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Agenda 

Decisions for this meeting 
Agree communication scenario outcomes 
Agree next steps to mapping interdependencies between the Scheme & BIP 
Agree approach to developing Future Complaints Resolution model 
Agree mitigating actions/resolutions for escalated risks & issues 
Approve Programme Plan (by correspondence by 7 February) 
Agree next Programme Board meeting 
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Delivery & iiltelihoo of suc; 
~ ~~ 

Trijectory 

Overall good progress made since last Board with a positive meeting with James 
Arbuthnot MR 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 
monitored and should improve as draft 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 better 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. Post Office 
representatives being confirmed. Time pressure has reduced slightly due to the slippage of 
the Second Sight reports 

m Programme Dependencies and Future Policy - early progress made on dependencies 
and future pciicy both on the agenda for discuussion today. 
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Media Sconaro Risk Map 

E 

High 

Low 

Media Scenario Plane gOverviec Slide 

Unlikely Possible Probable 

L:keiiboed of Risk Reaming 

1. JFSA disengage from Viol king Group 

2. Second Sight dims ri, age from Working Group 

3. Second . igHt additional support needed 

4. App: cant(s) MP oant(s):MP talk-, to the press about the outcome of 
meci:atlen (satNhed) 

".i. Appi cantiegrMF' talks to the press about the outcome of 
d'ud's.; a ec (ra mitisfiecd 

it. nvestig;sticn findings 
7 MP i Sta,kepolder r JarnesArbuthnot raise concerns with the 

;e.+_<. ii4OSStr0ll P Parliarnel it: 

8. JarnesArbuthno meeting Moos I/kale tc be t=e# rl .rti 2014) 

Mediation outcome eommunrcatron to f1~C> rres e Public 
12. Network :slues ; ncrea:?sd nr.imber of concerns citing 

Honoori, separate 'Horizon' ISsSe ¢a:sec.' 

11. Poor Office. Legal Issue (sued)! Prosecution(s) and Policy 

'12. Consumer 'L ure_:sinvolvement 

13. NFSP move position of satisfaction to dissatisfaction 

14. Interested' journalist contacts us proactively to g. Matt 
Proc r, Lger, l.J S or Karl Fielders, Computer Week y) 

15. The impact of external nonHorizon engagement on the 
Scheme 
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Summary of Materials Needed 

Impact Questions f Communications needed now Questions f Communications needed with 
a dependency 

High Rectve hue ur }f E lI n Iac' rJ ItIth the b 'e3' Ur 3 n 3 .0 € 'P f 1me1 IJI h :c 

f .,.:I5e g1,- VVG ,. ,v t '.ci duol ,li s hr.r_ler:;e .ali 
'le Bjsmess Improvement's Programme ;wi r oesv It resist7r'.t w/ he 

I ar;n User Forum} 9 f ile
€€-i I 

• 
 r I -e 1 ,'i II' 'El i-_ - ,1/ I  .nrx: II , , ;v'.II 

P us t,.'.i:ir— Policy Overy ew from Legal ;Ohris A 1 A ndy be : di for 1 g .rof' I: . c 
t.f?i,. f.l f.~ ,., ... ( .. E. .:I E ,1.;;i 011 .~l _.: . Gi• I.E~ 1.'.S`. 

mpr^rer-.en: rro i r -.~ 
a ori3to : cace fr cker for high profile cc ice • Pub S i':':I 1 1S I `.tCi:: ' Ir 'St IV:' of E: TIE if

'SInnitor: Questions irn P rUe ri it Liaise With E€S re 

answers 

Rein ..  e t, .. E,i?r g ; Eult', r;'d :i Ipl Ir nC7r^,;7e err i-. A  ii 1Ct IE, :7C}dltlonal support 
IX edltrni 

• ,llpt ~; 'II 1 ,ih 1' L ._ t I'A' to"Llding 
en I -fiend r,r ,- 
Er l a  .a. y :ri E t Iii- hi >chl;m+a 

Evatuaie impact of i391 exferrtal er3 pipe rnent on the Scheme 

Low Ge_ni w"A to T:;, -!CI'. ?...rC ci';, 
._.....-_---

• QP for f: I:dir, 11011 'r,Ed Ho .1 ,s ss .hei , r i,= ',C 

prcl i, - :.v.ihI I. r_t.a:Y Il .,., , .1ng;lge 'rththe 
weC'iS 

Interrla: .arid t: f:tL5r;1'Y. V,C.cI"r:10 1m1a'y+ be, rlf?eKied It Investigation 

findi'::g s Iedked i  •;Ue tG'Jr'd 
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Irw d quate 'A"C' neac aireacy Irnprwved iO' treiiirin appr+: z<.h l;ry, 
training alc Intrcnlic' xi an introductory call to the new Subly ostfn. ter :. weeks: bekf ie, the' take up post 

supper' Ha 'v ing oar'lkwr coat c. ;"sib the Subpwstn'aster tel Pa'✓vi rig their frni rial i:' iriing art, replacing the 'north 1 

t l+;:t l'i+;ri"r+_ csill , f h a l'arid l'1 swit 
Fa. icarp the effect €venetia -'f the balancing work-aid 'a heip ,t'.itipoS,naa:er8 'oerltlfy arld i-r w, I.yc`.fr fy 

re;:, se Lade ling problernse:ariier. 
Within th:e tralnlnel'va;orl: strewn":, the Con icn'':, rnethrEd. 1'Eming ann app each to trarnmg an si.:pport ws Lleinu 
wrOwid Tee Operatirrod are Phaslei.al dr pport work streatna a e raw dcarp t'_!r 1.-' proach tn: ,r. p''I3'a. branch .s 

from a l:r._ >l:rl+rr, process, .systems and CE ft ire l%•:crrspective. 

Hardware! 1 Processes are in place with business as usual teams -ri ensure cancel ns with branch issues are 
software aduressed 

issues with 2. A weekly call is hole with all relevant business areas to ensure branch concerns or voider network issues 
Horizon are identified, escalated where necessary and resolved. 

3. The Operational Support work stream scope will incluce how we interact with our suppliers and how issues 

are resolved 
4. The Progr'antme is working on a number of Horizon process improvements 
5. The development of HORICE will enable access to more Horizon information 
6. The investigation process will be reviewed to determine what Information cue i be taken from a branch 
7. Branch Jam Forum is looking a1 'his 1'torn a user perspective 

I C• C; r 'with :r: The operaJonai support modal will look a: the people pro ::asses. cyst. w;, and cilitrre. i....d to si.ppor 
by Post O1 icc bra.rci es, The aojec.tive for :rte work stre~,nm is to deliver a s, earn triec efflcier:; mcdel ,^;t3cra the people 
tail a lack of cupual irr_ the free' line deliver consisten,€y hi ii, cast, nor service, 'Midi is ancerp'nned by an IT saw err which 
an audit ;rats c n trash int r'vention, enable : branch contact record p be a  ilabie and coma' to be rr}ea' cable. 
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The diagrarn illustrates the numerous dependencies that exist between & externally to the 2 
programmes. 
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Al a hqheve. Cite following 6 key dependencies have been identified: 

The Scheme is dependent on: 
• The Investigators to support the investigation of cases 
• Fujitsu for the provis€on of data 

SIP is dependent on: 
• The Scheme to feedback key issues emerging from cases 
• Fujitsu for the provision of data 

The programmes need to ensure they are aligned: 
• To deliver consistent messages 
• In designing the interface between BaU and the new complaints resolution model 

Further work is required with BIP to: 
• Identify underlying/detailed/missing dependencies 
• Document & design controls for monitoring 

We propose an initial dependency workshop and regular reviews to monitor all 
dependencies going forward 
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POL response to Second Sight report 

3 nei,,,f initiatives 
. Addressing the Issues 

raised 
2. mprovng future 

processes 
3. Ex :m nine potential 

structural changes 

"—A review chaired by an 
independent figure to determine how 
an independent safety net might be 
introduced to adjudicate in disputed 
cases in the future. Again the F 
and other stakeholders will be invited 
to take part in this process." 

Post Office Ltd 

8 1F1 July 2013 
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Our understanrhng of where the future coy pl h it system will sit 

I 
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Indicativeproject timeline and dehverabes 
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An overview of the journey through the key phases 

to R/FaEf.#"• 

& .,apt; rF ..r::~Fta.~',.r~?iat€e:s , a. :~ >::. . _ 
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and c' a-3er:ges a i.^<ent: y #•:ey hi m Et'aivate te:asibiiity a i 8";}Ey su: rniss<ol: x i.apttii?e & it  la y&e 

rr. p#e:: get-up ; ExFtcm. es 
i."id~34f .``tC•b~°''Y?sXt8) Qer.°afhey:eart:r.lis 

e ~iC.^:@.'•3°ws!e.~~i; s, ; 
-ems a° r:'a °es :,?:aad :opicn thnc pE pE;r `nt ' .ne iop a `#nat ; r•r :s 

4".?'£:atf: a fJWi yfsa^,n sv;voi ? approval ; NzieNire! 

cvs'te ,n.s by i 
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`ZL"'Lj uiacci:Bslf (amts' r,,i. an-, c^ age gut 
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Key questions 

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

2. Is the system to be the last resort after all other internal channels have 
been exhausted? 

3. Should it have a gate process to enter the system? 
4. Do you want it to have an investigative capability? 
5. Do you want it to pursue emerging thematics? 
6. Do you want it to have a feedback/reporting mechanism into BIP? 
7. Should it be taskable in the future if sanctioned by ExCo? 
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Up-to-date dashboard to be provided in hacdcopy at the Board meeting. 
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il)rcvira but ih Y rio need ro r alti€ g at the 

Ortaiit_y Assurance T?hases wf'3ch is impacting 

on ri€I1 ;;:ades. 

There is a substantial expectation gap - the 
difference between the amount claimed by 
applicants and BD's assessment of the 
realistic value of the claims. 25 applicants 
have sought £14M (5 of those are over £l M1 
and a further 7 over £100K). If this is 
continued for the rest of the applications we 
would expect to see a gap of -£:47M. 

ontinues wttt9 i€ d vk ual feedback being 

s' Should we seek.d£~';:ECir L€ `;.< tl`?.'. €€`:i+e ;:3gGaft;rw..  ~'' 

...1 L lB'et further quBance based on the 

cc1.`.1inon errors seen ii'3 a short worksI•op tO 

at noeshgators 

r Yie' ' qunitty assurance process r_3t".£'.d' i ) 

rttpods are L^oth Second Stqhr t4 conf€rrn 

whether steps e s:, f.i..0 3:.e 3)i .' iJw 3 13 required, 

Bond Dickinson are keeping the expected 
liability of cases under regular review and are 
leading on identifying suitable cases for early 
settlement. 

Early engagement with Professional Advisors 
and MPs are required to manage 
expectations and minimise reputational 
damage to POL/negative perceptions of the 
Scheme.. 

A\!DB 
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SD 
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1. Programm€ Plan 

2. Next programme Board — currently Wednesday 12th February, 12.00 — 18:00, 
Room 108 
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