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Locals and (Mains have narro r sweets pots' of 
profitability for agents and POL, making it difficult to find hosts 

Sweotspot by Model type for POL and agent. Profitao,Fty to POL z'd Agent of Locals and Mains by Customer seem ons per week 
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Local, -A Fine Balance: Locals need to be busy enough to cover POL's fried costs, but not so busy that they require dedicated staffing. 
2. Growth in NLW & other costs will put further pretture on the'Sweetspot and could lead to Increasing churn. 
3. Mid-Range format must be cheaper to put-In /take-out, be less work for the retailer and never require dedicated etafflng

Large Locals •- 2 Positions 

Medium Mains 3 Or 4 Position With Limited Retails 

Strategic Partner Branches -- WH Smiths & Co-op 
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Project Key Objectives: 

"Grow branch profitability and secure the future of 
the network for both POL and partners" 

"Plan to support automation with mail, travel & 
banking services" 

U 

"Improve service levels and choice for our 
customers through automation, design & format" 

"Create a format that is modular, future thinking 
and attractive to our customers & partners" 
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"Create a format that is modular, future thinking 
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o n e c , r n e B c h Exzz c e w ■ 

There are several things that the l-ast 
Office do well from a customer 
perspecirve. 

The online experience is 
a 

great 
example of what good looks like, but 
then this is let down when 'Online" is 
translated to In Branch 

Our aim is to co-create with the F 
Office an enhanced branch with 
evolved tauchpoints focused on 
better serving the customers

The 4 key areas of leverage that 
believe will best aid this evolution 

Queueing 
Sipnage 
Experience" 
SE_-rvice 

opo 

OFFICE 

Online: 
Current customers who use 

POL services online only, 

Target In Branch Areas 
By largeling key areas of leverage in 
branch we can better bridge the gap 

from "Online" to "In-Branch". 

In Branch: 
Giving customers the right 

reason to use branches more. 
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The Pain Points: 

"Queueing across branches is unclear and 
does not aid the customer to define key 

journeys," 

What Does Good Look Like? 
lr aiding the customer with more defined 

ourneys that meet and deliver on their chosen in 
branch mission. 

• Make it easy for the customers, 
• Segmentation of the queue. 

• Make customers feel prioritised. 

The Pain Points: 

'Signage in branches varies in terms of level of 
clarity for the cuslorner, resulting in a poor 

experience.' 

What Does Good Look Like? 
A scalable and defined signage hierarchy across 

branches, that guides customers through store 
missions. 

The Pain Points: 

'Branches currently feel as though they have 
been left behind by the evolving nature of 

retail.' 

What Does Good Look Like? 
Better enabling branches to prioritise customer 

experience with key "moments of delight" during 
specific in branch journeys. 

The Pain Points: 

'Current proposition in branch is lacking 
flexibility to service individual needs of the 

customer.' 

What Does Good Look Like? 
Added elements in branch tho' create further 

value add for the customer, and enhance levels of 
service in branch. 

• Clear communication U'xi el ' voice. • Make it easy for the customer. • Speed of service. 
• Familiar look and feel acres,, I n; i ,ches. • Add efficiency to time consuming tasks. • Online vs Offline. 

• Obvious services propositoi I riots. • Lifestyle lead experiences (gift wrapping). • Colleague Led. 
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