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IN THE HIGH COURT OF JUSTICE
QUEEN'S BENCH DIVISION
RETWEEN:

POST OFFICE LIMITED

Claimant/
Part 20 Defondant

and

LEE CASTLETON
Diefendant/

Part 20 Claimant

WITNESS STATEMENT OF
CHRISTINE TRAIN

I, CHRISTIMNE TRAIN, of Marine Mive Post Office, Bridlington WILL SAY as [ollows:

%

I { started work at Marine Drive Post Office in January 1988 at the age of 16 on a Post
Office Y1'S scheme, 1 was trained by the full-time counter clerk who had approximately

12 years experience as the sub-postimistross at that time had only been in post for around

& months.
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By the time the post office was sold sbout 3 years later, 1 was working on the counter full
time with another assistant and was actually doing more of the work than the sctual sub-
postomstress. T was the only member of staff that stayed on when the new owners took

OVEr.

[rained the new sub-postmaster and his business partner’s daughter who covered holiday
periods. T was in effict left to run the post office largely on my own with nunimal
assistance. For 13 years, T probably did around 80% of the work myself ~ I ordered and
returned the cash and stock, did the majurity of balancing on my own, changed posicrs

and leaflets and dealt with all of the changes in procedures as and when required.

Ower the yeurs, Marine Drive Post Office has had maybe 5 or 6 Regional {.inc Managers
and, prior to the prublems expericnced by Mr Castleton during his period as sub-
postmaster, 1 cannot recall ever having to need one of them to become involved to sort
out any particular problems. Cath Oglesby was the Regional Line Manager Jor several
years prior o Mr Castleton tzking over and was awarc of how long | hud been at the
office and that [ did the mujurity of the work therc. When she made her routine visits, i

was me that answered most of her questions ~ as [ did the majonty of the work, 1 was

have 2 brict 10k al the recent paperwork to check how balances were and would typically

not stay any longer thun an hour, This changed once Mr Castleton inok over.

GRO Z 8

15:33 GRO g £

P.11



29-11-86 15:16 FROMMRRIMESDRIVE+PO | GRO ; TOI

fr,

28-NOU-2886  15:33 i GRO i

POL00083641

POL00083641

Mr Castleton took over as sub-postmaster in July 2003. His take over date was one of the
worst pussible, His fivst day was a Saturday, the first of the schuol hotiday, and su one of
bussest periods of the year. The shop and post office were even busier than vsual because
the spa complex across the road from the post office was playing host to an international

sompetition.

Duspite the office being so busy, we soon developed a routine. Mr Castleton and his wife
Lisa were quile happy for me to carry on doing things in the same ways | had done
previously and which { was used to. They essentially left me 1o get on with things. 7t was
bard work wt first with Mr Castleton being new to running « post office but we soon

worked how to work together und developed o good team refationship.

I carly 2004, with Christmaus and New Year out of the way, Mr Castleton began to think
aboul what he wanted to do to change the business. He bad plans drawn up to buld a new
pust office counter so that the shop could be re-fitted and he could introduce new
products, He wanted to make me the manager of the post office, giving me a say in huw
the pust office would look. We also discussed hiring unother assistant to help me whom [
would train up. Mr Castieion kncw 1 was capable of running the post office side of the

business so frceing up him and his wife to concentrate on the retail side of the business.

PRGE: 12

[A
The Horizon system was installed and rolled out in Marine Dirive Post Office in (w'iaeas?},27’ fo-oa

I found that in practice it did not really have much effect on the way in which I worked ~
old habits tended to dic bard and T continued to follow the same routine as [ always had. I
found that this meunt that il something was missed or forgotten, it was not long before it
came to light and so it was possible to avoid having 1o spend a ot of Ume back-tracking

and re-checking things.
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In generad, if you carvy out the week end balance and the system shows u loss, the greater
the loss the casier it tends to be to find it. When in Week 42 we caried out the balance
and the system shows a loss of around £1,100 it was a surprise but we thought we must
have missed & bundic of notes and a bag of coins. The cash was recounted but we arrived
at cxuetly the same figure again. I was surprised and bemused to say the least. All the
gystem reports had been run off and we checked the rest of the week’s figures again,
Nothing spprarcd 16 be missed out. My Castleton kept asking me what we should check

next and what we needed to do to deal with the discrepancy,

We had not experienced any problems in the week preceding that balance ~ the cash
dectared had been the same as the snapshot everynight. Mr Castleton rang the Tlorizon
helpline but I knew that they waulc.i just askif each repost had been done. | could not
understand how £1,100 could disappes: in one day’s wading. I kept thinking that we must
have missed something despite being sare that we had vot. If an error of that amount had
been made, it could logically only havs been i respect of certam things - typically, the

oncs that arc checked the most L.e. Girobank transactions.

My instinet and cxperience said that we hadn't missed anything so | was at 2 loss to know
why we could not find such a lurge logs. Mr Castlcton and § ran through the figures yet
again before deciding to call it a night and start from scratch agam the following moming
before opening when we would have tl'zc benefit of clearer heads and fresher cyes. I spent
most of the night awake guing over things in my mind. | felt guilty that Mr Castleton was

luoking tu me for ur snswer, given my experience, but that I was unable to provide him

with one,
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12. We were unable to identify the source of the problem on the following
merning: Ultimately, Mr Castleton-had to make good the £1100 loss orsoin-
cash from his own pocket fo allow the system to balance and so enable us to

roli over for the following weeke Any spare moment that week wus spent

poring over the Week 42 figures trylog te identify the source of the problem.
knew from experience that If an operator error is made then it cun take up fo 6
weeks for it to resolved at bead office and for it to come back to the office. As
much as we both wanted to get to the boitom of the problem, the only thing we
could do was to wait.

13.Cath Oglesby was due {0 make one of her routine visits on the following
Friday morniog {week 43). Mr Castleton and I explained to her what had

happened bul she simply 28t there and said “You'H have made 2 migtake. Ul
come back as and error notive in 4 few wecks time.” During week 43 the
declured cash af the end of the day was showing large differences to the

Balance Snapshot. Mrs Oglesby said that the figurés would eves themselves

out by the ead of the week as the Balance Snapshet i not an accurate figure.

According to the Past Office manual though, the Balance Snapshot i there to

be used as a guide to cheek for differences. Mry Oglesby went sbout the vest of
her business and then left.

14, Obviously, having hiad this problem og the balance of week 43, we
conducied.all trunsactions in the following week even more carefully than
usual On the following Wednesdauy’s baluuce it showed a Joss of areund £4250.
The second T saw that, | knew that something strange was happening. There
was 1o way that we could have maude » mistake of that slze und cortainly
nothing invelving that amount of money. We generated the transactions logs
and checked everything again so that we could confirm to the Helpdesk
operator that we had done so when we called for assistance.
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£s. 1 was astounded that she had not asked why we thought that the Horzon system was at
fault or that she did not seem interested in revicwing the paperwork for herself, She
seemned completely disinterested in trying to resolve the problem or cven understanding
how und why it hed arisen in the fivst place, If the Retail Line Manager would not listen,
then who would? We had continued to make calls to the Ilonizon helpline but they
seemed unable lo assist and we were not receiving any kind of support to resolve the
problems being experienced. The Horizon system sppeared w show thal we were over
£3,000 short in just twu weeks trading ~ it was & frightening prospeet to wondey what we

might find come the time to carry out the next week end halance on the following

Thursdsy.

16. On carrying out that balance, another shortfall was shown, We made further phone calls
to the helpline hut, again, to no avail. By this point, both Mr Custicton and [ were very
worricd about the problems being expuricnced but also by the apparent lack of intersst in
helping us to resulve them from the Torizon helpline swaff and Mr Custlcton’s line
manager. We did not know whar was going on nor what else we bad to do before
someone was prepared 10 take us scriously and help to sort out the problem. No error
notices had been gencrated ul the regional head office in Chesterfield o, as far ag Mr

Castlcton and I were concerned, that really ounly lcfl » fault with the Horzon system as

buing the source of the problem.
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17. As the weeks went by, the losses continued (o acerue. We printed off a great
variety of reports from the system ~ anything and cverything, cven things we did
not need to do according fo standard Post Office protocel. We looked at
everything we could think of from every conceivable angle. Kventually, the
Horizon helpline suggested carrying out a system check. It took 2 number of
weeks before one was actually carvied out and even then # was not clear what
was sctually done por how deep inte the Horizon systom those checks sctually
went.

18. When the losses reached £8008. we were awthorized to transfer the loss Ogure
into the suspense account 3o a8 to remeve it from vur daily Ggures. A loay of
around £3500 eccurred that week, When this loss was moved inte the suspense
aecount the Horizon system seemingly did not move it as it should have done.
The figure was added to the £8000 or 30 in the separate suspense account and on
itg allocated line on the final balance but not vn the gains line to even lisell out
back to a nil balance. The Balancing with Horizon booklet shows how the
sugpense account should work and where the figures shauld be, but the gystem
did not appear to treat the transfer in the way that it should, By the £3500 not
being shown on the gainy line, this kept the total i a £3500 loss as the balance
rolled inte the following week. { see manual for picture explaining how it
shoud ve looked.

19. At Cath Oglesby’s next visit, her main concern seemed to be how and when
Mr Castleton was going 0 start making good the losses. Mr Casleton made it
clear that he was not refusing to pay the money back but that he wanted
evidence of the ervor or ervors before he was willing to do sv. Rather than try to
assist in getting to the bottom of the problem Mrs Ogleshy's idea of support was
to arrange ® hardship loan te be sent to Mr Castleton and to offer to help him fill

TN

GRO
634

29-NO-2006  15:36 GRO i 96




bwnd  dd Redted e kel ) EAASL 1R B RS Moo ¢ A N e ) D T

20.

21

28-H0U~2086

POL00083641

POL00083641

The Horizon helpline suggested that we only uscd the gateway compuicr, that's to say the
principal one of the (wo wrminals m the office, to enter loftery transactions and
remittances but this did not muke any difference, The short{alls appearing cach week did
not resersble anything on the system at all, Tt is no cxaggeralion to say that two months of
these problems had made Mr Castleton’s and my working lifc a living hell. The logses
just kept stacking up. It felt like no-onc within the Post Office management wanted to do

anything about the whole situation either,

Some 12 weeks after the first losses nccurred, and by which ume shortfalls in cxcess of
£20,000 had accrued, Cath Oglesby retumed 1o Marine Drive Post Office. She finally
agreedd that there was a problem and this could not go on, TTowever, her respouse was still
o ask what we (i.e Mr Castleton and I} were going w do aboul it. As far as | was
concemed, we had done everything we could and had made mumerous calls 1o the Post
Office and MMorizon helplines but that we were no further forward than when the shortfalls

first avosc. The only thing loft to do was 1o ask for 4 {ull sudit of the post office.

The audit took place on Tuesday 23 March 2004, a day that will stick in my mind for
quite seme time. 1 aurived at work at around 8.40um to find Helen from the audit team
had afready amved and started her auditn. Mr Castleton was cxplaming to her the
sequence of events and what had been happening. The post office remained closed all day

and Mrs Oglesby was called by Helen 1o ask her 1o come to the oftice.
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By mid-allernoon, Mrs Oglesby told Mr Castleton that she would have to suspend him
and remove him from the post office along with his staff, or that she would huve to close
the post office as a whole. This did not really leave Mr Castleion with much choice so, in
order (o keep the office open for his customers, he ugreed to her demand. [ was mortified
at the action being taken and at being removed from my job. It seemed o me that we

were being made to feel as though we had stolen the money.

Mrs Oglesby urranged for someone she knew from another post office to come and take
over. She assured us that the oflice would be run as normal with two staff. Ruth Simpson
subscquently arrived. She checked and signed for the cash and stock, signed for it and the
auditors lefl. Belore she left thar day, [lelen said to Liss Castleton and [ words to the

clicet that Mrg Ogleshy should have stopped this situation alter 3 weeks, never nund

leaving us with this problem for 3 months,

Mrs Oglesby was in the office with Ruth Simpson for quitc sume time. It was apparent
that they kncw cach other very well. At around Gpm, they cumw out of the office. T had
waited and offered W show Mry Simpson where everything wus bul Mry Oglesby said

thal Mrs Simpson would manage and made it clear that my assistance was not required.
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26. § arrived at work the following day tired from lack of sleep as § had spent
most of the night awake trying to work out how things bad come to this. T was
apprehensive as to what would happes when our cugtomers saw that we were
not in the office. We were busy encugh to need 2 staff most of the time so when
Mrs Simpson arrived on her own 1 was somewhat surprised. Despite Mrs
Oglesby having sald that the office would be staffed as it nsuslly was, Mis
Simpson said she had discussed it with Cath and that she would manage vn her
ewn. She would oaly bring clse on a Monday.

27. At this point, Mrs Simpson still had to produce » cash account fur that
week despite it being only  day’s trading sfrer the sudit. ] would have
expected her 1o be finished by 6pm easily but she did nof leave until nearer
Tpm. She had been on her mobile phone In the office for much of that ime. Tt
was apparent that something was amiss from the length of time she spent on
the phone and the number of calls she was making.

18.Following the balance week ending 31/03/2084 Mrs Simpson arcived the
following morning, added the Juttery (ransactiony from the previous day and
finighed the balance, However as she opened 8t Yam the computer system wend
duwn. Ordinarily, # system rebout should take arcund 10 minutes. On this
gccasion it was almest 3 hours before the system was wsable again, Based on
my experience of it doing so, this is more like the time it takes for a full
dowunload. When Horizon was first instalied the full system download ook
around 3 to 4 hours and 4 reboot 20 mins. Now i3 it nesrer 10mins for a sysiem
reboot and is usually done after such occurrences us power culs or breaks in
the phone line connections. On that particulsr morning there wag no power cui
to the premises.
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Ouce the post office was open, there was a constant queue. Customers complained all day
long at the lengih of time to took them to be served as they were not used to having o
wait Iike thal. I tried to keop busy in the shop but every § minutes or $o Mrs Simpson
would ask me where somcthing was. Mondays proved (o be gven worse as they are
usually the busiest Jday - despite the fact that Mrs Simpson had an assistant working with
her on Mondays, things did not improve. ey axsistant was nol much help - she was slow

and surly with the customers.

It got 1o the point where I could not hear to be w the shop and sec what was happening (o
the post oflice. | felt sick watching my high standards and all my hard work over the
years 1 had worked there being destroyed. The customers compluined constantly lo me,
even when they saw me outside the shop in the supermarket or on the street. In just 4
weeks, Mrs Simpson had manage (o lose about 1/3 of the office’s repular customers.

Mrs Ogleshy then arranged April.fé ‘t'or Greg Booth 10 taske over as the lemporary

sub-postmuster. Hie was thorough but incredibly slow, He did at least recognise the need

for additiona] stefT and so enlisted the help of GRO Ejuan, who had 30 years

expericnee of working in post offices. T knew that she would be more considerate {o our
customers and would do what she could tw help for my sake, Mr Rooth managed o full

out with @ number of customwrs. By the time he lefl sume 4 weeks later, he had managed

to alienate yet more of vur regular customers.
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32, During the time that Mr Booth was the temporary sub-postmasicr, Mrs Oglesby visited t
the office and took all ol the paperwork covering the period of the misbalances. 1 tried to
get her w clarify the way that the suspense account should work but she either would not
or could not give me a reasonable answer. In her view, the £€3,500 that had been placed
into the suspense account but which did not appear 1o us to have been properly deall with
by the system was just another loss because it showed up on ils correct line despite it
missing {rom the guin line at the top of the final halance. Mrs Oglesby ook the
paparwork away with her to review before then contacting Mr Castleton to arrange a

meeting to discnss his suspension,

kXN This meeting took place at Darlington Area Office. It was attended by Mrs Oglesby und
Tesley Joyce, the Contracts Manager, on behalf of the Post Office and by Mr Castleton
and me. Mrs Oglesby when through things week by week and Mr Castlcton was asked
whether he had taken the money. Again, he stated that hie had not and that nor had his
staff. Tle pointed out that no error notices had buen sent by the Post Office to suggest
human error either. The suspense account error was discusscd once again but Mrs

Ogleshy wsisted that it was still a loss.

34. About a weelk laler, Mr Castloton received a letier confirming thal his contract had been
terminated. 1le had been expecting that, following the meeting, but it did not make it any
easier to fake when it {inally happened. It seemed to me to be such an unfair decision as
Lec had not done anything wrong and at every step had been honest with Poat Office
management m the hope and cxpectation that they would sssist him in resolving the

problem.
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35.Mr Castleton innmedistely took sieps to srrange an sppeal weeting. The
mecting ook place ot Darlington Head Office with Mr John Jonesa Network
Reinvention Muanager. Mr Castletons termination was upheld by Mr Jones.
Accerding 1o the Subpustonastors contract, appeals are to be heard by an
independent purly. Neither the venue nor personne] involved were independent
of Post Office 1 4d.

36. When the final account srrived from Chesterfield asking for the losses (v be
made good, there were actually 3 error notices. Two were National Lotiery
errors made on the 24 and 25 March after Mr Castlcton’s suspension. The other

GRO which had not been provessed correetly by NS&L The latier
was brought to Post Office mansgemenis attention by Mr Casticton at the time
but they did nothing about it. The problem had not been solved until My
Caztleton touk the matter to NS&T direct,at which it wasg resolved swiltly.

37. Both Mr Castletons and my wser numes were deleted from the Horizon
systerm 5t Marine Drive Poast Office when we were removed from the office on
sinve @) we had both had been suspended and b) we physically could not carry
out the transactions o any event since we hud no user pame to log onto the
systom with.

38. Dorothy Day took over as temporary sub-postmistress at the end of May 2004
and she has romasined in position since then, Mrs Oglesby was not present on the
appointed take over day and us Mrs Day bad not previvusly weorked with
National Lottery terminals she ealled Mrs Oglesby to tell her. Mes Oglesby said
that ghe was too busy to come and see Mrs Day but would send sut a trainer
instead. This was of no belp when the lottery figures needed to be entered the
following morning. I had o talk Mrs Day through the process so that she was
ahle to halanee, "

39. In fact it was alwost 2 months before Mrs Oglesby arrived to see Mes Day for
the first time. On that visit Mrs Oglesby informed Mrs Day that | had been
cleared of any wrong doing and asked whether Mrs Day would have me back to
work in the office.Mrs Day said she would be happy to do 30,

40, Following my reinstatement to assist Dorothy, I went throngh Mrs Simpsons
paperwork and found the lottery tickets Joose in an cavelope that had net been
emtered which created the ervor nofives, There is alse » summary on which she
wrote the amount of cash received from the shop ou her first In post. Not having
2 lottery terminal herself, she hud made a mistake snd did not account for the
prize money siready paid out. This should’ve been given back fo Mr Castlelon vr
wt least shown in the balsuce as being « galn but it was nel.
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41.7 helicve that the contents of this statement ave true.
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