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12. Thank you a//for your hard work. 
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14.  
Every 

day of this week, I have learnt about new local initiatives being spearheaded 

served. 

also pleased to see that the Government has announced strong financial 

support measures. 

21. Twelve months respite from the burden of business rates - combined with cash 

grants of £25,000 through local authorities - will really help the small businesses run 

by many of our Postmasters. 

22. I know that the Government is also working hard to try to finalise further measures 
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36 customers ;-What is right for our Postmasters and our Gusto s .. 

37. ̀ ; From my review of the business as Chief Executive these past six months, to achieve 

that we will need wholesale reform. 

:.. 38  I am unapologetic. This is not the time for tinkering:

39 We need to reform our culture: 

40 We need to reform our operations 

41 We need to reform our business strategy 

42 .... The 2020s provides the opportunity to reinvent this great national institution for the
modern age, ensuring its relevance to all communities of the UK. 

43. But it will not be easy as we must maintain an equilibrium between often-competing 
• interests 

a. The Government, as our shareholder, rightly expects us to safeguard public 
money in our network and reduce our reliance on subsidy. 

b. Yet our customers want us to be present in everyone their communities, no 
matter how remote, delivering high quality services relevant to them. 

c. And our Postmasters want good products, simple processes and decent 
remuneration 



POL00458399 
POL00458399 



POL00458399 
POL00458399 

DRAFT- NOT FOR PUBLICATION 



POL00458399 
POL00458399 



POL00458399 
POL00458399 

_ .' . ; 
DRAFT NOT FOR PUBLICATION

77. We will help our Post Offices across the UK survive the COVID-19 outbreak. 

78. We owe it to them to help them emerge stronger with a proposition that drives 

footfall, makes money and develops their business, delivering for our shared 

customers in their communities. 

79. What does this mean in practice? 

Stn \A/PII I think tharP are three hrnad areas we need to address. 

1. a change of a culture at Post Office, becoming one of service to Postmasters and
::.:..; .. customers, 

2. greater transparency around our commercial and financial strategy and what 

we mean by success; and 
3. whether there are new ways in which Postmasters can participate in the business 

l N 
more fully, providing more involvement and better incentives 

dY Culture of Service 

y . . .. 81. Our focus for the future at Post Office is on the business-to-business proposition 

83. 

84. 

85. 

Version 4.3 
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109. We will, therefore, in the new financial year be prioritising our investments into 

each of these three commercial priorities. 

110. This will include finding new ways to leverage technology to improve the customer 

experience - such as starting your mails journey at home, but marrying this up in a 

way that will still deliver branch revenue. 

111. Digital and physical retailing working together for the benefit of Postmasters and 

customers. 

112. We have already shown that this can work through Post Office Travel Card, where 

Postmasters are remunerated every time a customer tops up their Travel Card on

the App or in branch. 

113. We will also be looking at new and innovative ways to work with Royal Mail and 

with other carriers in the coming years — making it more convenient for people who 

shop online or run small businesses, to access more services through our branch 

network and online. 

114. The growing volumes of cash withdrawals and cash deposits we are seeing in 

branches, by individual customers and small business alike, are a testament to what 

we bring to people, communities, and the wider economy. 

115. These are the services that our customers have told us they value again and again. 

This is where we see the biggest opportunities for sustaining revenues, innovation 

and investment potential. 

117: We are doubling down on the core. 

118. But we also need to be honest about our position. 

119. While it is my expectation that in the coming years we will be looking towards a 

degree of growth in overall revenue primarily driven by the simplification of the 

business and returns from parcels, banking and foreign exchange - there can be no 

doubt that the changes we need to make this happen will have an impact on our 

profit. 
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