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Programme Summary — To improve the support we provide to subpostmasters 

Programme Scale  G 

and operators in the running of their Post Offices from the moment they join to Cost C. £4.25m (+ VR c £4m) A 

the point where they leave the business. 
imescales -complete by March 2015 

Quality I ICIL 

Performance (Benefits) 
Period 2 Full Programme 

Programme KPI Target Actual Target Forecast 
RAG RAG 

Operating cost reduction £3m 15/16 full ye: 

Number of spmr suspensions  5 5 60 p.a. 

Reduction in agent net debt 90k 23k £1m 15/18 full ye. 

Satisfaction with training 1 TBC 95 % 
Reduction In calls to NBSC 25 I TOG 

__ 
25% 

_Full_year 
Full year 

m agreed w rh stakeholders and out approach agreed w ih rff (3) On-line regulatory 
hence training prototype being built with supplier and on trackfor testing w ith users win 18th 
(4) Beeeau 2nd receipt transaction scripted and passed to Fujitsu far buia and testing (5) Tap 
h contact into hBSC process launched with Branch Support Teem 

Risks 
RAG Impact Likelihood 

Rsk Summary 
Gross Qossl doss 

Curren Rsk Mibgetiae 

The majorityof operating cost Manage the resource plan with HR to ensure 
reduction isdelinared through we optimise redeployment oppodunifies end 
reduction in resource. Risk to 

16 4 4
el via VR however OR may need to 

sedngs if surplus pool is created. considered 

Issues with R resource IS deliver Working with ITRC to understand specify 
changes and support projects will reasons for delays in delivering activity. 
impact on deliverylimes of specific 

15 3 5 
Appears to be a business wide issue wih 

project adivily capacityand planning ofchange with Fujitsu 

Oepenaencies Status Actions 

Dapendamt on m ama 
Fujits i to deliver 

emrrenure~wen— mg delays In ,e~e~ m 
CRs batic Fujitsu and being 

Ba~alataa m Dare H 
and olsoraised as 

Programme changes and allocated POL resource for writing and I sue at Programme 

Dependent on Business 
Transformation idensening Branch SupportpartofBTseae ng Group. pa - ng invites nor 
ue.en o ,e c ant doubee 

o 
loafed to work with new partner. macsoon 

Customers, Colleagues and Third Party Engagement 

Customers Whilst there is no direct impact on customers, the activity within the work 
streams should have a positive impact on the customer chiperience. The reduction in 
subpostmaster suspensions has meant a continuity of service in areas where the branch 
may previously have been closed due to sourcing and transferring to a temporary 
subpostmaster. 

Colleagues A number of agency branches, Crown branches and Blakemore (multiple 
partner) have signed upto participate in on-line regulatory compliance prototype testing. 
Colleagues continue to be engaged in individual work stream activity. Large exercise 
undertaken with wide range of stakeholders to understand R requirements for branch 
view tool. 

Third Parties Positive feedback from NFSP conference regarding work the Programme 
is doing to make improvements. Workshop with NFSP is planned for end June/early July 
to understand Programme workstreems in more detail and identify areas where the 
NFSP can add specific value. Attending NFSP regional meetings in June/ July. 

Delivery Plan RAG status (Time) On-line 
training 
modules 

HORlce Regulatory leunehed 

Revised lesion hed Compliance 
on-line 

suspension modules 
approach Branch view tool 
launched launched 
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