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EXECUTIVE COMMITTEE 
AGENDA 

for the meeting to be held on 13 February 2014 
in Room 501 

Present: Paula Vennells (Chair), Martin Edwards, Mark Davies, Lesley Sewell, Chris Day, Kevin Gilliland, 
Fay Healey, Nick Kennett, Alwen Lyons, Martin George, Chris Aujard, Neil Hayward 

In attendance: Sarah Hall, Stewart Fox-Mills, Brian Deveney, Tim Lloyd (Alsbridge) 

Start time : 9.15 End: 17.30 

Time Item ExCo Sponsor/Presenter 

09.15 -11.05 Business Transformation - Operating Model and Strategic Chris Day/Lesley Sewell/ 
Cost Reduction Brian Deveney/ Tim Lloyd 

(Alsbridge) 
11.05 -11.20 BREAK 
11.20 - 12.50 Project Sparrow and Prosecuting Authority inc business Chris Aujard/ Kevin Gilliland 

improvement 

12.50 -13.10 LUNCH 
13.10 -14.20 14/15 Budget - recommended KPI's Chris Day/Sarah 

Hall/Stewart Fox-Mills 
14.20 -15.00 Public Purpose Statement Mark Davies 

15.00-15.10 BREAK 
15.10 -15.50 Update on Network Transformation & Crowns inc NFSP legal Kevin Gilliland 

framework 

15.50 -16.10 Industrial Relations inc Supply Chain Kevin Gilliland 

16.10 -16.35 Policies: Chris Aujard 
• Anti-Bribery 
• External Data Protection Policy 
• Data Sharing Policy 

16.35 -17.00 Noting papers: 
• Acceptable Usage - Risk and Issues with Public Email 

and Services Lesley Sewell 
• Cyber Security and Information Assurance Report Lesley Sewell 
• Data Centre update Lesley Sewell 
• Pay & Reward Committee - TOR Fay Healey 

17.00 -17.30 AOB 

17.30 CLOSE 
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POST OFFICE AUDIT, RISK AND COMPLIANCE COMMITTEE 

Prosecutions Policy 

1. Purpose 

The purpose of this paper is to: 

• seek the ARC's views on proposed changes to the prosecutions policy and the way in 
which POL will prosecute criminal cases in the future; and 

• update the ARC with respect to certain aspects of the Business Improvement Project. 

2. Background 

2.1 At its meeting on 19 November 2013, the Committee considered whether or not there was 
merit in formally amending the prosecutions policy and if so what the substance of those 
amendments should be. It was agreed at that meeting that before any firm decision could 
be taken in this regard: 

(a) further work needed to be done to understand the financial and other consequences of 
amending the policy, particularly if it were the case that the amendments resulted in 
fewer cases being referred to the criminal courts; 

(b) the Committee needed a clearer understanding of the work that was being done as part 
of the Business Improvement Programme (BIP) and the impact this would have on 
detecting (and preventing) losses at an earlier stage; and 

(c) it would be helpful to understand how banks and other large companies dealt with 
criminal loss caused by employees. 

2.2 In this connection it is probably useful to note that in a report for POL Brian Altman QC 
observed that, "Post Office Ltd's prosecution role is perhaps anachronistic...", and that we 
are "the only commercial organisation (albeit Government owned) I have been able to 
identify (apart from RMG that retains a prosecution function) that has a commercially 
based, sophisticated private prosecution role, supported by experienced and dedicated 
teams of investigators and lawyers. To that extent it is exceptional if not unique." 

3. Activities/Current Situation 

3.1 The way in which prosecutions have historically been brought was set out in some detail in 
the paper on prosecutions considered by the Committee in November. In that paper it was 
noted that typically we prosecute subpostmasters for False Accounting combined with 
Theft, and/or Fraud. The prosecutions are brought in accordance with the Code for Crown 
Prosecutors and the choice of charge is largely dependent on whether we have obtained an 
admission of guilt, or other compelling evidence that the Defendant has taken money 
directly from us, or have only secured evidence that the Defendant covered up losses by 
falsely recording the branch's financial position (e.g. to avoid paying losses back and/or to 
keep their branch) on the Horizon system. As will be recalled, typically Defendants plead 
guilty to a charge of False Accounting, with the charge of Theft then being dropped. 

3.2 In terms of the volume and cost of cases, over the past few years we have averaged about 
250 investigations into possible criminal conduct a year, of which about 50 resulted in 
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criminal prosecutions. The financial losses (to POL) in those cases where a prosecution was 
brought ranged between £1,738 and £175,260 per incident in 2012/2013, and £2,347 and 
£192,990 in 2013/2014. The average cost of bringing a criminal prosecution the in 2012-
2013 financial period was about £7,500 (E3,600 for the costs of our internal security 
investigators, plus £3,900 for our external solicitors). 

3.3 The amount recovered from Defendants in respect of stolen, misappropriated or 
unaccounted for stock or money in the cases closed so far in the 2013/2014 period was 
£741,182, or approximately £10,500 per case. Total losses in those cases were £1,603,932, 
implying a recovery rate of 46%. These figures must, however, be treated with a degree of 
caution, as any amounts recovered must be seen as coincidental consequence of the 
current policy on prosecutions. It is well established that the purpose of criminal 
prosecutions is to punish and deter wrongdoing, not to recover financial loss: this must be 
our guiding principle. Should we bring a prosecution for any other reason, Post Office and 
its Board run the risk of being accused of abusing the Criminal Justice System, with 
attendant reputational damage. 

3.4 POL does however frequently initiate actions in the civil courts for debts it believes are due 
and owing to it by subpostmasters. In 2012/13, the civil debt team (a team which is entirely 
separate to the criminal team) recovered approximately £1.9 million, and instructed 
external lawyers in 100 cases, at an average cost per case in 2012-2013 of about £1,200 
(£400 for the costs of Former Agent Accounting Team, plus £800 for our exter nal solicitors). 
It is not proposed at this stage to review the civil recovery process, as it outside the scope 
of the work undertaken by Project Sparrow. That said, the way that POL interacts with 
subpostmasters generally is in scope for the BI P. 

4. Options Considered 

4.1 As noted in the November paper, broadly the options considered comprised: 

(a) Preserving the status quo — i.e. retaining prosecutorial capability and 
continuing with a prosecutions policy which is substantially the same as that 
which has been used in the past; 

(b) Pursuing a prosecutions policy more focussed on more egregious misconduct - 
e.g. higher value cases/cases involving vulnerable members of society/cases of 
involving particularly wilful wrongdoing, and engaging with the police in relation 
to other matters; and 

(c) Ceasing all prosecutorial activities but instead actively involving the police/CPS 
etc where it is felt that they are likely to take matters forward. 

4.2 For a variety of reasons, option (a) did not gain a large degree of support from the 
Committee at its meeting in November and for that reason is not the focus of this paper. 
Similarly, given that we have been advised by leading Counsel that, due to budgetary 
constraints, the CPS is unlikely to have an appetite to prosecute all but the most serious 
cases, and there would be a substantial lead in time as we would need to open negotiations 
with the Director of Public Prosecutions about implementation which would take time and 
still leaves us in our current position. Also, if option (c) were commenced, it would not be 
for Post Office to implement or review the policy but for the CPS. For these reasons option 
(c) is not discussed in any great detail, though should the Committee decide that it is an 
option worth exploring further much of the analysis in the following paragraphs, particularly 
with respect to cost and financial implications will still be of relevance. Instead, the balance 
of this paper focuses on option (b), and the possible "filters" that could be applied to our 
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prosecution policy in order to ensure that only cases displaying an appropriate "fact 
pattern" are prosecuted. 

4.3 One of the "filters" that could be applied is financial: currently there are no formal financial 
limits set out in our prosecution policy (though in practice de minis amounts are not 
pursued), an approach which gives us a run rate of approximately 50 criminal cases a year. 
If a financial filter were applied then (based on our analysis of historic cases) the number 
prosecutions would (be likely to) reduce as follows: 

• £15,000 - approx. 25 cases a year 
• £20,000 - approx. 20 cases a year 
• £30,000 - approx. a dozen a year 
• £100,000 - one or two cases a year (and these could possibly be of interest to the 

CPS) 

In order to ensure that an appropriate balance is struck between providing a suitable 
deterrent, and POL not being viewed as being too heavy handed, it is recommended that a 
financial limit be introduced into the policy as a matter to "take into account" when 
deciding whether to initiate proceedings. The significance of this "guide" figure would be 
that cases involving losses of an amount less than it would not typically be prosecuted save 
where there are highly compelling or special circumstances (e.g. the victims of the conduct 
are elderly or otherwise vulnerable members). It is proposed that this figure be fixed, 
initially, at £20,000. 

4.4 It is also suggested that factors other than financial ones should be expressly introduced 
into any revised prosecutions policy. After discussion with our prosecutions team and taking 
into account the fact patterns displayed in those cases that are being considered by the 
mediation scheme, it is proposed that those factors include: 

• whether the losses in question have been repaid; 
• whether the facts disclose a pattern of deliberate conduct designed to 

materially benefit him/her, or whether the fact pattern discloses 
inadvertence/poor book-keeping skills or "muddle-headedness"; 

• the degree of sophistication of the alleged wrongdoing; 
• the number of incidents; 
• the extent to which any members of the public suffered loss, and if so whether 

they were from vulnerable groups in society; 
• the period of the alleged offending; 
• the cost of bringing the prosecution; and 
• whether there are any alternative, more suitable, remedies available to POL. 

4.5 It should be noted that, although POL is still currently able to bring cases where the 
evidence concerned is extracted from the Horizon system, there is a strong risk that in such 
cases a defence will be mounted to the effect that the Horizon system cannot be relied 
upon. We have been advised that in these cases, there is a strong likelihood that such a 
defence would be successful, at least until such time as a new independent expert is 
identified and has familiarised himself with the system. This is likely to take around 12 
weeks, and cost up to £200,000. Accordingly, at least until such time as the dimensions of 
this work are fully understood, as a practical (i.e. evidential) matter court proceedings will 
not be started in such cases. In addition there may be material on-going costs per case for 
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the independent expert as the systems change through the usual business change 
programmes. 

4.6 For completeness, and at the request of the Committee, we have also considered how 
other retailers, financial institutions and quasi-public organisations respond to criminal 
conduct within their organisations. Although definitive information is hard to obtain, it 
appears that: 

• Most retailers and financial institutions maintain in-house security/investigative 
functions, which pass evidence of crime (often CCTV footage) over to the police 
and then support any actions taken by the external prosecutor (e.g. CPS). Other 
than Royal Mail Group, we have not identified any commercial organisations 
that habitually bring private prosecutions. 

• Although Virgin Media recently conducted a high profile, high value (c. £144 
million) private prosecution of a set-top box fraud, this was conducted with the 
police and appears to have been an exceptional step rather than a "business as 
usual" activity. 

• Quasi-public organisations (e.g. TfL) and charities (e.g. RSPCA) are also known to 
bring private prosecutions. However these are typically brought against 
external persons (e.g. fare dodgers or animal abusers), and not employees or 
others involved in the organisations' day-to-day operations. 

4.7 In the November paper, a number of other factors were identified as possibly relevant 
to our approach to prosecutions (e.g. brand inconsistency, engagement with 
subpostmasters). In addition to these, which remain relevant, the following should be 
noted: 

• Cost of Compliance with Duty of Disclosure: The continuing duty to act properly 
as a prosecutor required us (through our external solicitors) to review the 
prosecutions of 325 individuals to ensure that the Second Sight report did not 
affect the safety of any convictions. The cost of this review was approx. 
£180,000. We will need to do similar reviews every time new information 
comes to light which may call into question the safety of a conviction. To seek 
to minimise the need for this, we have instituted a weekly, cross-business 
conference call at which branch accounting issues can be raised. The estimated 
external cost of these calls is approx. £27,000 a year. 

• Wasted management time and money: To date, we have spent approximately 
£5million seeking to address the concerns raised over our Horizon system and 
the criminal prosecutions. It has also taken up a considerable number of man 
hours of senior management at a time of significant, strategic and fast change 
in the company. 

5. Commercial Impact/Costs 

5.1 The immediate financial impact of the above policy approach, assuming that no other 
changes are made, would be that the sums of money that are currently recovered via the 
criminal law system (£741,182 in the 2013/2014 period), would no longer be as readily 
recoverable. As explained in the November paper, however, it would be open to us to use 
the civil courts to recover losses, though this is a more time consuming process, and there is 
greater scope for assets to be hidden from view. The recovery rate per case pursued 
through the Civil Courts will be difficult to ascertain given that a number of Subpostmasters 
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subject to criminal proceedings are in financial difficulties, the impact of this on the 
recovery process is unknown. 

5.2 However, if POL can deal with problems that arise in subpostmasters' offices before they 
turn in to significant financial losses, the financial impact of any change in the prosecutions 
policy should be greatly reduced. This in part is the aim of the RIP, the key elements of 
which include: 

• gathering better Ml from the network systems; 
• providing better training and support to subpostmasters and branch staff; 
• identifying problem losses earlier; 
• liaising with the relevant persons sooner; and 
• reviewing how we respond when a subpostmaster has materially breached his 

obligations to us. 

5.3 Appendix A provides an overview of the BIP and the actions that have and will be taken. 

5.4 It should also be noted that any decision made now with respect to the future conduct of 
criminal prosecutions will have an immediate impact on so-called "in motion" cases. These 
cases, which are the subject of the separate paper due to be considered at the next meeting 
of the ARC/Board, are ones where no decision to prosecute has been made, but where the 
subpostmaster concerned has been interviewed under caution, and is waiting to hear 
whether or not a charge will be brought. Given that a number of cases now date back to 
late summer last year, when a decision was made to suspend all prosecutorial activity, POL 
should communicate its decision in this regard as soon as possible. The working assumption 
is that there could be some adverse publicity as and when the decision is communicated to 
subpostmasters and if delayed too long could lead to our management of the cases being 
called into question. It is anticipated that the number of "in motion" cases will materially 
reduce if we were to apply the filters referred to in this paper. 

6. Proposal 

6.1 It is proposed that: 

a) A revised prosecution policy be implemented and applied against more stringent 
financial and conduct criteria set out in paragraphs 4.3 and 4.4. 

b) Consideration be given to whether the policy be published on our website and if so 
what elements of it, to comply with best practice and transparency while not 
undermining our ability to implement the policy. 

c) The new policy, its interpretation and application be reviewed by a committee of 
ExCo every twelve months. 

d) An individual within Post Office Limited be appointed to take responsibility for 
deciding whether or not an individual case should be prosecuted against that policy 
(currently this accountability is shared across a number of individuals). 

e) Any prosecutions be conducted through an external law firm. 
f) The Communications team maintain a living strategy for dealing with all PR issues 

arising from any and all prosecutions. 
g) In conjunction with the BIP, we work to improve our civil recovery operation to 

maximise the losses it can recover. 
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7. Key Risks/Mitigation 

These pertain mainly to the potential increased risk of fraud, and being seen to be "soft" with 
public money, but should be capable of being addressed by enhanced MI and improvements to 
the control framework etc. 

8. Long term considerations — horizon scan 

8.1 Not taking action now in relation to the prosecutions policy could lead to, or 
exacerbate, the impact of further adverse publicity regarding Post Office's treatment of 
sub-postmasters. 

8.2 Taking this action may assist in developing better stakeholder engagement. 

9. Communications Impact 

9.1 The Communications team is already heavily involved in Project Sparrow, and they have 
seen this paper. 

10. Recommendations 

The ExCo/ARC is asked to approve the proposals set out in paragraph 6 above. 

Chris Aujard 
7 February 2014 
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Appendix A 

Business Improvement Programme 

To ensure proper focus on both the Mediation Scheme and the Business Improvement Programme 
(BIP), the BIP has been separated into an individual programme under separate governance reporting to 
Kevin Gilliland. 

The purpose of the BIP is to improve the effectiveness and efficiency of the support we provide to our 
subpostmasters in the running of their Post Offices from an operational and engagement perspective 
by: 

• Reviewing the life cycle of the subpostmaster and all touch points with the business. 
• Taking input from owners, users and recipients of Post Office policies and processes. 
• Designing policies and processes that deliver improved ways of working with our subpostmaster 

network in a cost effective and engaging way. 
• Reviewing all our interactions with Subpostmasters and making recommendations on structure 

design for the network and admin support function touch points. 
• Developing an implementation plan to move from existing to future state. 

Quick Wins 

In the process of mapping the "As is" and "To be" processes. Quick wins have already been 
implemented with more planned for implementation in Q4. The key areas of change that are pertinent 
to the prosecutions policy are our approach to Subpostmaster contract breaches and a pilot called 
HORice that we are soon to run on testing the effectiveness of a real-time data tool from Fujistu to 
support earlier identification and intervention of accounting and transactional anomalies 

• Precautionary Suspension approach — we have reviewed our approach in how we respond to 

material contract breaches by Subpostmasters and made the following improvements: 

Our default position is to keep the Subpostmaster in post and the branch operational, 
unless in the usually low number of cases where not to precautionary suspend the 
Subpostmaster would carry a high risk of damage to POL's reputation and / or a high risk to 
POL's assets, or where a customer has been directly involved in a potential fraud by the 
Subpostmaster. The effect of this approach has resulted in a significant reduction in the 
number of precautionary suspensions in 12/13 and especially in the second half of the year. 
See graph below. 
We are introducing in Q4 a new category of action in dealing with material breaches of 
contract i.e. Suspended termination. This is where the Subpostmaster has materially 
breached the contract and would have previously had their contract terminated. The new 
Suspended Termination category is where mitigating circumstances are such that the 
decision is to award a suspended termination is made; the Subpostmaster remains in post 
on the condition that if a further breach of contract occurs in an agreed period (set by the 
nature of the first breach and typically a year) then the contract termination is triggered. 
Where a potential breach of contract has occurred our approach is to work with the 
Subpostmaster to establish the facts and then to take the appropriate action. Any 
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investigation is carried out in a totally objective way treating the Subpostmaster at all times 
with dignity and respect regardless of whether there is evidence to suggest any wrong 
doing. 

j.hS ':... .. ...... ... .. ..... ... ... . ... ................ ...... 

qi~+- 9:,srr~snr.Yty 3 Nnwtku~.i(WI 

•s.••. : FS ?FYC'4 tge -,•M "t:S~'fHPrz:N:(tt3: 

is to ...... . . . . ..... ... _.. . .... ...... .. . .. .. .... . . . .. ...... .. ::` :.. ..., 

...... 'Ra 7. Idldli1& ?o(l 1. ... .. ft7i ,i("•+A 1'k 
B..... i .h31A+i4 • ER•itKdl %En~:wtwt(um t4( >-: 

xg:4aia .srpx.•axibra ... Y av .,2<t ..... . X4 f. ..... X'SA
SutY1m MB f.K9AA)+f[' VR .. . ]'{Y .

Fl xEjg!(eM tY daisaA Tafnw ...r.. .. E. .. . .:Hx F d34 .k2 ..... ......1~ .. 3 

HORice 
This is a real-time data tool from Fujistu to support earlier identification and intervention of accounting 

and transactional anomalies which could be an indicator of non-conformance or fraud. The real-time 

element will enable analysis to be undertaken at the point it happens rather than waiting for historical 

data to be gathered. We are piloting this in March and if the results are as we expect this tool could nip 

problems and losses in the bud - there have been specific historical cases of significant losses (i.e. 

£185k) where having this data would have identified a pattern or behaviour within one to two months 

rather than after 1 year. 

Longer Term Changes 

The Business Improvement Programme has 9 work streams that capture all the touch points the 
Subpostmaster has with Post Office in running their branch. These are: pre -appointment process; 
operational support; physical support; performance management; training; communication; IT; early 
warning/intervention approach; leavers process. 

The milestone plan for each of the workstreams is currently being scoped and will be completed by the 
end of February 2014. Some of the workstreams will have longer timelines than others due in part to 
the interdependency on other workstreams to complete or other business considerations — the IT 
workstream is a good example of where delivery will depend on the requirements of the other 
programme workstreams. 

Review Mechanism 

The proposed ways of working for each workstream will include an ongoing review mechanism that 
ensures that continuous improvement is embedded into business as usual. 

Measuring Success 

The Programme has two main key performance indicators (KPIs) — Agent Engagement and Operational 
Cost Reduction. 
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Agent Engagement - the formal measure is the Subpostmaster annual engagement and in 
particular the support category of the survey. This will be supplemented with Pulse surveys 
undertaken by Comms at quarterly intervals throughout the year. Reviewing the life cycle of the 
subpostmaster and all touch points with the business 

• Operational Cost Reduction - the cost of support to the network will be baselined as part of this 
Programme. Headline numbers suggest that 40% of the current support to the network is spent 
on recovery support ie correcting things that haven't been done right first time 

Each of the nine workstreams will have performance measurements that feed into the two main KPIs. 

Branch User Forum 

The purpose of the Branch User Forum is to provide a way for Subpostmasters and others to raise issues 
and insights around business processes, training and support directly feeding into the organisation's 
thinking at the highest level. The forum is a forward looking mechanism to ensure the business 
processes and approaches are fit for purpose for users and are in keeping with Post Office behaviours 
and values. The Forum consists of 6 Subpostmasters, 2 Crown members and 4 PO Senior Managers. 
The second meeting took place on 16 January and covered the communication approach that the forum 
would take and a review of the initial inputs to the forum. 
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Business Improvement Programme 

f i 

The purpose of this paper is to: 

1.1 update the Post Office Board on the Business Improvement Programme 

I:t 

2.1 The Branch Support Programme was initiated in July 2013 to review the level of 
support the Post Office provided to subpostmasters to operate their post offices 
and to introduce improved levels of support having taken feedback from 
subpostmasters. 

2.2 As the findings of the Branch Support Programme unfolded it became evident 
that the scope of this programme needed to be wider to ensure that the required 
cultural change was to be embedded within the Post Office. Consequently the 
Programme has been renamed the Business Improvement Programme with a 
wider scope which is detailed within this paper. 

Business Improvement Programme - Purpose and Scope 

3.1 The purpose of the Business Improvement Programme (BIP) is to improve the 
effectiveness and efficiency of the support we provide to our subpostmasters 
and operators in the running of their Post Offices from an operational and 
engagement perspective. 

3.2 What is in and out of the scope of this programme is detailed below: 

In Scope Out of Scope 
Cash, stock & stores management Crown network as an entity 
Finance Service Centre (FSC) Supply Chain as an entity 
NBSC & HSD NTP as an entity 
Training - design & delivery Wider business organisational design 
Audit - design & delivery 
Communications 
Structure design for the network and 
admin support function touch points 
IT 
Spmr/operator selection process 
Spmr contract breaches 
Sales support - delivery methods 
Product design, delivery & Comms 
Crown - where the touch points are the 
same for the Crown network then these 
are in scope 
Refinement of network operating models 

BIP Update - Feb 2014 Kevin Gilli land Page 1 of 6 
13th February 2014 



POL00027478 
POL00027478 

Strictly Confidential 

4. Programme Outputs — Quick Wins 

In the process of mapping the "As is" and "To be" processes "Quick wins" have already 
been / will be implemented by end March 2014. Our focus has been on addressing the 
key issues raised in the Second Sight interim report and some of the themes from the 
Mediation Scheme cases although a number of these improvements were already in 
train within the Post Office. 

4.1 Subpostmaster Contract Breaches - we have reviewed our approach to how 
we respond to material contract breaches by Subpostmasters and made the 
following improvements: 

• Where a potential breach of contract has occurred our approach is to 
work with the Subpostmaster to establish the facts and then to take the 
appropriate action. Any investigation is carried out in a totally objective 
way treating the Subpostmaster at all times with dignity and respect 
regardless of whether there is evidence to suggest any wrong doing. 

• Our default position is to keep the Subpostmaster in post and the branch 
operational, unless in the usually low number of cases where not to 
precautionary suspend the Subpostmaster would carry a high risk of 
damage to POL's reputation and / or a high risk to POL's assets or where 
a customer has been directly involved in a potential fraud by the 
Subpostmaster. This has resulted in a significant reduction in 
precautionary suspension and termination cases as evidenced at 
appendix 1. Examples of some of the cases are detailed at appendix 2. 
These branches are then monitored so if the initial problem were to 
reoccur we can respond quickly. 

In March we are introducing a new category of action in dealing with 
material breaches of contract i.e. Suspended termination. This is where 
the Subpostmaster has materially breached the contract and would have 
previously had their contract terminated. The new Suspended 
Termination category is where mitigating circumstances are such that the 
decision is to award a suspended termination is made; the 
Subpostmaster remains in post on the condition that if a further breach of 
contract occurs in an agreed period (set by the nature of the first breach 
and typically a year) then the contract termination is triggered. 

4.2 Early Identification Tool - this is a real-time data tool from Fujistu. 

• It will support earlier identification and intervention of accounting and 
transactional anomalies which could be an indicator of non-conformance 
or fraud. 

• The real-time element will enable analysis to be undertaken at the point it 
happens rather than waiting for historical data to be gathered. 

• The pilot called HORice will be run in March and if the results are as we 
expect this tool could nip problems and losses in the bud - there have 
been specific historical cases of significant losses (i.e. £185k) where 
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having this data would have identified a pattern or behaviour within one to 
two months rather than after 1 year. 

4.3 Accounting Losses Support — we have refined our processes to react more 
responsively to reports of unexplained losses from Subpostmasters 

• Where unexplained accounting discrepancies are raised by 
Subpostmasters either via NBSC or some other route eg flag case 
these are passed to the Branch Support Team for resolution. 

• The Branch Support team will assess whether the case is satisfactorily 
closed or whether further training is required. 

• If further training is required the Branch Support team will action this. 

• If further investigation is required the Branch Support team will pass to 
the Mediation Case Managers for assessment and further investigation 
as appropriate. 

• Longer term, calls to NBSC will be categorised and analysed 
to establish root cause and resolution. 

4.4 Training - we have improved the training approach by: 

• Introducing an introductory call to the new Subpostmaster two weeks 
before they take up post. 

• Having earlier contact with the Subpostmaster following their initial 
training and replacing the month 1 telephone call with a branch visit. 

• Reviewing the effectiveness of the balancing work-aid to help 
Subpostmasters identify and hopefully resolve balancing problems 
earlier. 

• Longer term, we are considering options on how best to optimise e-
learning in our initial training to agents and on an ongoing basis 

5. Programme Outputs — Longer Term 

5.1 The Business Improvement Programme has 9 work streams that capture all the 
touch points the Subpostmaster has with Post Office in running their branch. 

These are: pre-appointment process; operational support; physical support; 
performance management; training; communication; IT; early 
warning/intervention approach; leavers process. 

5.2 The milestone plan including costs and benefits for each of the workstreams 
will be completed by the end of February 2014, with interdependencies 
mapped. 

5.3 The proposed ways of working for each workstream will include an ongoing 
review mechanism that ensures that continuous improvement is embedded 
into business as usual. 

BIP Update— Feb 2014 Kevin Gilli land Page 3 of 6 
13th February 2014 
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6. Success Criteria 

6.1 The Programme has two main key performance indicators (KPIs) - Agent 
Engagement and Operational Cost Reduction: 

• Agent Engagement - the formal measure is the Spmr annual 
engagement and in particular the support category of the survey. This 
will be supplemented with Pulse surveys undertaken at quarterly 
intervals. 

• Operational Cost Reduction - the cost of support to the network will be 
baselined as part of this Programme. Headline numbers suggest that 
40% of the current support to the network is spent on recovery support ie 
correcting things that haven't been done right first time 

6.2 Each of the nine workstreams will have performance measurements that feed 
into the two main KPIs. 

Interdependencies 

7.1 Other business programmes identified as having key interdependencies with 
this Programme are: 

• Sparrow ie Initial Complaint Review and Mediation Scheme. Sponsor - 
Chris Aujard. Programme led by Belinda Crowe 

• Network Transformation. Sponsor - Kevin Gilliland. Neil Ennis, 
Programme Director. 

• Business Operating Model - Sponsor - Lesley Sewell. Programme led by 
Brian Deveney. 

8. Governance 

8.1 The Business Improvement Programme will operate with a formal programmatic 
approach supported by the necessary governance and resource. The rationale 
for this is that a cultural change in behaviours will be required and therefore the 
right support in each of the workstreams and business areas will be needed to 
ensure that the changes are managed effectively and successfully embedded 
within the organisation with pace. 

8.2 The Programme Board will meet monthly with monthly updates provided to 
ExCo and POL Board. 

Kevin Gilliland 
13t" Feb 2014 

BIP Update - Feb 2014 Kevin Gilli land Page 4 of 6 
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Appendix 2 
Subpostmaster Contract Breaches - New Approach Examples 

No Precautionary Suspension Examples - these are where under the previous approach 
precautionary suspensions would have happened. 
Date of Audit Decision in respect of Contract breach 

Audit result was £1112.98 short. As this was over the £1 K threshold this 
Sept 2013 would have previously led to a precautionary suspension pending 
Risk Based investigation. Three cheques totalling £800 were missing - the response from 
Audit Spmr was vague in relation to where they were. Rather than suspend, upon 

making good the full amount of the loss on the day the branch was re -opened 
and service maintained. The Spmr later attended a meeting with the 
Contracts Advisor in relation to the contract breach. 
Audit result was £5401.44 short which would have led to automatic 

October 2013 precautionary suspension. Spmr claimed historic stamp shortage (2008) and 
Risk Based part Transaction Correction had been disputed. The loss was made good on 
Audit day. The Spmr was kept in post. The investigation and the interview with the 

Spmr taking place at a later date. Written warning was issued. 
Audit result was £17,818.42 short. It was clear from Field Support Advisor 

November (auditor) on site that this was down to OIC who failed to appear with safe keys 
2013 which would have previously led to automatic precautionary suspension. The 
Audit Spmr accepted full responsibility and undertook to repay at earliest 
following opportunity in full (received within 7 days). The Spmr was kept in post and 
cash check interviewed at a later date. The Spmr has since left as part of a commercial 

escalation transfer. 

Audit result was £36148.04 short. Staff member had been manipulating 
December cheques within the account - these cheques were not being received by the 
2013 processing centre. The staff member was son of the Spmr who had left him in 
Special charge without proper controls. The Spmr accepted full responsibility for loss, 
Request Audit removed her son from the branch and entered into repayment arrangements 

with us to repay the loss. Previously the Spmr would have been precautionary 
suspended whilst the investigation was completed but in this instance the 
investigation was but was done on the day. As the Spmr is a pluralist if 
suspended she would have been suspended from both branches. 

Precautionary Suspension Examples - these are cases that under the new approach 
warrant precautionary suspension 
Date of Audit Decision in respect of Contract breach 

Audit result was £33,388.14 short. During the audit the Spmr admitted taking 
November £29k and giving it to his brother to buy a car. Precautionary suspension took 
2013 place and following interview with Contract Advisor the Spmr's contract was 
Risk Based terminated. The debt is still outstanding. A temporary Spmr is running the 
Audit branch. 

Audit result was £7488.00 short. The Spmr admitted misuse of funds to keep 
September business running as struggling to maintain. He was precautionary suspended 
2013 because no reasonable explanation and funds would have continued to be at 
Risk Based risk. He later resigned to avoid termination 
Audit 

BIP Update - Feb 2014 Kevin Gilli land Page 6 of 6 
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Purpose 

The purpose of this session is: 

• To review and agree the measures to be used for POL in 201415 

• To discuss bonus worthy metrics 

2013-14 - Scorecard 

• 2014---1 — Draft Scorecard for discussion and agreement 
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Key Performance Indicators 
Year to Date Full Year 2012-13 

Act Target Var ILatest view Target Var Outturn 

Growths 

Total Net Income (excl NSP) Em (Bonus 20%) 650.3 678.7 (?8(3) 880.0 900.0 902.4 

Operating profit Em (Bonus 25%) 86.1 74.6 11.5 102.0 102.0 t7.O 94.2 

Earnings before ITDA and Subsidy Em* (63.6) (74.7) 11. j (97.2) (9'.%) 2.0 (1.1.5.4) 

Free cashflow Em 121.2 5.2 TIlIED 103.7 (1b <) 12u 0 132.2 

Custarner 

Customer Satisfaction** 87.5% 88.0°i : 51"'; 88% 88% 
'< % 87% 

Easy to do business with (Bonus 20%)** 43% 44% 43% 44% N/A 

Net Promoter score** O 5 (3) 5 N/A 

Queue time % < 5 minutes To 1k branches p 81.5% 79.7%  % 81% 81% 80.7% 

Horizon availability 99.9% 99.7% 99.9% 99.7% 0.9g 99.8% 

Branch Compliance (new basket) 98.4% 98.0% ' ' 98% 98% ' .....97 8% 

People 
Engagement Index % (Once a year) (Bonus 10%) 51% 56% 51% 56% 55`0 

(No.) % of BME appointments over total recruits at senior 
10% 4% ! 'a 10% 4% N/A 

leadership and senior manager 
(No.) % of Female appointments over total recruits at senior 

49% 40% 9'-, 49% 40% f N/A 
leadership and senior manager 

Modernisation 
Crown Profit (Loss) £m (Bonus 12.5%) 22.1) (19.8) (26.8) (23.0).(37.6) %.C) 

NT Conversions - contract si natures (Mains & Locals) (Bonus9 2,407 2,369 3,000 3,000 1450 
12.5%)

NT Branches Open (Mains & Locals) *** 1,467 1610 €:>:;:143):;<: 1950 1950 507 

Bonus worthy metrics 
* ITDA Interest. Tax Depreciation. Amortisation. 
** Monthly = 3 month average. YrD = 12 month average 
*** YID and FY = cumulative including prior years 
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Draft 2U1415 Scorecard 
Key Performance Indicators Statue Bonus S Threshold Target Stretch E,Co owner 

Gn~vitF 

Rat, ona:e 

Total Net Income (exd NSP) £m (Bonus) Existing 20% 910 925 940 Chris Target is budget 

Operating profit £m (Bonus) Existing 25% 99 99 130 Chris Target is budget 

Earnings before Interest. Tax, Depredation, Amortisation and Subsidy 
Existing (E 1.0) Chris Target is budget 

(EBITDAS) £m 
Free cashflow £m  Existing TBC Chris Final figure TBC - Target will be budget 

Customer 
Customer Satisfaction** Existing 88% Martin Maintain current target - Externally reported metric 

Easy to do business with (Bonus)** I Existing 20.0 46% 48% 505 Martin ISee separate paper 

People 

Engagement Index % (Once a year) (Bonus) 

i ern ~'se? TC`. I 

Existing - Lesle 

L L 

55% (or 13- 56% (or 13- 57% (or 13-

Existing 10.0% 14 outturn if 14 outturn 14 outturn Fay 

higher) +1 if higher) +2 if higher) 

maintained at current year level. 

should bean improvement 2012-13 (prior to IR issues) 

(No.) % of BME appointments over total recruits at senior leadership National average is 11.9%, FTSE 100 average is 5.7% (POL last 3 
and senior manager 

Existing 7! Fay 
month average 6.7%) 

(No.) % of Female appointments over total recruits at senior leadership 
Existing 45% Fay 

National average is 51% of the population. (POL last 3 month average 

and senior manager 41%) 

Modernisation 

Crown Profit (Loss) £m (Bonus) Existing 12.5% 
Same as 

TBC TBC Chris/ Kevin Await calculations from Clarity - to align with budget. 
Target 

NT Conversions - contract signatures (Mains & Locals) (Bonus) Existing 12.5% TBC TBC TBC Kevin TBC 

NT Branches Open (Mains & Locals)*** Existing TBC Kevin TBC 
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Questions  for discussion
Scorecard 

• Are you happy with the new Subpostmaster Engagement score being added to the scorecard? 

0 Should the Branch Compliance metric be re -worked from the current one to have more of a Financial 

Services focus? (currently under review). 

Should the current 4 customers metrics be reduced to the 2 as proposed by Commercial (dropping 

Queue time and NPS - see separate paper) ? 

• Are there any other metrics that should be added? Eg cost reduction? 

• Are there any metrics that should be removed? 

Confirm that NTP target remains based on signatures and not openings? 

Bonus 
0 Is the balance of bonus right? 
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• Discuss and agree the measures to be included in the scorecard for 2014-15 and agree which are bonus 

worthy metrics 

• Agree next steps to complete target setting, link to bonus scheme (% split, threshold, stretch) and 
communicate 

• Consider approach for agreeing LTIP metrics 

• Note the timeline below 

• Timeline for 2014-15 Scorecard: 

• Late January / Early February - Directorates look at key measure and objectives for the year ahead 
based on the strategic plan and other operational requirements. At the same time Finance pull together 
a first draft of the scorecard based on the strategic plan deliverables, 

• 13th February - ExCo session to discuss/ review/ approve proposed metrics for 2014-15 scorecard 

• End of February - ExCo approve final scorecard with targets including threshold and stretch targets (if 
not completed on 13th) 

• 11th March (papers on 2 ' March) - Remco to approve STIP and LTIP schemes 

• Early April - Agree STIP and LTIP targets with Shareholder 
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1. Purpose 

The purpose of this paper is to invite ExCo to: 

• note the results of the research undertaken as part of the Public Engagement 
Exercise into the Public Purpose of the Post Office 

approve the proposal and arrangements for the next steps in agreeing and 
publishing the Public Purpose of the Post Office 

2.1. In the response to its consultation 'Building a Mutual Post Office' (July 2012) 
Government set out that a definition of the public purpose, developed 
collaboratively with stakeholders, should be undertaken as a first step towards the 
potential mutualisation of the Post Office. 

2.2. The response set out the Government's wish for the Post Office to engage with 
stakeholders to create a statement capturing the business' public benefit, referring 
to the social need behind many of its services alongside the role of the network at 
the heart of many communities. 

2.3. The response stated that 'mutual businesses.. . require a clear vision around which 
the wide ownership base can coalesce", citing Arup's mission as a commitment to 
good design, and John Lewis Partnership's stated purpose as being the happiness 
of its members. The response went on: "For the Post Office, defining an appropriate 
level of service and those customers' needs it must meet, alongside the interests of 
those within the business who work to meet those needs, will be a vital prelude to 
mutualisation. This will enable codification of the Post Office's purpose within a 
future mutual's constitution." 

3. Activities/Current Situation 

3.1. The Post Office established a Stakeholder Forum in October 2012 comprising 
stakeholders and experts from a range of organisations to begin defining its public 
purpose. Paula Vennells chaired the Stakeholder Forum, which comprised the 
NFSP, CWU, Unite, Age UK, Consumer Futures, CAB, British Youth Council, Mutuo 
and the BBC. 

3.2. Two working groups were established to produce the content of the public purpose. 
One group looked at the Public Purpose from the perspective of those delivering 
post office services, the other from the perspective of the consumer. These 
discussions resulted in two versions of a Public Purpose Statement and Principles 
Annex 1. It was agreed that these two statements and principles would be tested 

Public Purpose Mark Davies 
February 2014 

Page 1 of 8 
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with the public and wider stakeholders through an engagement study across a 
range of audiences. 

3.3. A research agency, Truth, was appointed by the Post Office to conduct the research 
and report back to the Public Engagement Working Group (this included the 
communication leads for each of the members of the Stakeholder Forum). 

3.4. The Public Engagement Working Group started an engagement and research 
exercise on 30th August 2013 to get the views of the public and wider stakeholder 
groups. The result of this was a very comprehensive piece of research which 
covered all nations and included colleagues, subpostmasters, the general public, 
customers, small businesses and those members of the public that are traditionally 
hard to reach (elderly and the digitally excluded). The research included surveys, 
workshops and interviews — a short selection of quotes from the research are 
included in Annex 2. The full research document will be available on Boardpad. 

3.5. The conclusions from the research were presented to the Public Engagement 
working group in November and the Stakeholder forum in December 2013. The 
research identified three broad themes which resonated with those who took part, 
those of community, trust and accessible 

3.6. We have reviewed the research, comments from the public engagement working 
group and the Stakeholder Forum and drafted a Public Purpose Statement for 
discussion with ExCo before consideration by the Board. This is at Annex 3 

4.1. In developing this proposal we have considered (a) what other organisations say 
about their Public Purpose, (b) sought to ensure that the language used is clear 
and simple to understand, and (c) the Public Purpose complements the Post 
Office's Securing the Future: 2020 Strategy. 

4.2. We have also considered governance issues in relation to the public purpose 
statement. A number of potential measures would, subject to ExCo agreement, be 
utilised in relation to delivery, ranging from network accessibility criteria to 
customer satisfaction scores and engagement data. A summary of potential 
measures is at Annex 4. 

5.1. The proposal is to take the draft Public Purpose statement to the Board on the 26th
February 2014. The statement would then be put to BIS with an eventual 
announcement in March / April 2014, potentially alongside the launch of the Post 
Office Advisory Council. 

5.2. Further to this proposals will be developed in relation to governance 
arrangements. The Board had previously considered this issue and felt that the 
business should be held to account for del ivery of the public purpose through the 
Board or the ARC. 

Public Purpose Mark Davies 
February 2014 

Page 2 of 8 



POL00027478 
POL00027478 

Confidential 

6. Key Risks/Mitigation 

6.1. There is the risk that that the Public Purpose may be misinterpreted or misused by 
some organisations / individuals. In addition, there may be parties that do not fully 
agree or sign-up to the Public Purpose statement. However, a thorough process 
and research project has been undertaken, stakeholders were invited to take part 
in that process and there was broad consensus on the key themes that should be 
included in the Public Purpose statement. 

7.1 For the first time in our history we will have a clear definition of why the Post Office 
exists and its public purpose: a definition forged by our customers and our people. 
The Public Purpose represents a powerful opportunity for our organisation, 
particularly within the context of the development of mutual ways of working. It will 
present a vision around which we have the opportunity to motivate colleagues, 
subpostmasters, stakeholders and most importantly customers. 

7.2 Ultimately the Public Purpose statement will play a key communications role in 
challenging perceptions about the business and will provide a vehicle around 
which we will be able to articulate the ways in which we are different from other 
businesses. Alongside the development of our brand through marketing activity, it 
will support commercial priorities through demonstrating to our customers (existing 
and new) that the Post Office is unique because of our public purpose. 

7.3 The Public Purpose also strongly relates to the development of mutual ways of 
working. We can use the Public Purpose statement to galvanise colleagues in all 
parts of the business around a common purpose to increase engagement and 
bring a renewed emphasis on customer excellence. 

8. Recommendations 

8.1. ExCo is asked to: 

note the results of the research undertaken as part of the Public 
Engagement Exercise into the Public Purpose of the Post Office 

• consider the proposed Public Purpose statement and arrangements for the 
next steps in agreeing and publishing the Public Purpose statement 

Mark Davies 

February 2014 

Public Purpose Mark Davies 
February 2014 
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"in our community it provides a much needed banking system. [Our] nearest town [is] 17 miles 
away. It provides a person to answer many questions both financial and social." Source: 
Customers, qualitative questionnaire 

"The Post Office plays such an important role in the communities they serve. They are often the 
social fabric that glues the community together." Source: Those delivering the service, 
qualitative questionnaire 

"I have given a score of 9 for both statements because I believe that the products and services 
the Post Office provides are very important and affect the quality of life of many members of our 
society." Source: Customers, qualitative questionnaire 

"it is not just a commercial set up like a supermarket the staff are normally local and care very 
much about providing the ultimate service to their neighbours in the community." Source: 
Customers, qualitative questionnaire 

"Always being open and honest, and always fighting to give customers the best customer and 
best products and service." Source: Customers, qualitative questionnaire 

"PO provides access to key services associated with Government in a familiar and secure 
environment The brand is one that most people recognise, and more importantly trust." Source: 
Customers, qualitative questionnaire 

'The Post Office is the heart of most communities, it's not just about the service we offer it is a 
social experience for many people as well, sometimes the only time some people get out and see 
anyone' Source: Those delivering the service, qualitative questionnaire 

'It is a focal point of any community as it deals with all aspects, pensions car tax, insurance, 
posting letters and parcels. It is vital to all our communities as it keeps people together." Source: 
Customers, qualitative questionnaire 

`1 highlighted `keeps' as well, because you want to keep your customers. I think you've got to 
focus on how to keep them, throughout every Post Office not just individually." Source: 
Customers, qualitative workshop, Cardiff 

"It's all about involvement. If you cut out your customers from your decision-making processes 
you're going to al ienate them." Source: SMEs, qualitative workshop, Cardiff 

"Everybody looks for value for money. And you feel you get it at the Post Office." Source: 
Customers, qualitative workshop, Belfast 

"What's relevant to one person isn't going to be relevant to another. It feels like a descriptive 
word that doesn't really have any value." Source: SMEs, qualitative workshop, Belfast 

"This is about everybody being treated the same. Black, White Protestant, Catholic etc." 
Source: Customers, qualitative workshop, Belfast 

Mark Davies 
February 2014 
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`This is about more than just the service. It's about the extra stuff — the meeting point, the 
information point, the place that people can come and talk. More than the sum of its parts." 
Source: Customers, qualitative workshop, Belfast 

"I kept thinking promises can be broken. I don't know why, it was at the back of my mind so I just 
didn't like the word." Source: Those delivering the service, qualitative workshop, Cardiff 

"What you want may not be possible." Source: Customers, qualitative workshop, Belfast 

"Most of it is about things you need not things you want. Post Office is straight-up, its not going to 
come up with these 'Buy One Get One Free' type thing." Source: Customers, qualitative 
workshop, Belfast 

"It's about good standards, morals, fair. It's not like the banking service." Source: Customers, 
qualitative workshop, Belfast 

"I like the word secures' the business. It's got to be secure. I like `future'. No future, no 
existence." Source: Those delivering the service, qualitative workshop, Cardiff 

Its fine for them to grow, just keep the customer at the heart." Source: Customers, qualitative 
workshop, Belfast 

"I don't really care what it invests in its infrastructure; I just want the service to be provided for 
me_" Source: SEs, qualitative workshop, Belfast 

"Every other part of the high street is evolving and sometimes Post Office feels archaic. Its 
important it evolves as otherwise it become s obsolete." Source: SMEs, qualitative workshop, 
London 

"I thought it doesn't really belong in the Public Purpose. The public going into any place, a shoe 
shop or a Burger King, will expect the people there to be trained to do what they're doing.
Source: Those delivering the service, qualitative workshop, Edinburgh 

"We don't know what the future holds. We have a ten-year deal with the Royal Mail so maybe we 
won't stay true to that, but we should stay relevant to providing services that customers want, that 
are more important. " Source: Those delivering the service, qualitative workshop, Belfast 

Public Purpose Mark Davies 
February 2014 
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Annex 3 

The Public Purpose of the Post Office — draft 

The Post Office is a commercial multi-channel business set apart by its public purpose: that of 

providing customers with key products and services through an unrivalled community presence 

across the UK. 

Our public purpose is driven by a belief in the power of communities and the crucial role they play 

in all our lives in bringing collective focus which supports the common good. 

To deliver our Public Purpose we will run our organisation by following four principles: 

1. Keep customers at the heart of everything we do 

2. Build relationships based on trust 

3. Treat everybody with fairness, honesty and respond to different people's needs 

4. Make a positive social and economic contribution to all the communities we serve 

As an organisation we pledge to: 

• Maintain ethical attitudes in all our behaviours 

• Provide access to vital and valued products and services in our branches, online and on the 

phone 

• Invest in the organisation to secure the business for the future 

• Listen to the views of customers, colleagues and those with a special interest in the Post 

Office 

• Develop and engage ourselves and our partners to ensure they provide the highest level of 

service 

Public Purpose Mark Davies 
February 2014 
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The chart below sets out potential metrics for measuring our performance against the public 
purpose statement. 

Principle Potential measures 
Keep customers at the Customer Panel 
heart of everything we do Customer Surveys and feedback 

Government accessibility criteria 
Assisted Digital development 
Customer Satisfaction Scores 
Net PromoterScore (and other brand metrics) 
Customer Hel lime numbers results 

Build relationships based BREC Brand Study 
on trust Government Services offered 

Engagement data/tools 
Treat everybody with Product Development: Customer Value Propositions 
fairness and honesty and Customer satisfaction figures 
respond to different 

people's needs 
Make a positive social and CSR strategy/Your Charity 
economic contribution to Community Enterprise Fund 
all the communities we Community index report 
serve Investment in community branches 

Product I Service awards won 
Industry metrics 

Pledge 
Maintain ethical attitudes Post Office staff values and behaviours 
in all our behaviours Engagement metrics 
Provide access to vital Product development and growth 
and valued products and 
services 
Invest in the organisation Strategy 2020 
to secure the business for Community branch investment/development 
the future Development of customer propositions 

Business transformation 
Listen to the views of Mutual Ways of Working: 
customers, colleagues - Post Office Advisory Council 
and those with a special - Branch User Forums 
interest in the Post Office - Subpostmaster Engagement Survey 

- Communications framework 
- Engagement metrics 

Develop and engage Post Office Learning and Development Policy 
ourselves and our Employee engagement survey 
partners to ensure they 
provide the highest level 
of service 

Mark Davies 
February 2014 
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Eernents tested n the quafitative

The public purpose
statement 

147e as;sr sseca two teritumsiterations 

3 

The principles 
We assessed 8 principles describing an aspect of what (Ind how the .Post 

()is z needs to do to achieve its public purpose 
... _....... ........ ......... 

I't is in i>o tan1 he PoO Off:. ,_,. 
1 cave cont rila,_ti: on to all communities it serves 

2 ...keeps customers at the heart of what it does 

3 ..,builds relationships based on trust and integrity. 

4 de velsal s a dynarrais;, erat:e r arising, and c:onamer-c:ially sustainable business by continually evolving 

5 invests in its infrastructure, products, services and people to ensure it secures the business for the future 

6 ...stays true to its core of f€nancial, government and postal services 

'7 ,..continues to modernise and expand into new markets 

8 provide s its c,usl:orners w  relevant, value for money services 

9 ...provides a high quality, responsive service 

10 ,..offers choice to n Beet the needs of its customers 

1:1 ..inspires, engages and fairly rewards its people. 

develops its people} to eraa>car they have he highest a,tanc ;girds of excellence and professio€3alisrn 

...ensures its people are proud to be a cart of the Post Office. 

...promises to provide the services the public wants 

`> ...treats people fairly 

... ...involve s its people and stakeholders ice the direction of the cargarrissat:ion 

-7 ...has ethical attitudes in its behaviour towards its customers and in its dealings with business partners 

A 3 future proofs its business plans 
....................................................._........................._.........._..... ..._................................................._................................................._...................................................................._................................................._..................... 
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Three broad themes emerged as centra to peope's perceptons of 
the roe of the Post Office and what makes t unque 

}::_-Help md suo rr~ ;. source of 
,ormkionn aru l advice)

Scud °€ delivery  (e g. face to lace, relit: id.e) 

personal, caring, go the extra mile 
Superior customer serv]ce (friendly,

Wide range ot prude c?: a  I semiecs 

• Convenience '.g> easy access / branch 
network) 

• For eve fl-one leg. \atnera. e grou s, 
people in later Pd, isolated areas) 

Social / i r ppur km L role in communities 
• Vi1,,-A Lu societyand local. / small 

comm~yr >ld:~ 

p p r gpypyy{yyy¢ j • 
At the heart of the cotl.A.I.A.tl..iunity

• British. institution 

r i 
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.......................................................................................... 

Keeps customers at the € , Buds relationshl s h  d Stays true toits co fflrinn T i'nsrrr-ns its people are 
heart of what it does on trust ; n €n r.i € y  to be to p t of the 

. . behav€our t{t Jar'zs its 
erv .m 

j 
1€ Post Omnce 

~ 

c.l.#5tl'D+,'Yl~`r:,aEi£ €€ it,. d c dErt t:
f it aLs Pr oplF fai `;nr€tri iJr.35IP3eS5 partners ...,~€..... .. . 

. ..... .... .... .... .... ..... .. ... ..... ... .. ... ... ... ..: ,. .r .lr;t _, it Future ri€'£)£9"S; €t.:, 13t9tIrB .'.5.~i 

Pro ;dos ~r ll€gh c~~~r~li.:~, ... ... ... .... .... .... ..... ... .. ..: .. .. . .... . .. ~lta kd pli~r'is 

port Offers ch o €"CEe t the

n-' - , s of Its cut r5 s 

F°i£. €r{t it. t u tourers vr~tli ... ..... .... Inspires, engages and reward as . 

r£-Aev mt, ;,Ii i' krr 
M 

I pet.
Invest', 0 :tr, infr rstnicture, 

:~~.,

money services 
7 _1...... .... ...... ...... .... ...... .:. .:. ...... .... ...... ...... ....:.,,,•.::.,,d 7riit:fr.f s, „ t J £,C s r nd 

(y:. ~ .::: .: ..:. ..: .::
Develop{ s a dm irr'ir., eater

} ((
Promis4 i t. ? Dr.?'dill£• the 

peso to r .oe€t :U.Ure!o 
➢ 3 

~3 Ep t 
and Con irrieY i<,if3 <. €c:3i s d x

8 
°r<co `lei mhh o nts 

y t_ pp
„ 

& 3 the FFE,„i, rf ss for the Tut. ore 
§ fl

im..............................
 cr<la

I

• 

n °olves, €t> people and i,:.i~r€trrrues tta n £;r errti e ari;~l 

contr€l,,: amn to dl 1 tdk .c..E=der in the expand into new ` E:mrLets 
•, 

corn i1 i
L• i lr.tni is z• ~.t de.i f h r+ I r f•r3i k of the •..w.. ....::...:: .....,.:.....::...:: ...,.:....::..: ::,,,,::, .:.....,.:.....:: ...w 

on i 

3; a .... .... .... ..... .... . _. .......... ..... .... ..... ;•, 

Suggested refinements 
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Keep customers at the heart of what it 
does 

Builds relationships based on trust and 
integrity 

Treats people fairly 

Provides a high quality, responsive 
service 

Provides it customers with relevant, value 
for money services 

Makes a positive contribution to all 
communities it serves 

Promises to provide the services the 
public wants 

Captures the essence of hoN people view the 
Keep customers at the heart of 

Post Office — a public service that prioritises 
what it does 

people over profits 

Trust lies at the heart of the principle's popularity. 
Demonstrating the value of building relationships Builds relationships based on 
over time provides important reassurance for both trust 
current and future PO customers 

Essence resonates strongly but language and 
Treat everybody with fairness 

benefits need to be more tangible to avoid feeling 
and honesty 

vague and losing its meaning. 

Language needs slight revision to emphasise the 
Provides a consistently high 

commitment to delivering good service which is at 
level of service 

the core of the principle's relevance 

Essence perceived to lie more in accessibility of 
value for money services rather than relevance. 

Principle goes some way towards capturing the 
vital role that PO plays in communities, but its 
social and economic contribution needs to be 
more clearly referenced to broaden appeal 

Provides access to value for 
money products and services 

Makes a positive social and 
economic contribution to all 
communities it serves 

Sentiment is admiral, but what makes PO different 
Responds to different people's 

is how they offer what people need rather than 
needs 

what they want 

t'o ntent arc 
I ki;rrar _____ uIi. 
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Has ethical attitudes in its 

tuth 
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sustanabe business  as re kv rt if posibone l as means to deilver C'O's puhc purpose and va' ued 

Ensures its people are Whlie prirtcip e end benefit of ,tad customer se o ieu is ,ln..tdy r ndcr. toad' 
snd 

brood to be part of the deemc di ie ant t e *e for it to be explicitly stf t xrf wit i t Pubik', Purpose 
Post Office is strOft ly utu • tioned 

ueveopa annengages its 
peope to ensure they prove 
the highest leves of service 

Continually Conilnuafly evolves and 
modernisesto secure the 
business for the tutu 

sustainablebusiness while 
staying true to its core pubh 
purpose

'TI ___ ii.7 
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Agenda of the day 

(. ntent

. At a. glance 

Office irt tOflice in theiron words

3 The response to the public 
purpose sta .. 

4. The to the . .. . es 

Evidences pack 

10 
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The objectives t.he qualit t engagement in t i 

This s: kg nab ed us to: 

identify potential challenges in terms of 
clarity  and understanding to ensure the 
language and terminology used. are 
comprehensible to all 

Assess if pe}oo p1&s emotional atta r mnt to 
the Post Office is sufficiently reflected 

Tdentti y potential points of divergence 
where consensus could be more difficult to 
Obtain 

~~ truth 



POL00027478 
POL00027478 

Eernents tested n the quafitative

The public purpose
statement 

147e as;sr sseca two teritumsiterations 

13 

The principles 
We assessed 8 principles describing an aspect of what (Ind how the .Post 

()is z needs to do to achieve its public purpose 
... _....... ........ ......... 

I't is in i>o tan1 he PoO Off:. ,_,. 
1 cave cont rila,_ti: on to all communities it serves 

2 ...keeps customers at the heart of what it does 

3 ..,builds relationships based on trust and integrity. 

4 de velsal s a dynarrais;, erat:e r arising, and c:onamer-c:ially sustainable business by continually evolving 

5 invests in its infrastructure, products, services and people to ensure it secures the business for the future 

6 ...stays true to its core of f€nancial, government and postal services 

'7 ,..continues to modernise and expand into new markets 

8 provide s its c,usl:orners w  relevant, value for money services 

9 ...provides a high quality, responsive service 

10 ,..offers choice to n Beet the needs of its customers 

1:1 ..inspires, engages and fairly rewards its people. 

develops its people} to eraa>car they have he highest a,tanc ;girds of excellence and professio€3alisrn 

...ensures its people are proud to be a cart of the Post Office. 

...promises to provide the services the public wants 

`> ...treats people fairly 

... ...involve s its people and stakeholders ice the direction of the cargarrissat:ion 

-7 ...has ethical attitudes in its behaviour towards its customers and in its dealings with business partners 

A 3 future proofs its business plans 
....................................................._........................._.........._..... ..._................................................._................................................._...................................................................._................................................._..................... 
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QuaUtatve
OveMew of the 4 Nations workshops conducted 

14 

1hPv~r=€ Irdrp o lYh h3:IhIuh a:^I Ir1~trin~ th r._3i,e€ai11ro he HE. 
1£3 313 fi C~ ;fl t  ";t'I'€ e4 t' v~b'~~# "€€'3i'; $,€ ~ ~! t1{I(tEs'i1t'i  Ilt"3€'E ~ri Id L  €I1, tirl (t'I 

rohrt~rd rre~ fib, ,•_ l oft ,prre€I nm rf : IiI~tld -H vnr{k (Ian> 'as 5 : n ar.~cl 
i" H X~ , `( ~` ~: )~~ C~ `db' i a'¢:aH~1

Hepth emw ,e to (nrr € t a:;rb a~.~r;;ra~~ m
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~zJ<Hh lH) III It14b5d ;1SC'.Ifl .,°jet i i~€€€ F 11H I nt fib a:)I s' i : ')It. . 1 o <le€0 
H t C 

c .9 i3EEsinesse.' 1 sole t.i~~~~:3e~ . , I=~~_ ~;-~l~a.~s~r~~ .E, {~.-z) er~~l:rl{ay~~es.), srrza~f( ~tzs~~iess d..Lis 

' °, c e the ervice 
II I olIea ;=_n I E. hop md_ud* d r€fi au I1  ;€0 k €I ( ro vII .)I .0:1 w 9

It) i d:;; I1naKr.'r'S, nod thom oIIbng Sit onbpoot oidIN.o. in ::€? is € pt+., I3. tim s ,I:mo t , I t 6.,;I"(,(_t'(.he 

✓i vvs of pe opie at ditt'ereat le Is of sc° mot ity- and length of Itom to the b€IsUlf ss 
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QuaUtatve
OveMew of the a tip 

the u ..r.b i 

The high response rate 
and e a- i v of 
channebi used for the 
qualitative 
engagement  exercise ."shies 

enabled . to capture 
a wide r° .n.e of 
opinions across 
different audiences 

15 

The public r ?)Ginn; combined cr vtzp = fro€4? e 9. °an t? PO 4` ?oIl' ers (F"s,'fii' "3€'f oatto 

Via "c(; A €€`~ {  1, d € { _` : l.€ cs in] ftc genera( public (via a press release and li€,h 
pa tl '€1iai l> s Pa 

r£ tljt?12f2ts` tct'Fn3 :£` `i¢ _ f rt e bl ?',€tclti r£(im -

Ia3 3a iiwlt9 p'opIc tv o£ Gar<.trk sr). )ost i .Ekes ;$s well a:: S ?4~a'i'`^-

PoL €:°  mp ontcts accad t . ac \ kin ;Iii £ I POP,
h; £ neh col a £ Y'.": to r! mic sta ft  cc lading field tennis antI s .iivF '.t1a?l. ..heir 1 €etv 

lt;`i' a d ta`;ti3 €silFt t" i}; F ift at It inn .; ~0 E€id's, 1'0 Branch focus, 
nervshiters, Pact £ €? ans to ranch lllrai l t E' t3t)jc {t£I ➢iili#'; 

q s tJK £  e €'c i'€` ants he Voice of t ose-' in later life. It conibi.ries the evidence base e and 
~ Lt t'=ltt s'e aetaral at lat=:r It nzini.€ra€t€ m: (toll"Ited ft a €w  ma ft a:`il 

f It. {Lr E3# 1 } <?d?zl s13eacing P recur to t tose at later 1tie tit:lidt g enters. ' {3 {e tss er So 

a aX11 l ci.a3 lio,3. v, iIP €airs€e F°E~i33ph. e ;ls'f,il i t h as im-' 1orm € .a .dI h a i1 4 t,E' l :d=•,,ti.

mob rli v) 3t toait•ttc£jxwls 

: : sh i' Uh Cou 1 cot€tril:?€€(ia: it €€{ lad , €i nil ,c;€ €€ <.:I 4;a r.tit€<< a:h (€:s ;; <E € i`{`F;?I 
elected 18 porticipwits 

citizen Advise .Bure£ . .F {hefts Pie t'ievs Of 5  internal experts 

r i 
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Purpose of today 

Truth to share the fol..lcrwi ngwith. the PEWG-. 

Key considerations and e itcriajbr success 
in terms of drafting the elements 

The key evidence in the responses from the 
general public, buine e nd those delivering 
the service informing key leanings 

The snyqestions of refinements o t 
the. 

initial elements composing the puhh&a pur°poe 
of the Post Office ".1-10u) t could look /ile" 

16 truth 
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Both strands of the quaUtatve engagement stage rec&ved an 
engaged and rich response 

link 

18 truth 
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AU &ements of the pubfic purpose were assessed against a 
consistent fist of success criteria 

In order to understand. the potential exclusion of an element from the public purpose, we explored 
how we]]. both its content and its structure resonated amongst the different audiences: 

Credible and achievable 
* 131 ique to Post Office and among other 

principles 
* Non.-  contradictory with other principles 

Relevant to the present and t. .e future 

19 

Clear and corn prehensible 

* Unambiguous 
* Memorable 

Engaging 
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Summary of response to the PubUc Purpose of the Post Office 

Overall, tree was a positive response to the proposed public purpose definition  of the Post 
Office across a: 11. audiences--- the , cane: public, businesses and thosedelivering the service 

- Both statements were seen. to broadly and. equally capture the Post Offic&s core reason 
for being 

- No principle was categorically rejected i.e. rated as 'not important  at all and should 
definitely not be included in the definition of the public purpose' 

The strength of feeling towards the individual principles, and the extent to which. they should 
be included in the public purpose definition, showed some variation across specific audiences. 
However, there was . strong divergence emerging within, the overarching themes
in terms of their stated importance, ortance, a ticula: l:y across the Nations 

~° truth 
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The engagement quesfionnare was used across the quaHtatve
stage to assess the pubflc purpose of the Post Office 

\Vhit is it about e Post 
Of fire that you.bei :e 

.makes it er to othe
or

,( 
what

q }~ 

g
g 

: nn ia p:`i on 

9 
p y

'
+
q
~ he. ~~ ha~. i3. i~"9 the Post: Off Ice do 



POL00027478 
POL00027478 

Three broad themes emerged as centra to peope's perceptons of 
the roe of the Post Office and what makes t unque 

}::l 1p md suo rr~ ;. source of 
,ormkionn are l advice)

; s ki-s Sersi °€ delivery  (e g. face to lace, relit: bi.c) 

personal, caring, go the extra mile 
Superior customer serv]ce (friendly,

Wide range ot prude c?: a  I services 

• Convenience '.g> easy access / branch 
network) 

• For eve fl-one leg. \atnera. e grou s, 
people in later Ph, isolated areas) 

Social / inr ppur tftn L rule in communities 
• Vi1,,-A Lu societyand local. / small 

comm~yr >ld:~ 

p p r gpypyy{yyy¢ j • 
At the hea,t 3. of ..he cotl.A.I.A.tl..iunity

• British. institution 

r i 
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n thew own words 

" Ii is a unique fddG ofpublic and 

brandprivate .or a 
a;erred into the! rbrie cr 'll : 

society that not Ling when than the 
i 

p

'  comes close to in terms 
(~ , 

public $.-O'Co'ion cud # &9 t.
'7

Source:  Those se eliveri n the 
se.arr ice, qualitative 
questionnaire 

"We know we ar°ea tr ustee~ 
t .f ~~.F.r i. j  with customers. F is5 bus 

become especially important tant in. 
the current ent ecr nolniu...; donate 

where Ranks/ Rniirliny societies 

have lost trust among the general 
public," 

Source: ̀ Lose delivering -the 
service, qualitative 
questionnaire 

.24 

"lb erd`ing crow oceesss" to a rtoidf;tdr. rl postal 
and ,cancels service is vita, particularly 
one rt.➢ Which has customer service t. ic e at it s 

heart, it must provide a service across the 
whole of society, taking into r errrntr r.'t°datror?. 

X ' F ,the needs of those less able and tthe jf r¢ } a7

Source: Age UK, qualitative 

questionnaire 

"dO provides access to ke services 
j

associated with Government in ca familiar 
and secure cuvirxrrnment't

Source: Customers, qualitative tive 
questionnaire 

"in our community it pt'o3 Roes e 

much needed b araklrr.q srtstem 
[Ot,a.r'.7 nearest town / is] a j mi/es s 
away, it provides r person to 
answer many questions both. 
,lirancical and social," 

Source: Customers, qua htative 
questionnaire e 

d! e 
Post ffic' play such an 

important role in the 

communities they 'r r c, "t r° c>dr are 
often the socaal,fa.brie that glues the 
community together." 

Source: Those deliverinn.g tlee 
service, qualitative 
gaaestionnoire 

r i 
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These key themes need to be present wftMn the pubflc purpose of the Post
Office ensure it resonates races and reflects its core 
reason

Office that you believe? 
€ -takes it d twent to 

other organisations? 

32% 

54% 

22% 

61% 

fJ{:iti La 1''aak the 5{: 1' t€ 3£'1..': (a °  ° _? r   x.1 5 t. . .i E~ ~ C. , ,BSIbihty as a key 

anon h i he '~„s OL'f :e aaeeds o e> i::,. fa iha k K Lad 

at 
least 

F
5 ~.C 1 

as s ,.one 
3

~ ape( of aic_ ,.;fti.
( 

iIity 

25 Source. Post Office public engagement exercise -- Qualitative Questionnaire conducted by Truth (all participants n=.1,096) 
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Revewng the pubflc purpose statementstested

Sttmn 

.27 

0 
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Both statements erg postv&y rec&ved and often

ti hn 

`sC 

• 0-Perecty r t:: 

In essence, both statements are seen 
to he reflective of Post Office's purpose 
and its essential role in society 

ere a. higher score is g:ive:n. to o:n.e 
statement over the other, this is often 
rooted in. persona]. preference for the 
language and / or tone of voice 

The ].en.gth. of the statements was also 
often a differentiating factor. For 
example, some people's preference for 
Statement A was driven, by its shorter 
length in comparison to Statenient 

28 Source: Post Office public engagement exercise- Qualitative Questionnaire conducted by Truth (all participants n=.I,O9 S) 
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seto statements: 

"Both statements cover the ethos 
oftlxe P0 and is ,.w hai people See as 
the l.)t.trp }e as t£la P0o'' 

Source: Those delivering the 
service, qualitative questionnaire 

'1t is about be/my a trusted.  accessible f °a:'sslt: l 

provider O f#€'{`a:a'd, a3#"rtp{`#"s. Both foji these

descriptions meet that desire to a high 
d e irca 

' 

Source: Those delivering the service, 
qua'itative qe e stio air°e 

"Both statements contain important principles. 
Statement one is 'rt2a'r{##t#t:T#t'.t c'ri'tter because e it applies 

en r'a 9,'i'; a#i.tt{ whereas statement: two oc#tat inc/odes current 

ccc; rJ"lx ta',l">.. Both I would 
5+

" e imps wed if 
th idn i e 

£ P }.l ~. ~ thee {.t {(i i.Y S~,Y.~4.~Y.~ the 
aspiration to promof //na#ne a l and social inclusion. e 
phrase tr°ea tinq customers tar/shy is md.5d bb the #t  F to 
3`a'a:y# Pot /inane II sc# vice firms and ;S t#S.ie.f',i Ira,'t#Iat used in a 
s'h-nilm, 0 00 0_`#t t#1< the energy marl 't tin t'`c{.fit Oils.°a:'

want ti : amid this term as a ta'aitf f: a: f. tfdkdtkdf #It3ad itself 

t1#£' f/na iwial 5§.,'s' a WW indt.#str"j 

Source: Age UK, qualitative questionnaire 

".t gave the same score to both 

as they both seemed to be 
saying the same thin ': 

Source: Customers, 
qualitative e u.estionnai 

',Both statements erfx~tianlly capture 
Y

tr. sssence of 
the Post Office role in the cokf i###1 if i I prefer the fi rst 

comment  because se it's nwre snappy than the second, 
which is rather long winded.

S rce Customers, qualitative  questionnaire 

"I 
h lve qmen a score qf E a+El1" both. statements 

hcc( nsc .I believe that the p3'oaam.,,is and E'('f'a;# a.': the Post 

ofl 4 e x=provid ° are 
fiy2 

ryy important and /1w the gtculittj 
% yS fi {. 5 a! ~Ca ni f a5 <Sli.: 5 m of ow 6:m

Source: Customers qualitative questionnaire 

28 
truth 
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c a:~ . , th i  nnt e c  S <;` 

The she tness of Statement A. (. hi ' es its appeal. Increases 
engagement and can also enhance belief in the comnutnen 
to delhvei°,  l c overall tone was sometimes criticised for 
having g a more corporate feel, ofl, in part due to the absence 

x F9 ici . y" lerence to. ~ monle oA t customers ..}A% L,.=.&. ;°s 

8 10- rfe tfy captures

6 

5 

4 

Li 

8 m n t capture it: t all 

Trusted: considered. the key differentiating factor at the heart ni Post 
O1~f€c.e s :Trajue ole aidvaTl-.ies --- aas an d_a ;aon  €  th a se - u, E. 
delivers and ; ,e delivering it, In this €€ta i it can feel more 
exc1,uSI ,V(tv related, red. to products and services 

Vital & %' t tr s s liced how na ,- people ("0 about. Post Of ice', Pd 
can convey ar more corporate / serious tone 

Uniunrsulhj accessible: not always , -aays understood or € onsi e ed 
an in a in relation 10 P .  \ e'oa Pie to all'EST a oh1e In e 'er 

one'a 

30 Source. Post Office public engagement exercise -- Qualitative Questionnaire conducted by Truth (all participants n=1,096) 
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"I don't like the fact it doesn't mention customers 
I' we io n t hare customers we. fall flat on our .J ices. "; 

Source: Those delivering the service, qualitative 
workshop, London 

"I think the word "universal" implies this world 
wide, so alt gb we are dealing with letters and 
parcels worldwide, not E'7. eru Iic"' in the worm can amass €'s; 

all {V ' our products and services as sach,' 

dal think this one is hater. It's shorter, ccmcLce and to the 
point. The other one goes on and on abbot what we're doing 
which most  know. . We don ̀ t have to go into three fo yr 
sentence,' explaining what we do. 

Source: Those delivering the 
workshop, Belfast 

"Trusted, vital and valued suggests they have a bigger 
purpose than to Crake tear ey the sense that its part of the 

Source: : Those eliveri the service, qualitative Source:  ,s  cq u i .iat ve workshop, London 

l e ticrnrraiz . 
\v

'veav~vea~\vvvvvv- 
' the 1 t ` 3 S. v F ir k i " tar  and n r.D ' 

. . too SIUHand 

the two maw t wqs are T .t1S ° and Mart m' , 'r t mm h  cis mr°t we rt the r It doexo"t hai° a 

dY. y  .t &.,$ t'UY  W tl un a.' ,rfdanr X :7 tt.t t ai nil orate  nf£:ssaga 7J t. st shorter and ~ . 
~-'i .~~ e ~{ # dh F . f f~}~ m og.{. J t mm.. L 

c nd Lujjlt;tt by pt;i1 31r you raw wueU " Ofl the core's 

Source: Customers, qualitative 
questionnaire 

Source: Customers, qualitative 
questionnaire 

Source: Those delivering 
the service, qualitative 
workshop, London 

~, truth 
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'a~r H, trip atainruent rcu e hx 

10 -Perfectlycapturs t 

The 
g

- ~urrn : 
a

g of 
qS~ptaategy :-ttmyentg 

g
a

s felt to 
be 

reflecttpipveyof 0 as an 
03t~a'^'.: F:~A :~'ta R ,..XA Re ~k.~.d.8 ~ ad-d.ition of the word "customers "  absent 

from Statement A - enhances this sentiment. The statement 
is often criticised for being too long. Whilst largely seen to b 
covering the sain.e content as tatemen.. A, some oft the 
tern inol.ogv is too i oat 

.Acec-rimictble: Pr vibes T' zarr'€' .0 i ron ° ~,us:;,(kar' ST  but ecu inch to 

concerns from those d.efrver rng the service tbct the front line service e 
would. c nf,,  iri, becr the runt of this. 

.Aceess'tb r to all: Red IS one ts U r, trtnd.sr rent r.l 1-_)pint 
g 

f difference 
that P(..) is seen to posses s over oilier organisations and pill fld` services 

Customers: ers: Its presence adds a human touch not ciwcvs fhut.lrt 
Statement A. tiut it is  also criticised for carat being inclusive .... l'd: cussing on 
cu ent. i stomcrs t°area sr than potential! future: cask; .rers. If nsi.ncss es 
can ails o feel disfan i_ from tare; term 

t -eathiq t m.fai thta The tone Can be viewed as slightly 
condescenolirr , lsatr•oni,,wlr g, especudl\ mlh tl. ,h :c ,:(r rr_a
creating <:a distance in Preen Post. Office and the lsu.blfc. Y:for ° ss: l:rfa ;i 
t,enninologv is needed to communicate  the fall extent o4`its meaning i.e. 
beyond thee e to t :ace service in branch 

Need: Preferred  to "want", which can give a sense of overpromising. 
Implies business decisions respond to more genuine market needs 

Source. Post Office public engagement exercise -- Qualitative Questionnaire conducted by Truth (all participants n=1,096) 
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"asses an table ntcaau.s people can 
blame us f ry everything tlrrat oars uosa 
em n when though it's not my product. 

Source: Those delivering the service, 
qualitative workshop, Belfast 

"IT"br9 "accountable"/ I had 
visions ao f °can rpp people 
hunting for theirs parcels." 

Source: Customer, 
qualitative workshops, 
Cardiff 

"I like the fact the emphasis is on the accessibility not 
the products. I can yet mrjthirrc in :n'n :host o #€.ee elseicherre. 
but  use it because it near where I liar . (in the other one the 
universuihi acts in the racy ref the ae accessible,"

Sourca Custonier, qualitative w k a she p, London 

"The second /statement/  states that the Past Office oers products 
and se vices that the customers %frmer". need and c-,a r_ trust. This is more 
of a personal st terrient, brr customers than the first. 

Source: Customers, qualitative questionnaire 

"Sounds almost patronisirty 
and condescending - separating 
it. 'e f fir°corn the consumer." 

Source: SMEs, qualitative 
workshop, London 

°4ithcaugh the other is !.:toad and punchy 
this feels more Jbr the people. P comes 
across as more caring." 

Source: Customer, qualitative 
workshop, London. 

w it  real! c oar.i, encapsulates everything we 
do and the purpose we e been discussing all 
of ernoan." 

Source: Those delivering 'the service, 
qualitative workshop, , .London. 

33 truth 
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n order to understand what truy resonates i in terms of 
'anguage, tone and structure, there are a number of factorsthat need to be 
ex p ored 

• Further esting dijfr . lengths  of statement to understand Optimum balance of being 
more enn a .. n g vs. more explicit 

More rrrr vs. more emotional tone to .un e_rrtand which feels most. relevant and 
appropriate to :P /context of public . purpose 

• Assessing the role they three e ke themes of trust, accessibility and community 7 — e.g. 
structuring statement t.O different  degices around the themes 

• i)i.fferen.t tone and language to ensure content is more future facing and not rooted in. t .e 
present — e.g. replace 'exists with. purpos& upfront in. the statement 

• Different tone and language to ensure inclusivity of future user , ho si nes es and h oaades 
stakeholders --- e.g. use 'people' and 'everyone' rather than customers .err er 

W 

34 Ir_ _t
l 1 
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How the lip purpose statement i m 

NJ , .a<momnm~m~mnm~'m,~.~,~m~~~a.... m f ~m~~~m

3S 
Iruth 
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Overafi response rind p lei was positive, with no prindpesstrongy 
rejected. Those with a more expUcit benefit for the pubflctended
prioritised 

I us p really im port d4dt and €. > 
it, is included I z t.:;I"k ,<2 

un PU lei; ~o-u ,
'i<t`<-'133 f'~E.°>~=_]'i~£?,*Y'3 i'1~ E~~C`. ~Y~..~l`I b3? 4-~ ~"€<C~ i~

I hi s It € ';3[i' (d uite) inip rt nI

/apprOpd`@ t dal 11 € :£d c d n 
tk;€l i 5' ;If3t (P sl"(I ~-> t p g`3 ( on rt  law <i C £ s s'~ "£ ;` vP e £~ niti~;,i of he )uL4€i;~ ~t~:.ac:a;' 

"4)vides P hIP;li quA PP. t d sponsh o PS I ilve 
l his prin::inl4y is not irY portar4t a al' ~nrt 
. 0 .J d0kileiy not be ine.luded in the ta, rsvdf°a w I s °dl tc:=St PO with Ht`v= a al€d.p to: mdm w dm:s 

":: l: €C P C4 )tl l'tiCa Prink'7 ves to t))'S),Jde: t la U"4"'4 U: I~nJAic v,!ants

a IU:) P1 €ve ('m t:ih11t on to all aunmu£2:t:es rt se T. , 4+;. 

lies ethical attitudes in its behaviour towards its customers and in its dpding r:, £dh business 1r' : 5tmr \ s 

Stays :Wile: to its d."..533."4.'' UI d,[Tle. :i H govern mcnt and pond + Pdb e 

Offers choice to meet the needs of its customers 

Ensues us pegAe are pu proud to be a pelt of the post office
yy TT I~ CC LLvv LL~ ptly yp yyp {~y. y y ¢tyy {~ `y {4 

ttty i (~ gpt [ 
'n KU: t 

in 
(~ `~ }1yt tY Y 

the 
j` { e't If Y,O5t.S in its intrast.ri.e ure, pr yodiu t . E S ,Z f 1 "I E ~wople to enKU :i £ e it. iec.0  es th e busin Fss [or th\ ).ut.u3 t

yy 
' •:.+ k\ \\\\\ \l \ ' 

ins pares engages and f':  r ~.-.~'~' e~£ qf ds its l O[ 3 FS , ' ...:. . \\illiI

1nw4h ml ,:3133 h 
f l£ €'i t e U:: i '1. e€3 o3 the e3  ganwaI on

Fut3.we t7£idf.}#`3 £ts i315: i 53 plan i3

Develops a d\ name enter rising, and OOIIUIICI cLUh' ;0)51503 1 313 busltl£r;34 1d ronii inuell4 ev PP :t

Continues to moderne and :wfiend into new mr~ rket 

3 Source. Post Office public engagement exercIse- Qualitative Questionnaire conducted by Truth (All participants n=1,096) 



POL00027478 
POL00027478 

ndMdua rankng of certain 
princpes there were no overafi rite 

I his prim°i 1 ll T 1 r ort ~ t and it is essential that it is The the
included in the definition of the PP . ubhe service Offices for POL 

Keeps customers at the heart of what 9: does 87% 88% 6t,'%; € ' ;'o 

Treats people fah h SOW 73%6 79% 217 

Birlds r ationships based on trust and inter r ty 71% 80% 82% 80% 

Piovdes ahigh quality, responsive servAm 31%" 71% 73% (317 

F rovides its c uston C : s wH:h relevant, value for money .,: €"'J€ces 7 99% 70% 700', 691; 

promises to provide the sere€ er the ;r blc wants 791* 65% 530 6174 

Makes a positive contribution t:o all ct.mmunities it serves 68% 68% 73% 6117 

Has ethical attitudes in its behaviour towards its customers and in its dealings with business partners 67% 66% 7017 

Develops its people to ensure they have the highest standards of excellence and professionalism 59%* 62% 673 60€1 

Stays f ru to its come of fir}ai € 17, y. ove rrmient and postal services 71%* 58% 70717 59) 

Offers cho€ ,e to meet the needs of In; customers  64% 62% 83% 4

Ensures its people an proud to be a part of the post dike: 60% 58% 67) 17 51 

Invests in its infrastructure, products, services and people to ensure it secures the business for the future. 5756 62% 69% 7%% 

Inspires, engages and fairly rewards its people 54% 57% 65% 543, 

Involves its people and stakeholders in t:he direction of the orgardsa'tion 44% 50% 6011' 46% 

Future proofs its business p1ns 45% 43%6 575 7 

Develops a dynamic, enterprising, and comme.rci: 9y sustainable business by cent in rs9y evolving 41% 47% 41'/:, % 

c ay Continues to rsiciderrir and expand }r ii €r 3~:) new markets 1.+:'c 33% 
..iJ 

% 
4U%tl 4S}'%J 

4717 .) 

...............................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................r. 

Source: Post r.yf i# E' pobtic engagement exercise i 't. o1iio i t- Questionnaire conducted by Truth  (The nubile url12 ,' Those detfverinp the 
1. 

,ser~vicen 7/.i:: 5 {o ptr> z oyfrcesr : 8 #bo ~o{tci)r .{,rrr 117)1. :x...739) 

*,Sigipficant difference at .9517 i':✓ ft #e:rr_{, bond 
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The &ements of prncpes that resonated most strongy shared a 
number of corn monafities In n terms of content

An ap .roac.hahie but appropriate tone 
People ter€ t'c;1`red a stain that was formal but not corporate, emotional  but not co ogtd le This is reflected the warmth 
of p& op ic,' , a pP o 4 of I * t.. s Olin ahik also {tsswin ; h  ti_;:t Pa u "irt  ip1€: s, would be arnritted to 

• Clear articulation and comprehension of the idea 
' it nuh k% and con £ €1<t11. atimi uvO emit t:€tcint s1ta:t :tclable a€:tc.i not con Ming, For instance,  Fastness es te.rnuindlogy 

.1:tc hoicl et.,T ~on11 _tc. € iz:uP 4 :t [.zkttliti.  axe C(Mi,widered ambiguous s and not untiersioc c  1!. 

• Clear relevance to the Post Office in terms of What it does and what it stands for 
" 'ite essence of the conceot was recognised    as  npo °tint, even where it m ay not be directly relevant to the individual (e.g. 
Po  O_ f-  lice's 1011t in otttntl n fl ° t 

• Broad and inclusive enough to ensure they remain relevant for nil audiences today and in the future 
--- I H es 101' ' s.H tile' :: 111 ' .II t,'ait, n€)t: '0 0 specific, wnhoul. Is in ,3 t.Ie, : 7 allow Pu t Offxe to evolve in th €' A~OLM! (e 

°g° 

nodal i o iwOg. C;hainiel . # :t'. } allld >t a 1 i:4Ewant, £. l£:` :  F 4- <lIl"tt Tli E ]t s,, i .esm,  € d youn er a:£ldicri .es 

• Conveyed a public benefit (explicitly or implicitly) 
Pina iples that iilt'c',t;t i4` f" ' ,.t :a.',c to internalmat i t da i €:,i€l I n 1 . }t.',il i . t st€ on ? pa 01 €y PIl °en I f tl.:t tot Pt) 1 at

coinntended, be : root d a € F s d.t i an] d.::t be an! it d by nt -°t nt- s at Pa put :H c°. 

• Provided reassurance  about the future direction of tlie Post Office as an urge ni-s ation and a business 

Principles that were future lacing were test. renewed l when linked wi tO being essential to tix' , rna r" -atain of Post. Of.I'ice 
................................................................................................................................................................................................................................................................................................................................................................................................................................................................................ ................................................................................................................................................................................................................................................................................................................................................................................................................................................................................ 

t Lith 
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.......................................................................................... 

Keeps customers at the € , Buds relationshl s h  d Stays true toits co fflrinn T i'nsrrr-ns its people are 
heart of what it does on trust ; n €n r.i € y  to be to p t of the 

. . behav€our t{t Jar'zs its 
erv .m 

j 
1€ Post Omnce 

~ 

c.l.#5tl'D+,'Yl~`r:,aEi£ €€ it,. d c dErt t:
f it aLs Pr oplF fai `;nr€tri iJr.35IP3eS5 partners ...,~€..... .. . 

. ..... .... .... .... .... ..... .. ... ..... ... .. ... ... ... ..: ,. .r .lr;t _, it Future ri€'£)£9"S; €t.:, 13t9tIrB .'.5.~i 

Pro ;dos ~r ll€gh c~~~r~li.:~, ... ... ... .... .... .... ..... ... .. ..: .. .. . .... . .. ~lta kd pli~r'is 

port Offers ch o €"CEe t the

n-' - , s of Its cut r5 s 

F°i£. €r{t it. t u tourers vr~tli ... ..... .... Inspires, engages and reward as . 

r£-Aev mt, ;,Ii i' krr 
M 

I pet.
Invest', 0 :tr, infr rstnicture, 

:~~.,

money services 
7 _1...... .... ...... ...... .... ...... .:. .:. ...... .... ...... ...... ....:.,,,•.::.,,d 7riit:fr.f s, „ t J £,C s r nd 

(y:. ~ .::: .: ..:. ..: .::
Develop{ s a dm irr'ir., eater

} ((
Promis4 i t. ? Dr.?'dill£• the 

peso to r .oe€t :U.Ure!o 
➢ 3 

~3 Ep t 
and Con irrieY i<,if3 <. €c:3i s d x

8 
°r<co `lei mhh o nts 

y t_ pp
„ 

& 3 the FFE,„i, rf ss for the Tut. ore 
§ fl

im..............................
 cr<la

I

• 

n °olves, €t> people and i,:.i~r€trrrues tta n £;r errti e ari;~l 

contr€l,,: amn to dl 1 tdk .c..E=der in the expand into new ` E:mrLets 
•, 

corn i1 i
L• i lr.tni is z• ~.t de.i f h r+ I r f•r3i k of the •..w.. ....::...:: .....,.:.....::...:: ...,.:....::..: ::,,,,::, .:.....,.:.....:: ...w 

on i 

3; a .... .... .... ..... .... . _. .......... ..... .... ..... ;•, 

Suggested refinements 

trot 
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Keep customers at the heart of what it 
does 

Builds relationships based on trust and 
integrity 

Treats people fairly 

Provides a high quality, responsive 
service 

Provides it customers with relevant, value 
for money services 

Makes a positive contribution to all 
communities it serves 

Promises to provide the services the 
public wants 

o ntt9I arc '' 
I ki;rrar 

Captures the essence of hoN people view the 
Keep customers at the heart of 

Post Office — a public service that prioritises 
what it does 

people over profits 

Trust lies at the heart of the principle's popularity. 
Demonstrating the value of building relationships Builds relationships based on 
over time provides important reassurance for both trust 
current and future PO customers 

Essence resonates strongly but language and 
Treat everybody with fairness 

benefits need to be more tangible to avoid feeling 
and honesty 

vague and losing its meaning. 

Language needs slight revision to emphasise the 
Provides a consistently high 

commitment to delivering good service which is at 
level of service 

the core of the principle's relevance 

Essence perceived to lie more in accessibility of 
value for money services rather than relevance. 

Principle goes some way towards capturing the 
vital role that PO plays in communities, but its 
social and economic contribution needs to be 
more clearly referenced to broaden appeal 

Provides access to value for 
money products and services 

Makes a positive social and 
economic contribution to all 
communities it serves 

Sentiment is admiral, but what makes PO different 
Responds to different people's 

is how they offer what people need rather than 
needs 

what they want 
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Has ethical attitudes in its 

tuth 
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sustanabe business  as re kv rt if posibone l as means to deilver C'O's puhc purpose and va' ued 

Ensures its people are Whlie prirtcip e end benefit of ,tad customer se o ieu is ,ln..tdy r ndcr. toad' 
snd 

brood to be part of the deemc di ie ant t e *e for it to be explicitly stf t xrf wit i t Pubik', Purpose 
Post Office is strOft ly utu • tioned 

ueveopa annengages its 
peope to ensure they prove 
the highest leves of service 

Continually Conilnuafly evolves and 
modernisesto secure the 
business for the tutu 

sustainablebusiness while 
staying true to its core pubh 
purpose

'TI ___ ii.7 
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Both statements score equafly across aD subgroups 

6 Source: Post Office public engagement exercise -- Qualitative Questionnaire conducted by Truth (all participants n=.1,096; The 
public n=612; those d li vesiny the service r :::373, SubPost Offices n=98; Those working for POL n=269 IrUt 
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The pubflc tends to be sflghfly more engaged with both statement& 
However those deUverng the seMce do not reject them either 

flow well does each st teme.n capture what you feel is the post of ace's core reason for ex ist. g n_nn 

.._ ..

f0. 

Those 

+~O.y.R\\ . . . .. 

_ .. 

R. 
F`"

.. ♦. . . . \. '~ 

A „M 

A..~A 'C933 '0. R. tl

.8L~~3y 

3

St y

6 Neti t? I 
:.• . 

. 
: 

87 z .... .... . i... 

... . , L. t 4)Ecto& s 

.

3 y \®`ilkhE

3

• I. _ Doesn't tt rt at ail

97 Source: Post Office public engagement exercise -- Qualitative Questionnaire conducted by Truth (all participants n=1,096; The 
public n=612; those d I v si n y the ,,service r :::373, Sub--Post Offices n=98; Those working for POL n=26.9 IrUt 
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Response to the prncpes amongst the pubflc 

This prk«l ie €rs really impso0ent and it is, 

e.ssentlel th included in €.. ..

r he public purpose 
ners et the l f rt of what it does 

i 3 r ,s: t {ff,;i a high q ally. r 'srwon 3€ c
Tho pnnche Is (q rite) €t""€p {tent hot t tenO i y g 

f raub t °Mlle Ar rig a~ si r~ia~~l /er~~xro~Z€~Iz~tc.. : , ;t: ~t > i 3~: irt~z ~ fn . 

ta;:": Ll `. . ,€HE) 3 t0 hO ( t1f. ..M j) .)(OE' 'ow des it C"Stirtirer's with tzirt. veine for Priot t t sevices 

' hi" pt €t cip 0 not i tp a ;:ent L,-il end promises to prot'lde the ter secs the public'S1

ehoGOid dehnitely not be Included in the Builds s rdlatioriships based £a on trust and i trrl ritv 
::hth;r) ;el the pobto. purpose 

Stays true to its core of t an cal, government and postal serstees 

Develops its people to ensure they have the highest standards of excellence and professionalism m 

[hi ekes rr- positive contribution to all corn  it serves ves 

Has ethical attitudes in its behaviour towa.T.ds its customers and in its dealings with business partner 

Offers choice to meet the needs oi' its customers 

Ensures its people are proud- to be nt part i of the post office 

Invests in its infrastructure, products, services and people to ensure it secures the business for the future 

I res. £ € ages end fairly rewards its limple 

Put ore p.rook its hus.€less Plm—ts 

invoices its per il ' `a ml stiff h.'holders in the direction of t: "1 t: € r 1<ir.t <tt1Cb€"r 

Develops a d_enu €n enterprising, an, corn €€rt t'€r'€11=, siislerr€ ,file bt a ness by cont  evolving ` s~ ' r . p rga , , 

Counnut'o to rl't Kier"ur,:e and eyNin n o r1evv markets 

Source: Post Office public engagement exercIse- Qualitative Questionnaire conducted by Truth (The public n=512 3 

F. 
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Response to the principes amongst those defivering the 
service 

:
't h 

the 
'F . . t tmta. 

This ip r€r <.sl i s rc aii r to oil. ant rand t essf? ~aai th 50% 
. ..... .... . . : 

I, ududd p E : ,t of the
[V rlrr §e €.. r salt g impoatant but it isn't .2s nt- i €;, .£  at the 1 ) L 01 x°+11 it does 

/a Jroiartd e S iri t t t. 'P tUl ft  Z  on tram ii,t i i.1t£ 'gri v 

t :Yti':, itrir upk is not csr atl t 0 5 tOy s£`0ft t,', ft Oh .~ 
\\\\\ 

n~11 .~: §r4fl:i £~d:° In t€1;`, ,~c?" r3 .1t;. , C,: f'.. t. ;~'(' x ~.,~. t E`:: ~2 I ,h ty',

j J'a:o 1E` ; it: £'1r'>t:a €ils.':1';s with rel "panty 't a  £i ': to €I 1 i€`t"£4 

Makes is }osi.live contr€ intion to all i;owninnit t. ft. fit; ,'E.'^+ 

Flas ethical attitudes in its behaviour towards its customers and in its dealings  with business partners 

Promises to p ovide the ices the pu iic wenis 

)iiers choice to meet the needs of €t:s customers 

Develops its people to ensure they have the highest standards €3; of eseol le tie end i J ofessil. ri<i[ism 

Invests in its infrastructure, products, set vices and people to ensure it s£` i res the bnsiness ioi the future 

Stoys tree to its a:.£lJ'e of fiasocial, government and :2£ £ital services 

Fe sni'es its peopV are proud. to be a part of the post ob€o ,

Inspires, engages and to k ro"a€€ds its jawgAe 

Involves its pmgh, and st hehoider°s. in the direction of the o gan€sal €zeta 

Develops a dynamic, enterprising, and (ms)me t $`1C€ \, s tstninahle hesiness by ! ont€nnalf'; evolwin`, 

€ d expandinto 9'Ec"i✓ rnarke. s, 

1"n li'e pat'7Erf; 1  is  plan \ 

Source. Post Office public engagement exercise -- Qualitative Questionnaire conducted by Truth (Those delivering the service 
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Differences in the order of the principes1 but no critical 

..............................................................................................................................................................................................................................................................................................................................................................................................................................................................................................I.................. 
These 

I his prim i le is really1mpor°t nt and it is essential that it is C E:'hs in Snh hose 

included in the definition of the PP '1i-m° the Post:. working 
public service offices fu POL 

a E{ } ( s s 3 Keeps custunir rs < t, t i . i 3r rt l E ml 3 f does 37%  88% 
i 

83% 

3'Eara€: . maple i<ai "iy 33% 73% 73'! 2% 

i r ii;ds rr tio€'€sh€ips based on trust and intep ty 76% 80r/t,

Pry v':,des a hinh duality, responsive sea vice 81%* 71% 73,, E3'£, 

Provides, its curtor z -s, with €'e vent, value for money aer'vi e; 
79%

70% 73% 3!, 

`sProm€se to urov€de the services the :-)U !' : `::a}:ta 7$%*
65% 3%

3' 
t 

Makes a positive contribution to all communities is serves 68% 68% 73% 33% 

Has ethical attitudes in it:s behaviour towards its cust:orners and in its dealings with business paartners:> 67% 66% 

Develops its people to ensure they have the highest standards of excellence and professionalism 69%* 62% 

Stays true to its Core of financial, government and postal services 71%* 58% 

ffers choice to meet the needs of its customers 64% 62% 

Ensures its people are proud to be a part of the post office 60% 58% 

Invests in its infrastructure, products, services and people to ensure it secures the business for the future 57% 62% 

3.  ,

67% 33% 

69% 3 0 

r engages Inspires, e`na:r::;;~~:~ and €~~rly rewards its people P b/ 57% .~4r° 65it:•n: 54% 

Involves its people and stakeholders ir. € he deed ion of the organ€sation 44% 50% 6O%

tutu re prods s ha bur3nes plcarl'> 45% 43% 573% 33%a 

Develops a dynamic, enter prising, and corn rnercially s .>i.::}}4ili>i£' L: usine ,..;`.; Lay cent inually evo€Virtg 41% 47% 44,1 % 43% 
..... .. .. .. .. ..... .. ..... .. .. ..... .. ..... .. .. ..... .. .. .... .... 

Cont/nues to #: : ficamse  cams end expand ant new markets 
..... .. . .... .. 

46: 4;
K 

13% 

Source.' Post £.yf tier public engagementexercise ii;, ;t.?t)nnai e conducted Lw Truth  (The (t.' ';1C i} fi. . lfc:.>i, f ?f {:'7 f e th e 

service n 3 3 re > i tt does r d / ) a Cur .{,rrr . ...,d,, 
* 'Significaant clrrffyrence gat '~.ry/ roi f, i,:>,}ce s,ond 
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AccessbiUty and products are stronger anchor ponts 
amongst the pubhc 

[[

 t:: 

ltY 

The public 6:f%*

Those delivering —
be service ... _. . .. 

33% 27% 

34% 29% 

293' 

...... ...... . .... ...... ... „ ....,....., , „ ...,....., ,. .,,...., ,...., , .....,. .,,....., ,...„ ....., ,...., , ..., ,...., ,.. ...., ,....., , „ ...,....., ,. .,,...., ,...., ,....., ,...., 

49%* 

26% 7% 

1 Source: Post Office public engagement exercise -- Qualitative Questionnaire conducted by Truth (The public n=619; Those 
deriverin: the service n=370) trut 

r, i y 
{I sw; { tly hiqher at 6°% 
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amongst those working for POL 

ltY 

Suuf)-. ot Offices 39% 43% 

Those se workhag 
% 489 

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

......................................................................... 
ub-post: offices ss 27% * 7% 

26% 6% 7% 

02 Source: Post Office public engagement exercise -- Qualitative Questionnaire conducted by Truth (Sub-post offices n=98, Those 
working for POL n=267, trut 
* Sad" ̀}if£%antly higher at 6a% 
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Business Transformation Programme 

1. Purpose 

The purpose of this paper is to: 

1.1. Update Executive Committee (ExCo) on progress to date with the Business 
Transformation Programme; 

1.2. Agree that this paper and presentation go forward to February's Post Office 
Board meeting. 

2.1. Our market testing and visits to India in late 2013, and early 2014 confirmed our 
approach that Post Office requires a new business operating model if we are to 
become a commercially sustainable business. Advice from market testing was 
that we should procure a transformation partner to help maximise the benefits of 
this business operating model, bringing the capacity and experience we will need 
to deliver the change. 

2.2. In November 2013 we updated the Board and a programme was commissioned 
to examine the business case for engaging a transformation partner; understand 
the preferred engagement model and prepare for a partner selection exercise in 
April 2014 (assuming the business case is compelling). We engaged Alsbridge 
Consultants, who are experts in this area to support us in analysing the partner 
market, build a business case and prepare us to go to market in April. 

3. Activities/Current Situation 

We have made good progress to date as outlined below: 

3.1. Market Analysis and business readiness: 

• Alsbridge have completed unattributed market engagement on behalf of Post 
Office Ltd with 4 market leaders in this area, Accenture, Capgemini, HP & 
IBM. Key feedback included: 

o All 4 are interested in the opportunity; 
o All are willing to invest if the scope is wide enough; 
o 

Remuneration tied to business outcomes is acceptable to all; 
o Restrictions and concerns around on-shore large scale TUPE. 

In January a second Post Office delegation, including Paula Vennells, 
travelled to India to visit a number of transformation delivery organisations. 
The group were again impressed by the capability of these organisations and 
could see significant opportunities to assist in not only reducing our cost base 
but also increasing our revenue. 
A Business Readiness Analysis exercise was carried out with a wide range of 
senior stakeholders from across the business. This exercise informs the 
overall transformation plan and the key activities we need to undertake. The 
key outcomes show that we have significant gaps in our readiness to engage 

Business Transformation Programme Chris Day & Lesley Sewel l Page 1 of 4 
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a transformation partner in key areas of, stakeholder alignment, clarity of 
target operating model and consistency with business strategy. As part of the 
programme, we are working with the ExCo subgroup to address these issues 
and close the gaps. 

3.2. We have completed a high level benefits analysis across the business which 
shows that simple Business Process Outsourcing (BPO) will not deliver our 
strategic plan. Significant change to our current operating model and how we do 
business is required, this is where we would expect the partner to work with us 
and invest in the transformation and change required. The benefits review 
included: 

An extensive engagement across all Directorates of the business over the 
last 6 weeks using the current organisation charts and the FY14/15 staff 
budgets to build a picture of the potential opportunities in staff costs and 
possible constraints that we may face. Early indications are clear that even 
an aggressive approach to BPO will not produce sufficient savings to meet 
the 2020 Strategy requirements. Early estimates are circa £20-25m by 2018 
based on 50% reduction in all areas excluding Crown and Supply Chain 
(Cash only). This level of cost reduction would only be achieved by 
offshoring. 
The non-staff costs are still being investigated but no clear picture will be 
available until the Target Operating Model (TOM) is clear and understood, 
this is not likely to be until after the transformation partner is in place as they 
will help to shape the final TOM. We estimate a further opportunity of approx. 
£30m reduced costs by 2018. 
A key part of our strategy is delivering approx. £400m of additional revenue, 
and if we use the assumptions from the Strategic Plan, this will drive an 
additional £240m (60% of revenue) costs. Assuming 50% of this is Agents 
Fee, there is a potential £120m of additional costs that could potentially be 
incurred under our current operating model. We will expect the partner to 
greatly reduce this potential cost increase, and help drive the revenue 
increase through efficiency, automation, best practice and a digital agenda. In 
addition, we will target the partner with a stretch on revenue of 7%, to be 
driven through new products, speed to market and new channels. 

3.3. Given the broad scope of business transformation we have looked at the other 
major activities underway across the business to consider when the programmes 
should or could merge to ensure we deliver a single effective, business wide 
solution that is targeted on the future TOM: 

We are working closely with major programmes to ensure alignment to the 
vision. 
Work is under way to align the current operating plans by pillar to ensure a 
customer lens is applied, this is being led by Paul Brown and will form a key 
input to the programme. 
Our future state operating model will be completed in conjunction with the 
transformation partner, this will ensure we fully utilise their capabilities in this 
area and that it will be flexible and quick to respond to market changes. 

3.4. Business Process Mapping (BPM) to Level 2 detail is a pre-requisite activity for 
any transformation programme. There are benefits to doing this early and with a 
separate partner: 

Business Transformation Programme Chris Day & Lesley Sewel l Page 2 of 4 
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• The output will be used to inform the procurement dialogue process with the 
transformation partner allowing more contractual certainty. It will accelerate 
benefits delivery from the transformation partner (saving circa 3 months). It 
will provide a High Level Transformation plan for comparison with the final 
plan from our partner. 

• A previous exercise carried out by PA consulting identified 17 Level 0 
processes in Post Office. We intend to complete Level 2 mapping on 7 of 
these in the business areas: Product Design and Introduction; Product Sales 
and Support; Supply Chain (Not Cash); and Financial and IT support. 

• This work will be carried out between March and June 2014 by an 
independent partner. 

3.5. Work is progressing on the procurement for both the BPM partner and the 
transformation partner: 

• The intention is to secure a BPM partner through the appropriate 
Government framework; we should have a partner in place by early March. 

• We are on plan to deliver an OJEU and PQQ for the transformation partner in 
early April. 

4. Options Considered 

4.1. Several options have been considered and examined to determine the best 
market engagement for a partner. The options of Multiple Partners, Multiple Lots 
and Single Partner have been analysed against time, complexity, cost and public 
procurement rules. 

4.2. We have also considered the different disciplines and specialisms in this area 
such as IT, BPO & Customer Insight. The current landscape within Post Office 
has several of these currently in flight: 

• We are currently in the market for our IT Transformation through the towers 
which will bring best of breed and a competitive tension between suppliers. 

• Customer insight is being addressed through the Customer Management 
programme led by Martin George and we will ensure close alignment to this 
programme. 

• The BPM activity as referenced earlier. 

4.3. The output of the analysis showed that the best solution for Post Office was a 
single transformation partner to deliver alternative sourcing strategies, 
efficiencies through end to end process redesign, investment and innovation in 
our transformation journey. 

5. Commercials 

5.1. Strategic Plan assumptions on attributable cost base: 
FY 14/15 15/16 16117 17118 18/19 19/20 

Cost (£m) £516 £491 £476 £471 £464 £461 
Target -E28 -£25 -£15 -£5 -£7 -£3 

Reduction* 
(£m) 

*Note — Target Reduction represents the required savings to the current cost base. 

Revenue projections are not yet quantified and programme costs will be completed 
as part of the business case in March. 

Business Transformation Programme Chris Day & Lesley Sewel l Page 3 of 4 
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6. Risk Management 

6.1. Risks connected with the partner procurement are being managed through 
careful design of commercial and contractual terms to drive the right behaviours. 

6.2. The risk that Industrial Relations may be strained by the implications of business 
transformation will be addressed through Stakeholder and Communications 
plans. 

6.3. Risks resulting from the scale and complexity of change will require focus from 
ExCo and SLT and managed through the Transformation Committee. 

6.4. A constant theme from all the market engagement activity is the importance of 
having Supplier Relationship Management skills as a key element in delivering 
this type of programme and ensuring on-going cultural change. As the TOM 
design is progressed a key element will be the capacity and capability of the 
retained organisation. 

7. Communications 
7.1. Due to the sensitivity of the programme and the potential people impact 

communications are a major work stream. 
7.2. The programme has engaged directly and early with both HR and the IR teams to 

establish a communications strategy. 
7.3. Early indications from both these teams is not to communicate anything formally 

with any stakeholder group until such times as we have a clear execution plan. 

8. Recommendations 

ExCo is asked to: 

8.1. Approve the sourcing of a single transformation partner and the BPM partner; 

8.2. Note the progress made to date and our preparations to begin a procurement 
exercise in April (subject to approval of the Business Case); 

8.3. Agree that this paper and the presentation are presented to February's Board 
meeting; 

8.4. Note that the programme will return to the ExCo and Board in March to seek 
approval to go to the market. 

Chris Day & Lesley Sewell 
10 February 2014 
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1. Context ® the 2020 Strategy 

2. Why Change? 

3. Proposed Approach 

4. Our. Asks of the ExCo 

5. Q&A and Next Steps 
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2020 strategy aims to deliver a sit a'r` t le tai. siness through .1
e stn is of activity. Our focu i: • ,he : :far«tinq Model strand. 

To deliver the strategy, we must address two fundamental issues: 

1. Our orc anisa .ional model is structured on a traditional, product 
structure. ..16 make the transition from a channel business to a 
retailer we need an organisation that is hui .l. around the 
customer ..-focu'sed or 1etvering an excel lent. customer 
e>p El 00 CC. 

2. While the Network liansforrnat. on Programme will increase the 
proportion of our cost. base which is variable, it will not be 
enough to secure a cornrnercial y sustainable Yt.(t!ure. We must 
also reduce central costs and ensure that as we grow our 
income we are not addr:p fired cost back in. 

Key Obie ctives: 

• Del. ver cost reductions 
• Efnciency. agi l ity, innovation 

• Enable revenue; growth via new capabilities 
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A transformed Operating Model is essential to ensure Post Office: 

• Has the ability to contain costs as income grows, and build margin 

• Can Deliver at Pace & respond fast to changing customer needs 

• Be modern and relevant by quickly adopting innovative new technologies 

• Adopt new ways of working to become a truly flexible & agile business 

• Has the capability and capacity to enter new market segm ents 

This is highly impactful and is not optional - incremental evolution will not 
,, deliver the step change required for delivery of the Post Office 2020 strategy 
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Also to stop activities which 
do not clearly align to the 

strategy 

Financial - we need to be 
thinking about the overall 
bottom line, not costs & 

income senaratel 

People - culture, 
organisation & ways 
of working, appetite 
for outsourcing & 

redundancies - will 
all need to shift 
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Why Change? We need to be confident that we can meet our cost & revenue 
targets, but must also challenge ourselves to o better! £1.4ObB . 6:a. *~ 

-, .~ • *~ transformatlan P 
ortunity from a n Revenue ,... Further pp .~ .- .. 5 B R

2m Revenue ..—.  ~_ ~ — --~•w_.~. . £93 
a

°"~ Ian target Revenue growth £400m 
13/14 

„ '
r £544  

Current strategy p 
a • Assumed Increase of 

£240m in cost base (60%) 
• 50% Agent Fee 

£516 50% POL Cost 
(-£28) 14/15 Provides £120m target 

for partner to reduce cost 

£491 This will require: 
(-£25m) 15/16 """"' "" 1. An end to end digital service 

re-design, across PO and our 

£476 product providers 

(£15m) 16/17 .. .... 2. An overall bottom-line focus, 
not income and costs 

£471 separately 
(-£5m) 17/18 .. ... ... .. ... . 

£464 Note: Numbers do not include any (-£7m) 18/19 subsidy reduction £461 

(-£3m)19/20 ~~ 
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6. We will focus. challenge, prioritise and align all our activities to deliver the Post Office 2020 strategy 
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Major Programme 
IT Delivery 

Supply to 
Management Customer[

Marketing Call Centre 
Operations Operations Risk Management 

Finance Operations Corporate Client / Partner 
Procurement managed services 

Public Affairs 

0= l.1TlffIf- 

Analytics & Insight 

Legal 

HR Services 

High level Corporate 
Strategy and 
Governance. 

Customer functions, 
mainly the people 
directly engaged in 
marketing, product 
management, also 

front-office sales and 
.customer service 

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

Provides services, 
tools and capabilities 

to the Customer & 
Corporate centres. 

Functions which 
benefit from scale & 
market best practice 

Typically transformed 
and/or outsourced 
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• The programme will source a strategic delivery partner 

= We will ask them to invest in return for benefits share 

• They will be contracted for business outcomes 

= They will work across our Operating Model 

• Collaborate with PO to design the To-Be 

• Deliver phased transition from As-Is to To-Be 

• Take a complete End-To-End view including clients 

• Outcome - a Customer focused digital business 

• The partner will work in collaboration with: 

• Post Office lines of business 

• New best of breed subcontractors 

• Our IT services providers - sourced separately 

• Our clients and product providers 

1 

Operating Model design will start with the customer 

and take an end-to-end view, including our product 

provider ecosystem for a complete customer focused 

digital business transformation 
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People, culture & 
organisation 

Target Operating Model 
design & Blueprint 

Customer 
Management 
capabilities 

Phase 1 

Savings from current BAU costs, does not include new revenue 
TOTAL: £38m 

Transform - Wave 2 

Transform 
Customer 
Functions 

Customer 
Management 
capabilities 

Phase 2 

15/16: £15m 

TBC 

TBC 

16/17: £18m 1 

Planned 
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• We need to understand the As-Is in order to design the To-Be Operating Model 

• A Business Process Mapping activity is proposed to achieve that 

• This will inform candidates for automation, centralisation or outsource 

• Previous work carried out by PA consulting identified 17 level 0 processes 

• Our intention is to complete level 2 mapping on 7 of these clustered around: 
• Product Design and Introduction 
• Product Sales and Support 
• Supply Chain (Not Cash) 
• Financial and IT support 

• This work will be carried out by an independent partner and will provide the following: 
• Accelerated benefits from transformation partner (circa 3 months) 
• High level Transformation plan for comparison with final plan from our partner 
• More robust input into the procurement dialogue process for more contractual certainty 

The Proposal is to use the Government Framework and complete BPM in March 
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Post Office Level 0 Processes, vi. 

5 

Develop Post Office 
Vision & Strategy 

--- - ------- --- --

Develop Manage & 
Market Products and 

Services

Manage Facilities and 
Property 

Manage Business 
Planning 

- -----. -- --- -----

I Sell to Customers 
through Channels 

Manage the Supply 
Chain 

Manage Financial Manage Public 

t7~tt  
Resources Relations & Comms 

Manage Business
Performance 

Exchange 
Transaction Data for 
Settlement & Billing 

Manage Security 

Manage Health & 
Safety 

Manage Improvement 
& Change 

--- -- --- -- ----'' 

Manage Information 
Technology 

Develop & Manage 
Human Resources 

Manage Services 

Manage Legal & 
Compliance 
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APSE . OP~JE   

s.Ue OJEU Notice 

Q 3P 5es due 

Strategic partner procurement is planned to complete 
by mid-November 2014 

Gntr 'tSigna` we 
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• In 1999 NS&I outsourced its entire operations 
department, with 4,200 staff joining Siemens IT 
Solutions and Services* — nowAtos — under TOPE 
regulations. 

• This left 150 Corporate Centre' NS I staff with all 
other activity being outsourced. 

• Funds under management— from £63 billion to over £102 bil lion 

• Telephone sales — from 0 per annum to £2.3 billion in 2011-12 

Internet sales — from zero per annum to £5,1" billion in 2011-12 

.,£530m claimed in cost savings 

Most tellingly, NS&I are extended their contract in 2012 through 
to 2021. 
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Depending on the scale of 
transformation that we decide upon, 
this will radically change the Post Office. 

We need to be sure we are fully aware 
of the impacts and have the appetite 
and commitment to see through and 
deliver the scale of change that we 
decide to commit to for this 
transformation 



Activity Outsource improve TUPE Redundancy Savings Comments 
Process 

Swindon Warehouse 100% No Yes Optional £ O Options with 
(Not Cash or Value Stock) U building use 

Marketing Engine (Adman 60% Yes No X` £3m Retain core product 
& support roles) managers only 

Managed Service & 70% Ye - e Yes Yes £3m Combination of 
Information Security improvements 

Finance Service Centre 70% Yes Yes Yes £4m Combination of 
improvements 

HR Service Centre 60% Yes No Yes £1.5m Unlikely to be on-
shore outsource 

Network Support 60% Yes No Yes £3m Technology 
replaces people 
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• Key strategic inputs: 
• Brand, Customer & Product Strategy - Martin 
• Digital, Channel & Multi-Channel - Martin, Kevin 
• Communications & Engagement - Mark 
• People, culture & Organisation - Neil 

• Alignment & Delivery 
• All activities will need to align to the TOM 
• We will need to shape and create an integrated programme 
• Approach to be proposed by 31 March 2014 

• Commitment 
• Radical thinking, challenging everything and everyone 
• Time & Resource from you, your SLTs and their teams 
• Your proactivity in driving through this change and removing obstacles 
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Network & Sales 

1. Purpose 

1.1 To update the POL Board on progress with Network Transformation, discussions 
with the NFSP and Crown Transformation. 

2. Network Transformation 

2.1 The programme is on target to meet this financial year's original targets, beating 
the reduced targets that were foreseen as result of the announcement of the 
revised strategy. At 31s` January, there were 2730 contracts signed against a 
target of 2579. This includes the deal to convert 191 McColls branches to the 
local model, which is confirmation that the local model is attractive to good 
retailers. As well as the ongoing pipeline of new operator and independent 
converter contracts, further deals are under discussion with Blakemore and 
Tesco for their Locals, and One Stop and McColls for their remaining Mains. 

2.2 At 31" January, there were 1577 Main and Local branches open. The programme 
is confident it can deliver the required beat rate of 47 a week to meet the year-
end target of 1950. We have placed a very strong focus on openings this financial 
year, so a peak beat rate is now scheduled for late February and March of 
consistently over 60 a week, which would give us over 2000 openings. 

2.3 As expected, there was a big increase in agents completing the retail surveys just 
before the deadline at the end of January. At survey close, over 8,000 agents 
submitted — a 96% response rate, which was at the upper end of expectations. A 
whole series of communications were used over the two month period; this 
included letters, Horizon alerts, Subspace online, branch focus articles, field 
engagement, workshops and repeated outbound calls as the deadline 
approached. A further period of one week is being used to try once more to 
contact the 300 or so agents who have not yet responded. 

2.4 The programme is currently analysing the results of the survey in detail. Overall 
results are in line with expectations; the most positive outcome is that the number 
of branches whom we may need to advertise compulsorily is around half the 
number expected. This is both because new branches have come forward to 
convert, while also many branches with poor retail have recognised voluntarily 
that leaving the business with enhanced compensation is their best option. 

2.5 Locals who the survey shows have limited retail but who have not volunteered to 
leave will either need to submit their plans to create a strong retail or Post Office 
will advertise their branches. Careful engagement is planned to handle these 
branches over the coming weeks, while the Communications team is prepared for 
the expected media and stakeholder interest. 

2.6 As planned, the closure of the survey allows the programme to refine its 
estimates for future volumes — and therefore to refine the Stratplan targets with 
BIS. Following these conversations during February, targets will be set for the 
next financial year. 

NT, NFSP & Crown Kevin Gi ll iland Page 1 of 4 
February 2014 
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3. Long term relationship with the NFSP 

3.1 We are progressing completion of the MOU and the subsequent relationship 
agreement. We have had a series of meetings over the last couple of weeks and 
the main focus of these has been to resolve the main issue raised, namely pre-
agreed parameters relating to NFSP's ability to maintain their independence and 
make challenges to Post Office. 

3.2 The original draft MOU made reference to NFSP not engaging in activities which 
are actively detrimental to the Post Office. NFSP were looking to put some 
parameters around this, as would we. The key point here is that whilst we would 
not expect them to be silent on all issues, anything that undermines our 
commercial position and the implementation of NT would be deemed 
unacceptable. 

3.3 It is clear that NFSP want to complete the deal and a revised form of words which 
addresses this issue has been drafted — this is now with the lawyers for review. 
This also addresses the board requirement to have a clear escalation/dispute 
resolution process that could enable termination of the agreement. 

3.4 George Thomson seems committed to completing the rest of the discussions 
(primarily in conjunction with our respective lawyers) to enable signing by the end 
of February. Our current thinking is that the agreement will be launched publicly 
after NFSP conference — this minimises the possibility of challenges and tensions 
through the sensitive period around March and April. 

3.5 As well as the long term agreement, George's main focus externally since special 
conference has been on ensuring that his team are delivering support to the 
Network Transformation workshops Post Office ran in December and January. 
Feedback from Post Office teams at these events is that this support from NFSP 
has been very strong — on message, proactive and prepared to stand up to 
challenges from attendees. 

3.6 We are working through with them how we engage on other aspects of the 
implementation. This is primarily through: joint workshops to define their role in 
support for delivering non-viable exits; identification of potential new locations for 
volunteer exits; participation in community/commercial transfer/model type review 
panels; and working groups in refining model design, models product set and 
opening hours. 

3.7 This is likely to take place in earnest now the retail survey is complete. NFSP are 
updated regularly on the statistics via the NT team. These workshops will also 
enable us to keep in dialogue around any issues they have (largely coming from 
specific offices and anecdotally) around the shape of the network (i.e. number of 
Mains vs. Locals) and model complexity (i.e. keeping them informed of our intent 
towards product simplification). 

3.8 The new Network Transformation structure includes a dedicated team analysing 
data on each model's performance to refine and continue to develop our thinking. 
George has had an initial meeting with the new General Manager Network 
Transformation, Ian Kennedy. Model performance information will be reviewed as 
part of the programme and the NFSP will be able to input to and shape any 
action that is needed following analysis. 

NT, NFSP & Crown Kevin Gi ll iland Page 2 of 4 
February 2014 
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4. Crown Transformation 

4.1 The full programme of branch transformations to the new Crown branch blueprint 
got underway in September 2013. The programme delivered 46 completed 
transformations by the end of December (against a target of 45). The programme 
is confident that the target of 117 transformations by the end of the financial year 
will be met. 

4.2 Staff training to support transition to new ways of working in transformed 
branches is well underway, with c750 staff trained as at 31st January, and an 
average of 80 staff a week currently going through CTP's two day off-site training 
programme. 

4.3 Significant progress has been made in the process to deliver cost savings 
required in the 292 Crown branches that are being retained. A Voluntary 
Redundancy (VR) preference exercise was oversubscribed and we have used 
this to work with the CWU and select applicants for redundancy. All applicants 
have now been notified whether or not they have been selected for VR. Staff 
savings total 503 Full Time Equivalents, meeting our £12.7m target for counter 
staff savings. 

4.4 Securing CWU support for the redundancy process required extensive 
engagement during the talks of the last two months. The programme's 
confidence in its required staff savings has increased significantly now that the 
VR offers have been issued, and that this has been done with CWU support. 

4.5 A large proportion of the staff saving benefit is linked to the rollout of a new NCR 
Self Service kiosk which will replace the existing Wincor Post & Go kiosks in 
greater numbers and with a wider product offering. The first new kiosk has been 
in live operation in the Model Office since November. A small number of defects 
emerging from live proving and a small number of changes required by Royal 
Mail in order to secure their concurrence are being closed down before the rollout 
to branches begins. 

4.6 Branch mergers and relocations at Houndsditch, Derby, Sheffield and Milton 
Keynes were successfully completed in May and June 2013. Five other mergers 
have entered the public consultation process since then (Brazennose, Stockwell, 
Kennington Park, Highbury / Islington, and Sutton). As consultations complete, 
feedback is reviewed and engagement made with Consumer Futures before any 
announcement is made. 

4.7 The franchising project has moved on significantly since the last update, with 22 
of the 70 branches in scope to franchise now forecast to 'go live' with new 
partners by the end of March. The first franchise branches under CTP (Cannock 
and Uckfield) opened to customers on 30th January. 32 franchise opportunities 
were re-advertised in November 2013, creating c150 new expressions of interest 
which the franchising team are working through. 

4.8 We are seeing an unprecedented demand for detail from Consumer Futures on 
the design for each franchise branch, as well as formal requests for information 
used to justify the original decisions made as to which branches would be 
franchised versus retained. The programme is working with the Exco and legal 
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Confidential 

teams to find a middle ground on information sharing with Consumer Futures, 
such that it does not introduce new programme risks, nor set onerous precedents 
for future programmes. 

4.9 Despite the progress of the programme, the Crown P&L for FY13/14 is likely to 
outturn at around a £27m loss versus our target of a £23m loss. 

• On income, performance has been lower than projected for this financial year. 
The £23m target was dependent on an increase in income of £2m, however 
we now forecast to see a decrease in income of c£2m, resulting in a net gap 
of c£4m against our start of year target. 

• On costs, there have been a number movements on and off from the start of 
year plan. Although there have been delays to in-year staff savings, these 
have been mitigated by other cost savings that were not in the start of year 
plan 

4.10 The programme remains high risk but our target of a break-even P&L run rate by 
the end of FY14/15 is still achievable. To achieve this will require income targets 
to be achieved in line with next year's income budget and with the strategic plan. 

Kevin Gilliland 

i7a:rrrfr'.~z~zcl 
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R&CC Policy Adoption Request 

Purpose 

The purpose of this paper is to request ExCo adoption of policies recently endorsed by the Risk 
& Compliance Committee. 

2. Background 

At the meeting on 20th January 2014 the Risk & Compliance Committee reviewed and approved 
the following policies for adoption by ExCo: 

2.1 Anti-Bribery 

This policy outlines the approach and responsibilities and sets the out the expected 
standards of behaviour to minimise the risk of bribery for Post Office. The policy includes 
an updated gifts and hospitality procedure which identifies that the Risk & Compliance 
team will maintain a register of all gifts and hospitality given and received. The register 
will be regularly reviewed and an annual summary reported to the Risk & Compliance 
Committee 

2.2 External Data Protection Policy (Information Security) 

This policy outlines the approach and commitment to managing the personal 
information, whether provided to us directly by our customers or by our business 
partners, in a manner compatible with the obligation to comply with the Data Protection 
Act 1998. It sets out Post Office's mandatory expectations of all those persons who have 
access to personal information held by Post Office on how to handle such personal 
information. 

2.3 Data Sharing Policy (Information Security) 

This policy sets out Post Office's approach to sharing information with 3rd party 
organisations and where that shared data is personal information ensures this is shared 
in compliance with obligations under the Data Protection Act 1998. 

Activities/Current Situation 

These are new policies for the Post office and they are to be held centrally on the Post 
Office Intranet and will be subject to review on an annual basis. 

4. Recommendations 

ExCo is asked to formally adopt the policies listed above. 

Chris Aujard 
27t" January 2014 

R&CC Policy Adoption Request 
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Post Office 

Anti-Bribery Policy 

The purpose of this Policy is to set standards of behaviour that minimise the risk of bribery for 
Post Office. The principles underpinning this Policy are the same in every country in which we 

operate, regardless of business sector, local customs and practices. Anyone who is employed by, 
or performs services for, or on behalf of, Post Office anywhere in the world in any capacity 
(including contractors, agents and operators, and their assistants) is bound by this Policy. 

Version History 

Version Number Date Editor Status 

0.1 16/12/13 Georgina Blair Draft 

0.2 31/12/13 Georgina Blair Draft 

0.3 08/01/14 Georgina Blair Draft 

0.4 09/01/14 Georgina Blair Draft 

1.0 16/01/14 Rob Bolton Final 
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Version History 

Date Version Updated by Change summary 

16/01/2014 1.0 Rob Bolton Amended to identify 

as final version 

Document Location 

The latest version of this document can be found in the Post Office SharePoint Policy Library 

For Sign-off - This document has been approved by the following people: 

Name Title - Department Date of Sign off 

David Mason Head of Risk Governance 13/01/2014 

Chris Aujard General Counsel 16/01/2014 

Risk & Compliance 20/01/2014 

Committee 

ExCo 

For Information - This document will be distributed to the following people: 

Name Title - Department 

This policy will be reviewed annually. Next review date January 2015. 
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1. Purpose 

The purpose of this Policy is to set standards of behaviour that minimise the risk of bribery for 
Post Office. The principles underpinning this Policy are the same in every country in which we 
operate, regardless of business sector, local customs and practices. 

Business partners are expected to act ethically and may be required to comply with this Policy in 
all their dealings with or for Post Office. 

2. Scope and definitions 

This policy applies to anyone who is employed by, or performs services for, or on behalf of, Post 
Office anywhere in the world in any capacity (including agents, operators and contractors). 

A bribe is any advantage (financial or non-financial) which is promised, offered or given and is 
intended to induce improper performance (even if ineffective). Improper performance means 
carrying out a function or activity in breach of an expectation of good faith, impartiality or trust. 

3. Governing principles 

Post Office has a zero tolerance policy on bribery. Anybody employed by or performing services 
for or on behalf of Post Office 

• must never promise, offer or give a bribe 
• must never request or accept a bribe. 

No employee will suffer demotion, penalty or other adverse consequences for refusing to pay or 
receive bribes or for reporting the suspicion that bribes may have been offered or accepted to 
Post Office, even if the refusal may result in Post Office losing business 

All employees must adhere to the standards contained within Post Office's Gifts and Hospitality 
Approvals Procedure and the Conflicts of Interest Policy. 

Any breach of this Policy, or any procedure implementing it, will be treated as a very serious 
matter by the company and may result in disciplinary action, including termination of employment 
and reporting to the appropriate authorities. 

4. Business dealings and contacts 

All dealings with public officials or private individuals and enterprises must be open and 
transparent and conducted in a proper and appropriate way. This will ensure that no bribery or 
corruption takes place, and will also avoid any appearance or suggestion of improper activity. 

Post Office only works with business partners who have been approved as required by Post 
Office's risk-based due diligence processes. Such third parties must agree contractually to comply 
with this Policy or have an equivalent Policy in place. 

Contractors must be asked to ensure that any subcontractor will comply with the principles set 
out in this Policy and so on throughout any supply chain. 
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Any remuneration payable to agents, operators, contractors or other business partners acting on 
behalf of Post Office must be appropriate for the services carried out (which b to be determined 
objectively as far as possible). All payments must be paid through bona fide channels, must not 
be made in cash and must never be made through off-shore accounts. 

5. Reporting concerns 

Any Post Office employee with any knowledge of or suspicions that bribery or corruption has 
taken place or may do so, anywhere within (or related to) Post Office, must immediately report 
their concerns to 
• their line manager in the first instance; 
• the Risk & Compliance team if the line manager cannot be contacted or cannot resolve 

the query; or ._._._._._._. 
• the external Speak Up line in complete confidence (Tel_,_._,_,_._.GRO.

All reports of suspected bribery must be passed to the Risk and Compliance team to log. 

6. Roles and responsibilities 

All Post Office employees are responsible for complying with this Policy and with the Gifts and 
Hospitality approvals procedure at Appendix A. 

The Risk and Compliance team maintains a register of gifts and hospitality, and of suspected 
incidents of bribery, and this is reviewed regularly and an annual summary provided to the Risk 
and Compliance Committee and to the Post Office Board. 

Any serious incidents of bribery will be escalated by the Head of Risk Governance to the Chairman 
of the Audit and Risk Committee. 

Post Office has zero tolerance for bribery and all processes and procedures are designed to 
minimise the risk of bribery occurring. A risk assessment has been completed and the areas of 
the business at highest risk of bribery have been identified as Commercial, Procurement and the 
branch network. This policy is designed to target those areas but also applies throughout the rest 
of the business. 

8. Contact 

For further information about this policy contact the Risk and Compliance team on 
riskandcompliance GRO
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Appendix A 

Post Office Limited Gifts and Hospitality Approvals Procedure 

Gifts 

No gift should be offered or accepted if it is intended to induce improper behaviour. In general 
the giving and receiving of gifts is not permitted with the exception of low value promotional 
items costing under £25 each, such as pens, calendars, diaries, notepads and paperweights. 

• In a situation where refusal to give or accept a gift would cause embarrassment or offence, such 
as when giving or receiving a gift from an overseas postal administration in an official capacity as 
a representative of Post Office, the gift must not appear lavish or extravagant and should not cost 
more than £200. 

• Before giving any gift costing more than £25, written approval must be obtained from your line 
manager and forwarded to the Risk & Compliance team at riskandcompliancec ._._._._._._._GRO 

• If you receive a gift worth more than £25 you must notify your line manager. in_writin_g, and 
forward the details to the Risk & Compliance team at riskandcomplianceC GRO 

• The Risk & Compliance team will maintain a Register of all Gifts given and"ri=celc .."."."."."."' 

Hospitality 

Hospitality may only be given and accepted where it has a clear and demonstrable link with a 
legitimate business purpose, e.g. an organised event or a meal at which business is to be 
discussed. In relation to offers of hospitality, numbers on both sides should be limited to those 
whose presence is necessary to progress the business in hand. The giving and receiving of 
hospitality and entertainment is subject to the following rules: 

• You must obtain prior permission from your line manager before accepting or giving hospitality. 
• The hospitality must be reasonable (not lavish or extravagant), proportionate to its purpose and 

must ordinarily be below £100 per person in value. 
• You must send details of all hospitality offered and accepted, including details of the host business 

(if not Post Office Limited), the number of people attending and the businesses they represent (if 
Post Office Limited is the host), with details of the location of the hospitality and the cost per 
person, along with written approval from your line manager, to the Risk & Compliance team at 
riskan dcompliance _,_._._._._._GRO._._ _ _ _._

• The Risk & Compliance team will maintain a Register of all Hospitality given and received. 

You must beware of accepting any hospitality and entertainment which might compromise your 
performance of official business, or which might reasonably appear to have improperly influenced 
a business decision. Any attempt at entrapment, blackmail, or any suggestion that preferential 
treatment or divulgence of confidential information is expected in return for hospitality and 
entertainment, must be reported to your line manager and the Risk & Compliance team. 
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Post Office Limited 
External Data Protection Policy 

1 Introduction 

The processing and protection of personal information is of paramount importance to Post 

Office Limited (Post Office) in order to safeguard its reputation as one of the countries most 

trusted brands. 

This Policy documents our approach and commitment to managing the personal information in 

our care, whether provided to us directly by our customers or by our business partners, in a 

manner compatible with our and our business partners obligations to comply with the Data 

Protection Act 1998. It sets out Post Office's mandatory expectations of all those persons who 

have access to personal information held by Post Office on how to handle such personal 

information. 

Adherence to this policy and associated standards is a mandatory requirement for all Post 

Office Representatives). Failure to comply with this policy may affect our reputation and cause 

our business partners not to trust our ability to manage the personal information which we 

hold. Compliance with this policy is essential to maintaining the confidence in our brand and 

our service. 

2 Purpose 

This Policy is aimed at all Post Office Representatives that handle personal information 

The purpose of this policy is to outline the manner in which Post Office should process 

personal information. It sets out Post Office's expectations of its employees, sub-postmasters, 

agents, contractors, consultants, suppliers, partners and other contracted third parties (Post 

Office Representatives) when processing personal information entrusted to Post Office, in 

meeting its governing principles (set out below in section 6) relating to the use of personal 

information across Post Office, whether the information relates to Post Office Representatives, 

customers or other individuals. 

3 Scope 

This policy addresses all processing of personal information by Post Office Representatives 

whether this is information we hold directly on our customers or information we hold on 

behalf of our business partners. 

Personal information includes all information, whether processed in electronic or structured 

paper form, relating to a living individual who can be identified from that information. 

Processing of personal information includes the collection, use, processing, transmitting, 

disclosure or storage and retention of personal information. Post Office, its suppliers and 

contracted third must adopt procedures necessary to comply with this policy. 

Data Protection Policy 
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4 Status of this policy 

This policy has been approved by the Post Office Board. It is managed and maintained on 

behalf of the Board and the Executive Team by Post Office's Privacy Team. 

5 Responsibility for compliance 

Post Office handles personal information on its own behalf as well as that of its business 

partners. The controller of the information is the party who is legally responsible for 

complying with the Data Protection Act 1998. 

Post Office is the controller of personal information relating to individuals such as its 

employees, customers and prospective customers. In some cases this responsibility for 

customer information is shared with our Joint Venture partners who are the providers of the 

products and services we offer. 

Where Post Office handles personal information on behalf of its business partners as a Data 

Processor, such as our Front Office of Government proposition, the compliance requirements 

will be dictated to Post Office by the appropriate Data Controller. 

6 Governing principles 

Personal information must always be handled by Post Office Representatives in accordance 

with the obligations placed on us by the Data Protection Act 1998 whether directly or through 

contract. This means that personal information must be: 

• processed fairly and lawfully 

• processed solely for the purposes it was collected for or where Post Office processes 

personal information on their behalf as instructed to Post Office by our business 

partners 

• kept relevant, accurate and, where necessary, up to date 

• Retained only for as long as it is necessary for the purposes it was collected, or as 

instructed by our business partners 

• Processed in accordance with the rights granted to individuals by the Act 

o The right to access personal information about the individual 

o The right to demand the data controller cease processing likely to cause 

unwarranted damage or distress 

o The right to stop direct marketing 

o Rights in respect of fully automated decisions that significantly affect the 

individual 

o Right to claim compensation for damage (or damage or distress) caused by a 

failure to comply with the Data Protection Act. 

• be kept secure against unauthorised or unlawful access and against accidental loss, 

destruction or damage by using appropriate technical and organisational measures — 

this includes the following: 

Data Protection Policy 
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o the processing of personal information should not be outsourced to agents or 

processors of Post Office without proper controls and contract clauses in place 

as established by Post Office's Privacy Manager (and the permission of the 

relevant business partner, where necessary). 

o personal information should not be disclosed to any 3rd parties without 

consideration to the privacy and confidentiality commitment we have or 

where Post Office processes personal information on behalf of its business 

partners, the prior consent of that relevant business partner where required. 

o Managed in accordance with Post Office's policies and procedures and where 

Post Office is a Data Processor, with any specific instructions provided to Post 

Office by the relevant Data Controller business partner. 

• Not transferred overseas without additional controls being adopted to protect the 

rights and freedoms of the individuals as agreed with Post Office's Privacy Manager or 

where Post Office processes personal information on behalf of its business partners 

the prior consent of the relevant business partner where required 

7 Accountability 

Each member of the Executive Committee is responsible for compliance within their area of 

responsibility. Post Office's Privacy Team has responsibility for supporting the delivery of this 

policy and monitoring compliance with it. However, each Post Office Representative has 

responsibility for ensuring that they adhere to the policy. 

Any Post Office Representative who considers that this policy has not been followed should 

raise this matter with the Privacy Team. 

8 Post Office's Privacy Governance Structure 

This needs to be appended once POL Exco have agreed approach 

9 Further advice 

Further advice may be obtained from your Post Office's Privacy Team who can be contacted by 

email at dataprotection4 Gp~ 

itI ff jf

This policy is scheduled for review December 2014. 
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Appendix (i) Supporting Information 

Requests for access to personal information 

Any individual is entitled to make a subject access request for details of personal information 

held about them. Where Post Office receives such requests for personal information 

belonging to our business partners, the process for meeting such a request sits with that 

business partner and Post Office will handle such requests in accordance with the instructions 

from our business partner. 

Responsibilities of Post Office Representatives 

If any Post Office Representative has access to or uses personal information about other 

people (e.g. customer or employee personal information) he or she must comply with this 

policy and the requirements set out in all other Post Office data protection standards, policies 

and procedures (see below). 

Each Post Office Representative is responsible for ensuring that any personal information 

which he or she accesses or uses is kept securely and not disclosed in any way to any 

unauthorised third party. 

Training 

Where appropriate, training will be provided to Post Office Representatives on data protection 

issues and the handing of our business partner's personal information. Where required by our 

business partner to deliver specific training, such as the business partners own data protection 

training, Post Office will ensure that appropriate staff receive such training. 

Risk assessments and audits 

Periodic data protection risk assessments and audits may be carried out to assess compliance 

with this policy and data protection laws. 

Other Post Office standards, policies and procedures relating to data protection 

• Post Office Data Protection Policy (Internal) 

• Code of Business Standards 

• Conduct Code 

• Information Security Policy & Guidance 
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This Policy sets out Post Office's approach to sharing information with 3rd party organisations 

(Recipient Organisations) and where that shared data is personal information ensures this is shared 

in compliance with obligations under the Data Protection Act 1998. Post Office will share 

information in connection with: 

• The Prevention & detection of crime and prosecution of offenders 

• The prevention and recovery of any loss to Post Office or one of its business partners 

• National Security matters 

• Anti-Money Laundering 

• The protection and safety of missing or vulnerable people 

Any sharing by Post Office of information to 3 party organisations will be subject to considerations 

of sensitivity, confidentiality, privacy, ownership and copyright. In becoming a recipient of Post 

Office information, 3rd party organisations agree to process that information in line with this Policy. 

Post Office information consists of personal information and business sensitive information — 

together referred to in this policy as "Shared Data" 

The Data Protection Act 1998 covers the processing of personal information and establishes rules to 

protect individuals in respect of the security and use of their personal information. 

Post Office shares information with a number of 3rd party organisations in its endeavours to protect 

its business, staff, customers, other individuals and its associates. 

r i : e 

Data sharing involves the disclosure of information from one or more organisations to a third party 

organisation or organisations. Specifically for Post Office, data sharing can take the form of: 

• a systematic disclosure of information collected by Post Office to its key contacts on a 

regular basis such as text blasts and reports 

• Post Office and other organisations pooling information and making it available to each 

other for a common purpose 

• exceptional, one-off disclosures of personal data by Post Office in unexpected or emergency 

situations 

• exceptional, one-off requests by 3 party organisations, such as solicitors, for information 

held by Post Office 
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This Policy covers all Post Office departments and 3r` party organisations that share Post Office 

personal information and business data for the purposes highlighted in section 1 below. 

For the purposes of this Policy, personal information is considered to be any information that relates 

to a living individual who can be identified directly from the information, or from the information 

and other information, which is in the possession of, or is likely to come into the possession of, Post 

Office or the recipient organisation. This includes any expression of opinion about the individual(s) 

and any indication of the intentions of the Post Office or any other organisation in respect of the 

individual(s). 

•• • 

It is the responsibility of the signatories to this Policy to ensure it is followed in respect of the 

processing of shared data. 

1. Limitations on use of the data 

Post Office will share information for the following purposes: 

• The Prevention & detection of crime and prosecution of offenders 

• The prevention, investigation and recovery of any loss to Post Office or one of its business 

partners 

• National Security matters 

• Anti-Money Laundering 

• The protection and safety of missing or vulnerable people 

By accepting shared data from Post Office, 3rd party recipients agree to limit their use of the shared 

data to these purposes only. 

Where the shared data is sensitive personal information relating to: 

• health information, 

• racial or ethnic origin, 

• religious or other similar belief, 

• trade union membership, 

• sexual orientation or 

• offences or proceedings for an offence 

the 3rd party recipient understands that the information may only be processed for: 
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• the prevention and detection of crime where such processing is in the significant public 

interest where such processing must necessarily be carried out without the explicit consent 

of the individual; 

• meeting obligations placed on the organisations by way of S68 of the Serious Crime Act 

2007'; 

• any legal proceedings (including prospective legal proceedings). 

• The protection and safety of missing or vulnerable people where the processing is in the vital 

interest of the individual (or another person) in the case where consent is not available; 

For shared data coming in to Post Office from one of its business partners, the same restrictions will 

apply. 

Where a recipient of Post Office shared data wish to use the information for other purposes, Post 

Office's prior permission should be sought on a case-by-case basis. 

2. Obligation to ensure proportionality 

Post Office recognises that it is likely to be reasonable and necessary to share data in its aim to 
protect its staff, customers and business. Post Office will ensure that the nature of the data it shares 
is proportional to the above aims and will not share identifiable personal information when other 
methods that respect individuals' rights to privacy are viable. 

3. Obligations on the parties in respect of data quality 

Post Office will only share data where it is satisfied that the information is relevant to the purpose of 

the sharing and, to the best of our knowledge, accurate. 

Where there is a requirement to keep shared data up to date on an on-going basis, the 3"d party 

recipient must make provisions for updates to the data on a case-by-case basis or agree its update 

requirements with Post Office through a bespoke data sharing arrangement 

Post Office recognises that there is a requirement for information to be retained only as long as it is 

necessary for the purposes outlined in section 1. All recipients of Post Office shared data should 

have a documented retention policy outlining its intentions in respect of the archiving and 

destruction of this information once it has served its purpose. 

4. Rights of the individual 

The Data Protection Act gives rights to individuals in respect of the processing of their personal 

information and those key to a data sharing initiative are: 

• Right of access to information; 

• Right to demand an organisation cease processing personal information about them on the 

grounds that it will cause (unwarranted) damage or distress; 

1 Please note - S68 of the Serious Crime Act makes it an offence to further disclose information covered by this 

obligation. 
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• Right to object to any fully automated decisions that significantly affect the individual; 

• Right to claim compensation for any damage or damage and distress caused through a 

breach of the Act. 

In accepting personal information from Post Office, the recipient organisations accept that they will 

be responsible for handling any requests they receive directly from individuals in compliance with 

the requirements of the Data Protection Act 1998 and will adopt suitable procedures to react to 

individuals exercising their rights. 

5. Security 

Post Office takes the security of shared data very seriously. It will ensure that any information it 

shares with recipient organisations is transferred in a manner that protects the information, such 

protection being appropriate to the nature of the information and any resultant harm that could 

come from inappropriate disclosure, loss or destruction to that information. 

Recipient organisations must ensure that shared data they receive from Post Office is adequately 

protected by: 

• Adopting an Information Security Policy that recognises the controls required to protect this 

information 

• Taking physical, technical and organisation security measures to protect the information 

• Providing training to staff that have access to this information on the importance of keeping 

the information secure 

• Checking the reliability of staff that are granted access to the information through formal 

vetting procedures appropriate to the nature of the data the staff member can see. 

The recipient organisation agrees to advise Post Office immediately if, as the recipient of 

information, your contact information changes, your role changes or the need for sharing Post Office 

information stops or changes 

O e c 

Post Office's written permission is required where Post Office shared data, disclosed to a recipient 

organisation that is likely to hold or allow access to the data from overseas locations. Such 

permission may be refused after considering the nature of the data, purpose of the processing and 

Post Office's obligations under the Data Protection Act 1998 

Where Post Office is approached by a 3  party organisation that is making a request for Post Office's 

Personal Information that may fall within the scope of an exemption within the Data Protection Act 

1998, these requests will be considered on a case by case basis. 

Post Office will apply the same considerations when using these exemptions to request other 

organisations for personal information. 
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8. Status of this Policy 

This policy has been approved by the Post Office Executive Committee and is managed and 

maintained on their behalf by Post Office's Data Protection and Privacy Team. 
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In accepting shared data from Post Office, the recipient organisation understands that it must: 

a) Comply with its own obligations under the current and future Data Protection and Privacy 

legislation in respect of the processing of any personal data being disclosed or shared. 

b) Only use the shared data for the purposes established in this Policy and not to use it for any 

other purpose without the prior written consent of Post Office. 

c) Adopt adequate technical and organisational security measures to protect the shared data 

from unauthorised or unlawful processing and accidental loss, destruction or damage. 

d) Advise Post Office immediately if, as the recipient of information, the contact information 

changes, recipients role changes or the need for sharing Post Office shared data stops or 

changes 

e) Ensure the reliability of staff that have access to the shared data and agree that only those 

individuals that have a genuine business need to see that data will have access to it. 

f) Only retain the shared data while there is a business need to process it and securely destroy 

the data in line with a documented retention schedule, as required by this Policy. 

g) With regard to shared data that is personal information, respect the rights granted to 

individuals under the Data Protection Act 1998, adopting procedures to react to individuals 

exercising their rights in order to comply with the requirements of the Act. 

h) Take appropriate steps to maintain the quality of the shared data. 

i) Not transfer shared data outside the European Economic Area without Post Office's prior 

written permission as outlined in section 6 of this Policy. 

j) The recipient of shared data understand that Post Office Limited is subject to the Freedom 

of Information Act 2000 and as such this Policy and information about those organisation 

that share data may be subject to disclosure under this Act. 
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Post Office will share information with organisations, such as those that fall into the following 

categories: 

• Law enforcement agencies 

• Government bodies and agencies 

• Public authorities 

• Post Office product providers, for example the Bank of Ireland 

• Post Office business Associates, for example Transport for London. 

• Financial Services institutions, for example High Street Banks 

• Sub-Post Masters 

• Royal Mail 

• Credit reference and fraud prevention agencies 

• Financial Conduct Authority 

• Legal advisors 

Data sharing Policy V3 FINAL PUBLIC 



POL00027478 
POL00027478 

Name of Organisation: 

Nominated Signatory Name: 

In accepting personal information from Post Office, the recipient organisation named above understands that 

it must: 

a) Comply with its own obligations under the current and future Data Protection and Privacy legislation 

in respect of the processing of any personal data being disclosed or shared. 

b) Only use the shared data for the purposes established in this Policy and nct to use it for any other 

purpose without the prior written consent of Post Office. 

c) Adopt adequate technical and organisational security measures to protect the shared data from 

unauthorised or unlawful processing and accidental loss, destruction or damage. 

d) Advise Post Office immediately if, as the recipient of information, the contact information changes, 

recipients role changes or the need for sharing Post Office shared data stops or changes 

e) Ensure the reliability of staff that have access to the shared data and agree that only those individuals 

that have a genuine business need to see that data will have access to it. 

f) Only retain the shared data while there is a business need to process it and securely destroy the data 

in line with a documented retention schedule, as required by this Policy. 

g) With regard to shared data that is personal information, respect the rights granted to individuals 

under the Data Protection Act 1998, adopting procedures to react to individuals exercising their rights 

in order to comply with the requirements of the Act. 

h) Take appropriate steps to maintain the quality of the shared data. 

i) Not transfer shared data outside the European Economic Area without Post Office's prior written 

permission as outlined in section 6 of this Policy. 

j) The recipient of shared data understand that Post Office Limited is subject to the Freedom of 

Information Act 2000 and as such this Policy and information about those organisation that share 

data may be subject to disclosure under this Act 

I acknowledge receipt of Post Office's Data Sharing Policy V1 and agree to process Post Office information 

in accordance with the standards recorded in this Policy. 

Signed: 

Dated: 
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1. Purpose 

The purpose of this paper is to: 

1.1 Update ExCo on the progress to gain approval, by all decision making parties, of 
the Acceptable Use Policy (Appendix 1). 

1.2 Seek approval of the Acceptable Use Policy from the ExCo. 

2.1 Risks to Post Office information are often mitigated by Policy. The Acceptable 
Use Policy ensures that: 

• Colleagues are aware of what is considered acceptable behaviour when 
using Post Office Information Systems. 

• Colleagues are aware of the consequences for failing to follow this policy. 
• The risks associated with inappropriate use of Post Office Information 

Systems are effectively managed. 

3. Risks 

3.1 Specific risks that have been highlighted during the sign-off process have been 
predominantly around the communication of sensitive Post Office information via 
personal email addresses and to personal web storage. An example of such 
risks are that many email addresses result in information being taken outside the 
European Economic Area, and in some cases email content is stored in US 
which will put information in scope for Federal access. 

4. Activities/Current Situation 

4.1 When establishing the Acceptable Use Policy a number of factors have been 
considered: 

• Previous Policies were created by Royal Mail Group and therefore Post 
Office had to establish appropriate Policies for the newly separated 
organisation. 

• The Board and ExCo, due to their existing ways of working and their 
access to significant and highly sensitive company information will have to 
change their current communication practices to comply with this Post 
Office Policy. 

• Non-Executive Directors (NED's) often have to comply with a raft of 
Policies from various companies they are associated with. 

• Not all of the NED's have a Post Office email account, or Post Office 
mobile/iPad or Laptop. 

• Not all of the NED's want additional devices to carry around. 
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• Board Pad is a secure application for distributing and annotating Board 
level information. It is available to all Board members, irrespective of 
whether they have a Post Office device or Post Office email account. 

4.2 The challenge has been to ensure that existing activity is not unduly restricted, 
and can be tailored to comply with the Policy without being too onerous. 

4.3 The Policy has been reflected in the Training and Awareness Programme as well 
as in HR materials and guidance and this activity is on-going. 

5. Solution and Action Points 

The proposal and actions are as follows: 

5.1 All the NEDs to have Post Office email Accounts so that communications 
complies with the user access policy 

5.2 Board and ExCo where required to be offered a way to print documents from 
their iPads if they require 

5.3 If NEDs do not have printers and still want this facility Post Office will offer to 
supply printers 

5.4 Provide guidance to NED's on accessing their email accounts via Web Mail if 
required 

5.5 Provide guidance or support to set up access to email account on Personal 
Mobile Device if required 

6. Summary Action 

The Company Secretary, Chief Information Officer and the Head of Information Security and 
Assurance, have started to engage with the NEDs to ensure that they are each comfortable 
with the solution, actions, equipment and that their individual requirements are met in line with 
the Policy. 

7. Recommendations 

The ExCo is asked to: 

7.1 Note the update and actions set out above 

7.2 Accept the Policy on the basis that the actions listed in sections 4 and 5 will be 
completed under the guidance of the Head of Information Security. 

Lesley Sewell 
05 February 2014 
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Overview 

Revision History 

"!. 3 10/01/2014 Moyn Uddin Minor revision to insert new section 5.9. 

1.2 30/05/2013 Duncan Godfrey Updates with comments from stakeholders. 
Issued for ISPRC. 

1.1 22/04/2013 Mark Pearce Consistency corrections 

1.0 03/04/2013 Duncan Godfrey Updated with external review comments 
from Post Office Legal department. For 
approval. 

0.4 13/02/2013 Duncan Godfrey Minor formatting and grammar changes. 
Ready for approval by ISPRC. 

0.3 28/12/2012 Mark Pearce Review. 

0.2 27/12/2012 Duncan Godfrey New IS policy. Added comments from Mark 
Pearce and Dave King 

0.1 21/12/2012 Duncan Godfrey Reformatted from original HR release 
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The purpose of this policy is to present what is acceptable use of Post Office Information Systems. 

All employees of Post Office are responsible for using Post Office information resources 
responsibly and securely. The resources are primarily provided to support business activities. 

This policy does not form part of employees' contracts and may be amended at any time. 

2 Goals 

The goals of this policy are to: 

• Communicate what is acceptable behaviour when using Post Office Information Systems. 
• Communicate the repercussions for failing to follow this policy. 
• Manage the impact of the risks associated with inappropriate use of Post Office 

Information Systems, including: confidentiality breaches, legal claims, reputational 
damage, and adverse impact to the availability and/or integrity of Post Office Information 
Systems and loss of revenue. 

The policy applies to all Post Office employees, agents, contractors, suppliers and consultants of 
Post Office. 

4.1 Information Security and Assurance Group 

The Information Security and Assurance Group (ISAG) will review this policy at least annually and 
update accordingly to reflect changes to business objectives or risks. 

4.2 Users 

It is the responsibility of each user irrespective of their terms of employment or engagement to 
adhere to this policy. 

All managers are directly responsible for implementing Post Office policies within their business 
areas and for their staffs adherence to them. 

The use of Post Office Information Systems is governed by relevant Information Security and 
company policies. It is the responsibility of each user to comply with these policies at all times. 

5.1 General System Use 

Post Office Information Systems and all the information contained within are the property of Post 
Office. Users are provided access to these systems for appropriate business use only. 
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Users may only use resources for which they have authorisation. Users may only access systems 
via their individual accounts and must not use another individual's colleague's account to access 
Post Office Information Systems. 

Users are individually responsible for the resources assigned to them and are accountable to Post 
Office for the use of such resources. 

It is the responsibility of the user to protect their passwords or any other credentials. Do not write 
down, display or disclose your user identity or password, or any other access code to any other 
individual. 

Non-Post Office owned devices must not be directly connected to Post Office Information Systems 
(see 1516 Mobile Device Policy). 

5.2 Misuse of Post Office Resources 

Users must not intentionally attempt to alter the configuration of any Post Office Information 
System or interfere with any security control (for example anti -virus or patching updates). Users 
must not conduct any monitoring of Post Office Information Systems unless this has been defined 
as part of their role and the necessary impact assessments have been undertaken. 

Users must not take any actions to anonymise their use of Post Office Information Systems. 

Users shall not conduct any illegal or malicious activities using Post Office Information Systems. 
This includes installing any tools that could support such an activity. 

5.3 Email and Instant Messaging Acceptable Use 

Email and Instant Messaging (IM) are tools for conducting Post Office business and shall not be 
used for any other non-Post Office related business activity. All emails and IMs are archived and 
retained as permanent records and are subject to disclosure to outside parties including 
regulatory and legal authorities. 

Users must not forward business information from business email accounts to their private non - 
Post Office accounts. All business emails remain the property of Post Office and must only be 
accessed via authorised channels. 

The Email or IM facilities specifically must not be used for: 

• Sending any message that others could consider indecent, offensive, threatening, insulting 
or derogatory 

• Sending any messages that could be considered as bullying or harassing other employees, 
Post Office customers or any other third party; 

• Sending a false and/or defamatory statement about any person or organisation; 
• Sending discriminatory material; 
• Distributing, disseminating or storing images, video, text or other materials that might be 

considered indecent, pornographic, obscene or illegal 
• Creating or distributing chain letters or unsolicited advertisements (SPAM) 
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• Any other material that is likely to create any liability (whether criminal or civil, whether 
for you or us). 

Any conduct listed above is likely to be seen as gross misconduct and investigated under our 
disciplinary procedure. Any such action will be treated very seriously and is likely to lead to the 
summary dismissal of the user concerned (where the user is an employee) or termination of the 
user's contract (where the user is not an employee). 

Only Post Office approved IM facilities shall be used for business messaging.. 

5.4 Web Acceptable Use 

Access to the web has been provided to support business activities and must primarily be used for 
this purpose. A certain amount of personal use is permitted (see section 5.8) but users must not: 

• Access any content relating to: gambling, illegal drugs, pornography, criminal skills, hate 
speech or any other indecent, obscene or offensive material 

• Send offensive, bullying, harassing or discriminatory material or material which is 
derogatory to others 

• Post or otherwise transmit false or derogatory material 
• Access any material which infringes copyright 
• Access any material that is likely to create any liability (whether criminal or civil, whether 

for you or Post Office). 

Any conduct listed above is likely to be seen as gross misconduct and investigated under our 
disciplinary procedure. Any such action will be treated very seriously and is likely to lead to the 
summary dismissal of the user concerned (where the user is an employee) or termination of the 
user's contract (where the user is not an employee). 

All web access is monitored and archived; this record will be audited for compliance with this 
policy. 

5.5 Use of external file storage and synchronisation services 

External unauthorised file storage services (such as Dropbox, Skydrive and Googledrive, Box etc.) 
must not be used for storing Post Office information.. 

5.6 Authorised Software and Copyright Material 

Users may only use the software provided to them by the Post Office IT service. No unauthorised 
software is permitted on Post Office Information Systems. 

All users must comply with all intellectual property laws including copyright law. Any material 
which has a copyright must not be used on Post Office Post Office Information Systems without 
the correct licence. This includes: videos, audio files and any protected documents (such as 
restricted PDFs). 

5.7 Use of social media 
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Post Office recognises that many of our people enjoy using social networking sites in their own 
time. Comments we publish on these sites may reach a surprisingly wide audience, and so we 
must all protect our brand and avoid doing anything that m ight bring the reputation of Post Office 
into disrepute. 

Everyone must be aware that information gained about Post Office as a result of your work for 
the business must never be discussed or shared on social media sites. 

5.8 Personal use of Post Office r esources 

While Post Office Information Systems are intended for business use only, our policy does allow 
for reasonable and occasional personal use. Any personal use must be kept to a minimum and 
should not interfere with an employee's business responsibilities and the resources they are 
using. 

Personal use remains a privilege and activity conducted on Post Office Information Systems is still 
owned by the Post Office. The Post Office is not responsible for the recovery of any non -business 
data on Post Office Information Systems and this data may be deleted at any time. 

5.9 Use of Non -Post Office Equipment and Resources 

Non-Post Office equipment (e.g. laptops, tablets, smartphones etc.) and or resources such as 
email systems (e.g. external consultancy email system, Gmail, Outlook.com (Hotmail), Yahoo Mail 
etc.) must not be used for Post Office business purposes unless explicitly authorised by the CIO. 
This includes forwarding Post Office information to non -Post Office email systems. 

5.10 Reporting Inciden is 

It is the responsibility of the User to report any security incident or suspicious activity to the IT 
Service Desk. Advice can be sought from the ISAG. 

5,11 Monitoring 

Post Office Information Systems will be monitored and audited for compliance with this policy. 
Monitoring is only carried out to the extent permitted or as required by law and as necessary and 
justifiable for business purposes. 

Where we have a reasonable suspicion that Post Office Information Systems have been used 
improperly, in breach of the law, or if we need to assist the legal authorities or are otherwise 
required to do so by law, we will extend this monitoring to the content of specific electronic 
transactions. Only authorised individuals can undertake this activity through the Disclosure and 
Access to Employee Information - the "P6 process". 

If an employee is concerned about personal privacy, they are advised not to use Post Office 
Information Systems and equipment for personal correspondence or to store personally sensitive 
or confidential information. 

6 Exceptions 
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As per the standard policy process, a policy exception must be applied for by contacting the ISAG. 
These exceptions will be challenged and reviewed by the ISAG on an annual basis. Evidence must 
be retained for both the exception and the annual review. 

1i!WTfli

Any failure to comply with this policy will be seen as a violation of the policy and may be dealt with as 
set out under Enforcement below. 

The ISAG will regularly assess for compliance against this policy. Additionally, all Post Office 
people have a responsibility to report any concerns that there may have been a violation of the 
policy. Any violation of this policy will be investigated and is likely to be dealt with under our 
disciplinary procedures. In particular, any serious breach of this policy is likely to be seen as gross 
misconduct and could lead to the summary dismissal of the user (where the user is an employee) 
or termination of the user's contract (where the user is not an employee). 
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9 References 

This document has the following references: 

IS16 Mobile Device Policy 

Acceptable Use The rules on the use of Past Office Information Systems in a way 

Acceptable Use Policy Lesley Sewell Page 9 of 9 5/2/2014 



POL00027478 
POL00027478 

Strictly Confidential 

POST OFFICE LTD Executive Committee 

Cyber Security and Information Assurance 

The purpose of this paper is to: 

1.1 Update the ExCo on UK Cyber Security industry initiatives; 

1.2 Update the ExCo on key Information Security and Assurance Group (ISAG) 
activities; 

1.3 Outline risk reduction activities being implemented at Post Office in Cyber 
Security. 

2. Industry Initiatives 

2.1 Since the inaugural Cyber Security noting paper dated 15 January 2014, Post 
Office has participated in a Government Consultation for a new Standard to 
address Cyber Security. The anticipated time to develop the Standard is 18 
months. This is led by BIS with backing from all major Government Departments 
and aims to develop a Cyber Security Standard for adoption across Public and 
Private sectors. The consultation is in line with the intention set out in the 
National Cyber Security Strategy' paper to address the increasing threat to UK 
PLC. 

2.2 The Consultation is in the early stages, but BIS are aware that Industry, including 
Post Office, is appealing for a Standard that will; 

• Not be too onerous to implement; 
• Be applicable to organisations who have outsourcing arrangements and 

have a reliance on supply chains; 
• Provide real value in terms of measuring success against on -going and 

emerging risks 
• Include Mobile technology, which has the potential for severe compromise 

if not managed adequately. 

2.3 It is proposed, and supported by Post Office representation that the Cyber 
Security Standard will be interoperable with current `good practice' standards 
such as ISO270012, rather than inventing something new, this will limit the 
impact on Post Office. ExCo will be updated on further developments that may 
affect Post Office regarding the proposed Standard. 

3. Activities/Current Situation 

Building on from last month's report on activities: 

3.1 There are currently eleven active incidents or breaches that ISAG are aware of; at 
this time none are assessed by ISAG as being of significant risk to Post Office. 
These will be discussed at the next Information Security Committee. 

1 National Cyber Security Strategy 2011 and 2013 Published by Cabinet Office 
2 IS027001: An International Standard covering the specification and management of an organisation's I nformation 
Security Management System. 
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3.2 Incident Summary 

Following on from January's noting paper; during the period of mid January 2014 
to the end of January 2014, there have been three new reported incidents all of 
which are limited and contained. 

Three of the eleven cases are on the Agenda for the next Information Security 
Committee meeting for formal closure. 

3.3 Contractual Due Diligence 

ISAG are working with the Company Secretariat to ensure that there is adherence 
by all parties to the sign-off process by ISAG (among other key teams) before 
contracts are signed with suppliers. 

Work is continuing with the Sourcing team and a Pre-Qualification Questionnaire 
for Information Security has been introduced to tighten up the Information Security 
requirements of new product and service acquisitions. All future procurements will 
now include input from technical, data protection and compliance colleagues within 
ISAG (dependent on the nature of the project). 

A formal project gating certificate has now been drafted and will ensure ISAG 
requirements are agreed prior to project sign-off. 

3.4 Marketing Due Diligence 

Regular engagement continues with Marketing due to the high level of reliance on 
processing personal information. This is proving to be successful and helps 
promote Post Office to our suppliers as an Information Security focussed 
company. 

3.5 IT Supply Chain Transition to ATOS 

Regular meetings continue with the Atos team across many disciplines and 
service categories, key areas include but are not limited to: 

• Governance and Risk. 

• Incident response and management. 

• Business Continuity requirements. 

• Segregation of responsibilities. 

• Requirements and Controls are being assessed around data exports to 
non-European locations. 

Risk and Compliance Tool 

A suitable tool has been selected for ISAG, which will help calculate and 
manage risks in support of both internal policies and external certifications. 
This is being put in place as a result of an audit finding from 2013. 

Reporting Risk 
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All Information Security and Assurance unmitigated risks continue to be 
logged locally and escalated to the Risk and Compliance Committee as 
appropriate. 

Assessing the Cvber Security Threat Landscape 

The information Security and Assurance Group actively participates in 
industry events, providing valuable peer interaction and demonstrating 
Post Offices commitment to protecting its organisation. 

ISAG also maintains contact with a number of external authorities to gain 
knowledge of known and emerging threats. These include but are not 
limited to: 

• CPNI — Centre for the Protection of the National Infrastructure —
access to their Secure Restricted Extranet for Cyber Security and 
guidance updates. 

• CESG — Communications and Electronic Security Group — regular 
updates that are communicated to ISAG team members and other 
colleagues as appropriate. 

• British Computer Society Forensic Forum for Cyber Security — 
regular updates are provided to ISAG team members. 

• National Archives — Quarterly meetings for Senior Information Risk 
Owner (BIRO), regular information updates are received and 
communicated to appropriate colleagues. 

3.7 Policies 

All Information Security policies are now signed off, and have been communicated 
to all colleagues, save for the Acceptable Use Policy which is subject to additional 
supporting activity and is a paper for ExCo information and noting. 

3.8 Training and Awareness 

Key training and communication activities remain on schedule for April and July 
2014 — rollouts to central and branch colleagues respectively. 

ISAG are currently engaged with HR representatives to ensure ISAG Policies are 
reflected in colleague communications and HR policies. 

4. Request 

4.1 The ExCo is asked to note the update and actions set out above. 

4.2 The ExCo is asked to approve the paper for presentation to the Post Office 
Board. 

Julie George/Lesley Sewell 
05 February 2014 
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Executive Committee 
Data Centre Tower Procurement 

Purpose 

The purpose of this paper is to: 

1.1 Update the Executive Committee (ExCo) on the status of the procurement of a 
Data Centre Tower. 

1.2 Seek approval for onward submission of this paper to the Board. 

Background 

2.1 As previously agreed by the Executive Committee and the Board, Post Office is 
re-procuring the IT supply chain to meet the demands of our business strategy 
and Royal Mail Group separation activities. 

2.2 Following previous ExCo approval, OJEU compliant procurements were initiated 
(using a competitive dialogue process), for our whole IT supply chain, including a 
Services Integrator. 

2.3 The market was engaged to provide Data Centre services to meet our strategic 
objectives; successful separation from RMG, improving timeliness and agility in 
change delivery, introducing more variability into the cost base, lowering the cost 
of IT service. 

2.4 The Data Centre Tower services include the facilities, technology infrastructure 
and supporting operational service capability on which we run our business 
applications such as Horizon, core finance and HR systems. 

2.5 To maximise efficiency providers typically offer services in a number of 
configurations, described as Public Cloud, Private Cloud, Hosting and Co-
Location services. The key differences between them relate to the degree of 
exclusivity required and who supplies the technology infrastructure (the provider 
or the customer)'. 

2.6 Post Office requires a mix of all four configurations to support the range of 
technology and applications that are used across the business. 

Activities/Current Situation 

3.1 Four bidders (Fujitsu, Capita, CSC and HP) were invited to submit responses to 
an Invitation to Submit Proposed Solution (ISPS). Only one bidder, Fujitsu 
expressed an interest to bid, the remaining three bidders withdrew, predominantly 
due to the high degree of Co-Location services Post Office required. 

3.2 The Programme Board reviewed the procurement and authorised continuing with 
a sole bidder, Fujitsu. Following completion of dialogue and approval at 
Programme Board an Invitation to Submit Final Tender (ISFT) was issued to 
Fujitsu in November 2013. 

' In a Public Cloud configuration there is little or no exclusivity and the infrastructure is delivered by the provider. 
Private Cloud and Hosting provide different degrees of exclusivity, whilst, in a Co-Location configuration the provider 
delivers exclusive use of a dedicated area (secure space and power) and the customer provides the technology 
infrastructure. 
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3.3 Fujitsu submitted a bid in December 2013 and a number of clarification requests 
were made and meetings held. The bid was evaluated against price and quality 
criteria, with scores moderated for consistency. To ensure price/value for money 
could be assessed against a sole bid, Gartner was engaged to provide a Market 
Price Assessment (MPA). The results of this evaluation indicated that the bid in 
its current form did not meet Post Office's objectives for a number of key 
reasons:-

• The solution proposed did not reflect the Post Office's requirement for a 
leveraged, outcome based solution as set out in the ISFT. 

• The time and quality of the implementation plan does not meet Post Office's 
stated requirements in the ISFT and placed obligations on Post Office that 
cannot be met. 

• It did not meet our value for money criteria based on the Gartner MPA. The 
additional costs of the bid over the Gartner MPA were between £16m and 
£1 8m over the term of the contract. 

• It did not demonstrate a sufficient level of agility; there was no basis for 
forecasting implementation costs and timescales for future change. 

3.4 A range of options was carefully considered in reviewing the procurement 
process and the risks and impacts to our strategic objectives, including 
consideration of the impact to our relationship with Fujitsu. 

• Accept the bid in its current form: The bid was not aligned to our strategy; 
accepting it in its current form does not meet our delivery requirements or 
achieve the strategic objectives and does not demonstrate value for money. 

• Continue the process and propose a rebid: Post Office has a low 
confidence in a revised bid meeting the required standard and Post Office 
objectives; the impact to our Separation timelines was untenable. 

• Cancel the procurement process and consider alternatives: This was 
the preferred option; the current process was not meeting our strategic 
objectives. 

3.5 The IT Transformation Programme Board reviewed the procurement process and 
considered whether to continue. It determined that the procurement, even if 
continued, does not meet our strategic objectives. This decision was endorsed by 
ExCo. The bidder was advised of Post Office's decision in a meeting held on the 
31" January. The procurement was formally cancelled on the 7`" of February 
2014 without award of contract. 

Next steps 

3.6 A plan is now being considered and taken forward to procure Data Centre 
services through alternative methods; - 

• Short term: Look at exploiting existing contracts to secure continuity of 
services, and to enable us to meet our Separation activities. 

• Medium term: Secure Data Centre services from a supplier appointed 
through the Solutions Delivery Framework or through use of a framework 
contract such as G-Cloud. 

• Strategic Term: Review our IT supply chain strategy to accelerate provision 
of hosting services within our existing Towers rather than through a single 
Data Centre Tower. 
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3.7 An Independent internal review of the procurement including lessons learnt will 
be conducted in due course; the report and actions cascaded across our 
Transformation Programmes and Commercial Teams and will be shared with 
ExCo. 

3.8 A detailed update of the changes to the IT Strategy and the impact of this 
decision will be presented to the Executive Committee and Post Office Board in 
April. 

4. Options Considered 

Covered in Section 3.4 

• 

5.1 Sunk costs associated with the Data Centre procurement are £l.lm for the 
resource and legal costs. 

5.2 Securing medium term Data Centre services costs are estimated at £0.5m and 
legal costs £0.3m. 

5.3 Cancelling the Data Centre procurement means that funding that was included in 
the Transition Programme business case for Data Centre transition, totalling 
£2.5m across 2013/14 and 2014/15, will not be utilised and can be used to offset 
costs for securing short and medium term Data Centre services. Therefore, the 
net impact on committed delivery plans in 2013/14 is a net saving of £0.9m, but in 
2014/15 there is a net increase of £1.3m. 

5.4 Funds for the above will come from IT Transformation repurposing £0.8m to 
secure Data Centre services and associated legal costs. In addition, it is 
estimated that there is a total requirement for £1.3m unbudgeted costs in 
2014/15. 

5.5 Benefit realisation in the IT Transformation Programme for Data Centre services 
are expected to materialise in 2016/17 and it is expected that these would still be 
realised. 

5.6 In summary, the net impact on future cost is £1.3m in capital expenditure for FY 
14/15. There is an anticipated cost of transitioning to our Strategic Data Centre in 
FY 15116 and beyond of circa £2.4m. There is an estimated uplift to our operating 
costs in FY 15/16 of circa £850k to support the Data Centre services required for 
our Separation activities. For FY16/17 and beyond we are anticipating a potential 
£500k uplift due to the change in strategic approach. All of these costs are 
subject to challenge during a detailed planning phase. 

6.1 Cancellation of the procurement process carries the risk that Fujitsu may be 
motivated to pursue a legal challenge to seek loss of profits and/or bid costs. 
Fujitsu's bid costs are estimated to be circa £1 m. An award for damages may be 
higher. Risk mitigations include: 

• The ISFT documents issued by Post Office specifically allow Post Office to 
cancel the procurement process and preclude bidders from reclaiming costs; 
however this may not prevent Fujitsu from seeking a route to challenge. 

• Post Office engaged legal Counsel throughout the procurement to advise on 
the procurement, associated risks and take appropriate mitigating actions. 
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Strictly Confidential 

6.2 Fujitsu may seek to link our current Intellectual Property Rights (IPR) position 
with the decision not to award a Data Centre contract. There is no commercial 
link, as this would contravene Public Procurement Regulations. 

7. Long term considerations — horizon scan 

7.1 Fujitsu may use its position to leverage value from Post Office at the termination 
or extension of current contracts. 

7.2 Fujitsu are competing on other procurements and have responded with 
expressions of interest on future procurements. The Data Centre procurement 
decision does not impact our expectations or consideration of Fujitsu as a 
strategic partner to Post Office. 

8. Communications Impact 

8.1 Cancelling the procurement sends a clear message to the Market and to our key 
stakeholders that Post Office is a commercial organisation and mindful of the 
need to ensure that procurements fully satisfy key strategic and commercial 
objectives and extract maximum value for the `Public Purse' 

8.2 There was a requirement to communicate this decision across the current supply 
chain, to bidders involved in current and future procurements and to Royal Mail 
Group. Consideration of Post Office's longstanding relationship with Fujitsu has 
been managed in the key messages. 

8.3 Post Office Board have been advised. 

8.4 Cancelling the Data Centre procurement does not impact customers, colleagues, 
branches or unions. 

9. Conclusion 

9.1 Post Office has taken a decision to cancel a procurement process that does not 
meet its strategic objectives or demonstrate value for money for the `public 
purse'_ 

9.2 Plans for an alternative Data Centre solution will be taken forward. 

9.3 Associated risks to time and cost are tolerable. 

10. Recommendations 

The ExCo is asked to note that: 

10.1 The Data Centre procurement has been cancelled without award. 

10.2 There will be an update to the IT Strategy shared with ExCo and the Post Office 
Board in April 2014. 

10.3 The impacts to the Benefits Case will be presented to the IT Transformation 
Programme Board, Post Office Investment Committee, Executive Committee, 
and Post Office Board in April 2014. 

The ExCo is asked to approve this paper for onward submission to the Board. 

Lesley Sewell 
12 February 2014 

Data Centre Tower Lesley Sewell Page 4 of 4 12 February 2014 



POL00027478 
POL00027478 

1.1 To delegate authorities for decisions relating to remuneration for Post Office 
employees below SLP level. 

2.1 Remuneration decisions need to be made company wide and delegated authorities 
therefore need to be updated to maintain fairness and to ensure that responsibilities 
are clear at all levels. 

2.2 Post Office will uphold the principle that no individual should be able to determine 
his or her own remuneration. 

2.3 For this reason, and in line with best practice in corporate governance, a 
remuneration sub-group of the Executive Committee known as the Pay and Reward 
Committee will be formed to recommend to the Executive Committee the 
remuneration strategy for the Post Office employees below SLP level. 

2.4 The delegated authorities detailed in 3 and 4 below form part of the terms of 
reference to be agreed by the Pay and Reward Committee at their first meeting. 

2.5 The Board will retain ultimate responsibility for approving the Post Office 
remuneration strategy. 

3.1 Pay and Reward Committee structure 

3.1 The Executive Committee will agree the authorities of the Pay and Reward 
Committee. 

3.2 Membership of the Pay and Reward Committee shall be restricted to members of 
the Executive Committee so that the policy of no employee can determine their own 
remuneration shall be maintained. 

3.3 The suggested members are Chris Day, Neil Hayward, Kevin Gilliand, Martin 
George and Nick Kennett. The Committee will be Chaired by Neil Hayward. 

3.4 The Pay and Reward Committee shall meet as required to fulfil l its commitment, 
normally quarterly and may consider urgent matters through correspondence. 

3.5 Two members of the Committee shall be quorate. 

3.6 The Secretariat function wil l be provided by the HR Team. 

1 The Senior Leadership is defined as those roles which are eligible to be invited to participate in the LTIP 
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4.1 The Pay and Reward Committee shall: 

4.1.1 ensure compl iance of all bonus and incentive scheme payments in line with 
legislative requirements and FCA guidelines. 

4.1.2 agree the outturn of performance related pay arrangements for all 
employees below Senior Leadership Population and approve payments 
subject to normal Board, Remuneration Committee and Executive 
Committee processes. 

4.1.3 approve the introduction and removal of material contractual and non-
contractual benefit arrangements. 

4.1.4 recommend, monitor and oversee the remuneration pol icy for all employees 
below the Senior Leadership. 

4.1.5 recommend the settlement of pay mandates and collective bargaining 
arrangements to the Executive Committee. 

4.1.6 recommend, monitor and oversee incentive plan design for employees 
below the SLP. 

4.1.7 recommend pension scheme design to Pensions Committee. 

5.1 The elements that typically form an individual's remuneration package include, but 
are not restricted to: 

• Base salary 

• Short term incentive plan (annual bonus) 

• Pension provision 

• Benefits such as car, private health, hol idays 

• Contractual terms such as notice periods 

6.1 The Executive Committee is asked to agree the delegated authorities. 

1 The Senior Leadership is defined as those roles which are eligible to be invited to participate in the LTIP 


