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Agenda @

Decisions for this meeting

Agresg communication scenario outcomess

Agree next steps to mapping interdependencies between the Schame & BIP
Agree approach to developing Future Complaints Resolution model

Agree mitigating actionsfresolutions for escalated risks & issues

Approve Programme Plan (by correspondence by 7 February)

Agree next Programme Board meeting
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Delivery & likelihood of success m‘ Trajectory ‘?

Cverall good progress made since last Board with a positive meeting with James
Arbuthnot MP. Face to face Working Group was more difficult with the group revisiting
their scope with a different view being taken by JFSA and Second Sight to Post Office.
Work to resolve this and pin down the Second Sight letter of engagement is a priority.

«  Performance - a number of investigations are now concluded and reports being quality
assured. Quality assurance is currently taking longer than envisaged - this is being closely
monitered and should improve as draf report quality is increasing. Second Sight’s first
reports have slipped again to 27 February, This will be a key milestone for the Scheme.

< Administration - much betier controls now in place although legacy issues around
purchase orders and invoicing are currently of concern.

«  Mediation - processes revised by the Working Group on 30 January., Fost Office
representatives being confirmed. Time pressure has reduced slightly due to the slippage of
the Second Sight reports.

«  Programme Dependencies and Future Policy - early progress made on dependencies
and future policy; both on the agenda for discussion today.
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Media Scenario Risk Map

Media Scenario Planning Overview Slide
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15.

JFSAdisengage from Working Group

Second Sight disengage from Working Group

Second Dight additional support neaded

Applicani{s}/MP talks fo the press about the ouicome of
mediation (satisfied}

Applicani{s}/MP talks o the press about the outcorne of
mediation (dis~satisfied)

invastigation findings

BAF 7 Stakeholder / James Arbuthnol raise concerns with the
Press or Pariament {e.q. question in Parliament)

Jarnes Arbuthnot maating MPs (likely to e February 2014
Mediation outeorme communication to WG mades public
Network issues (increased number of concerns citing
Horizon, separate 'Horizon' issue raised)

Post Otfice Legal issue (sued) / Prosecution{(s) and FPolizy
Consumer fultiras involvement

NFSF move position of satisfaction to dissatisfaction
interested journalist contacis us proactively {e.g. Matt
Prodger, BBC or Kart Flinders, Compuier Weekiy}

The Impact of external non-Horizon engagement on the
Schame
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Summary of Materials Needed

impact | Questions / Communications needed now

Questions f Communications needed with
a dependsncy

High :

me

{ineiuding the Branch User Forum)
°  Hoiding Statemeant
v Pr tinn Policy Overview from &
Parsens)

gal (Chits A7 Andy

Monitor: case racker for high profile cases
Monitor: Questions in Parliarment / Liaise with BIS re
ANSWrs

5 will be

’

2 papers {specific lines will

Business

Programme
ent before end of the S

heme if necessary

Medium |-

Evatuate ropact of aif exiernal engagement on the Scherne

- Engage James Arbuthnot re additional supgort

» Generic Q3A for mediation nuicames
OW G QEA it

ad {0 assess whet:
}now we engage with the

and Network coemms may be neaded if investigation

firndings leaked / issue found
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Hardwars/
software
issusne with
Haorizon

Frocasses arg in place with business as usual lsams o ensure concerns with branch issues are
addressed

Awenkly call ts helo with all relevant business arsas to snsure branch concerns ot wider network jestss
are identified, escalatesd where noressary and resolverd

The Cperational Support work stream scope witl incllide how we interact with cur suppliers and how issugs
are resoived

The Programme s working on & number of Horlonn procass improvemeants

The development of HODRICE will ensble ancess to more Horizon infarmation

The Investigation process will be reviewsd io delerming what information can be taken fom a branch
Branch User Forum is looking at this from a user perspective
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Mediation scheme

The diagram illustrates the numerous dependencies that exist belween & exiernally to the 2

programmes.
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Al a high-level the following 8§ key dependencies have been identified:

« The Scheme is dependent on;
»  The Investigators to support the investigation of cases
«  Fujitsy for the provision of data
»  BIRF is dependent on:
« The Scheme to feedback key issues emerging from cases
»  Fujitsu for the provision of data
«  The programmes nesd (o ensure they are aligned:
»  To deliver consistent messages
«  {n designing the interface between Ball and the new complaints resolution model

Further work is required with BIP to:
» ldentify underlying/dstailed/missing dependencies
«  Document & design controls for monitoring

We propose an initial dependency workshop and regular reviews (o monitor all
dependencies going forward
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O aterpest O Fiadings CF inlenin
Ort into Horzoe Oompuier Systent

3 new initiatives :

1. Addressing the issues
raised

2. Improving future
processes

3. Examining potential
structural changes

.. .A review chaired by an
independent figure to determine how
an independent safety net might be
infroduced to adjudicate in disputed
cases in the future. Again the JFSA
and other stakeholders will be invited
fo take part in this process.”

Past Office Lid
&th Judy 2013
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indicative project timeline and deliverables
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Consultation &
analysis
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Key guestions

1. Dealing only with contractual breach complaints/disputes and no other
types?

Is the system {0 be the last resort after all other intemal channels have
been exhausted?

Should it have a gate process to enter the system?

Do yvou want it 1o have an investigative capability?

Do you want it to pursue emerging thematics?

Do you want it to have a feedbackireporting mechanism into BiF?
Should it be taskable in the future if sanctioned by ExCo?

n
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Up-to-date dashboard to be provided in hardcopy at the Board mesting.
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here is a substantial expectation gap - the
difference betwesn the amount daimed by
applicants and BD’s assessmant of the
realistic value of the claims. 35 spplicants
have sought £14M (5 of those are over £1M
and a further 7 over £1008 Hihisis
continued for the rest of the gpplications we
would expect 1o see a gap of ~£47M.

Bond Dickingon are keeping the expecied
Tability of casss under requiar review and ars
Isading on identifying suitable cases for early
settiement.

Eardy engagement with Professions! Advisors
and MPs are reguired to manage
expectations and minimise reputational
damage o PGlinegative perceptions of the
Scheme.
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1. Programme Plan

2. Next Programme Board ~ currently Wednesday 12" February, 12:00 — 13:00,

Room 108
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