
POL001 38809 
POLOO138809 

Sparrow 

Weeky Steering Group 

29tH August 2013 

POL-BSFF-0001031 



POL001 38809 
POLOO138809 

1. Specific Agenda items 

1. Branch User Forum 

2. Programme update: 

1. Work streams highlights 

2. Budget (no updates for this meeting) 

3. Risks 

3. Next Meeting will be on Tuesday 3.d September at 4pm. 

Decisionsfor this meeting 
1. Agree Branch User forum TOP. 
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Public Commitments - work stream updates 

El l l_ Complairn_ 
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Nizj i.l)i €-r,a U ~C i of We currently have 6 potential candidates for the indeperdent chair. 
A JD and briefing pack will be created this week for Pau•.a to review, 

future cases Once on board the Independent Chair will review the future process 
post March 14--- therefore this work stream will be re-panned. 
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Other work stream updates 

Improvements &
Sep sraE ;-s 

Culture change 

Communications s  . 10 

Technology see side„ 
2 knf rata changes moved into re ease 9 test cyc e. 
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N Update — Case Review 

5 ; 2 4

1 emairsfr g 10 16 It is estimated that theta ate .. .......... ..................:...... ..............:........ . . . ....... .. ................................... .......... ...... . 
api:roxirnately 70 sift reviews left. 
This includes 37 RMG f les from 
„rchiue, vet to he receiver: and in the 
region of 15 files fr om northern Ire€and. 
It is not yet clear how many cases will 
be cases will be received from Scotland 
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Active cases 

Current{y there ere no eceve cases 
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ent work stream roiress to date 

• Mapping of the "as-is" and identification of "quick-wins" and improvement 
opportunities has started. A consistent survey is being used and engagement 
sessions have been held with the fallowing teams. 

• Finance Service Centre —ATM team 
• Finance Service Centre — Santander Team 
• Finance Service Centre — Mails and Stock Team 
• Regional Sales Managers 
• National Contract Managers 
• Contract Policy Team 
• Restrictions Manager 
• Retail Cash Team 
• Contract Team Agents Application Process Team 
• Contract Team — Crown Transformation Recruitment process 
• Contract Team — Franchise Support 

• Engagement sessions wil l continue with the following teams w!c 26th August: 
• National Federation of Subpostrnasters 
• Regional Manager and Field Team Leaders — South 
• Security 
• NBSC 
• Customer Care and POEX 
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ent work stream - Emerc dna cte s and issues 

• The mapping of the "as-is" process also includes capturing the emerging gaps and 
issues. The results captured so far have identified some common themes: 

• Lack of awareness of the branch network by the people engaging with our 
branches 

• Inconsistency of what information is captured during a branch contact 
• Lack of quality measures within teams to measure the experience of the 

branch during the contact 
• Inconsistency or training provided to teams dealing with branches, including 

lack of documentation to capture what they are supposed to be doing 
• Lack of awareness of the role they play in the overal l experience of the 

branch with Post Office 
• Lack of communication with other teams, especially in resolving issues 
• Activity with a branch is often re-active and is a result of a problem rather 

than being proactive to offer support to prevent re-occurring problems 
• Inconsistency in the level of ownership between teams when trying to support 

branches with issues 

An individual issue has also been identified during the initial discussions with Finance 
Service Centre regarding the contract with Santander. Whilst they are contractually 
obliged to resolve discrepancies within 3 weeks, they are in arrears and are currently 
resolving errors in Week 53. These errors are largely credits which are owed back to 
branch. 

POL-BSFF-0001 031 0007 



POL001 38809 
POLOO138809 

et work stream - Plans for September 

• Attend improvement session with Fujitsu on the 9th September 
• Continue engaging with the remaining Post Office stakeholders to map the "as-is" 

process 
• Engage with subpostmasters via the Quarterly Business Up-date events during 

September 
• Agree the "quick-wins" at the next Programme Board — provisionally being held for 

Tuesday 3 .ZI September 
• Start/continue deploying the quick wins 
• Support individual case review process by communicating learnings from discussions 

with key stakeholders 
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27th August 2013 (Mediation Announcement Day) 
• Press release issued at 10am 

MPs —
All MPs that raised a case (via POL or BIS) were emailed and called. They were 
provided with the mediation pack and letter for SPMRs as well as being offered a 
meeting with POL 

Internal Communications 
b Memoview announcing mediation process issued at 8.00am 

Email to SLT 
4 Email to all managers (Focus Online Special) 

News item on Subspaceonline 
b Brief and Q&As to NBSC/POEX 

Details in next issue of Branch Focus 

Feedback 
MPs - offices were happy with approach, no meetings requested as of yet. 
Press — limited pick up so far broadcast coverage on BBC South and BBC Wales. All 
coverage includes key messages. 
Internal — no feedback as of yet. 
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0 5 Changes identified at this stage 

1. Branch Ordering of Stock Enhancement Improve navigation process and reduce 
time sper-.t by the branch when ordering 
stock. 

2. Certificate of Posting for multiple items Reduced transaction time and printing costs 

3. Postcode look up Improved functionality 
4. Passport Duplicates Speeds up the process 
5. Remittance Out button Adding this to the end of day process to 

streamline: activities. ................ .. .............. . ................. 

• Workshop planned to review Fujitsu analysis and options for delivery. 
Angela to sign-off on improvements. 
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imi.Ft, 

High level milestones 
Public commitments — slide 13 
Legal — slide 14 
Improvement — slide 15 
Communications — slide 16 

gi Technology — slide 17 
Budget 

Overview —slide 18 
Actual to August 2013 — slide 19 
Panned to Mar 2014 — slide 20 

Risk 
Risk map and descriptions — slides 21 to 22 
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Public Cornmtments- High level Plan 

Work Stream 2013 2014 
Jul Au1 Se:p Oct Nov Dec en Feb Mar Apr 

rViediatlon Scheme A22/ JA colic to agree in' estigntion s pe and app oath 
(Gel!ahora:ive;y 25/8 First orkin:gPa?Ty Workshop a defineWa ofWo:king 
CC;11"'~rr ~tE; i_ scsi

:..• 15/0 Working F lOy sign o:f uye of worki g, mcd tiorfprtckaodoo bons _ 

~GI $ 1,8'0"S I ow wa _ at workirj ai ':y Fm _err 1 trio [i gE CmIraJCr: 
22(08 Mer aioric) appointed 

Scour ScourS SicSt : 24108 TOR for Months Working Or' up 
10115 carne etc first 

t ......_ .............. .: 10/11 it apps Ceti s salsrraitte 

M rthlyWorkhi Ore p Bca d» ... th .. YTi. A ok . 

Adjudication Of (Sure .. 2; iDY 00 ci e pr ci ons tar air eeling rase. ausid4. 111€

cases :: 10(89 ppcint an in 'ependent f) : ore to determine how an independent afety net at) ht be introd cad ........................._. ......... 
Arig kP, vDa !:$d to art i - C:.'tc,+ 3n Ui'a sled c,se4, I ? Ire future 
Scoot C?ichlan ,A 15/051 lcbepernde ; review ocr menceo 

.;;.. 7 it0 lrrdepen ant review ?)takes rnrcot men000i00s 

25/18 Pos Office Irplerrbents recom tendations 

Branch User Forum 
12;'85 reate Droll OR 

Aetcie 'JOB 1 rttA Starteirp gementwlt stakeholder 
.sere/Sewell 

06013 Coe plate engage refit with 5t: kehaltlCrs, 

13r/r C InoLne final OR errS cot lost In Vitati ns tQ first f urn 

8511'• 0 F rut Branch U cc Forum 

Slain 13 31003 Forurti meets reec .=.rly A .t A ... A 
/1reqrneicy agrees Ir :R)) 

...... ............................................................................................................................................................................................................................................................................................. 

Notes: .................................................. 
✓ersion 007 20130815 

Tasks added/amended since last version in red. :................................................. : 

:::_:::: -"...: -"---::::::---- -".... ::::::----- :::::::: ::::::::: ::::::: : .-"...: ::::::- - --:: :::::::::_:::::::::_::::::::::::::............:»::::,»::....»»:::,» ........... 

,`{Achieved Mileston ,,Original Date (not achieved) .:.~i, Delayed (no impact) ;?s. At Risk) Delayed A Issue /Delayed rAOnTrack 
[ ._] Names of critical resources ----> Dependency (potential impact) (material impact) 
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Work Stream 

Legel 

SUEan C!irhton 
Huth Flemington 
Rodre 4NilliamE 
8C Support 

Jul 

L05107 To 

A171 

Ar: 

(cal 

0107 Apes 

" 01(8 

7 Initit 

____,;____----$ p 

ye a1 work(' 

Reepan, 

Defipe route 

Sift ktf cases 

2013 

It 

to 

orprosecuted 

cn 

Oct 

plemented, 

Criminal ca 

pleted and 

Nov Dec 

it cases reviewed Indlvl 

es review cCmmission 

uses post disclosure 

isclosure pfovlded to d 

-------- 
Jeri 

uslly 

fence. up t

2014 
----------- ----------- 

Feb Mw 

January 20 0 by CK (c 

Apr 

twrlgktktng 

~--.. ------- •• $01(10 C ini at review com)Eete 

. 23100 p. pa paper for RC on progress to date with input f err QC 
..... 1 . • 0 resent pape to ARC 

30(07 ppo(nt 00k' ad ise POL onstrategy and process for reviewing p sficurrentc iminal pros cations 
given he if(tdings a"th Second Sb ht interim resort dated 

0210 init(ai find3 s from QC sha ed with Poe) Office 

e 108 in(tlal ft. din s from QC ikCUlt0bd with CK 

30: 8 T R for full Q report agried 

4 0109 Full 0 repof complete 

Ma hly Reportl)tg to Progra tme 9oard 

Notes: 

Tusks added since last version in red. 

. ..................................... 
Version 007 01308(5 

:........................................ 

rA On Track {` Achieved Milestone Aoriginal Date (not achieved) .:.:, Delayed (no impact) ii. At Risk) Delayed A Issue) Delayed 

[ ..] Names of critical resources ----> Dependency (potential impact) (material impact) 
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Improvements mprovements High level Plea 
Work Stream 2013 2014 

Jul Auea_- _---_---_Sao Oct Aca Dec Jan Feb Mar Apr 
.--_---------------------------.-----._...--- ----------------_----- _ _ __ ._....................- -------- -_-------_..--------- ---.-....------------- -.._------'---------- -----.--------...------ -- ----...---.-------- ---------_.-.---.-.... ----....._---......... 
At Streams ~'  2410 Afire Term, at R erence wit Sponsor (A gala) 

0 204 tee ap oat to mapping as-is prate ., scope, an how itwill document d 

b 9;OS grey 7 rrns f Referent with steerin group 

09/ S ken fy re ource from ach area to upport the apping oft e "as-is" 

0800 ken Ify p aces for ci pturing quic wine 

30:'08 tart o Identify quick wins (fr the mapping exercise) 

O 09 gre.owhich quick wins ould be irn iententedwi h Progrernm Board 

610 Begin impl meeting qar k wins 

30f09 Cam letc "as-is" ubposhmas rjourneyle patience wit i. POL 

30/00 Corn fete "as-Is" Town colic gun r(ourne lexperience 11th POL 

0 30109 Cam (etc "as-Is" ultiple part Cr r journey experienne iyith POL 

• , 05/10 All °Quick Win "implement d 

, 20110 Comp to `to-be" s l?apasimast jaurnay/cci erience with POI.. 

A, 20/90 Comp Ac" to-be " gown coilea ue r journe1 kxperience ffh POL 

, :: 20110 Comp to to-be" tuitip€e parker rJcurney,'Fxperrence with POL 

::.. t '1'i funding or prapas0'. pproved 

1 111 Comma ca irr:plsrvee 8ztian projedde 
1 d implemen mechanicrn o ensure ali processes a e reguiariy 

review d and Conti •rue to rue lit) r purpruse 

Cult

i.r. w .E 
 

.__......... 
urt~ Chan~le p,;  ., 

....... ...... ....... . ..... ... ... .... . . ..... ... ... ..... . ...... .... ...... . ........... ...... ....... . ..._ _. . . 
Notes: srsina COi 2•?i 1F11 .......................................... 
Tasks added since Iasi version in red. 

A On Track r .Achiesed Milestone Aoriginal Date(not achieved) .:.i, Delayed (no impact) lIe At Riskl Delayed A Issue) Delayed 

[r  ..] Names of critical resources ----> Dependency (potential impact) (material impact) 
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Communications - High level Plan 

Work Stream 2013 2014 

Jul W'j Ccc Oct Ncz Dec Jar. Feb Ma, icr 

Comrtunicxations and 122107 A roe pray h with A 

Ml' engagement 

JA, JFSA, OE_ nd SO to communicate pr cess to MPs and SPMRs 

1 pr arMy lawn h Mediation rocsss_(pte s reieaset 

Reactive toMedia A cases re m .dlated prey and pubilc ffarre team t he updated for pr0activ ntar•agemer ) 

;&.01189 ost ftice starts agementwi h MPs —indi idually expi icing media on process 

.1110 Alice P and A meeting 

j01it0 S et taking M through their actual can s 

31710 Jalnt 1P update i sting (folio on from JA acting) 

Oat T)MC A. 
En agentent 
wit fx7Ps for25 
IcyInvestigation 

.... can s complete 

Notes:
Unclear it JA hats corn munlcated the process to MPs 

. ..................................... 
Version 007 20130815 

:........................................ 

rA On Track {` Achieved Milestone Aoriginal Date(not achieved) ,..i, Delayed (no impact) ?s At Riskl Delayed A Issue t Delayed 

[ ._] Names of critical resources ----> Dependency (potential impact) (material impact) 
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Technology improvements- High level Plan 

ve 

.................................................................................................................................................................................................................................................................................................. 
Notes: 

Ver_ ......O~ . ................._.., 
✓sr:rrenG. (7 G,30815 

Draft status. 
.......... .............................................................................................................................................. ..................................................

.........................................................J: 

111
, {` Achieved Milestone AOriginal Date(not achieved) :..~., Delayed (no impact) :?s. At Risk Delayed A Issue/ Delayed rAOnTrack 

[ ..] Names of critical resources ----> Dependency (potential impact) (material impact) 

Work Stream 2013 2014 
.J•.al Aoc . y5, Oct Nov Dec Jan Fob Mar Apr 

iechno!agy 

Iwproeed 
L. 30/07 raft Improve Subpostmanter u(dance for orison corn un(cat on €i a future 

0udaec ;. 1550&Rov)c ouidance with NF P 
4.30(00 sane u)danceto ranches 

i<0I5050 10 4. 00(00 grey contents for HorEson refu se 10 
tsImprworncn 

30/40 Cam ercials agre d for Hanao release 10 4,15i0 release 14 1 

Ffssorr ny
mproemonte 0214 ralsg CR with F'u (tsu 

~~av~l! 
report$ 

30109 Aoree~sammercla€terms with F J)tsu    
blew 

II
n provemeeta delivered 30107 P.trlte 00th( j S 

inrsxigrr of data  194 Deliver cfhan005 ((ere se 9 depcn ttt) 
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Budet - Summa 

Burr,_tingassum ticFs811.otes 
1. Does not include coo i for Poot Office employees, unless backfill is required 
2. Does not include any cornoensatlon casts which is a potential outcome Qf mediation 
3. Mediaton costs are sensitive to the numbs r of cases. Budgeting assumption is 75 cases. 
4. Does not include the £3'10k spent from April 2012-July 2013 (incl VAT) 
5. VAT costs are at 20% 
6. All actuals include VAT 
7. Does not ii icluoe the cost of implementing the recommendations of the improvements projects 

Programme Forecast August 2013 - March 2014 

Complete Cases (using Mediation) 962 1154 Coss associated with completi rig the cases. Assumption — 75 cases 

Legal and Governance 334 40 Legal mss notspecificto mediation, &governance costs leg working party) 
Improvement project 42 50 Cost 'or quick wins and gap analysis 
Technology 50 60 Funding anticipated beyond the £100k Fulitsu funded costs 

Total 1388 1665 

.. . ........ .. ...... ......... . ........ . .._.. _ _ .....,., , ,......,, ,.......,,..... ., ,....... ......, , ,....... 
Total Project costs April 2012 - March 2014 (Intl VAT). ... ..... . ..... . ... .. ....... 

2012/13 April-March Actual 184 
2013/14 April -July Actual 126 
2013/14Aug-March Forecast 1,665 
Total 1,976 
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udr t — Costs to Date (Nast FY and this FY to 1 
..... .....I. . ..... .I ..... ..... .... .. .. .... 
2012/13 Invoices received 

<:. . .
Total 16393 :Total 14.00 Total 6 183.98 

Month : Invoice :amount Month '.Invoice :amount IMonth ;Invoice amount 
July 65: 12.00 Jan 12566/900772: 3.7 Jan 811 2.4 

Aug 66 14.00 Nov 12141: 7.2 April 842 2.4 
sep ....... . . . ...... . 67 ...... . . ... ...:. . . ...... 11.00 .. . . ........ . . ;July ..... . . , . .... ',13000/900772: ... . . . ...... . . 3.1 ...... . . .... July ..... . . ...... . 874 1.2 :. . . ........ . .. ..... . . . . ..... ... . . ....... . . . . ..... . . . i 
~oct 69 6.00
Nov 72 17.40 

:Dec 73 25.00 
;Jan .. ........ . . ........ . ... 74 26.88 .. . .., ,...,..., , ......,, ,.. .. ., ,...... . ., , ,......., ,. .., ,.; 
feh 75: ...... ... _ :. ...... 25.90 ....: . ..... . ... ... ..... . ..... .... ... ...... ....... .. .... . .... .. ....... . .... 
mar 76: 25.80 

2013/14 Invoiced to 1st August 2013 

Total 119.59 Total 3.10 Total 3.6 126.29 

Month Invoice :amount Month Invoice amount IMonth Invoice amount 
April ....,,, , ,.. 77. 25.39 July.., , , ,.... 13000/900772 3.1 April ... ,,,, ,.. 842 24 
May 78: 26.35' _  July 874 1.2 

:June 80 24.97 ....... . .. ......... .. 
July ..... . . ....... . ..... . . . .. ...... . ...... 81. 42.88' ..... . . . . ...... . . . .... ..... . . . ....... . . ..... . . . ... ...... . ....... ..... . . . .. ...... . . ...... ....... . .I ..... . ....... . . ... 
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Budget - Forecast (Aug 2013 — March 14 
Item £Ir Ek totM Inc VAT wmmnM °e 

not VAT .9 2094 eo 5errCelr 

Complete Caves (using Mediation) - Assumed nurnue r of sauce 75 

sr rond 125 -S id Sight at 25k parmonth(A.rg-lecemberJ 1,4 I.0 

Back ll l l for .nlcnal esouces & 90 15k per month, 6 months 

eete rna a vssty 1 C 

Medi vi 5) ~ 225 ': Assumed 3k per case -will use a national company 
Medi etc Eree see 50 '.travel, meeting rooms, training etc 

Legal suvoort case preparation-BD 56 '£750percaseassu me al l cases 
... . . . . . . . .... . . .... . . ....... . . . 

Ire support -ease advice 
...... ...... 

28 
.. .... ......... . .. . . ....... . ... . ..... ......... . . . 

:6400 percase. assume all uses. £400 is their estimate for

'. '.s:mp:ecases, but ifwe assume some will drop outthis 

mould average out. 

Legal support- mediation meeting '. 150 62k per.ase-assume all cases- cool d recruit internal 

snaff to red .,re costs? 

Independentadvisorfor 238 percase E1.5xcase prep+£lkmedia4ien meet i ng. 

S y e masters '. P'.rs FSfl:cnnl ngentyfer more complex cases 
350 SSG 

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

Legal and lose manse ... 
Advice

12. . . ....
mediation process and 

ofMorn ate ferSFMR,. Engag ngand hri efing Ta<s 

ediato's,attcidingwor< ngg-oapmeeungs li c. 

,. 54cr ._ ostray rases; ,evis grne Ieton process). 

Advisingon Fuj'tsu- elated matte's. t ok PC m onth 

.... .Case Review -CK 1/S I ,;ft QC, g, d U L., soya Ca L , it ht King ...... 100' . . 303 

Kay Li n na il) Alan Bates 

. . . .Independent 

14 5.. es  iupto) 

Chas, 2, C 1e 

otat _Segal end GOValT.enCe ;:.;. .  :r a i. 334 401 ..:. 
..:.: .:.::.: :::.:: :: 

. :"2 ` 100 3111 

Improvement project 

Bade FillforGayle Peacockand Ann 13 jBaokfll for 5 people townduetthe gapanalysis across 200: 200 

Ailaker :the hen, ne u ps g.o 
...... 

Contact Centre 
...... . . . . . 

II 
... ...;.as . . . ... . ... 

umed tlr - s s r. he done with current resources 

FSC G as Sumer this can he done cash current resources 00 

otal: Impmveeneet project 42 50 

Technology 

.45 

Ho vor overC-it c0 Fund-ng needed oeyend t- c 51110; FBI 3y fa ,ded r.ests 0 

Hal: Technoogy 

gy

511 60 

............................ .._....._ ...__.._. ..._..... ..._...._ ....._... _........ . 
50 

POL-BSFF-0001 031 0019 



POL001 38809 
POLOO138809 

±Ii::b•. ♦ ~. fen fat f~. f ,end. f . fi 
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Risks 

.. E`033"Bi:£~i~~J 
I ,Y/l/ 5l ,Y •^o•~ 

is OT":Q13ayY

?Isk 1,41 r, ;labor rot oct . Ja9:e bect ,se 
r;iik:d Nc;cv T :c14';£s a• CPni 1'PWIr'l P:Y, 

t awns. 

fr:: £3.i111i 1211 'L* [ k..Y'E12 `:(££841K 114321158C 

I I 51313 Con'pers.20.' 3131 Il-, 111 .3-0111111, ICI 

ec 58515 

3> Or 81111511.

a t 

...:ai/ .4". 43.//.19/ . St.

11 11111111158111511 I11t8 1581 1158

*8 11311' ' 383831'a39,N£~ 
"Ff$1)OfxC YCxil14,153 1118tOYS

;1 L:>asolacrtldw "*11154180 '1,448 C!IC1ts 

i sk Ta. .[4118 rroy[:
05111145 4 Wf . .;r 

/1
1 ~# 'L"~~C "~g7 tC2

5l/CCGY/ 

C 1)130 
1:114 

i. 

Leak 1. I : :IA1 e d 

Il 11841 ;Na n'5038 *8811841, 1183038 
¢. r ta2503, 

244 t:!cktt041111305 ni ,rleccI In d Ia510. 511 
,...... . YilCb (),)!.141.15; :>[?I.1,8[I1 f1 rnesl [:03.11 

4114.8348 

l ate 
These will be updated following a session booked for 9"' Sept.
This will document how we will monitor and mitigate these risks. :o a:;£ y, .bw,•,,,,..,a::Ir K,;
Key risks will be tracked and presented at the weekly steering 

."d,, 1a'nerea8ar pre sv1icoo,5, 184*011 

board. 
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