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SpeHfll ::" i a0,a I'f r'n 

:e on Brian A tr ak is work 

i i k r":ngg Group -_ revIv ' r TPIon bore r~,f ri of nO\! ohc sir

3. Initial insights — Behr

4. Steering Meetng on 3c,tu ' pa r -M ca i iu(-J

2. Programme update: 

5. VVork streams highlights 

6. High level plans 

''. Budget (no updates since last meeting) 

8. Risks (no updates since last meeting) 

3. Next Meeting 2410' October 11.00 am . 
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Initial Complaint 
Review and 
Mediation Scheme 
(Complete Cases) 

See slide 6 for update/information on Case Submissions 
Common agreement reached on majority of Working Party TOR, the 
voting right issue will be resolved after the appointment of the 
independent chair. 
Sub group meeting held on potential compensation policy. Aim to 
agree first draft next week and then apply model to initial applications 
before returning for Steering Group review/approval. 
Preparing job descriptions/approach for PO Mediation roles (including 
decision making authority etc.) for Steering Board approval. 

Adjudication of Meeting with Paula about Hillsborough link arranged for 18th. 
Communications drafted — JFSA are being asked to comment in the 

future cases press release. 
Arranging October date for WG meeting with Sir Anthony as Chair 

• Preparing topics for initial meeting with Sir Anthony (e.g. voting, 
decision made to date, roles of attendees etc). 

Green 

Branch User • Nominations received, these will be finalised w/c 21st Oct. imber 
• Inaugural Forum will be booked as soon as availability allows. 

forum 
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Legal (criminal • Case reviews continue with Cartwright King and expected to complete Green 
by the end of October. 

cases) • Update from Rod at today's Steering meeting about Brian Altman's 
work. 
Current plan will updating following QC steer. 

Improvements & • 'As Is' experience has been defined with the emerging gaps and issues Green 
clustered in the main themes. The Improvement programme board 

Culture change members are now tasked with articulating the vision, behaviours and 
outcomes they as leaders should be looking for from their teams and 
defining the "To Be" experience. See update on slide 7. 

Communications • Analysis of current submissions vs. previous lists underway so that we Green 
understand MP communications required post 18t'' Nov (e.g. for spmr's
that didn't apply to the scheme) 

Technology Work continues to understand impact and get required clarifications A
on changes. 
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To date i 

Remaining TBC 

35 11 4 The cases of J Patel, Brown, Wylie and 

Knight have been terminated. 

It is understood that there may be an 
unknown number of RMG files yet to 
come from Scotland and Northern 
Ireland. 
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46 App :,ations t , date 
t Sept. 10 

.2 Sept: 10 
b:4 20 Sept: 9 

': ;; °? l eat: 1 
"2 7 t Oct, 8 
i tc c : 
10 to 17 Oct: tbc 
17 to 24 Oct. the 
24. to . ') Oct. the 
30 to Ov. the 
7 to 11Nov: tbc 
1 " to 1t Ov. tbc 

/ .a:  .. . t,. {;maters and funding agreements sent to SPMRs. 
IQ i irrg for additional information to be suppl ied by SPMR 

4 (  r;ip continue to iinvesti~ SPMR's cases linternally as they have 
t internal prof s. 

1 ! N~ ~.' k ,., : i they ~" legal C rclrne s , r~, .~s~:~  are ~i ;i n the ~,. 

SVb 1 ` wli 1G 
j i; sii a i agreements received L c'. C i, tl Oa .l ~P MR's (as at 10th Oct) 

C F E,liI :.e questionnaires submitted by SPMRs 

POST 
OFFICE 
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Contact with branch 
'Lack of awareness of the branch network by the people engaging With our branches 
•Ilraconsistency of what inform ration is captured during a branch contact 
'Lack of confidence in quality and timing of Management Information Iprovided to make contact with branches, leading to concerns that 
contact does not add value to branch. 
Branch Support 
'Activity with a branch is often re :active and is a result Of a (problem rather than being Iprooctive to (prevent reoccurring problems 
'Lack of understanding of what information is available to measure performance of branches 
•Ilnconsistency in the level of ownership between teams when trying to support. branches with issues 
•Subpostnraslers are using informal networks to get support such as chat••roorns and twitter to find advice on losses and transactions 
'Percept ion that branches don't want to report problems with accounts in case of suspension 

have raised speci fic issues regarding how we support absentee su.)postmnasters 

'Lack of understanding of what: analysis  is completed following outbound contact with branch to understand what benefit it's had for 
branch or for irraproding suplportlperformance. 
'Concerns tiaaaI. individual IIT platforms used are out: of dale arid  unsupporl:ed. 
.yvr~r frpa. IJ av°aa~"aatiaa 
•L_ac:k of consistent vision regarding the purpose of the learn 
'Teams are unaware; of how branches Iper ceive them and the service they provide; 
'Lack of quality measures within teams to measure the experience of the branch during the contact 
'Lack of awareness of the role they play in the Overall experience of the branch with Post Office 
'An individual issue has also been identified during the initial cirscussions with Finance Service Centre regarding the contract with 
Saarrtaa er. Whilst they are contractually obliged to resolve discrepancies within 3 weeks:a, they are in arrears and are currently resolving 
errors in Week 53. These errors are largely credits which are cawed back to branch. 
Training 
-View that the content of the training is not fit: for Ipurpose and does not meet the needs cf the branches (validated by satisfaction survey) 
'Specific, branch cases dernc.anstrale a lack of "Problem Management'" ownership to understand and explain the technical problems being 
faced by a branch 
•Ilnconsisstency or training provided to teams dealing with branches, including lack of documentation to capture wtratt they are supposed to 
be doing 
Gross team wnr';:ii:rc'/Orr view 
Lack of cornrraunicaafic,n across IIT Iplatforms used across the k:>usir°rr;ss. 

•Lack of join up between teams to understand the issues facing particular branches and the network 
•Lack of communication with other teams, especially in resolving issues 

POST 
OFFICE-s 
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Work Stream 2013 2014 

Jul Aug ;',ep Oct Nov Dec Jan Feb Mar Apr 
_,,,,,_,..,_,,,,_.... —•--._._ .__ __._. _._ _ _._ ,,,._.,.._,,,,_,,,,,_,..,_,,,,, 

Mediation Scheme A22/I 7 
JA meetin to agree iin estig~tian s ope and ap roach 

(Collaboratively , 

Working P. rty sii off p 

e: VWa, s of WV'or°kin 
complete cases) 1510 

r2, /t➢ Hirst orkir Pr Workshop ao s,d 

or 
i

work i ig, mediiatio1 pack and 
Angela VDf.3 con ms 
An Z\ 20/09New ays of work i ig fully iimpl 'mented 

BD D~and Paralegal
ela VD[3 inatian 

22/013 Me iiator($) app inted 
Second Sight 24/08 TOR or Monthly orking GrOL p ._ ._.._..._..._..._ ....._ 

:omp etc first cas 
-- — £3/11 ii applicati ns subrnittec 

Mo thly WWorkin 1 Group Boa ds A A A A ® A 

Adjudication of future 1 

c ase 10/09 ppoin an i depenr ent fi 'ure to deter nine how an independen safety net n ght be intro 
Ar« el r A,DB to adj dicate in ds uted c ses i the future 
Susan Crichton X1510 Inde ender t revie col mences 

Il (10 In epen ent review iakes recoi mendations 

. 2511 pos Office Imp/ ments recor mendations 

Branch User Forum 
A 12/08 Create Draft OR 

Angela VDB 1 /08 Start en agem nt wit olde s 
Lesley Sewell 1 /10

..._ ...._ 1 /10 Is €

20N1 lr i i0r,~ r fi r 

Branc m User Forur meet regu any A I Ia A A 

Notes: I Version 007 20130815 
Tasks added/amended since last version in red. 

On Track AAchieved Milestone , Original Date (not achieved) , Delayed (no impact) At Risk/ Delayed  Issue I Delayed 

Names of critical resources Dependency (potential impact) (material impact) 

uced 
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Work Stream 2013 2014. 
..._...._....._...._....._.... 

Jug 
...._...._......_..._..._._..._..._...._....._.....__.._....._ 

Aug Sep 
..._...._....._......_..._. 

Oct 
.-..-..-~. 

Nov 
.-..~.__.___._._..... 

Dec 
_...._....._...._...._....._..~....._....._.....-...~..._ 

Jan Feb 
...._....._ .............._...._.~. 

Mar Apr 
_...._...._...._...._...._...._...._.... ...._...._...._...._...._.... ...._...._...._...._...._. _...._... _... _... _... _ ..___ 

/~A05/07 fa 'ica N ways f working ir plernCnted, all cas s re hewed iindiv dually 

>usarr Crichton /\ 3/07 Agree esponse to Crurni al ca es s' rvi w c mrn'ission 
• I lu qr F emington 
Idoclrr \NiIG a3rYt5___~ 01/08 Defi ie route for roseçuted ases p st c iscllosure 
13D Support 

A171 7 Initial Sift of cases cot iplete I and disclosjre rovided to c efence, up t January 21 10 by CK ( artwrightkin 

A 0/08 CK iini lal review o cases om lete 

A 28/08 preps a pap r for RC on pro Tess to date with iinput rom QC 

/\ 19/09 F resent pape to AR 

L`.. 30107 Appo nt, QC to ad rise IP L on trateg anc process to reviewing i ast/current rirninal pro ecutions 
given the fi id rigs of th : Seco id Si ht inte m r port dated 

02/08 Ini al findings rom C sh red wit Po, t Office 

A 09/08 Initial findiin 1s fro I QC iscuss d v ith CK 

09109 OR ii full C rep I aa. reed 

3 /09 Ful OC r.xz:r'? r rorll.. lc fig:^ 

Notes: 
Tasks added since last version in red. 

I 
Version 007 20130815 I 

n Track 14chieved Milestone riginal Date (not achieved) Delayed (no impact) At Risk/ Delayed sue I Delayed (material 
(potential impact) impact) 

Names of critical resources Dependency 
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Work Stil- rr 1013 { _ 2014 

Ju8 Aug 1.-3ep Set `I ri f° :c Jarr F'"eir Mar Apr 
_.._..._ ..____..__...____.--- 

AU Streams A 

......_....._...._...._.... ...._....._...._...._...__.... ....._...._...._....._...._.... 

21/f97 Aclrea Terms of P .fer awce w<<. --, : or ( ge liaj 

06/08 Ac ree approac to m-'9ppin as-is p oce^ s, scope, an how it willl re docuren ed 

A08/0$Agree Terms of Refrenc with s eeri g group 

A 09/ 8 identify rc ource from each ar a to support the, nappng of ie ""as-is'" 

09 08 Identify p Deese for c pturing quic wins 

30/08 Start to iider tify q ick wir s (fr ani the mapp ng exercise 

05/09 gree "j, 'ins hould be 'irn lemented w th IProgramr e Board 

A 06/0 Begiir g qu :k wins 

3010 - 'is"" subpostmas er journey/e perience wii khh POL 

30/09 Corry -)lete a is"" Crown collie (,Tura r journey/experlVenc with IPOL 

3010 " -is'" multiple par ner° r journe !experience vith POL 

05/10 II  'Quick iii as" Impierne rted 

20 10 Cmplete "to.. e' subpostr aster journ y/experuenc with POL 

2010 C:o mple>tea `" to be "" Crown olleaague r j urneylexperlence with P. L 

2t 10 C rmplete "" to be" multiple: partner r joe rney/experience with POI 

1 /11 Funding or proposal ipproved 

A 1 111 ( aomme cc impleme atation projects 
15/f implement mechanism 'o ensure all rocesses a e regularly 

review ci and contiia ue to be fit f r purpose 

Culture Change 
Note: urns nt e; tIsteps v. oUui, 'ji output a 

,( revey . 

Notes: 
Tasks added since last version in red. 

Version 007 20130815 

On Track AAchieved Milestone 4Original Date (not achieved) Delayed (no impact) At Risk/ Delayed , Issue I Delayed 
Names of critical resources Dependency (potential impact) (material impact) 
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Work Stream 2013 2014 

..._.._...._...__ 
,1u1 

._...._...._..___._._._....._...._...._...__ 
Aug Sep Oct Nov Dec 

_ ___ 
Jan Feb Mar Apr 

__...._ ._. ......_...._....._ . _ 

LcDrnrnuraications and 
...._....._...._.....__.._.... ...._....._...._...._....._.... ..._...._....._...._..__ 

/\22107 A tree Approa 
._. ..~ 

h with JA 
_.__._._ 

IM P engagement 

/\ JA, JFSA, IPOI... . nd SS to coi imunic te p ocess to MP and SPMR.• 

Angela VDI:3 
Mark Davies Pr ~sactive laun h Mediation roce .r; (pre .,s release) 
Alwen Lyons .

>econd Sight Reactive to Media A cases are n ediiate 
~._. 

f pres 
__. 
and p bhc frairs team be updates, (for proacti e 

man gement) 

• , 01/09 (PostOffice 4tart a gage ent w th MPs ind'ivfidually exp aining med'i t'ion process 

A 111/0 AIlice!P and IA me ting 

E o1r/, Star 

31/10 Joint 

taking MPs 

MP update r 

through the i 

eeting (tolllo 

actual case 

on from Ji meeting) 

Dat Tin3C 
Emm agement 
with MPs for 25 
investigation 
cas s complete 

Notes: I 
Version 007 20130815 I 

On Track /\ Achieved Milestone ,Original Date (not achieved) .'`, Delayed (no impact) A At Risk/ Delayed A Issue! Delayed 

LXIII Names of critical resources Dependency (potential impact) (material impact) 



POL00116190 
POL00116190 

POST' 
• ;• • •' •  OFFICE 

Work Stream 2013 2014 

Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr 

Technology

Improve 30/07 Draft i nproved Sul posti aster uidan4y e for lorizon corn nunication I ne failure 
guidanc

15/08 Review quid nce NF Hi P 
" F h 0/09

i
 ssue uidance to I ranches 

Release 10 A 20 09 A ree co tents or Ho izon release 10 improvements 
30/0 

~ 
Comr 

M 
etpcipl' agre d for Horizo release 10 A 15/0 release 10 

Reporting 
improvements . 02/08 rair CR U JJ 

IIt4 ♦ 15/0 new report 
30 09 Agree co tmercial ter is with Fujit u available 1 , ution easibility co plete - 

Improvements delivered 
through ref dat 

L30/07 Defin changes aft" °  u1 i. 
/10 liver hanges (rele ise 9 depen ant) 

rr~.errs.er
-----

Notes: 
Draft status 

AOn Track /\ Achieved Milestone 

Liii Names of critical resources • ••• • 

Version 007 20130815 

.Original Date (not achieved) I'. Delayed (no impact) ® At Risk! Delayed A Issue I Delayed 
>,. Dependency (potential impact) (material impact) 

13 
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Budgeting assumptions/notes 
1. Does not include cost for Post Office employees, unless backfill is required 
2. Does not include any compensation costs, which is a potential outcome of mediation 
3. Mediation costs are sensitive to the number of cases. Budgeting assumption is 75 cases. 
4. Does not include the £°310k spent frorn April 2012--July 2013 (irrcl VAT) 
5. VAT" costs are at 20% 
6. Al l actuals include VAT 
7. Does not include the cost of implementing the recommendations of the improvements projects 

......................................................................................................................................................................................... 
_ .......... .. ... ........ ... .......... .. ... ......... .. .......... ... ... .......... ... ... .. ........ . ........_...... 

Programme Forecast August 2013 - March 2014 

.~ 

Complete Cases (using Mediation) . ... .......... ... .... ..... ... 962 1154 Costs associated with completing the cases. Assumption =75 cases ......... . . ...... ...... . . ... _ __. ... . ........ ... . - ---- ... . . _...._... 1 ... .._..... . ... _...... 
Legal and Governance 334 

...._ 
401 _.. Legal costs not specific to mediation, & governance costs (eg working party) ---- .. --- --- - ---- ---. --- -- --- 

Improvement  project 42 50 Cost for quick wins and gap analysis 

Technology 50 60 Funding anticipated beyond the f100k Fujitsu funded costs 

Total 1388 1665 drC a it ,tG' ! C a i i il6 iC iP 'ci iii',: " 

---- ---- -- ---- ---- ---. - --- ---. ---. .. ..... --- --- ---
Total Project costs April 2012 March 2014 (mcl VAT)! ............... .... . .. ... ........ . .. ... .......... .... .. 

2012/13 Apri I-March Actual 184 

2013/14ApriI -July Actual 126 

2013/14 Aug-March Forecast 1,665 

Total 1,976 
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2012/13 Invoices received 

Total 

2nd Sight

163.98 Total 

Month Invoice amount Month !Invoice 

July 65 12.00 Jan 12566/900772 

Aug 66 14.00 ' Nov 12141 --- . 
sep 67 11.00 July 13000/900772 

oct 69 6.00; ..... ......... 
Nov 72 17.40

Dec 73 25.00 ..... ---- ---- ----- ---- ---- .---
Jan 74 26.88 

feb ......... ........... ... ... .. 75 25.90 . .._ ......... 
mar 

.I
76 25.80iii, 

2013/14 Invoiced to 1st August 2013 

14.00 Total 6 

amount Month Invoice amount 
3.7 Jan 811 2.4 
7.2 April 842 2.4 j. 
3.1 July 874 1.2! 

Total 119.59 
---. 

'Total 3.10 Total 3.6 

Month Invoice amount Month Invoice amount Month Invoice amount 
April 77. .... 25.39 ;July 13000/900772 3.1 April 842 2.4 
May 78  26.35 

......... .... ...... _ _ 
! July 

r 
 874 1.2 

June 80', 24.97 ..... 
July 81 42.88 ---. --- - --- - ---. 

POST 
OFFICE 
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Item fk £k total inc VAT comment Board Paper Board 

net VAT 20% _ r —  - low Paper hgh 

Complete Cases (using Mediation) Assumed number of cases: 75 

Second Sight 1251 Second Sight at 25k per month (Aug-December) 100 150 

Back fill for internal resources & 90', :15k per month, 6 months 

external assistance 

Mediator(s) 225 Assumed 3k per case - will use a national company 
Mediator Expenses 50 travel, meeting rooms, training etc 

Legal support case preparation - BD 56i £750 per case assume all cases 

Legal support - case advice 28 £400 per case. assume all cases. £400 is their estimate for 

simple cases, but if we assume some will drop out this 

-...- ..--.._--- ...... ..- _. -- . 
should average out . 

Legal support- mediation meeting 150': I £2k per case - assume all cases - could recruit internal 
staff to reduce costs? 

--- 
Independentadvisorfor 238 Percase: £1.5k case prep +Elk mediation meeting. 

Subpostmasters Plus £50k contingency for more complex cases 
350 550 

Total: Complete Cases (using Mediation) 962 1154 450 700 

Legal and Governance 

General External Legal Advice - BD 120 Advice on: preparing and agreeing mediation process and 

packs of information for SPMRs. Engaging and briefing 

mediators, attending working group meetings (ie. 

advising on rejecting cases; revising mediation process). 

Advising on Fujitsu related matters. £15K per month 

Case Review - CK 175 Includes QC, Bond Dickinson and Cartwright King 100 300 

Kay Linnell/ Alan Bates . 14. £2k per month (up to) 
IndependantChair 25 0 10 

Total Legal and Governance 334 401 100 310 

Improvement project 

Back Fil I forGayle Peacock and Ann 42 Back fill for 5 people to conduct the gap analysis across 200', 200 

Allaker the business groups 

Contact Centre Oj assumed this can be done with current resources 40 40 
ESC 0 assumed this can be done with current resources 100 100 

Total: Improvement project 42 50 340 340 

Technology 

Horizon improvements 50 Funding needed beyond the f100k Fujitsu funded costs 0 0 

Total: Technology 50 60 0 0 

Total 1388 1665 890j 1350 

w POST 
OFFICE;° 
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2 Risk that subsequent cases could question the 
validity and reliability of computer 
system/processes 

7 Risk that relationship with BIS is impacted, 
affecting future funding 

18 Risk that engagement for NTP is lower 

26 Risk of media 'bandwagon' 

I  f,, ing a review 
by risk c,,A, Hers. 

3 The mediation process is independent and may 
make decisions with which we are uncomfortable 

6 Making decisions outside of policy 

11 Risk of compensation claims or re-opening of old 
cases 

12 Risk of dissatisfied stakeholders even at the end 
of process 

15 Key person reliance 

16 Risk of increased bad debt/write off, fraud & theft. 

19 Risk that general engagement of employees is 
damaged and results in people leaving 

20 Risk that potential franchisees lack confidence in 
system and are reluctant to engage in CTP 

22 Risk that ancillary systems & processes have 
related or similar issues as yet unquantified 

1 Risk that there are more cases in the pipeline 

5 Risk that the integrity of the brand is damaged 
and clients/customer trust damaged 

8 Risk that we are not co-ordinated in our response 
to subpostmasters etc 

9 Risk the relationship with Fujitsu is damaged 

10 Loss of confidence with existing/future clients 

13 Adverse impact to the relationship with NFSP 

14 Risk that MPs may call for further action e.g. 
public inquiry 

17 Risk that court can overturn previous cases 

21 Risk that POL can't afford to complete this 
process (conflict with cost savings agenda) 

23 Risk that customers question transaction made in 
branch 

24 Lack of confidence in SPMRs that POL 
commitment to sort out issues 

25 Risk that problems are exaggerated before 
researching them 

28 Risk that SPMRs with unexplained losses will 
refuse to provide service until investigation 
complete 

29 Risk of pressure on network support teams 

30 Risk that weaknesses in "as is" processes leads 
to increased pressure/cost on network 


