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Agenda

@

1. Specific Agenda items
1. Branch User Forum
2. Programme update:
1. Work streams highlights
2. Budget {(no updates for this mesting)
3. Risks
3. Next Meeting will be on Tuesday 3¢ September at 4pm.

Decisions for this meeting
1. Agree Branch User forum TOR
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Public Commitments - work stream updates

@

fieds H = We currantly hiave 6 polential candicates for the in

Adedfcatif)ﬂ Of » AUD sod b pack will be creatad this wask o

f{jtur‘e Cases Onoee on board the Independent Chalr will review t
pust March 14 therefor work sirsam will be

depandent chair.
¢ Pauia o review.
he future process
e-planned.
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Other work stream updates @

See slide 7-8

vimpmvament’é &
Culture change

Technology + Ses slide 11

° 2 Refdata changes moved intd release Siesi cycle.
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Legal Update — Case Review @

Hemaining 70 3 s eslimealed that there are
approkimalely 70 sift reviews feft.
This includes 37 RMG files from
archive, vel to be recelved and in the
region of 15 files from Northem freland.
it s not vel clear how many cases will
b cases will be recelved from Suotland
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Active cases @

Currently there are ne active cases
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Improvement work stream - progress to date

@

+  Mapping of the “as-is” and identification of "quick-wins” and improvement
opporiunities has started. A consistent survey is being used and engagement
sessions have been held with the following 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 will continue with the following teams w/c 268Y August:
+  National Federation of Subpostmasters
«  Regional Manager and Field Team Leaders — South
»  Security
« NBSC
»  Customer Care and POEX
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improvement work stream - Emerging gaps and issugs @

+  The mapping of the “as-is” process also includes capluring the emerging gaps and
issues. The results caplured so far have identified some common themes:

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

« Inconsistency of what informaltion 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 o capture what they are supposed (o be doing

« Lack of awareness of the role they play in the overall experience of the
branch with Post Office

» Lack of communication with other teams, especiaily in resolving issues

¢ Aclivity with a branch is often re-aclive and is a result of a problem rather
than being proactive 1o offer support o prevent re-occurring problems

¢ Inconsistency in the level of ownership between teams when trying o support
branches with issues

An individual issue has also been identified during the initial discussions with Finance
Service Centre regarding the confract with Santander. Whiist 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

b h. e
ranc (g )

b
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Improvement work stream - Plans for September @

+  Aftend improvement session with Fujitsu on the 9% September

«  Continue engaging with the remaining Post Office stakeholders 1o map the “as-ig”
process

« Engage with subpostmasters via the Quarterly Business Up-date evenis during
September

«  Agree the “quick-wins” at the next Programme Board — provisionally being held for
Tuesday 3 September

«  Start/continue deploying the quick wins

= Support individual case review process by communicating learnings from discussions
with key stakeholders

POL-BSFF-0001031_0008



POLO00138809
POL00138809

Communications update @

27t 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

« Memoview announcing mediation process issued at 8.00am

» Email to SLT

« Email to all managers (Focus Online Special)

» News item on Subspaceonline

« 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.

5,

b
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Technology Change

@

« 5§ Changes identified at this stage

1. Branch Qrdering of Stock Enhancement

Certificate of Posting for multiple ftams
astcode ook up

assport Duplicates

Remittance Cut button

3P
4. B

«  Workshop planned to review Fujitsu analysis and options for delivery.

»  Angela to sign-off on improvements.

frnprove navigstion process and reducs
time spent by the branch when ardering
stook.

Reduced transaction time and printing costs
improved functionality
Spesds up the process

Adding this o the and of day process to
streamiine activities.
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Appendices @

= High level milestones
« Public commitments — slide 13
« Legal — slide 14
« Improvement — slide 15
«  Communications — slide 16
= Technology — slide 17
° Budget
« Overview — slide 18
«  Actual to August 2013 — slide 19
¢ Planned to Mar 2014 - slide 20
« Risk
« Risk map and descriptions - slides 21 {0 22
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Public Commitments- High level Plan

@

Work Stream 213 2014
Jul Bug Siep Qct tov e Jan Fab Mar Apr
Mediation §cheme 22047 JA heating to agree investigation scopr and appfoach
i‘i’?giﬁi‘:’:‘g \ A 2807 First Warking Party Workshop fo define Ways of Working
Y > GASRS
B £ 1808 Warking Party sign off ways of workigy, mediation pack and copims

A hal:) N 1
Sngeia VOB nomination 19/0% New wayh of working fully impleménted
80 snd Paralags! {03 Mediator{s) appointed
Second Signt 98 TOR for Monthiy Working Griup

A 3010 compiete first case

4 181K applications submitt
Mdnthiv Working Grodp Roalds F-3 ) i F:Y N &
Adjudication of fxture 3408 Define process for appealing caseg cutside the fine
C33ES #:10/0% Rppoint an independent figum to d ine how an independ safety net might be ntrodgoed
to adjwdicate in disguted cases ig the fulure
& 15008 Independernii review commences
& 1610 Independient review makes recommendations
&1 28110 PosqOffice Impl fations
Branch User Forum A 1208 Dreate Draft JOR
fngeia VOB % 18/05 Start engbgement with stakehoiders
igsiey Sewell
oy e L, 088 comip with stdkehold
. 131188 issue final [TOR and senyd out invitatipns to first fofum
& 08110 First Branch User Forum
Brangh User Forurh meets requiarly & L &
frequetcy sgreed in TOR))

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

Version 007 201

20815

&Achieved Milestone Aoﬂginal Date (not achieved)
w ~~ ~% Dependency

On Track
| Names of critical resources

.- Delayed (no impact)

. At Risk/ Delayed

(potential impact)

k Issue / Delayed
{material impact)
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Legal -~ High level Plan

@

Work Siream

2013

2014

Jul Aug Sse Oct Nov Bec Jan

Feb

Mar

spr

S0 Sugnart

AADBI07 Tackical wiays af warking implemented, 8ll cases reviewed indivigually
28107 Adyree eapoitse oCriminal cages review commission

,{\3 G108 i}eﬁpe raute for prosecuted dases post disclosure

o

ANTTIGT nitiad St ¢ caseslconkp!

initial review of cases complete

pare paper for
08 Rresent paper to ARC

FRGS TOR for

e

A doms lnitial fiddings from Qe & d with €K

HB0/08 Full QT report compiete

fulf QT repont agréeed

#onthly Reporting to Prograinme Roard

$ and gisclosurs piovided to defence, up tojdanuary 2080 by CK (o

SRC on progress to datejwith input fiom QC

3007 Jppoint GO in adyise POL on strategy andiprocess for fevinwing pagst/current cfinminal prosg
given the iadings of the Second Sight interim report dated

02/ Imtiim findings from QC shajed with Post Office

E

twrighthin

soutions

B

Notes:

| Tasks added since last version in red.

Version 00

7 20120815

Names of critical resources

On Track [:}Achieved Miiestone Aoﬂginal Date (not achieved)

w ~~ ~% Dependency

Delayed (no impact) . At Risk/ Deiayed

(potential impact)

A Issue / Delayed

{material impact)
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improvements - High level Plan @

Work Stream 2013 2014

Jud Aug Sep St Mov Bec Jan Feb Mar Apr

All Streams O 24003 Agred Termalof Ref with Sponser (Angeia)

£ 088 Adree apgroach to mappinglas-is procesl, scope, and how it will be documentdd
08 fgree Terms lof Reference with steering group

A RO Mentify repource from kach area to Bupport the mapping of the “as-is”

A DBOS tdentify process for capturing quich wins

3008 Blartfto identify quick wins {fraph the mappitig exercise}
_eres whichiquick wins shouild e imgiemented with Programm$ Board

Begin impi wing guick wing

£ 30008 C “as-is" buby journeylaiperionce with POL

& 30/08 Complete "as-is” Crown colizague 1 journeylexperience with POL
30/08 Complete “as-is” pultiple parther r journeyiexperiencs With POL.
05110 Al “Quick Wing” implemented

4 |20110 Comy, “to-be” sitbp journeyiexgerience with{POL

4 120010 Complele ~ to-be ” Crown colleajue r journey/experience with #OL
;200118 C

plete ™ o-be” mulliple partijer r journev/iéxperience with POL

A& 1811 Funding tor proposal approved

#HAPHTC impi tion projedis
154 implemeni mechanism fo ensure alliprocesses age regularly &
reviewid and contiaue to be fit for purpose |

Changa

Notes:
Tasks added singe last version in red.

. At Risk/ Delayed k Issue / Delayed
(potential impact) {material impact)

On Track &Achieved Milestone Aoﬂginal Date (not achieved)
"] Names of critical resources w ~~ ~% Dependency

.- Delayed (no impact)
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Communications - High level Plan

@

Work Stream 213 2114
Jul Ay Ben Out Nov Dsc Jan Fsb Mar Apr
Cornmunications and Do2107 Agren Abproach with §4
MP engagement
L PO B 88 to compmunicate prcess to MPsiand SPMRs
Angela VB
Mark Davies . laungh Mediation drocess (press release}
’;2’:: ;\t Feactive to Medial kre mbdiated presd and public gifairs team 14 be updated {for proactivdg managemen)
Post Gffice start enggagement with MPs ~ indiyidually expigining mediation process
11708 Alice P and A meeting
4 01710 Siart taking MPs through thelr aclual cases
£:31018 Joint MP update ngeting {foliow on from JA ineeting}
Dat: TBC &
Engagement
with MPs for 25
investigation
casgs compiete
| Notes: Version 007

Linclear if JA has communicated the process te MPs

01

20815

&Achieved Milestone Aoﬂginal Date (not achieved)
w ~~ ~% Dependency

On Track
| Names of critical resources

.- Delayed (no impact)

. At Risk/ Delayed

(potential impact)

k Issue / Delayed
{material impact)
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Technology improvements- High level Plan

Regorting

improvements

improvements defivered|
threugh ref data

3007 pefinel phangds

£ 02108 raisk CR with Fufitsu
£ 30/08 Agreejcommercial ferms with Pujitsu

#.30/09 Comdercials agredd for Horizod

716 Deliver dhanges {

refease 14

Work Stream 2013 2014
Jut At Sep Nov Dac Jdan Feb Mar Apr
Technciogy
‘”"Jic'g:‘;i £N20/07 Draf® inproved Sub ich for Horizon firle fallure
guicen A 1508 Review guidance with NFSP
# SIS issueiguidance to Pranches
_ Relsase 10 & 30/08 gred contents for{Horizon relehss 10
npr ovemants P
release 10 Bve

. 18
avaiigble

new reports

| Notes:
raft status.

On Track

&Achieved Milestone

Names of critical resources w ~~ ~% Dependency

Aoﬂginal Date (not achieved)

.- Delayed (no impact)

. At Risk/ Delayed
(potential impact)

k Issue / Delayed

{material impact)
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Budget - Summary @

Budgeting assumptions/notes
i 1. Does not include cost for Post Office employees, unless backfill is requirad
. Does not include any compensation costs, which is a poteniial oulcome of mediation
. Mediation costs are sensitive to the number of cases. Budgeting assumption is 75 cases.
. Does not include the £310k spent from Aprit 2012-July 2013 (incl VAT)
. VAT costs are at 20%
. Al actuals include VAT
. Does not include the cost of implemanting the recommendations of the improvements projects

~i 0N O e (D PY -

Programme Forecast August 2013 - March 2014

incl VAT Comments
Complete Cases (using Mediation) - Costs associated with completing the cases. Assumption =75 cases o
Legal and Governance Legal costs not specific to mediation, & governance costs (eg working party)

Improvement project Cost for quick wins and gap analysis
Funding anticipated beyond the £100k Fujitsu funded costs

Total Project costs April 20é|.2 - Marc‘h‘2014 {incl VAT)
2012/13 April-March Actual 184
2013/14 April - July Actual 126!
2013/14 Aug-March Forecast 1,665
Total 1,976
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Budget ~ Costs to Date (last FY and this FY to 15t August)

@

2012/13 Invoices received

119.59

2013/14 Invoiced to 1st August 2013

Total 163.98  Total 1400  Total 183.98
Month  ‘Invoice amount Month  iInvoice amount |‘|Month ‘Invoice _amount
July 65 1200  Jan 12566/900772 37 Jan 811 24
Aug 66 1400  Nov 12141 7.2 April 842 2.4
sep 67 11.00  uly 13000/900772 31 July 874 1.2
oct 69 6.00

Nov 72 1740

Dec 73 25.00

Jan. 74 2688

feb .. 7502590

mar 76 25.80

Total 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 2.4

May 78 26.35 July 874 12

June 80 24.97

July 81 42.88
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Budget — Forecast {Aug 2013 ~ March 2014}

item £k £k total Inc VAT comment Jeowra Poper ' Bourd

net VAT @ 20% iovi Paper heh
Complete Cases (using Mediation) i Assumed number of cases: 75

Second Sight i 125 : Second Sight at 25k per month {Aug-December) 100 150]

Back fill forinternal resources & 90 ; 15k per month, 6 months

external assistance H ;

Mediator{s) L0225 Assumed 3k per case - will use a nationa! company

Mediator Expenses ios0 : travel, meeting rooms, training etc

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

Legal support - case advice T "£400 per case. assume all cases. £400 s their estimate for

simple cases, but if we assume some will drop outthis
shouid average out.

Legal support - mediation meeting 150 : £2k per case - assume all cases - could recruitinternal
staff to reduce costs?
Independent advisor for i o238 : Per case: £1.5k case prep + £1k mediation meeting.

Subpostmasters : Pius £50k contingency for more complex cases

fotal Complete Cagas {using Mediation)

Legal and Govemance
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).

H H 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 Tt : £2i per month {up to)
Independant

t Chair

Improvement project

Back Fill for Gayle Peacock and Ann | 42 : Back fili for 5 people to conduct the gap analysis across 200 200)
Allaker : : the business groups
Contact Centre 0 assumed this can be done with current resources 40|

FSC o : assumed this can be done with current resources 100|
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Risk map

Impact if Risk Realised

£50m

Med

£10m

Low

Unlikely

Possible

Likelihood of Risk Realising

Probable
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Risks

B

bec
wits FOL

Lags of confid

Seg Wit 2xigh

Koy parsen el

Risk frat snpageme

MNote

Thess will be updated following a session booked for 89 Sept.
This will document how we will monitor and mitigate these risks,
Key risks will be tracked and presented at the wesekly steering
hoard.

dS 1D iNOrsasec Pressureieasl o rshvork
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