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Exec Summary
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+  We continue to make strong progress against planned improvements. The vast majority are being completed as
planned, and for those that are experiencing problems, the IDG is actively engaged to resolve. In addition, Internal
Audit are assuring each delivery and this too is progressing well, with only a few minor areas requiring additional
work.

» The main primary issue currently blocking the progress relates to the scope of the HSS, and whether it should be
expanded to include additional items. This is preventing the finalisation of a number of treatment strategies. A
separate paper is being prepared to provide the details and seek a Board level decision on the way forward. The delay
to the treatment strategy is not expected to delay the resolution of the detriment.

+ Since the last Board update, the status of the Inquiry has changed to Statutory. We await guidance from the Inquiry
team on the next steps (both until the interim report, and then beyond) and hope to receive this within the next two
weeks. Using this guidance we will then update our preparation plans, including the associated timelines. The change
to the Inquiry does not change our improvement plans, nor our close focus on maintaining progress.

« The GLO conformance review, being led by Norton Rose Fullbright (NRF), is nearing completion on the CIJ. Draft
findings are in alignment with expectations, showing that some items have been completed and others are inflight to
delivering conformance. There is one area of concern that has been identified where additional actions are required
(relationship with the NFSP and the Grant Agreement), and this is being actioned as a priority.

+ The corresponding HIJ conformance review has taken a little longer due to NRF not being as familiar with the Horizon
improvement work. We expect this to complete in June 2021.
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71% of our identified improvements have been completed, and of those 67% have been tested
as effective by Internal Audit

successful delivery.

«  From the audits, we have identified five improvements where further work is required, and these are (or have been) resolved.

Good progress continues to be made on getting improvements delivered. We're also maintaining pace on completing the audits to demonstrate
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- Where we identify additional improvements, they have been added to our tracker and hence the totals below reflect these additions.

Improvements by PM Impact

Improvement Status

Previous update
06/05/21

131

62

57

Previous update
06/05/21

142

Activity complete but awaiting Internal audit
assurance review

Activity and subsequent internal audit
assurance complete

Activity is either inflight or planned

Non-compliance with the outcomes of the
CIJ ruling and / or where there is a
detrimental impact on PMs, where
detrimental means any form of PM harm

There is potential detriment to Postmasters,
or a reputational risk to POL

This change would significantly improve the
Postmaster experience

Beneficial to make this change to improve
the Postmaster experience

Note: Data presented in these slides is as of 21/05.
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Improvements in phase | are being delivered, with 92% on track to meet end of May target

date

- As the end of May approaches, the vast majority of the planned improvements have been delivered as intended. A short summary of those

outstanding is contained on the next slide

« Of note, a number of the red RAG items relate to resolving historic detriment and share the same root cause for delay - a decision needs to
be made on the scope of the Historical Shortfalls Scheme. Once this decision is made, the red items will rapidly clear and return back to
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making good progress. Despite the delay, the team are still forecasting that the next phase (repayment of detriment) will not be delayed.

Postmaster Impact

9
19

48

Previous update
06/05/21

%

40

Current delivery status
6

9

Previous update
06/05/21

49

Grand Total

9

44

40

19

Non-compliance with the outcomes of the
CIJ ruling and / or where there is a
detrimental impact on PMs, where
detrimental means any form of PM harm

There is potential detriment to
Postmasters, or a reputational risk to POL

This change would significantly improve
the Postmaster experience

Beneficial to make this change to improve
the Postmaster experience

Off track against agreed dates

At risk against agreed dates

On track against agreed dates

Activities have not yet started

Note: Data presented in these slides is as of 21/05.
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Progress on May deliverables is being maintained, with the three red status item being closely

managed by IDG

Postmaster balance uncertainty is linked to the HSS scope decision mentioned on previous slide {note, this slide only focusses on deliveries to end

May}

Appeals and Disputes is flagged red below due to Post Office taking additional time to create and agreed the right format and style for the appeals
panel. This is an important improvement and hence the additional time is felt appropriate. This action is expected to complete within the first 2

weeks of June.
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Memoview has been largely completed but is currently being held at red due to an ongoing piece of work looking at a resolution for those
postmasters where we do not have an email address or other contact details. There are a range of reasons why POL does not have this information.

Refere |Cr [Nu ||ssue Impact Target end  |RAG we
nce oss/mb date 21/05
No. ref jer

M348 [BC 2|Postmaster Balance Uncertainty 31/05/2021
M112¢ |BI 2|Settled Centrally Review- Documention 31/05/2021
M346 |OF | 1|Appealsand disputes for contract terminations. 31/05/2021
M120a |(HI | 7|Proactive identification of Horizon HNGA software issues 1.0 - Recommendations to improve processes 21/05/2021
M125a |(HI | 12|Privileged Access Management / Remote Access to Horizon Branch Database 1.0 - Review, assess and 21/05/2021
M123a |(HI | 10|Software Development Life Cycle / Quality Assurance (SDLC/QA) Process Improvements 1.0: New process 30/05/2021
M145a |BC 3|Use of memo.view may mean that PMs-are not sighted on all urgent communications 31/05/2021
M150 |BI 4|Aceounting disputes process {including policy approval) 31/05/2021
M149 |OF 2|Perception of bias in Investigation process 31/05/2021
M145b [(HI | 13|Horizon Help Improvements 1.0 - Initial OM changes to address priority software issues 31/05/2021
M116a |(HI | 3|POL staff direct-access to transaction data 1.0 updated process for sourcing ARQ data with set SLAs, 27/05/2021
M116a |(HI | 2|Keystroke Logging 1.0-— New process for sourcing keystroke logging data from branch counter terminals 30/05/2021
M116a |BC | 11|Lack of PM focus in POL employee support centre objectives 31/05/2021
M116a [BC | 10|Roles and responsibilities for product management 31/05/2021
M116a |BC | 12|Lackof Cultural and Soft Skill Training provided to Key Support Teams 31/05/2021
M116a [BC | 9|Inventory Team Ways.of Working 31/05/2021
M116a |BI 7|Limited AM visibility over PM contractual obligations 31/05/2021
M1l6a |G 6|Lack of an overarching communications framework 31/05/2021
M116a |OF | 3|Absence of early warning indicators to flag issues 31/05/2021
M116a [ON| 1|Upfront.On-Boarding Communications 31/05/2021
M116a [En IT-TOM 1.0 - New mandated IT governance, KPI/Metrics dashboard v1.0, Job Descriptions for prioritised 31/05/2021
M116a Stamps and Stock Guide 31/05/2021

Responsible |

Acco

% Complet

L

Jacki Adams

Tim Perkins
Hayley Miller  [Tim Perkins
David Southall [Andy Kingham
Dan'Addy Simon Oldnall
Dean Bessell  |Simon Oldnall
Dan Addy/ Simon Oldnall
Debbie Tracy Marshall
Neil Davey. Tim Perkins

David Southall

Andy Kingham

Dan Addy Simon Oldnall
Dean Bessell  [Simon Oldnall
Dean Bessell / [Simon Oldnall
Mel Fischer  [Juliet Lang
Product Owen

Tracey Lloyd  [luliet Lang
Doug Brown  [Russell

David Southall [Andy Kingham
Rina Patel Richard Taylor
Alex Todd Andy Kingham
Jayne Pardoe  [Tracy Marshall
Martin Simon Oldnall
Hayley Miller  [Mark Siviter

Note: Data presented in these slides is as of 21/05.
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Forward view to August, at which point 85% of all currently tracked improvements will be

complete

Refere

The table below captures the improvements that are scheduled to deliver between June and August 21. Some have already
started, but others are not due to commence until a little later. For those which are showing as amber, IDG is already
actively monitoring and assisting where required to facilitate progress.

Cr

loss|mb.

Issue

[Target end m Responsible Accountable
o
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Historic KELS 2.0 - Build of regression suite to ensure that they.cannat happen again

Harsh Soman Simon Oldnatl

M337 |G | 2|Values/Behaviours -communicate o Barnickle Juliet Lang

M340. |G 2|Postmaster Empathy in mgmt - connect senior management continuous improvement 1o Barnickle JulietLang

M118a [{HI | 5|improved processes to resolve current bugs {current KELs) 3.0: - Fully process Into ServiceNow. Martin Godbold  [Simon Oldnall

M119¢ [(HI | 6a|Historic KELS 1.0 Test:and close historic KELS - resolve as required Harsh Soman Simon Oldriall

M122a [{HI | Da[Stress testing HNGA 1.0 - Non-functional testing: Harsh Soman Simon Oldnall

M122d [{HI | 9b]Stress testing HNGA 1.0 - Deteimine.curreitt DR approach &create DC policy Harsh Soman Simon Oldnall

|M120b |(HI 7|Proactive i i of Horizon HNGA software issues 2.0 - Provide an interim design for reféerence Dan'Add |Simon Oldnall

M350 [BC.| 8|Change processes are seen as complex by business teams INS__ sairaBuwood [Tim Mclnnes

M350 |BC | 4[insufficient PM Remuneration M Alex Todd Nick Beal

M352 [BC | 5|Design methodology and process i |chysanthy Pispinis [Owen Woodley
M140|BC | 6|Cash discrepancy investigation procedure misalignment Doug Brown Russell Hancock

M172 |G 3|No overarching PM focussed governance forum. Gareth Clark, /Amanda Janes

M349 |G 4|No detailed plan to implement the high-level Data Strategy TBC Jeff Smyth

M109 Security Operations Manual MarkRaymond  |Tim Perkins

M394 Quality issue with cash pouches Andy Stevens Russell Hancock

M99 Annual Postmaster Policy Review -FY21 o Milton Tim Perkins

M111 Annual Postmaster Support Guide Review David Southall  |Andy Kingham

M353 [BC | 7[lackof transparency and PM-centric metrics in tiering system iNS " [Regional Managers [Andy Kingham

M389 |BC | 13[Product guidance Lﬂm Alison Cookson  [Tracy:Marshall

M388 |BC | 14[lack of Investment in Supply Chain Technology Wendy Cutting |Russell Hancock

M360 |BC | 18|Lackof clarity and communication around support function roles and responsibilities Mel Fischer Tim Perkins

M392 |G | 7|Conti i and feedback 5 lPostmaster Tracy Marshall

M365 |OF | 4|Exit interviews are not systematically conducted Regional Managers |Andy Kingham 100%
M366 |OF | 6|Lack of formalised procedure for thanking resigning PMs for their service [Ns|  |Regional Managers [Andy Kingham 0%|
M371 |ON| 2|Review On-boarding financial assessment Process Jayne Pardoe (0B} [Katheryn Sherratt | 50%
M374 |ON| 3[Onboarding SLAs Jayne Pardoe Tracy. Marshall 30%|
M357 |ON| 5[PM Trdining Content Review Ranjeet Jouhal [Tracy Marshall 60%]
M139 Postmaster champions. Andy Stevens Russell Hancock 40%
M387 [BC | 22(POL processes are too manual and reliant on paper INs " Iwendy Luczywo — [Owen Woodley 0%)
M361b (BC | 19|Ineffective Methods and: Forums for Communicating to PMs-Branch hub elements ‘?m Di Walker Tim Perkins. 0%
M385 |BC | 21[Immature Cash Forecasting Processes IN§ | [Gary Walker Russell Hancock 0%)
M358 [ON| 7[On-boarding process improvements Jayne Pardoe Tracy Marshall 85%)
M350 |ON| 8|Conducting Suitability Assessments before Financial Assessment 5 [tayne Pardoe Tracy. Marshall 0%,
M375 |ON ing M-t support i Ranjeet Jouhal |Tracy Marshall 80%|
M373  |ON | 10|Embedding of Classroom Learning 1/08/2021 Ranjeet Jouhal Tracy. Marshall 50%
M376 |ON| 12[Branch Contact File 1/08/2021 NS |Regional Managers [Andy Kingham 0%

Note: Data presented in these slides is as of 21/05.
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Some notable Improvements planned for delivery June-August 21

Implementation of a Cross-functional Implementation of a cross-functional training review forum (with August 21
Training forum to improve Postmaster representation from training schedulers, classroom trainers, Quality
training (ON6) Assurance Training Leads, on-site trainers, Branch Support Managers)

to gather feedback on training provision and recommend

improvements

Exit interviews are now carried out for all outgoing Postmasters and Complete early
(was due August 21)

Implement offboarding enhancements to
ensure the efforts of Outgoing Postmasters  there is a process in place to thank them for their service

are recognised and their feedback is
recorded and acted upon (OF4 and OF6)
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Board Action Tracking

DO PO OO

omplaint

ts were
s, and new ini

N pr

dop
rack
llow
nne

aptured

ogre
(-an

iten
x C

s Complaints

-Area. Team a

ng and action (thi

ns intended as
contains some

under the complai

tiati
now

€ re
5 do

add

steady

viewing
esn’t cha

complaints t

tional d

nts process are feedback

Bonrd Owner &
Meeting RAG
L ing. o S e

tiéW as we encour;age‘ Pc
ntroduced to gather add

whether we can separate
nge importance or comrr
o be highlighted)
otail on complaints

at around 300 at any given time, but many of
and observations, particularl

POL00448825
POL00448825

yoday dnougy Asealaq Juswaroidw) Z L L gel

rs”‘ to Voice i
tional feedback.

to allow more fidelity
itment to resolve, but

POL-BSFF-WITN-043-0000005_0010



12/90/S0-1202 2unr g0 - Busssiy pieog 10d

¥ocic L1

Board Action Tracking

Board Update Owner &
Meeting RAG
,  . . ‘ 9 . o o ‘

i ‘ | i ' i . / i i

how
the

cisio

nquiry s

the
curr

ent

upport

hist

orica

e A
-2 O

n tree a

pro

|

osition

ach

POL00448825
POL00448825

yoday dnougy Asealeq Jusweroidw) Z'L | gel

[E
N

POL-BSFF-WITN-043-0000005_0011



vocioeil

12/90/S0-1202 2unr g0 - Busssiy pieog 10d

Board Action Tracking

POL00448825
POL00448825

yoday dnougy Asealaq Juswaroidw) Z L L gel

[E
98]

POL-BSFF-WITN-043-0000005_0012



POL00448825
POL00448825

SAll2Q] 1UsWBA0IdW] Z°L L 9Bl

yodey| dnoio) Al

:;POST;, ‘GLO Conformance Update
o) 0

-
Q
~
vy)
Q
11
£
[« 8
=
[
o
g

«y

'
(]
w
[
&
3
1]
S

¥oecicgll

POL-BSFF-WITN-043-0000005_0013




¥Oc o vl

- Bugssy pleog 704

LE/90/€0-120¢ |unr €0

POL00448825

POL00448825

Reminder of Intent for GLO Conformance work

Post Office has started a process to formally review the actions and improvements delivered, comparing them to the
requirements of the judgements and hence determining whether POL is now, or will be at a defined future point, fully
GLO conformant.

Board will be aware that over the course of the last few years there have been many reviews conducted, each rightly
building on the last and drawing on improved Post Office understanding in the intervening time. Whilst each of these has
delivered recommendations and reassurance on progress, none have formally compared changes with the original
judgement to formally assess conformance.
Following this short package of work, Post Office will :

+ Be able to make a determination on its current conformance position

« Understand any remaining legal conformance gaps

« Have the reassurance that plans are in place to close those gaps.

For those at the Inquiry, this work will enable confidence in articulating our current position and clarity on the specific
areas which are still in-flight to finalise conformance.

The work focussed on the two judgements (CIJ and HIJ) and there are two parallel but closely couple workstreams
delivering an overall view on GLO conformance

The determination of GLO conformance will be made by POL staff. Whilst three external companies have been asked to
support this work, they will not make the decision. They will only collate the required evidence and analysis upon which
a decision can be taken.
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Cl] Conformance Progress update

+ The draft CIJ report, which provides a view on legal conformance, is on track to be circulated to SteerCo for review by w/c
7t June 21.

* The report will provide an assessment of legal conformance against each of the CIJ themes and an overall view of
conformance. The following ratings have been agreed by Steerco:

yoday dnougy Asealeq Jusweroidw) Z'L | gel

(a) Full conformance: It appears that POL has fully remediated the underlying reasons for an adverse CIJ finding
such that the criticism no longer applies;

(b) Substantive conformance: It appears that POL has remediated the underlying reasons for the adverse finding
subject to relatively minor deficiencies (i.e. which do not go to the root of the relevant criticism) which may be
addressed to ensure ‘full” conformance;

(c) On the path to substantive conformance: It appears POL is in the process of altering its practices to remediate
the underlying reasons for an adverse CIJ finding, where: 1)the pending changes will, once implemented,
achieve substantive conformance; and 2)substantive conformance will be achieved in a well-defined period of
time;

(d) Need to develop a path to substantive conformance: It appears that POL has not remediated the reasons for the
relevant criticism in the CIJ, and there is no evidence which suggests substantive conformance is likely to be
achieved in a well-defined period of time, based on the information provided.

POL-BSFF-WITN-043-0000005_0015
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Expected outcome from NRF CIJ report

Post Office has made significant steps to conform, but there will be some areas where more work needs to be done.

At this stage, it is anticipated that there will be some areas where the legal opinion is that Post Office is fully conformant
with specific areas of the judgement (e.g. terminations)

There are some areas where Post Office has met the intent of the judgement, but has not yet delivered a specific
recommended change. An example of this is the branch trading statement where Post Office is providing all of the
required information to postmasters, but have not yet been able to make the IT changes such that it appears on the
statement itself. For this and similar examples, Post Office will be substantively conformant

With regards to what Post Office has done to change the culture, it is anticipated that this will be classed as “on a path to
substantive conformance”. This recognises the fact that considerable work has and is being done to address the issues of
the past, but this is on-going and it will take more for Post Office to say it has fully changed the culture within the
organisation.

There will be one area that is expected where it will be identified as needing to develop a path to conformance, which
relates to the relationship with the NFSP and the Grant Agreement. It has been identified that whilst initial proposals
were made to reflect the requirements of the CIJ, this was never completed and remains a gap. Given the changes to the
Horizon Inquiry timeline, this will be a priority for Post Office to remediate.
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There have been a series of workshops with NRF, KPMG and Post Office to discuss how the HIJ team and KPMG have
interpreted the HIJ, and the subsequent actions that have been taken and are planned to address the findings.

NRF are in the process of using the output of the workshops and supporting collateral to determine whether the findings
have been interpreted correctly and that the actions taken and those planned are appropriate to achieve conformance.

The report will also acknowledge that due to the technical changes that are required and the scope of the plan, this will
take time to deliver and that Post Office is on more of a journey in comparison with the CIJ which is almost complete.

NRF are in the process of drafting the findings and making their conclusions. It is anticipated that the draft report will be
ready by w/c 7% June, subject to the initial outline meeting the business requirements. This is currently being circulated
to the Steerco for review.

As the timelines for the Horizon Inquiry have changed, Post Office will need to make further assessments as to how well
they are delivering against the plan as time goes on.
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