created an confirmed by AM. 
Training has been given to proactive team to ensure 
understanding 
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Implementation Response Closure Date 

Raw reports upload to 
Dynamics as evidence. 
However, it is often not 

Consideration will be given on how we quality assure in 
clear (to non-team 

Having completed a line of enquiry/conducted analysis It is important that if someone independent of BRT (an this team 
members) what purpose 

the findings should be entered in the REM Checklist, Inquiry for example) were to review the case file that 24/01 CM -This will be added to the summary tab of 
8015/ Alison C/ the report serves and 

23 Colette M without a degree of 
recording how this finding impacts on the investigation they could understand the outcome of each line of Medium 12/10/2023 the Rem check. Update 08/03/2024 - Stock rationale Implemented 30/11/2023 
and whether it supports or undermines the enquiry and how this impacts on the overall case. document has been updated to include all 

analysis by an 
investigation, recommendations from AM. Proactive work has 

approp riately trained 
restarted 

person whether the report 
supports or undermines 
the investigation. 

It is noted on several cases 
in the dip sample that the 
investigator telephones 
the PM. A brief note is 
entered into Dynamics 
which lacks detail and the 
only way to understand 

While a recording of a telephone conversation is 
what was said during the 

excel lent evidence, the listening of calls Is not the most 
conversation is to listen to 

effective way of assessing the value of the evidence Additional training will be given in this area 
the recording in Puzzel. All points covered in a telephone conversation are 

available. Therefore, in addition to the recording the 24/01 CM - When the Source data training has taken 
The recording Is not always summarised and captured in Dynamics. 

call an 10 should provide a brief summary setting out all place by end of Jan 24, this 
action will be addedto the 

R016/ Alison C/ easy to locate and istime 
the matters that where discussed during the call Medium 12/10/2023 relaunch and training delivered to Proactive Team, Implemented 30/11/2023 

23 Colette M consuming to listen too. Where the ID undertakesto follow up on an action 
Including those that point away from the Investigation. Update OF 08/03/2024- Phone call template has been 

Having listened to the 
during a call, that follow action take places and the 
outcome of the same it captured in Dynamics. 

created by myself to ensure all details of a phone call 

recording It is noted that in 
Post call the 10 should evaluate what was said during are captured and added to the dynamics case 
the call and seek to follow up and/or corroborate what 

one case the 10 undertook 
was said during the telephone conversation. 

to conduct follow up 
action. This action either 
did not take place or if It 
did, the action and the 
outcome was not recorded 
in Dynamics. 
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Summary of Assured Team Response/Progress towards Status of Anticipated 
No. Team Owner Observation Summary of Recommendation In previous Month(s) Rationale Pdnrity Date of Rec. 

Implementation Response Closure Date 

Accepted - Out of 2 of the 4 cases dipped this month. 
CAS-3110304 the branch gain was offset the following 

Investigations complete CA by branch debit and a C. 
and root cause of issue 

it 

t discrepancy 

0 

-A deb a di 

of 

the C llowin 
identified and problem 

TP a TCt offset. offset 
following TP by a gain and a TCto offset. 

resolved. However, there 
Where an investigation leads to the identification of the Noted there should boa report lite attached to the P 

is no report on file 
problem and the discrepancy/Issue Is resolved then a dynamics case for full transparency and a reminder will

explaining what lines  of 
short report is produced explainingthe lines of enquiry be issued to the team. 

enquiry have been 
followed and how these led to the resolution of the 

In the interests of transparency and to protect Support Noted A&Cl will check in this round of testing before 
followed and how these Advisors from allegations of malpractice, it Is Important the end of March, note use current cases not RJA02 

i.-r ]/ 3 
Tracy B / 

lead to the resolution of 
issue. 

that a record's kept to explain why an investigation Medium 12/01/2024 retrospective atT2/T3 stage of a discrepancy review. Implemented 31/03/2024 
/24 Simon W 

the problem. 
Decision and Action log must be completed in all 

which has not lead to the recovery of funds/a sanction 
NSRthe changed the anticipated closure date o 

cases. 
applied is kept and maintained. 31/02/2024 to reflect A&CI comments in column N 

31/ of

As there is no report on 
file, it follows that there is A&CI 12/03/24 -Testing complete and report lite 
no Decision and Action log attached to cases completed after 22/1/24, therefore, 
on file as this is currently action closes as implemented, 
embedded in the closure
report. 

I agree that there is a reed forthe Contract Advisor to consistently 

If during a meeting With a PM they admitted to misappropriation capture cenversztinm with pestmestere and where en admission is 

of POi. to nds, a note should be made of what was said and the PM made ensure this is recorded correaly (using Puzzel if able to(. I would 

nuked to sign the note. 
nervous be the role of the Comratt Advisor(whomakea 

determination as to whether a postmaster has breached their 
de 

aeon 
agreement) toga as security investigators a nd interrogate a postmaster 

All telephone calls to PMs should oe recorded via Puatel thus 
If admissions of wrong doing are not captured in an during a meeting environment no- ask that trey sign statements. Ties 

capturing any admission made. 
evidential format, at the time the admission i s made, feels to me likes PACE two environment. 

Alleged confessions by ix  callis racevedfroma PM andthe,efore, not automatically then such admissions may be lost or later 
We also need to be mindful that a Branch Assurance visit, where a 
postmarter may teesaspendad,i,inaeeife stressful aconnic cewhich 

PM's of misappropriation recorded via a Pu:zel,atote blithe telephone conversation should withdrawn/denied. may heveen impact on what the postmasterseys. 
of POL funds captured be made ImmediatelyfellowIng theca) l usingthetemplate Propoasi 

RJA06 David verbally only and not provided in the Investigators Manual and saved W the case file. Loss of key evidence, such as an admission, can lead to a) Puzzel is being introduced into the team with guidelines as to when 

/24 Southall recorded in sufficient way 
consideration should be given to sending an email to the PM 
following such calls ,thanking them for the call and in the email cases being lost (in whatever venue) and/or repucational 

Medium 12/01/2024 use(and if unable to use howtocapturecheircallsc,n,i,w,tly,,d 
scniompuraresssiy). Consideratlonalseee be given 1osharinga record 

Implemented 31/03/2024 

as the confession could be stat ing,'during this can you saidthat POLtunds have no used for damage and it not being possible to recover POL funds ofthe cemesatlon with the non tmasterafcer It hastaken place 
offered in evidence in ...........'etc. b)Arry edmiaiem(or suspicion) of alleged criminal a mop  be 

whatever venue. All admission must be probed in granular detail and referred through These toAssura nee & Complex Investigations who, 

During any subsequent meetings with the PM, which must be corroborated. An admission must never be the only through thei-imescigacionteam, may want tofollow upd irectly with 

recorded, the admission must be probed in granular dote iI, how 
this, did they do the piece of evidence. 

the postmaster 
A& Clot/02/2a-There is no suggestion chat the Comma's team much money, when was what with money, 

where was the money transferred to, how seas this transfer conduct a PACE interview 

enacted, why did they do this, whatwas their intention. 
 13/03 - Posed now used ev al ll . soil need to work theorem Update

through how the content can be shared with the postmaster. 
Update 19/03/24. Jiscussiun with A&CI regarding she ring record 05th 
Postmaster post meeting which will be shared with the team. Action 

w implemented. 
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Recently Closed Recommendations 

No. Teem Owner Observation Summary of Recommendation in Prevlous Month(s) Rationale Priority Date of Rer_ 
Summary of Assured Team Response/Progresstowards Status of Anticipated 

Implementation Response Closure Date 
e evan materialnot 

uploaded to the case file at 
the point of collection. Call held with the team or the 29 Janua ry 2024 to talk 

through document storage. 

Multiple items of relevant 
material uploaded to the Proposal is to i ntroduce a new document management 

case file In a matter of a 
Failure to comply with the disclosure obligations as set system to replace the case summary document (which is 

few minutes, which 
out In Appendix F of the Investigator's Manual may currently a word document) whereby all documents that 

suggests that material is 
All material gathered during the course of an result in the following: the Contract Advisor has been provided will be uploaded 

being stored on the 10's 
investigation, orgenerated 6 the 10 themselves must g  

y to a SharePoint site relevant to that branch. The decision 

local drive and not on the 
be uploaded tothe case file atthe point of collection, or Caseseither unable to proceed or Decision Makers (in rationales completed bythe Contract Advisor will then 
if not practical to do so, as near as practicable whatever venue) being unable to make a determination. include a hyperlinkto the relevantfolder on the site (as 

case file. 
thereafter. well as individual hyperlinks to the documents referred to 

RJA07 riots David 
Evidence only uploaded to 

Miscarriages of J ustice. 
19/01/2024 

in the rationale so everything is stores in one place) 
Implemented 31,/03/2024 

/24 m Southall 
the case file after the PM 

Asub-folder structure designed within case files in order 
that material can be separated between evidence on Reputational Damage. Will testthis with a live case and then review how it has 

has been terminated. 
which the case team are seeking to rely and other gone at our next team meeting (29 February 2024) with a 

material, Allegations that the 10 perverted the course cf justice. view that twill  be rolled out by the end of March (start to 
Only evidence that the use from P12024/2025( 
case team intends to rely 
upon uploaded to the case 

Decisions (in whatever venue) being overturned. 
Update (13/03) -still on trackfor introduction for end of 

file with no other material 
Compensation being paid to those impacted. March. Live cases currently being tested (and working 

u loaded to the file. P well) and all cases will be managed this was from April 
onwards. 

Failure to comply with the 
requirements in Appendix Update 19/03/24 Implemented with effect 20/03/24 
F of the Investigator's 

Call held with the team on the 29 January 2024 to talk 1 through document storage. 

Proposal is to introduce a new document management 
system to replacethe case summary document (which Is a 
word document) whereby all documents that the Contract 

Evidence uploaded to a file retrospectively undermines Advisor has been provided will be uploaded to a SharePoint 

Multiple items of relevant the provenance of the evidence and degrades the site relevantto that branch. The decision rationales 

materia I uploaded to the continuity. This in turn can lead to the admissibility of completed by the Contract Advisor will then include a 

case file in a matter of a evidence being challenged and may result in key hyperlink to the relevant folder on the site (as well as 
few minutes, which evidence being lost (regardless of venue), individual hyperlinks to the documents referred to in the
suggeststhat material is rationale so everything is stores in one place)

RJA08 David being stored on the 10's 
All material stored in one central case lie (not local 
drives) which is visible can be accessed by all teams who 

If the whole of the investigation file is nct visible to all 
19/01/2024 Will test this with a live case and then review how it has Implemented 31/03/2024 

/24 Southall local drive and not on the 
are party to the investigation. 

teams then this may result In work being repeated, gone at our next team meeting (29 February 2024) with a 
case file. decisions being made without a full and complete view that It will be rolled out bythe end of March (start to 

understanding of all the facts. use from P12024/2025) 
Evidence only uploaded to 
the case file after the PM Actions being missed (slipping through the gaps) as a In addition to thisthe team (again on the 29/01/24) have 
has been terminated. resultof a team believing another has completed or will been reminded about the importance of uploading to 

complete on action. Dynamics atthe time and not at the end. 

Update (13/03) - still on track for introduction for end of 
March. Live cases currently being tested (and working well) 
and all cases will be managed this was from April onwards. 

Update 19/03/24 Implemented 20/03/24 
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Recently Closed Recommendations 

No. Team Owner Observation Summary of Recommendation In Previous Month(s) Rationale Priority Date of Ren. 
Summary of Assured Team Response/Progress towards Status of Anticipated 

Implementation Response Closure Date 

Noted, will need to consider how this feeds into the 
Management review is 

outputs from the Termination Decision Committee 
generic and simply states 
that the manager has read 

Update (13/03) - narrative now increased to support 
the report and agreesthe Failure to provide specific feedback and confirmation as 
findings. This approach to why the manager bel ieves the recommendations of 

the decision  out why the decision meets the 
settingnt

provides no assurance that 
The manager should confirm that they have read the 
report and provided specific rationale as to why they 

the 10 are correct undermines the credibility of the 
requirements out in the relevant policy 
document (particularly the suspension and termination 

R/249 David 
the manager has actually 

believe the findings of the investigator are correct and 
management review and therefore, the investigation 

policies). This will be evidenced in any rationales from 
read the report or process as a whole. Which in turn may lead to Decision Medium 19/01/2024 Implemented 31,r05/2o24 

/24 Southall 
provided any evidence of 

well unded. See section of the Investigator's 
Makers questioning the thoroughness of the 

March onwards. 

overview and scrutiny. 

Mann a
Manual for further guidance on what should be included 

Investigation and undermine the Decision Maker's 
in Manager's review. 

confidence to make robust determinations resulting in 
Once the Postmaster Contract Termination Committee 

are live 
(April 2024 onwards) this narrative will be 

Note - this is a repeat of poor outcomes, 
captured In the committee meeting notes and the 

recommendation RJOS 
commentary added to the decision rationales) 

which was closed as 
implemented 26/05/2023 

It needs tube noted that the postmaster's agreement was 
not terminated due to discrepancies, instead it was the 

)admitted ) action that they had used over £200k of Post 
Office money to fund improvements on the retail side. IH I Given the admission a Tier 2/Tier 2 report was not 
requested, however this is noted and a Tier 2/Tier 3 report 
will be requested for any termination decision that 

volvesa branch discrepancy (whether POL knows the 
Postmaster contract 

The Common Issues Judgement places an ohi igation on cause or not). This has been implemented with immediate 
terminated due to breach 

POL to demonstrate that Horizon was not a contributing effect. 
of contract. No supporting 

factor when considering taking action againsta PM 
Tier 2/3 report, As a 

relating to a branch discrepancy. The way POL 
Please note though that all decisions to terminate can be 

RJA10 David 
result, there was no KEL In cases involving branch discrepancies no Postmaster 

demonstrates compliance with this obligation is the 
challenged by the postmaster, in this case the decision was 

check performed nor contract terminated without a supporting Tier 2/3 (or 19/01/2024 challenged and the decision to term inate was upheld by Implemented 29/02/2024 
/24 Soauthall 

confirmation that Horizon A&CI Transactional Analyst) report, completion of a Transactional Analyst report. Without the Decision Review Panel. 
was not a contributing such a report, POL is unable to demonstrate that

Horizon was not a contributing factor in the branch 
factor in this case. 

discrepancy and any termination and/or recovery are 
A&CI 08/02/24 -The recommendation relates to 2/3rdsof 
the cases in the dip sample and not just one case. Assured

potentially unsafe and are liable to challenge. learn irnited to revisit this recommendation and 
recommendation reopened byA&CI. 

Update (13/03) - not sure whet additional action needed 
here, as noted a Tier 2/Tier 3 report will be requested for 
any termination decision that involvesa branch 
discrepancy (whether POL knows the cause or not) 
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Summary of Assured Team Response/Progress towards Status of Anticipated 
Nin. Team Owner Observation Summary of Recommendation In Previous Months) Rationale Priority Date of RPC. 

Implementation Response Closure Date 

As above - Proposal is to introduce a new document 
management system to replace the case summary 
document (which is currently a word document) 
whereby all documents that the Contract Advisor has 
been provided will be uploaded to a SharePoint site 
relevant to that branch. The decision rationales 

Each piece of evidence given a unique reference 
completed by the Contract Advisor wi ll then include a

number/link 
Without a unique reference number/link, R Is hyperlinkto the relevantfolder on the site (as well as 
challenging for the decision maker to appreciate the full individual hyperlinks to the documents referred to in 

No direct correlation When producing Rationale Documents the 10 provides 
between findings the reference number/hyperlink to the piece of 

weight of evidence available to prove a 
particular paint the rationale so everything is stores in one place) 

RJA13 David recording in rationale evidence they are seeking to rely upon in support of the Failure to highlight and bring to the attention of the 19/01/2024 Will test this with a live case 
and then review how it has Implemented 31/03/2024 

/24 Southall documents and supporting point they are making. 
evidence, 

Decision Maker and the other side material that gone at our next team meeting (29 February 2024) with 

Any evidence that undermines the case and/or assists 
undermines the case or assist the other side, exposes a view that it will be rolled out by the end of March 
the 10 and POL to legal challenge, tional damage (start to use from P1 202412025) 

the other side specifically referenced in the Rationale 
and may lead to a miscarriage of justice.

Document and brought to the attention of the decision 
- stills  onar track for Introduction for end Update (13/0h.

maker and the other side. 
Live c ei

of March. Live cases currently being tested (and 
working well) and all cases wi ll be managed this was 
from April onwards. 

Update 19/3/24 Implemented 20/03/24 

Support already given to the team on an ongoing basis, 
with weekly calls to talk through any branches they are 
dealing with. 

A&CI 08/02/24 - Evidence in support of response 
Management conduct at least a monthly review of all requested. 

Case spanning several 
open investigations and record that a review has taken Failure to provide support, guidance and oversightto 

RiA15 David 
months and occasionally 

place on the case Action and Decision log in accordance I0's can lead tothe 10 becoming blinkered, lines of Update (13/03) - need to understand what evidence I 
/24 Southall 

years, with no recorded 
with the Assurance Section of the Investigator's Manual enquiries that ought to be pursued not being followed, 

Medium 19/01/2024 
can provide here, these updates form part of a weekly 

Implemented 29/02/2024 
management 

https://poluksharepoint.com/sites/InvesitgatorsManual which in turn can lead to poor investigative outcomes, catch up I have with each team member. Need to 
review/oversight. 

/SltePages/Assurance.aspx balance capturing evidence against my time needed by 
me to write everything up. Support on the evidence 
needed here would be appreciated. 

Update 19/3/24 Advice provided by A&CI and to be 
implemented with effect 20/3/24. 

POL-BSFF-1 04-0000251 0021 



POL00448292 
POL00448292 

No. Team Owner Observation Summary of Recommendation In Previous Month(s) Rationale Priority Date of Rec. 
Summary of Assured Team Response/Progress towards Status of Anticipated 

Implementation Response Closure Date 
tube ass pp does provide of 

neermrirr ication when used in an invrrrhative setting it does 
present securty, data governance, disclosure and investigation 

Communications with management challenges. 

Postmaster via WhatsApp. 
Until such time as POL issues further guidance on the Security - While WhatsApp does provide end to end encryption, 
use of WhatsApp when communicating with if the phone containing the messages is but or stolenand 

WhatsApp messages not 
Postmasters the following protocols should be adopted: particularly if the phone is not password protected, sensitive 

uploaded to the case file at POL data maybe compromised. 
the earliest possible 

1) The use of WhatsApp should be discouraged and Update (21/03/2024] - agree with the 
opportunity. 

communications with PM routed viaa POL email 
Data Governance - if the event that POL receives DSAR or For 
request, the DPA team may need to search mobile  phonesto recommendation, although a wider business use policy 

WhatsApp messages only 
address. ensure respondent data is capture data. needs to be considered. Happyto adopt the following: 

visible to the Contracts 
1) 1 have discouraged the use of WhatsApp and that 

RMHO David 
Advisor in the case and the 

2) Any decision to use WhatsApp when communicating Disclosure- There is an obligation in both civil and criminal 
Medium 12/03/2024 

entail comms be used as far as possible. 
Implemented 21,/03/2024 

6/24 Southall 
PM and not the wider case 

with PM to be authorised on a case bycase bases by 
Head of Contracts. 

investigationsto retain and record all relevant material this 
includes communicationson WhatsApp. Failureto comply with 

2) Theteam will agree with me on its use. 

3) Communication are already restricted to a POL 
team. such obligations may expose Contract Advisors to a potential mobile phone and personal phones are not used 

3) Communication between Contracts and the PM via charge of perverting the course of ju stice. 4) A copy of any WhatsApp communications are kept 
WhatsApp messages which 
are potentially disclosable, 

WhatsApp must be restricted to a POL mobile phone. Inveaigatiun Management- R is imperative thatall members on the contact log maintained by the team 

not being retrievable due the wider case team have accessto all relevant material in the 

to a problem with the 
with the

4) Communications between Contracts and a PM via case when making decisions relating to the matter under 

Contract  phone. 
WhatsApp must be downloaded at the end of each vestigation. 
working and saved to the case file. 

Sending and receiving electronic com mun ications via a POL 
email address would resolve manyof the issues highlighted 
above and therefo re, the use of WhatsApp should be 
discouraged. 
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