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rT'.DEsa Ito ato Cc~r ~ar~> s trn,,* i t' I x; rrs =' plate 

.. Purpose 

h. p p of this communicationsplan is to rap out the deliverables necessary to support the successful launch of the 

changes is i pl mented by the 6 Release  and it's ndivi u .i products. 

This plan will enable the project boards to review and sign off the communication doilverables and for the plan  , be 

integrated into the project plan .. it s the responsibility Of the r j ct rr'an3:a^: eii c enanre all de•i v0rabk35 on the is are 

achieved. 

4. Scope 

4o In Scope 

• Operational Communic tions'P bli ati n 
• internal Communications 
• External Communications 

,2 Out Of $cope 

Communication's concerning future eleases or programme activities 
s emoviews -_ these are for contingency and should riot appear on a communications plan. 

Marketing  activities. 

d ~ ~ 

Automated Payments (P) Enhancements 
u AP- ADO (Additional Date 

f 
Capture) 

o 'OI, € S (Poet OfficeLtd Data: Exohanco Server) 

DVLA onIirie 

3ersfon S' umber draft v 0: t c Et341, 3 2. _____s.*_*_..._..____-
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Vii. ;"E ke %[ T 

a Postcode & Address Finder (AF 
# Smart post link to PAF 
a Impact Programme 

o Automated Remittances 
o Overnight Cash holdings 
o Financial System 

a Change requests & fixes 

NB For a detailed description of the individual projects refer to the $60 Implementation Strategy document reference [3J. 

6, Background 

S60 wifi cieliVer additional functionality to The. Automated Payments facility. 

Automated payments will be enhanced with Additional Data capture (ADC) Po to Address Finder (P AF) and an External 
f eta Gateway ( .t Gy, This has the potential to reduce paperwork, as well as prow clients with much more electronically 
captured data, This will mprove accuracy of transactions and enable more cost ffsctive data tr-ansfe . The first client to 
benr,fit from r this enhauco,rnent will be DVLA. We will ink online to DVLA for ve ficatlon of the new e-style MOTs. This 
r~znh rr r,kmen provides nc pp:~ tunity to take, on , ;r~ v . limits Ind to develop currentx Bent offerings, 

Aseparate, but linked three -phase'projects called impact air-is to deliver a new fiftdr al accounting sstem by mid 2005 
Phase one will tale placer at the same tine as the AP-ADO and PAP improvement 8 It will include automation of the pick up 
of ONGI-t (Over Ni ht Cash Holdings) in branches - helping Post Office Ltd to m age its cash more effectivelT and the 
automation of the tracking system for Remittances - giving better control over the „xa;t whereabouts of cash rams :n the 
system and enabling a lighter accounting process, 

° , Post Office Ltd Objective 
.
To deliver charges to the way we do our business through the $60 and phase he Impact release that will dray atic lly.

simplify the job n.t the rot titer r .ud in the back office in a way that will make our offer to clients more attractive, and allow our 
frontline people to focus more on selling, t. 
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r°rr mate 

Chtrs  -„t rnpt

8. Communcaon Objective 

To ensure that all audiences affected receive t€r &1y ann effective comr, to=1ic 1. on that demonstrates our strategic 

commitment to simplify the business and nrosulr,, our frontlu e people with r €ore time to ,,,ell, as well as assi trg n delivering 

Post Office Ltd's abjctive above.. 

9. :udien  
- 

Stake hold rs (see 0 Stakeholder Management Approach & Pian doc ref. [11) 
General Managers 
Heads of Area 
Managers in the -Retail Une 
Post Off c `OS ranchos 
Product Managers agers. 
NBSC 
Admin Functions 
Customers 

10. Key Messages 

Why 
TO 

simplifly our processes, enhance our oL .i to „Y , u's, provice space for frcn.l,=oe pe=ople to sell, prove accuracy, 

increase speed of reconciliation and drive down costs. 
What -- The 500 s is se a f ;ll enhance Automated Pa °r cnt<s (AP) functionality wdh Addition l Data Capture (ADC ._ DVLA 
is 

first 

client to benefit. We will link online to DVLA for verification of the new styic MOTs. We will introduce Postal Address 

Fln€lcr 
E. 
° s anderd f rxat. re offered for no A '-ADO tr nsattions or as 

an 

:nhancarnsnt to estnq t€r.r;.. ..

(P F) capability will Initially link to smart post for a limited number of transactonr: .. 
u 

;xwil be 
also 

launching the n w External fiat=-r Gateay (Ef G'that will low data files 
to br. ;: .ss d to lir rrt., 4lil ; tu: do 

reliance on a third party or the development  Of individual connections. 
Impact 

aims 

to 

deliver 

a 

new 

financial 

accounting 

system LLv mid 

2005. Phase 

one 

will 

include 

automation 

of the 

pick 

up 

of 

ONCH 

jOuor 

N'ght .h 

Hol:fin 

s) 

it 

h r 

r..::l €_ 

l 

+ lJ

,

"t ri 

lost 

Office Ltd tc 

mane 

: 

its 

c.c 

s ow rs 

off 'ctiv 

ly, 

tied 

flr 

a toma.tron of tl a ftackno a ,.,icr s ,, .r r" .. i # :Fe;tr _..; ' 'ing net,te r';tr{; l over f e €t t where, Abouts ^,f cash r# t' in the 

system and enabling a fighter accounting process. 
When 

Already 

d 

being 

d 

v£e10 

ed. Supplier 

testing 

starts end 

jan 

2004. Launch  

due 

late 

summer 

2004. 

Vass 

i €art ber raft v 0A 

te0i.12, 

t 
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CorlirnUtil+.ycic,~ons S iretoq 'rat iarre t,g "4" ixt al3:t 

Where — c.4,6O0 DVLA branches for DVLA Online and the rest of the estate f 
summer to c.  ?9 MVL crarc yes, c 2 branches to test Smartpo t with PAP c, '? t 
one cash Centre location tbc. 
How — Operational Focus, Workaid and Operationalona Manual and training materials, 
How — FKnthne Focus, i.:;omrr § rcial Forns Busness Focus, Couner, Press Relear 
Who w., S60 project team, Internal Comma, PR, AP Product many errs, H.OAs, 
Values - . Simple arnJ straightforward, Commercial and profitable. Expect more 

I.I. Tmescaies

Jan 2004 .... ptt°Ot 2004 

.2, Budget 

E /A 

1 .. Release Communications Plan 

Ref. / Type Audience Objective Key Messages Cha 
Product 
S60/1 St:.l d0kii 'r CI 

ie f 

3 o aware ness
}

.
(yve 

t.ie wfs of 60 rell ease, 2F 
Yt 

'. o mima Operating R

ed 

Manage ex ertatiQns.. i paot on POL and the 

tll Officer Enebd im aot p nning. bus ye a srralec_}y and 

2 uk(` old„I.(., ",.fib ✓t~. a4~r.>  gam Com nitmei to the fr Li <rt} pie fli.t! h G} / i ^ j.

£1$E3dH3:;. programme 70 '&

umfui.be 

s 3 3c'i~ 

.. ... uired aim 

V~ mol l h Sent e-1; r11 a 1 V .'e '101. €2.A5 1 Y 

all other products. Soft launch in raid 
nches to test ONCH n Auto Perri in 

more. Customers matter most. 

Timing sponsi le For Music 

Jan04
PY!

- Rai, Ongoing 
fCef r r£sly ;Jac'kaon/Man y 

me t n Brown + 
dy~ 

take9 ice  }or' 

meetings S nput 

d,4 ' AIi nth Holleran h
=$'r ii a iz'en the 

aafi,. 1 that

x,17 },i j

hi 

rahe fbe Prot t, -er 
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rr nI t r to Co ; rirc orrmm f t , rr:0 11 i 4'. Ci 

S,WIF  ie ~t .1G xr Su,KeihSVlders € K oi,?t €€ 1C3:f`.€ GI 

C ;E3.; .1ms € ,arc ray 
All Manaqe .. ac  or€ . 

evb.:;:1: to a i; r t ,#th 

L. 

, r. .. ,. (~
:50014G C 4;i. e. 

rel....__. ._ t_ r 
duct F"l; i hlIgh r r n ;f 3t..i 

1.a:,,.. 

enhanced vst# rn 
~~qq q, p'w
AP ADC 

D

dµ. ,Rqg~ s 
~c 

rate c e nt °~l(r st Generate ne

HOM 
& Head ~DES 

~jy g".f"z:
},oltt~) ,~3~ 

Proc Iierr++q ~A 

Head Ord Sales r 

if ~;~ r~.rf:f et k . ..inr;,.. 
_ 

Raise awareness. 
Comas Manage expectations. 

Len , Lenro cc r :t,= progress 
0 f0tc'i;t .- 33u:'~` 

ratr✓g€t pan 

etd`users to i'€' ?eic p 

View of u# l' Impart 

trnmy ej1 t do to 

day working duties' 
What this rr 
in build stage,. 

AP ;ADC System r .. 
as er more ec ura-e, 

oss

'=. nd tlx: < billty. 

S mp ltulnc our 

Wf improve accuracy 

of transactions. 
Han )otentra.l to reduce 

it L) prosde space 

Is;r tronthle people to 

540U0 t€ [ tmo rsellinct, 

An =.:P;_l1ElrtunIt' `u take 

an new clients and to 
mieveop current cent 

. t term to .. .^r efit., .._. 

D\ /LA. We b link 

untac to E.?VL.A for 
1 e i(;:Ivion of th. , new 

style MOTs, 

IMPACT at the Opc 
top team meeting. , 

Share End Jan 04 Macdy 
approach Ongoing ErowsICraham 
documents & BeeaniCmojcct 

Briefing o,:,,. , >M 0 op ,?'b PDT 
Fes'. demos 1 coqoing Torn Frqarald 

p rc r.nt ?t t3ns,_ 

,x $o:tatson 
C4 Isle 

C0  7h i„ T'ili'lrni c f":''. 

Focus spsciol Mar 04 AbJ Prodec

or C 
,,,,,w..,,,._,,, 

Mark k4c4y 

war>, rr?f 
1 ;Feb 04. 
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::citE;t F Staenv Dec mv 5 

(EDG) eat `iltiw data 

files ro be passed to 
c hencs inure scat 

effoc vely than via the 
current turd party or 
individuot conned€Cans, 
lrrt. a t aims to deliver 
a new financial 
accounting systems by 
mid 2005, in three 
phases. 

Phs one of hnpact 
includes automation of 
CINCH 5.€'d Hems. 

E :1tf..' 1ctE€:7€ (; f the pick 
up of ONCH 
€Overt Igor Cash 
i Ir3l~„<rL~s} in branches 
hepinç Post Otfice Ltd 
to manage its cash 
more effectively 

Automation of the 
t,,,a ki€ 3,ti system for 
Remittances - wing 
oe ttcrr control over the 
exact whereabouts of 

cash rome in the 
system and enabling 
fighter €tcc€w,`urrting 

process. 

S807 Generat GMs Paise awareness Dotahs of S60 release, F2F !1 Apr 04 Graham Bevan, 
Comms , Manage eimnoctar oiI , anpai<t on OE raft us, Brieftti paper T ransformational w. 

All ui.t of Enable impact pci:r€tr ;rrr l yet€ra t ricer for ca ada Change en er , 
'« 

Erar,ohrse & revise performance PDT Tom 
Multiples targets. Fitzgerald. 
Head of Sales 

I 

$6OI 
f 

a~rr~€~~.«....,,~... 

general 
.....,.. ,..,... .....~ 

ALMS 
_ 

Raise oar ronmgs Details of 860 r~oleariny F 4,P 
....«..... 

a.3 04 Graham Bevan 
Manage c~~tect A 

~on;'~,.,.

~~~~yyqq ~ST  p p 
Mtipd4+t. on c~p~~r~f~te0ra5, 3 

~} ~yyx 
G-SrtCf1 ~. ~ paper Heads of Area 

AU Enable ;ruin€ct e I'n nina. I ineludiro need to : for ade Marc KAIN 
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communications Sf r< f M.  Dy ' ant 1 : rspt tt3 

— — revise performance Q s 

Imp€lernenta ,on phase 
starts.  

S8019 General Matt Agents Raise awareness, Details of S$$U m1r Ouse, F2F f' use on Jun'Jul 04 RLMS 

Comma Manage expeatatona. impact on opera':kwi , 41151 etc j 

All Enabe }r p c pllmning. incldq reed  to W °I_&L. 

tarp lei,

It pea, ntatcai !;chasv 

. - „:.._... 

! Ge xeza1 
.. .... 

To Barn Ci3r4it?t.€. 3': I: to 
starts 
PetaLM"i ii 1 

-•---......w.~....~.,..«.„. ,« 

I"2F 

......, 

Ieb 0- \tar 
er • . 

TcMra & ?s. 

t:s .rr€,a: 1.=~ t~- SD the programme mme / Presentation. t4: Project Mgr 

Impact ~tA81YS { . 
 
requirements ).tow the requirements 

Commercial will be developed
/ Rural 1 input required fi 3'?€-}:. 
Multiples end asters to de ; eiep 

dell d 

View of what Impact,

many effect day to day 
working duties 

cioin General ° LM  }, a-; t ,~, F: 3 .fit? €il orr the . 6 I Feb 04,—M .r HOA 

Co m s, tm },-s:f. , .. . . ,. , .. /C f r; •3t _r }tat:#art 04

Ir p ct I ' ow the requlrer. a `iit:

o,,ill be developed 
Input required frmn 

€"'t' users to devc 'm 

View  of what Impact 
r A€r nz= effect day to day 

rat x zng duties 
'0 hat t 't.is ma bra ~. m 

60/12' G € ref ;yta ` fryc? f ; TO qn€ Comm tmen, to s above but use rrn t c r, ri a:z J 

Gamma mere  ceaamme tailored to the trrsrts etC ! 
€1 ' 

€ 

4It7tt3act  F € L 

K y D

~~

at ([

etaa~)yg y

. 

gg~ 
3,. €€t '.. .... ...... . 

Vmlot Number draft v 0. # ate t:1 .tt3 14 wF~ 
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1 " Uredorat <r aEta :€9 v°rs 5trai , Docu.mer t Template 

General Up Dat£. . )ehverable chievcd l F Aural 4t TCMs & Op 
Comm What this will mean to l re'se th n My 04  CProgect Mgr 

Impact' , t 3e counter 

Benefits this

S;•~Tmt#x,313 •' user 

t~ ~ 

gg

~ 

77  T}pp ~~py 
SIE d£ ra :L fur RLM' 

S0)  Cenerl RIM  ')..i %0 ,~.veb P2F April 04/ HOA
Conmis E 

31  
3 ll 

ac k  to lored t3o Pese s tion. ay 04, 
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.~Y(.'£E • tV.. .:~14 i f,.,,_ t 'F.A AJN {.F• ?b# 

o pDa
t e  0 i t ) .,{ 

R

~9~ r{( 5 C 3

g

i ~.2i 5 `3.1 F4..i,~`fw 4Z. 
{ 
{ 2F / e o T ~. 'Y" 04 , 7

.....~......
,(

~ RLM 

~ t 5 ##~.r'1 
5 .. 

d#[r t--?. i

n

s

,

. .ve visits

.[` 

, C i M~ F3 -

$$
3.q t 

j
j

5

. S.

#.xe .1r, '.I c~_ . 1 {.>ti .,3 <, 1.x.3 ,¢' U E..)<3,L' ., S~Y#t a Y~. t" r~ port 6: n Cam .rc1.a) '-1`~ ~ c c . , sd. 

I ss Focus Live 
s gl 

$4I ' tr i 

$60117 eneral 
~-,Comms 

< Solt launch Ra ee awareness. T Selected Scat F2F C Phone May04,June TOW & Man 
branches Manage expectations, launch, 04 in Retail Una 

~t 
f t Nsxt T'yt£ ps. 

2610414 - POL Testing .n; 
10..., 11'3•r4'eDate dies Upgraded 
2C . >,t ..,.i eCoun1e Provinrg £ 

fI L, uncIi ft r'g 
p 

g b 

4d$is`3LA pfl11  ADC 
^ smrtppffln1u9 PAF ;£ 

~. lr a t ro ects'~1 
gg 9 ee yy pp.. yry

.
16 18110`i "' DYe ILA 8  63 c L,~ugc#8 : , S 

rl~f1 ; £ze Graf Stak o e-tttal9 J 04 c?tT w 
Comma Next steps upgrade F2F, 

.. 
Aft 3 j ($50 to 60) Rrogr

end impac s only.y. prl
Live counter proving in I
Caithome will now 

%f 0.1 O,t€eC 9.t 
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rr tca S tey Govt € r+: renp 

commence. 
"tilt launch ,, t'1 follow

shortly - deta9:s. 
c.'3'.` DVLA ti's ̀ fiches 

c. ?? Srnartpos 
c. '? ONCH S Auto

560119 Oo timll l , Nutt aunt MM nn. e exp € ,at€ons, Na, t ._ .i ,s. P t a€ e, u::f €0 < M. na j r in Patail 

Comma branches- line 

O IA 
; }pp ~~

. € Dv LA ,.. ____ E .. __--_ --` .. ,..,,. ...............,..... 

560120 C3 f r ~t l9  Yt iun h Understand ohan es € , , l o a o 1, Aug 04 Op E ~ rp mm 
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Directe~r, Docu3'.r*r;st 

• Key release and project ;totes constantly changing, impacting, the abi 
resulting in reactive communications. 

• Release content chang'ng, impacting the ability to effectively plan 
communications 

• Tactical plans fail to gain project board sign off, 
• Release authodsation not given. 
• Functionality fails to function as expected or not at all.. 
• Expectations of key slaaehold r/audi nce mismanaged. 
• Volume of competing communications resulting in messages being cancel 
• Ineffective targeting. 
a Poor message development 
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