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Mr Alan Bates Data Protection Act 
-•-•-•-•-•- -•-•- -•-•-•-•-•-•- -•-•-•-•-•-` Services IO Royal Mail Group PLC 

PO Box 341 
ALDERSHOT 

_._._._._._._._._._._._._._._._._._._._._._.I 
GU11 1 WW 

Tel: 
-• -.GRO-•- --• 

Dear Mr Bates, 

I am writing further to your Subject Access Request made under the terms of 
the Data Protection Act 1998. 

Please find enclosed documents that you requested. Please note that some 
documents have been edited in accordance with the Act to remove references 
to third parties. 

Please note that you may find that some items have been duplicated. 

Yours sincerely 

GRO 
.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-j 

Roger Mence 

Data Protection Act Services 

Royal Mail is a trading name of Royal Mail Group plc. Reg'.stemd number 4138203. 

Registered in England and Wales. Registered office: 148 Old Street, LONDON, EC1V DHQ. 
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Date: 20/11/2003 07:45 
From: 

Subject: . letter from Craig Y Don 

Please see below a recent letter form Mr Bates dated 13th November 2003. 

Dear Mr Wakley 

Replying to your letter 31st October I wish to state the following. That at no time did Post 

Office Ltd ever ask me if I would continue providing a service as an interim measure. 

i would not deny that you did make a sort of request to use our premises and our facilities to 

have someone else come in to provide a service at a time when you had taken away our 

livelihood, investment and life savings. But as you dont seem to live in the real world which I 

can tell you this was just received as an insult. 

It seems your organisation will do anything and everything to keep the failure of Horizon 

hidden, regardless of who they have trample down on the way such as us or our community. 

I can assure you of my continued and now increased resolve to bring the real facts of what is 

going on to those who will have no choice but to act, regardless of whether it takes years. 

Yours sincerely 

Alan Bates 

El /50/2 
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Mr Mike Wakley 
Post Office Limited 
Celtic Court 
Tremaines Road 
BRIDGEND 
CF31 ITZ 

Dear Mr Wakley 

Alan Bates 

GRO 

13th November 2003 

Replying to your letter 31'` October I wish to state the following. That at no time did Post Office Ltd 
ever ask-me-if I would-continue providing--a service as-an interim measure. 

I would not deny that you did make a sort of request to use our premises and our facilities to have 
someone else come in to provide a service at a time when you had taken away our livelihood, 
investment and life savings. But as you don't seem to live in the real world I can tell you this was 
just received as an insult. 

It seems your `organisation' will do anything and everything to try and keep the failures of Horizon 
hidden, regardless of who they have to trample down on the way such as us or our community. 

I can assure you of my continued and now increased resolve to bring the real facts of what is going 
on to those who will have no choice but to act, regardless of whether it takes years. 

GRO 
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Electronic 

To: 
cc: 
Hard Copy To: 
Hard Copy cc: 

Date: 18111/2003 11:14 

From: 

Subject: [1 Re: Ref: Criag Y Don 

It seems that Mr Bates never remmed in the items and also never kept them secure in the 

timelocked safe. We can only deal with the items presented to us at the time of the audit and as 

everything was very accurate to the snapshot, we had no reason to search for missing stock. 

think this is just another example of the Subpostmaster trying to make the situation as difficult as 

possible, and never mentioning or presenting or even remming in the items. 
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To: 
cc: 

Hard Copy To: 
Hard Copy cc: 

Date: 14/11 12003 11:50 

From: 

Subject: L Re: Craig-Y-Don Closure 

have confirmed to Mr Bates, the arrangements for safe uplift on 

Monday 17th November, am. 
During the conversation, he requested that boxes marked 'logistics' be removed from the office. 

have no plans to be in the area during 
the 

whennext few weeks so cannt 
 attempted to find  oot what

'rm 
was 

inat remains 
the 

boxes.on site. 

Mr Bates was not very helpful _ 
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To: 

cc: 

Hard Copy To: 
Hard Copy cc: 

Date: 04/11/2003 10:48 

From: 

Subject: Craig Y Don - latest state of play 

co say that Mr Bates, SPM at Craig Y Don, was refusing access to 

PO auditors to do a final cash and stock reconciliation and to remove PO equipment from the 

premises. 

He continues to trade and says he intends to continue trading until end of business on Wednesday 5 

November, the date when his contract is terminated. 

Mr Bates has told . that he will allow access to 

the post office branch on Thursday 6 November for a cash and stock audit, and will allow the auditors 

to remove Post Office equipment, cash, stock and other associated items. 

El /50/6 
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Mr Mike Wakley 
Post Office Limited 
Celtic Court 
Tremaines Road 
BRIDGEND 
CF31 1TZ 

Dear Mr Wakley 

Alan 
Bates- - ----- ---- ---- - ---

GRO 
29th October 2003 

I write-in response e-you-letter 27`x' October 2003.1 can confirm I was not asked to provide interim 
service arrangement at these premises. 

The decision to currently deprive local residents of post office services in Craig-y-don is that of Post 
Office Ltd alone and no -one-else. 

GRO 
-y-Don Post Office 

El /50/7 
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Dear Mr. Bates 

In reply of your letter dated 29tH October 2003. 

I wish to advise you that we wrote to you letter dated 2 September 2003, seeking your approval 

to continue with services at the current site with a temporary Subpostmaster on an interim 

measure. 

I also spoke to you by telephone about this on Friday 12th September. 

Subsequently we also sent a letter dated 19th September highlighting our final request. 

Please see attached copies of both letters 

Royal Mail has confirmed receipt of both letters 

Yours sincerely 

MIKE WAKLEY 
Retail Line Manager 

El /50/8 
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Christine Randall 
Implementation Support 
Post Office Ltd 
8 11' Floor, Lionel House 
86 Lionel Street 
BIRMINGHAM 
B3 1HQ 

Re Craig-y-don Post Office 

Dear Ms Randall 

Alan Bates

GRO 

6th November 2003 

As I have not received a repl to my letter dated 28 x̀' October 2003 and as the Post Office 
terminate my contract on ovem er2003 would-be ltged-if-yowwould-arrange--for the 
collection of all Post Office stores, records and materials from our premises by Friday 14th

November 2003. 

Should you fail to meet the deadline for the collection of all your materials by that date I will then 
invoice you for the rental of the storage place taken up by Post Office Ltd materials at a rate of £1 
per mailsack per week. 

Yours sincerely 

Alan Bates 
Subpostmaster Craig-y-don Post Office 

E115019 
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IN CONFIDENCE 
Mr A Ba fr-.-z 

GRO 

Dear Mr Bates 

Celtic Court, 
Tremains Road, 
BRIDGEND 
CF 31 1TZ 

Telephone: 0845 6011022 

20 October 2003 

As you are aware, your last day of service is on the 5th November 2003 when you Contract 
for Services as a 

Subpostmaster ends. r 

In order to enable you to run the sub Post Office, Post Office Ltd has loaned to 
items of equipment belonging to it such as scales, alarms, safes and the Horizon 
equipment. There is also cash and stock at the office which will need to be 

you puce 
before your last day of service.

 computer 
removed on or 

On the 8th October 2003, a representative of the NIET team, John Bourke, went by arrangement with you to 
survey the items of equipment which will need toon or before the 5th November 2003. In order to do this, Mr Bourke 

needed access s to 

your office

secure area at your Post Office, but you refused him access 
saying that 

be removed 

your Contract for Services which required you to allow such 
accesss 

there was nothing 
the 

thing in 
I agree that this situation is not expressly covered in the standard Sub os but I am sure you will appreciate 

that Post Office Ltd needs to inspect will be any problems with removing particular items such as 

 may 
the

p

 safe on or before the 5th 

asters Contract, 

November 2003. If access is not allowed to the secure 
area, it 

p 
the area to see if there

of the goods and equipment belonging to Post 
Office Ltd will have to be dela 

ed 

 well be that the removal
unforeseen problems with the removal are experienced before 5th NovemberY if not consider that this is in the interest of yourself or of Post 

Office Ltd.
 2003 and I d®

/: Although 
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Although not a specific term of the contract, I have been advised that it would be an implied 
term of the contract to allow Post Office Ltd's business to function properly, that access 
should be granted to an authorised Post Office employee who properly identifies himself. I 
would point out that procedures for allowing access to official visitors are detailed in Section 
9 - Page 19 of the Counter Attack Booklet. The Counter Attack Booklet forms part of the 
Operations Manual/Postal Instructions mentioned within Paras 13 -17, Section 1 of the 
Contract for Services. 

I would be grateful therefore if you would please reconsider your decision and allow access 
to the secure area to allow the inspection to take place. The date and time of the visit can be 
arranged to suit yourself and there is no reason why you should not be present at all times 
while Mr Bourke is in the secure area inspecting the goods and equipment. 

It is accepted that the premises of which the secure area is a part belongs to yourself as the 
Subpostmaster and owner of the premises, but the cash, stock and equipment all belong 

to 

Post Office Ltd and while the contract is in existence, you are responsible for looking after 
all these items and as such, we would expect your cooperation in allowing Post Office Ltd 
access to inspect and safeguard its property. 

I am also aware that you have apparently said that when the office is defunded you will 
simply transfer the cash and stock through the parcel hatch to the auditors who attend on 
that date and that you have no intention of granting them access to the secure area. if you 
insist on this procedure you would be putting at risk the security of the auditors and the 
security of the cash and stock at the office and you do have a contractual responsibility for 
the cash and stock under Section 12, Paragraph 5 of your Contract for Services. You would 
also be responsible for any losses caused by the lack of access to the secure area if that were 
to cause any losses to occur. Again, I would ask that you cooperate with the Auditors and 
allow them access to the secure area which is where the final audit takes place on the last 
day of service ,or earlier if appropriate,of all Subpostmasters. 

Post Office Ltd wishes to deal with all matters relating to the Craig y Don Sub Post Office as 
efficiently and quickly as possible and I would therefore ask for your cooperation and 
goodwill in enabling the goods and equipment to be inspected and then removed and for 
the cash and stock to be safely recovered from the office. Can you please therefore confirm 
that Mr Bourke can obtain access to the secure area in the near future to enable the necessary 
inspection to take place and that the Auditors will be allowed access to the secure area on 
the Tuesday 4th November 2003 the intended day for the audit of accounts and removal of 
the official cash and stock. 

I look forward to hearing from you as soon as possible. 

Yours sincerely 

MIKE WAKLEY 
Retail Line Manager 

E1/50111 
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Christine Randall 
Implementation Support 
Post Office Ltd 
8a' Floor, Lionel House 
86 Lionel Street 
BIRMINGHAM 
B31HQ 

Dear Ms Randall 

GRO 

28th October 2003 

In response to your letter dated 24th October 2003 I must point out that your proposed action is an 

attempt to deny me the ability to trade by undermining the purpose of the contract. In effect it 

amounts to an intentional frustration of the contract by Post Office Ltd which would allow me to 

recover damages from you for 2 days loss of trade for your breach. 

With regard to your proposed redirection of mail. I would advise you that considerable 

correspondence including private and confidential mail for myself and The Wool Post will also 

include Craig-y-don Post office in the address. I will expect this mail to be delivered without 

delay and without being opened. 

Also I can find no reference in the contract requiring me prepare and despatch records for 

archiving, would you please advise me under which section you require this undertaken, or make 

alternative arrangement. Would you also please clarify under which section of the contract you 

require me to make waste any unused stores and manuals or again make alternative arrangements. 

Yours sincerely 

Alan Bates 
Subpostmaster Craig-y-don Post Office 

E1150/12 
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IN CONFIDENCE 
Mr A Bates 
Subpostmaster 
Craig Y Don Post Office 
Post Office Ltd® 

GRO 

Celtic Court, 
Tremains Road, 
BRIDGEND 
CF311TZ 

Telephone: 0845 6011022 

SWYDOFA'R 
POST 

POST 
OFFICE. 

"an essential pa.rt of everyday l ife" www.postofflceeco.uk 

Dear Mr Bates 

I am writing following our telephone conversation of today, 27th October 2003. I can confirm 

that your decision not to grant permission for an interim service arrangement from your 

premises has been noted. 

We will now proceed with the closure as previously advised. 

Yours sincerely 

SwLjddfa'r Post Cyf. Wedi'i Gofrestrn yng Nghymry a Lloegr. Rhif: 2154540 
Swyddfa Gofrestredig: 80-86 Old Street, Llundain LC1V 9NN 
Mae Swyddfa'r Post a symbol Swyddfa'r Post yn nodau masnach 
i Swyddfa'r Post Cyf go y Deyrnas Gyfunol ac mewn gwledyed eraill, 

Post Office Ltd. Registered in England and Wales number: 2154540 
Registered Office: 80-86 Old Street, London EC1V 9NN 
The Post Office and the Post Office symbol are registered trade mark 
of Post Office Ltd in the UK and other countries. 

E1/50/13s 
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IN CONFIDENCE 
Mr A Bates 
Subpostmaster 
Post Office Ltd® 

GRO 

Celtic Court, 
Tremains Road, 
BRIDGEND 
CF 31 1TZ 

27 October 2003 

Dear Mr Bates 

I am writing following our telephone conversation of today, 27,b October 2003. I can confirm 

that your decision not to grant permission for an interim service arrangement from your 

premises has been noted. 

We will now proceed with the closure as previously advised. 

Yours sincerely 

MIKE WAKLEY 
Retail Line Manager 

E1150114 
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G RO' 
24th October 2003 

Dear Mr A Bates 

Re: Closure of Craig-Y-Don Branch 

I am writing to confirm the arrangements for the closure of the above post office. 

• The time & date of the office closure to the public is 17.30 on 03/11/03 
• The time & date of the final audit is 09.00 on 04111/03 
• The time & date for the removal of cash & stock is approximately 12.30 on 04/11/03 
• The time & date for the removal of the Horizon equipment is 10.00 on 04/11103. 
• Your last day of service is 05/11/03 

Al
The existing alarm system will be removed from the .secure Post Office area within your 
premises on Tuesday 04111/03 

i 

na e 

It is your responsibility to remove all internal and external Post Office branded signage. 
Please arrange for this work to be completed by Tuesday 04/11/03 

Horizon
You will shortly receive a number of boxes for the Fujitsu engineer to pack the Horizon kit 
after decommissioning. Please keep these safe and do not use for any other purpose. 
Your horizon terminal (s) will be uplifted on Tuesday 04/11/03 the electrical supplies and 
ISDN box (BT) will be left in place. BT will disconnect the line outside your premises at 
some point over the next few days — if you wish to remove the internal fittings you may do 
so from 05/11/03 

Telephone
You are eligible to claim an allowance for your official telephone on a pro rata basis up to 

and including. Wednesday 05111103. When you have paid the final bill you should 
forward it to the Human Resources Service Centre for a 
refund in the normal fashion. 

E1150/15 
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Closure Posters 
You will shortly be receiving closure notices for display. Please ensure that the 
details are correct and displayed as soon as possible after receipt. If there are 
any problems with posters please let me know as soon as possible. 

Pension & Allowance Books 
The Audit & Inspections Team will advise you where Pension and Allowance 
Books should be sent. They will notify you of this, when they phone to confirm 
the date for your Branch audit. Pension and Allowance books should be sent 
by Special Del ivery. 

Redirection of Mail 
All mail relating to your Post Office Branch will be redirected to Llandudno Branch 
Office, as this wi ll come into effect after your last day of trading. 

Archiving of Office Records 
We require certain office records to be archived. You will shortly receive 5 record centre 
archive boxes, per Horizon counter serving position. I enclose a number of record forms 
for the packing of the boxes - please place one form in each of the boxes. The fol lowing 
gives an indication as to how the records/boxes should be arranged:-

Box Contents Accompanying Form 
Box 1 Cash account records Requesting storage for 6 Years 
Boxes 2-5 Dai ly account records Requesting storage for 2 Years 

Dai ly undercopies 
Weekly undercopies 

You wi ll need to weigh each box and affix the appropriate postage stamps. As this wil l 
need to be done before the final cash account, please allow for the extra weight of the 
final week's worth of records. 
The boxes are to be addressed to:- Romec Records Centre, Unit I Elrnlea Trading 
Estate, Leeside Road, LONDON, N17 OXR. 

Datestamps
Please retain and hand to the auditor when they arrive at your office. 

Stores & Manuals 
We wi l l require you to make waste any unused stores and manuals. We are unable to 
col lect and re-cycle this material . 

E1/501116 
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Page 3 of 3 
Re: Craig-Y-Don Branch

Claimin+_Official Postage 
The cost of the postage is claimed as official postage for which you will need the 

following forms. These can be obtained from Swindon stores: - 

1;; i  t 

Complete the P4273 with the total amount of postage affixed to all storage 

boxes and Special Del ivery items. Transfer the total amount claimed to 5365, 

line 3.. Enter datestamp, signature and FAD code on both forms. Once the 

final cash account is complete both forms are to be sealed in a brown envelope with the 

adhesive label (P5408), this is then despatched to Chesterfield in the brown one trip 

pouch. 

You must enter the amount of official postage claimed through the Horizon system, before 

the final cash account is produced. The Horizon path is: - Transactions (Fl), Serve 

Customer (F1), Postage Stamps (F3), Enter value from P4273, Finish to vouchers (F6), 

Pick Other Vouchers to TP, Enter value from P4273, Finish to Cash. 

Last Da of Service 
A representative from this office will attend on Tuesday 04/11/03 to ensure that all agreed 

activities have been completed. You will be asked to sign a completion certificate during 

this visit. 

If you have; any queries relating to any of the above please call me on the number below. 

Yours sincerely 

Christine Randall 
Implementation Support 
Post Office Ltd 
Network Implementation and Equipment Team 
8th Floor 
Lionel House 
86 Lionel Street 
BIRMINGHAM 
B3 ? HQ 

E1/50/17 
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Mr A. Bates 
Subpostmaster 

GRO 
19th September 2003 

I'm writing following my letter of 2s,d September 2003 

As of today, I have not received a reply from you confirming your intentions in order that 
we can make the appropriate arrangements, if possible, to maintain a counter service in 
the Craig y Don area. 

I would be grateful therefore if you could advise us in writing, no later than 25th September 
2003 of your intentions. If we do not receive your reply by this date, we will be left with no 
alternative but to seek other premises from which to operate a Post Office counter service 
in the area from your last day of service, 5th November 2003. 

Yours sincerely 

MIKE WAKLEY 
Retail Line Manager 

E1/50/18 
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IN CONFIDENCE 
Mr A Bates 
Post Office Ltd® 

GRO 

Celtic Court, 
TremainS Road, 

BRIDGEND 

CF 311TZ 

Telephone: 0845 6011022 

20 October 2003 

Dear Mr Bates _ -- 

As you are aware, your last day of service is on the 5th November 2003 when your Contract 
for Services as a Subpostmaster ends. 

In order to enable you to run the sub Post Office, Post Office Ltd has loaned to you various 
items of equipment belonging to it such as scales, alarms, safes and the Horizon computer 
equipment. There is also cash and stock at the office which will need to be removed on or 
before your last day of service. 

On the 8th October 2003, a representative of the NIET team, John Bourke, went to your office 
by arrangement with you to survey the items of equipment which will need to be removed 
by the 5th November 2003. In order to do this, Mr Bourke needed access to the secure area at 
your Post Office, but you refused him access saying that there was nothing in your Contract 
for Services which required you to allow such access. 

I agree that this situation is not expressly covered in the standard Subpostmasters Contract, 
but I am sure you will appreciate that Post Office Ltd needs to inspect the area to see if there 
will be any problems with removing particular items such as the safe by the 5th November 
2003. If access is not allowed to the secure area, it may well be that the removal of the goods 
and equipment belonging to Post Office Ltd will have to be delayed if unforeseen problems 
with the removal are experienced before 5th November 2003 and I do not consider that this is 
in the interest of yourself or of Post Office Ltd. 

/: Although 

E1150/19 
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Although not a specific term of the contract, I have been advised that it would be an implied 
term of the contract to allow Post Office Ltd's business to function properly, that access 
should be granted to an authorised Post Office employee who properly identifies himself. I 
would point out that procedures for allowing access to official visitors are detailed in Section 
9 - Page 19 of the Counter Attack Booklet. The Counter Attack Booklet forms part of the 
Operations Manual/Postal Instructions mentioned within Paras 13- 17, Section 1 of the 
Contract for Services. 

I would be grateful therefore if you would please reconsider your decision and allow access 
to the secure area to allow the inspection to take place. The date and time of the visit can be 
arranged to suit yourself and there is no reason why you should not be present at all times 
while Mr Bourke is in the secure area inspecting the goods and equipment. 

It is accepted that the premises of which the secure area is a part belongs to yourself as the 
Subpostmaster and owner of the premises, but the cash, stock and equipment all belong to 
Post ice Ltd and while the contract is in existence, you are responsible rlo ing n r --
all these items and as such, we would expect your cooperation in allowing Post Office Ltd 
access to inspect and safeguard its property. 

I am also aware that you have apparently said that when the office is defunded you will 
simply transfer the cash and stock through the parcel hatch to the auditors who attend on 
that date and that you have no intention of granting them access to the secure area. if you 
insist on this procedure you would be putting at risk the security of the auditors and the 
security of the cash and stock at the office and you do have a contractual responsibility for 
the cash and stock under Section 12, Paragraph 5 of your Contract for Services. You would 
also be responsible for any losses caused by the lack of access to the secure area if that were 
to cause any losses to occur. Again, I would ask that you cooperate with the Auditors and 
allow them access to the secure area which is where the final audit takes place on the last 
day of service ,or earlier if appropriate,of all Subpostmasters. 

Post Office Ltd wishes to deal with all matters relating to the Craig y Don Sub Post Office as 
efficiently and quickly as possible and I would therefore ask for your cooperation and 
goodwill in enabling the goods and equipment to be inspected and then removed and for 
the cash and stock to be safely recovered from the office. Can you please therefore confirm 
that Mr Bourke can obtain access to the secure area in the near future to enable the necessary 
inspection to take place and that the Auditors will be allowed access to the secure area on 
the Tuesday 4th November 2003 the intended day for the audit of accounts and removal of 
the official cash and stock. 

I look forward to hearing from you as soon as possible. 

Yours sincerely 

MIKE WAKLEY 
Retail Line Manager 

E1/50120. 
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[EESIS] I r 

Mr A. Bates 
Subpostmaster 
Craig,Y Don Post Office --- --- - - -, 

GRO 

2nd September 2003 

Dear Alan 

Celtic Court 
Tremains Road 
BRIDGEND 
Mid Glam 
CF31 ITZ 

Further to my letter dated 5th August 2003, we will write to you shortly with regard to 
arrangements for the required audit in readiness for your last day of service. 

I must inform you that following 5th November 2003, it is Post Office Ltd's intention to carry 
on and continue with services within the Craig y Don area and would, if possible, still 
prefer to carry on services at the current location. 

If you are agreeable, as an interim measure, Post Office Ltd may be able to appoint a 
temporary Subpostmaster in order to continue a counter service from the present site. 
However, Post Office Ltd will not accept responsibility for an additional costs arising from 
the provision of this service at your premises. Any costs would need to be agreed with 
any temporary Subpostmaster. This would allow you to advertise the business if you 
wished. 

I would therefore be grateful if you could advise us in writing, no later than Thursday 1 1th 

September 2003 of your intentions in order that we can make the appropriate 
arrangements. 

Yours sincerely 

MIKE WAKLEY 
katail Line Manager 

E1150/21 
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Mr A Bates 
Craia v Don Post Office® 

GRO 

20.08.03 

Dear Mr Bates 

Thank you for your letter dated 7th August addressed to Allan Leighton, 

.Chairman Royal Mail, which has been..forwarded to me for reply. 

I have now completed my enquiries into the issues you have raised 

and, have spoken with a number of the personnel involved in the 

search for a solution to the situation at Craig y Don Post Office®. 

Although I regret that the situation has reached the point of termination 

of your contract, I am confident that the various teams concerned in the 

events have worked hard to provide support and assistance to you in a 

consistent and sympathetic manner. This support included a number 

of on site support visits to assist with balancing and also extra training 

on the Horizon system. The aim was always that of achieving a solution 

to the difficulties you were experiencing in managing transactions and 

processes at Craig y Don Post Office® branch. 

The Sub postmaster contract is clear on the requirement that 

postmasters must make good losses or gains made when misbalances 

occur and to bring error notices to account appropriately_ It is evident 

you have consistently refused to do this, even when specifically 

requested to do so by the Area Management team. The Horizon 

system at Craig y Don Post Office® has been reviewed and 

interrogated in response to your complaints, and the reports from both 

the Horizon Field Support team and the NBSC have confirmed that 

there is nothing inherently wrong with the Horizon system installed at 

the branch. 

Page 1 of 2 
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Page 2 of 2 

In the circumstances I feel that the termination of contract notice must 

stand and can confirm your last day of service will be 5th November 

2003. 

Yours sincerely 

Ria MacQueen 
Case Liaison Manager 

Post Office Ltd 
Operations 

Telephoner GRO 

E1/50123 
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Mr Mike Wakley 
Post Office Limited 
Celtic Court 
Tremaines Road 
BRIDGEND 
CF31 ITZ 

Reference: Loss of Income 

Dear Mr Wakley 

Alan Bates 
The Wool Post 

GRO!!!
_._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._ 

23rd July 2003 

In previous correspondence to you I have brought to your attention the fact that we have incurred 
considerable loss to the income of the private side of our business due to Post Office Network 
Reinvention. 

The sum has now be 
quantified for the net 

loss 

for the period fr om 9th April 2002, when we were 
first notified of being an urban branch and therefore included for consideration of closure by the Post 
Office, up to our financial year end 31st March 2003. This claim is for that period only, further 
claims will be submitted for all following periods until the outcome of the Post Office Network 
Reinvention issue for this office is finalised. 

As has been put in writing to you previously, we have had little choice but to `stand still' in the non 
post office side of our business (see my letter dated 11th November 2002). This was through no 
doing of our own but purely a result of the predicament we were placed in by the Post Office and as 
such we are not unreasonably seeking to recover our losses due to your decision. 

In a previous letter I had requested the information as to whom this claim should be addressed to. As 
I received no response indicating others, I am presuming that this claim should be made to Post 
Office Limited through yourself. 

The amount that has been calculated that I am claiming is £ 2,743.68 for the period as given above. 
Needless to say as a small business we would very much appreciate this claim being processed as 
soon as possible. If you would let me know what supporting documentation you require or should 
you prefer the claim to be submitted in a different format or to another department, please let me 
know otherwise I will presume this submission through yourself is correct. 

GRO 
y-Don Post Office 
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Mr A. Bates 
_Sbpostmaster._....................._.. 

GRO!!
28th July 2003 

Dear Alan, 

Thank you for your letter dated 23rd July 2003 concerning your claim for loss of 
income. 

Please note that in December 2002, 1 was advised that you did receive a written reply 
to your letter dated 11th November 2002 from Rebecca Hart. 

However, in reply to your current letter, I have forwarded it to the Network 
Reinvention team in London. 

Please note any future correspondence on this matter should be sent to: 

Programme Support Office 
Post Office Ltd 
Calthorpe House 
15-20 Phoenix Place 
LONDON WC1X ODG 

Yours sincerely 

Mike Wakley 
Retail Line Manager 
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28110/2003 15:03 

Briefly, we have given notice to Mr Bates the present subpostmaster that we are withdrawing from 
our contract with him. This is because we have lost confidence in his willingness to conduct the job in 
the manner expected. We gave the contractual notice period of 3 months, which ends on 5 
November. The branch will close for business at 17.30 on 3 November to enable us to complete a 
final audit and decommission the branch the following day before his contract expires. 

It is not our wish to see this branch close, and ever since we gave Mr Bates notice we have been 
seeking a response from him as to whether he would be selling his business 

or if not 
wnether he would be willing to make his premises available for a temporary replacement whilst a 
permanent appointment could be made. 

but it was only this week that Mr Bates finally intormed us he was not willing to allow 
this to happen. 
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If Mr Bates wants to change his preference to stay then the decision is made in the fact that we aren't 
yet talking to Subpostmasters who want to stay in the network. If Mr Bates then wants to expand his 
business and invest he can follow normal processes. However, reading his letter, and also 
considering his preference form where he says no to investing, there does seem to be some 
confusion around what he wants to do. 

will get a letter out to Mr Bates before the Christmas period and get one of my team to call him to 
discuss his preference. If he still re-iterates that he wants to close then unfortunately there is no more 

can do at the moment. 

Even though Mr Bates may be a low priority as things stand currently, there is no guarantee he will 
remain so over the lifetime of the programme. As his preference is Yes we may well revisit his 
branchllocation at some point in the programme. 

In the letter from Mr Bate's also notice that he suggests he is having difficulties in trading. If that is 
the case then there are BAU processes that can no doubt advise Mr Bates on. 
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Mr A. Bates 
--Subpastmaster 

GRO 
28th July 2003 

Thank you for your letter dated 23rd July 2003 concerning your claim for loss of 
income. 

Please note that in December 2002, 1 was advised that you did receive a written reply 
to your letter dated 11 th November 2002 from Rebecca Hart. 

However, in reply to your current letter, I have forwarded it to the Network 
Reinvention team in London. 

Pease note any future correspondence on this matter should be sent to: 

Programme Support Office 
Post Office Ltd 
Calthorpe House 
15-20 Phoenix Place 
LONDON WC1X ODG 

Yours sincerely 

Mike Wakley 
Retail Line Manager 
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Mr Mike Wakley 
Post Office Limited 
Celtic Court 
Tremaines Road 
BRIDGEND 
CF31 ITZ 

Reference: Loss of Income 

Dear Mr Wakley 

POL00004598 
POL00004598 

Alan Bates-.- -.-.-.-.- -.-.- -.- -.-. 

GRO 
29th July 2003 

Thank you for your letter dated 28th July 2003 in response to my claim for loss of income. 

I have noted that you have forwarded my letter to the Network Reinvention team in London and I 
will correspond with them on this issue unless they direct me elsewhere. 

For your information 1 can confirm that I did receive a written response to my letter dated I l th
November 2002 from Rebecca Hart. The majority is just standard holding letter stuff, though in 
reply to my statement of intent to recover the loss of income from the private side of the business, any 
comment 'was noted' - 

;--3uo .tnaasrer Craig-y-Don Post Office 
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Celtic Court 
Tremains Road 
BRIDGEND 
CF31 1TZ 

Mr A Bates 

GRO 

Dear Mr Bates, 

I am writing further to my letter dated 4th June 2003 and your written representation 
dated 12th June 2003. 

In accordance with Section 1, Paragraph 10 of your Contract for Services, I am writing to 
issue you with three months notice of termination of your Contract for Services. 

The termination of Contract will take effect on 5th November 2003. 

Please sign and return one copy of this letter. 

Yours sincerely, 

GRO 
MIKE WAKLEY 
Retail Line Manager 

Tel: NoJ G RO Fax No.

Page 1 of 2 
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Page 2 of 2 

To: Mike Wakley 
Retail Line Manager 

I note the contents of this letter 

Signed: . ........ . .. . . . . ... . .... . ...... ... ....... 

Date: .. . ..... ..................... . .... .... .. 
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Mr A. Bates 
Subpostmaster 

GRO 
4th June 2003 

0 

O 5t 
C x _1 

"Than hanfodol o fy~-vyd bob dydd" www.postoffice.co.uk 

"an essential part of everyday l ife" \,v,v/vw.posto -fice.co.uk 

I have carefully considered the explanations offered by you in your reply of 15th May 
2003, about your failure to make good losses as required under the terms of your 
contract for services, Section 12 Paragraph 12 refers- However I do not consider 
that these explanations justify your continued failure to make good such losses. I 
feel therefore that I must give you a final opportunity to comply with the terms of your 
contract for services 

Theletter you received from Mike Wiatrowicz, Management Information, Birmingham 
dated 6th March 2Q02 clearly stated: 

'After due consideration of the facts surrounding the loss and of your report, 
Post Office Ltd has decided to take no further action in respect of the loss at 
your post office which will be written off. This decision has been made without 
prejudice to Post Office Ltd's rights to recover any future losses at your post 
office for which you may be liable under the contract for services and does not 
affect any future liability you may have for such losses.' 

Swyddfa'r Post Cyf. Wedi'i Gofrestru yng Nghymry a Lloegr. Rhif: 2154540 
Swyddfa Gofrestredig: 80-86 Old Street, Llundain EC1V 9NN 
Mae Swyddfa'r Post a symbol Swyddfa'r Post go nodau masnach 
i Swyddfa'r Post Cyf yn y Deyrnas Gyfunol ac mewn gwledydd eraill. 

Post Office Ltd. Registered in England and Wales number: 2154540 
Registered Office: 80-36 Old Street, London EC1V 9NN 
The Post Office and the Post Office symbol are registered trade marks 
of Post Office Ltd in the UK and other countries. 
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You must clearly understand that unless you comply with these terms and make the 
losses good immediately and cease the practice of rolling over losses and gains, I 
will have to seriously consider the termination of your contract for services by means 
of three months notice. 

Please sign and note one copy of this letter and return to myself at the above 
address by Friday 13th June 2003. 

A second copy is enclosed for your retention. 

Yours sincerely 

-----, 
GRO 

Mike Wakley 
Retail Line Manager 
Post Office Ltd 

To: MIKE WAKLEY 
Retail Line Manager 

• I note the contents of this letter and confirm that my accounts are being 
maintained in the correct fashion 

Signed: 

Date: . . . . . . ... . . . . .. . . . .. . . . . .. . .. . . . . .. 
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27th June 2003 

Reference: - Losses and Gains 
I wT

I am writing to acknowledge receipt of your letter dated 12th June 2003 

I will consider the points you raised and let you know my decision as soon as possible. 

Yours sincerely 
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Mr Mike Wakley 
Post Office Limited 
Celtic Court 
Tremaines Road 
BRIDGEND 
CF31 ITZ 

Reference: Losses and Gains 

Dear-Mr W- al ley ___ 

I am in receipt of your letter dated 4th June 2003. 

Alan Bates 

GRO 

12th June 2003 

Unlike Post Office Ltd, I am fully compliant with the terms of my Contract of Service and as I have 
stated in my previous letter (1511' May 2003) 1 would gladly make good any losses caused in the 
manner specified in section 12, paragraph 12. 1 would now suggest that my position in this matter 
his.E en.xta cir._.a lh.un antlxc. dear in all my previous correspondence. 

GRO 
g-y-Don Post Office 
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2 May 2003 

Mr A Bates 

GRO 
Fa(: No O ROFax No,

SWDDF

PAS` 

P0 ST 
OFFICE 

"rhan hanfodol o fywyd bob dydd" www.postoffice.co.uk 

"an essential part of everyday l ife" www.postoffice.co.uk 

Dear Mr Bates, 

RE: LOSSES AND GAINS 

Thankyou_for your letter of the. 16Aprit2003,. the content of which has-been noted. 

Nevertheless, I must point out that you are Bound by the Terms and Conditions of your 
Contract_ for Services, which was acknowledged by you on the 31 March 20D3, .when 
accepting your appointment. 

To. this. effect.you_ are charged with. ensuring_ that all_ accounts entrusted to. you. are kept 
in the form prescribed by Post Office Ltd, by using the approved accounting system i.e 
Horizon, and_ therefore., in the event of any losses occurring, these should be, made good 
without delay (Section 12, paragraph 4, Section 12, paragraph 12 refers). 

Accordingly, failure to comply with these obligations. can be construed as a Breach of 
Contract, which could ultimately put your Contract for Services 'at risk'. 

/I 

Swyddfa'r Post Cyf. Wedi'i Gofrestru yng Nghymry a Lloegr. Rhif: 2154540 
Swyddfa Gofrestredig: 80--86 Old Street, Llundain EC1V 9NN 
Mae Swyddfa`r Post a symbol Swyddfa'r Post yn nodau masnach 
i Swyddfa'r Post Cyf yn y Deyrnas Gyfunol ac mewn gwledydd eraill. 

Post Office Ltd. Registered in England and Wales number: 2154540 
Registered Office: 80-86 Old Street, London EC1V NN 
The Post Office and the Post Office symbol are registered trade marks 
of Post Office Ltd in the UK and other countries. 
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would therefore, request that you acknowledge the content of this letter within 10 days 
of its date of posting, confirming that your accounts are being maintained in the correct 
fashion. Which would also include adhering -to the proper procedure in respect of 
making good your losses, as per your Contractual Obligations. 

Yours sincerely, 

GRO 

To 1KE WAKLEY 
Retail Line Manager 

= l note the contents of this letter and confirm that my accounts are being 
maintained in the correct fashion 
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Mr Mike Wakley 
Post Office Limited 
Celtic Court 
Tremaines Road 
BRIDGEND 
CF31 ITZ 

Dear Mr Wakley 

Alan Bates 

15th May 2003 
Reference: Losses and Gains 

With regard to your letter dated 2d May 2003, I presume the Terms and Conditions of my Contract 
of Service you refer to are those I acknowledged on the 31s` March 1998 and not 31 March 2003 as 
stated in your letter. 

You refer me to section 12 of that contract "The Subpostmaster is responsible for all losses caused 
through his own negligence, carelessness or error, and also for losses of all kinds caused by his 
Assistants. Deficiencies due to such losses must be made good without delay." You rightly point 
out that I have agreed these terms and I can confirm I would gladly make good any losses caused in 
these manners. But I can see nothing in this clause which states that I am also liable for data I am 
unableue lec

 -

--•---------_- 

 

- - 

Taken to an extreme, if the Horizon system said I owed £1,000,000 you would say I would have to 
make good the loss without delay and without question. 

There is no way I will agree to be held responsible for data I have input until such time as I am able 
to access the data that I am being asked to be responsible for. In trying to state that I have 
acknowledged such things in the Terms and Conditions of my Contract of Service you are in effect 
purporting to vary this contract. 

As we are talking about matters contractual I would also draw your attention to item 4.5, and 
reference is also made in item 4.4 of the Conditions of Appointment for Craig Y Don Sub Post Office 
included in the Contract of Service. This relates to the National Lottery playstation which was 
already installed and operational when we took over the business. The Post Office removed the 
machine at the end of January 1999 despite all my protests both written and verbal about the loss of 
revenue they were going to cause me, about how it had been part of my business plan revenue 
projection, of how we had doubled the turnover of the terminal in the few months we had been in 
office. I presume the Post Office will now be returning the terminal to us and making good the loss 
of income we have incurred during the period we were without the terminal. 

Finally, in respect of an issue I raised with you in my letter dated 3'd December 2003, namely 
recovering the financial shortfall from the private side of our business due to Post Office Limited's 
actions. Our accounts are currently with the firm of Chartered Accounts we use, who are preparing a 
statement on the level of shortcomings we have incurred. It will be significant and we will be 
looking to recover that lost income swiftly. In the meantime I would appreciate it if you would 
ascertain to whom the correspondence should be directed, in order to minimise the delay in meeting 
iii 1airx,_._.tk.iioi.it<3._;a_be better to address it to you? 

GRO 
Craig-y-Don Post Office 

E1/50/38 



POL00004598 
POL00004598 

Mr A. Bates 
Subpostmaster 

LGRO 
14th April 2003 

Reference: - Losses and Gains 

Celtic Court 
Tremains Road 
BRIDGEND 
Mid Glam 
CF31 1TZ 

Further to our conversation, you confirmed that you have been rolling over losses and 
gains for the past two years or more. I was unaware of this practice taking place at Craig 
Y Don and acknowledge your comment that you wrote to the Post Office regarding 
Horizon, losses and gains over two years ago and that to date you have not received any. 
reply or acknowledgment. 

I am now instructing you, that with immediate effect, your are required to make good the 
outstanding loss and to cease with this current practice of rolling over any losses and 
gains. 

Please be advised that Subpostmasters are responsible for all losses caused through 
their own negligence, carelessness or error and also for losses of all kinds caused by their 
assistants. Deficiencies due to such losses must be made good without delay. With regard 
to gains, surpluses may be withdrawn provided that any subsequent charge up to the 
amount withdrawn is made good immediately. 

Thank you 

Yours sincerely 

GRO 
Mike Wakley 
Retail Line Manager 
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cJ 
14th April 2003 

i 1WiWU 

I wish to acknowledge receipt of your letter which I received on Friday 16th May 2003. 

Please be advised that following enquiries. I will be writing to you on this matter 

Yours sincerely 

Mike Wakley 
Retail Line Manager 
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'Mr A. Bates 
Subpostmaster 

GRO 
14" April 2003 

Further to our conversation, you confirmed that you have been rolling over losses and 
gains for the past two years or more, I was unaware of this practice taking place at Craig 
Y Don and acknowledge your comment that you wrote to the Post Office regarding 
Horizon, losses and gains over two years ago and that to date you have not received any 
reply or acknowledgment. 

I am now instructing you, that with immediate effect, your are required to make good the 
outstanding loss and to cease with this current practice of rolling over any losses and 
gains. 

Please be advised that Subpostmasters are responsible for all losses caused through 
their own negligence, carelessness or error and also for losses of al l kinds caused by their 
assistants. Deficiencies due to such losses must be made good without delay, With regard 
to gains, surpluses may be withdrawn provided that any subsequent charge up to the 
amount withdrawn is made good immediately. 

Thank you 

Yours sincerely 

Mike Wakley 
Retail Line Manager 
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Mr Mike Wakley 
Post Office Limited 
Celtic Court 
Tremaines Road 
BRIDGEND 
CF31 ITZ 

Reference: Losses and Gains 

Dear Mr Wakley 

Alan Bates 

GRO 
16th April 2003 

dam-in-receipt-of-your4etter-dated-l4 - A-pni-2003-eonfnn r our-conversation-regarding 
losses and gains at our office which have always been rolled over since the installation of 
Horizon. I appreciate that you may well have been unaware of this practice at the office but can 
assure you many others Post Office staff knew of it. 

My comments regarding this were well documented in a number of letters to Post Office 
Counters Limited such as that dated 19'h December 2000 to my then Retail Line Manager, 
Gerry Hayes, which like all letters was sent recorded delivery. 

The problem with rolling over the losses and gains is that I presume I would be accepting 
liability for them which is something that I have pointed out in writing to you since the 
introduction of Horizon here, I am unable to do until such time as I am able to access the data 
that I am being asked to be responsible for. As I have written previously "The totally 
inadequate report system has been made so complex it lacks the ability to interrogate the 
system when you know the information is inside", if I am unable to access the data to check 
items it is totally unreasonable to expect me to accept the liability from uncheckable data. 

GRO 
Craig-y-Don Post Office 
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Reference: Various Issues 

Dear Mr Hayes 

Alan Bates 

GRO 
1  February 2001 

In this letter I was planning to address two distinct areas of reference. The first being 
business development within our Post Office, the second referring to Horizon, but as a 

_HoriwnSupp€>rt_Officecis visiting us-next week-l. wi111eave-Horizon-_until-after-his visit. 

With regard to the how to develop the business further within this Post Office, I have 
identified a number of areas of opportunity that could be followed up with the assistance of 
Post Office Network. Though before raising these points I thought it would be of use to 
examine the current business the office is obtaining. 

Looking back over the monthly sales reports, it is clear that apart from a couple of items this 
office is steadily growing trade month after month, when compared to previous years' 
figures. The two main items which have declined are Pension payments and budget stamps. 
The Pensions have reduced in line with the national trend, as more people have their money 
paid directly into banks, and the decline in the budget stamps to some degree falls victim to 
this trend. The budget stamp reduction has also been replaced by an increase in APT or APS 
sales, so it is not all lost. 

As you are aware, we have been improving the facilities within our business and the 
relocation of the Post Office counter has been warmly met with approval from the majority of 
our customers and it has help offset, to a small extent, the slowing down of service resulting 
from the introduction of Horizon. We have not finished our improvements but when they are 
complete I hope the office will present an efficient, modem and professional service to the 
community, well able to meet the demands of its customers. In response to requests from the 
local community we have recently signed a contract for a instant photo booth to be located 
by the counter in order to assist customers to obtain the photographs they need for both 
passports and driving licences. There are also many other services which we intend to 
introduce over the next twelve months in response to community needs, but there are a 
number of needs that can only be fulfilled by Post Office Network. These currently are:-

• Motor Vehicle Licensing -- This is by far the most heavily requested service which we 
are unable to provide. There seems to be many myths about why we are unable to 
provide this service, the most common one being that to allow us to provide MVL's 
some other office would have to lose the service and that would not be fair. But if 
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that had been true we would not have lost our National Lottery terminal to another 
office, soon after we had taken over this business. 

• Passport Checking — We turn away scores of customers requesting this service, even 
being able provide the forms would help. 

• Driving License Checking — Again the demand is there but we are unable to meet it. 
In both this and the Passport issue if there was no real demand we would not be 
installing a photo booth. We are doing our bit to support the needs of the customer, 
hopefully Post Office Network will do theirs. 

• Bureau de change — Currently pre-order, but again we are losing considerable 
amounts of business because we unable to offer what the customer needs. 

There may well be other services that Post Office Network is able to let us offer in the future, 
but those identified above would be the most effective in bring about a significant increase in 
trade at this office. It should be remembered that Craig-y-don does have a very busy travel 
agency which does not provide Bureau de change, and also it is still relatively easy to park in 
Craig-y-don and many people in the district use the village just to stop off for a few minutes 
toattend-to-their-business. 

In the Post Office we are constantly be asked to `tweak' sales, but the opportunities I have 
identified would grow the business significantly, if that is what Post Office Network wants. 
Even if these services were introduced and realistic targets set for a twelve month period in 
order to keep them, I would have no doubt that Post Office Network would be more than 
happy with the results. 

I look forward to the opportunity to discuss these issues and how best we can provide the 
services our customers really do need on your visit next week. 

GRO 
Craig-y-don Post Office 
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IN CONFIDENCE 

To: Mr Alan Bates 
Agent 

From: M Rarmard 
Network Audit Team 

copy: Gerry Hayes 
Retail Network Manager 

Date: 11 June 2001 

Audit of Craig Y Don Office code 

An audit of the above office was undertaken on 07 June 2001 by M Rannard. This 
audit is a review of the product/process controls in place at the outlet and not a 
comment on the performance of individuals. 

The following page contains a brief summary of the areas that could be routinely 
tested at audit and-the tests carried out are selected on--a basis of risk assessment 
from outlet performance data. The products/processes with a cross indicate 
items that have been tested by the auditors on this occasion and the findings 
revealed at audit. 

Appendix A contains a more comprehensive report detailing our findings and 
recommendations for your information and attention. Any control gaps in bold 
were noted on a previous audit and had not been actioned at the.time of our most 
recent visit.

At the audit, you were given a questionnaire to provide feedback on the audit 
process. If there is anything else you wish to bring to`our attention please feel 
free to write your comments on the reverse of this report or contact Paul. Large, 
Network Audit Manager on telephone numbers _ _  _GRO _ 

Please retain one of these reports for your information and return the other one, 
signing it to confirm that you understand all the points made. 

Network Auditor signature ......................................... Date ....................... 

Subpostmaster/ Outlet Manager signature ................ . .... Date ...................... 

version 3 April 2001 
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AUDIT OF 

Products/Processes Controls 
in Place 

Control 
(flap 

Low Disk 

Control 
Gap 

Hi_ b Risk 
Procedural Security 

J . 

Horizon  System Controls ❑ ❑ ❑ 
Cash Account H 
Stock Management ❑ LII 
Cash Management ement 

Royal Mail 
Franking Machines 
Stamp Vending Machines 

[I 

❑ 

H 

❑ 
(H 

❑ 

❑l 

®` 

❑ 

Alliance & Leicester Girobank 0 fl LI',, 
Personal Banking [l C1 ❑ 
National Savings LI ❑ ❑ 
NationalLotte On Line . ....... . ..... ... ......._ .. .....__ ❑ ❑' 
National Lottery Instants ❑ ❑ ❑ 
Littlewoods Scratchcards ❑ ❑ ❑ 
Bureau De change ii 
Foreign Exchange Service ❑ 
Moneygrarn ❑ ❑ , 
Travel Insurance ❑ 
Benefits Agency [I] (_ —
Motor Vehicle Licences ❑ ~~ ❑ 
Rod Fishing Licences LI ❑ 
UK Pass ort A enc j ❑ ~( 
Utility Schemes 
Local Trans ort Scheme 

LI 
LI 

❑ 

:1 
[~ 

Network auditors can only continent on the areas examined during their visit. It 
should not be assumed that untested processes have satisfactory controls in place. 
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Appendix A 

• 

Asset Verification 

A full check of cash, stock and vouchers revealed a surplus of £23519.75 which is 
broken down as follows: 

Net surplus declared week no 9. £23520.41 
Net shortage declared week no 1. £ 1041.86 
Difference at audit £ 8.66 

An authorised amount of £ 1041.86 has been held in the Suspense Account 
between weeks (1) and (12). 

Comments: 
The large surplus of £23520.41 occurred two weeks earlier when a member of 
staff was being trained on balancing, an inward remittance had not been entered, 
an adjusting entry is being made. 

Security Procedures 
Your security procedures were examined in line with the Counter Attack 
Reference Manual and all controls were found to be in place. 

Horizon System Controls 
Controls relating to the use of the Horizon system were examined, in line with 
the Horizon System User Guide (HSUG). The following control gaps were 
found:-

Control gaps - Low risk 
® obsolete users had not been deleted from system 
Comments: 
To maintain system security users must be deleted from the system as soon as 
they cease to work at the office. 

Cash Account 
Counters Operations Manual - Cash Account, Balancing & Preparation refers. 

The daily documentation for week (11) and weekly cash account documentation 
for weeks (4) to (11) was examined and the relevant controls were found to be in 
place. 

version 3 April 2001 
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Appendix A 

Stock Management 
Guidelines from National Secure Stock Centre 
The current optimum stock holding levels for your office were calculated using 
cash account weeks 3 to. These levels should be used as a guideline when 
re-ordering stock. 

Average Maximum Current 
Stock Item Weekly Holdings Holdings Surplus £ Surplus % 

Sales 
Postage 1059 4236 14694 10548 246 
Postal Orders 109 327 2372 2044 624 
MVL SS 34 100 1120 1018 1006 
TVLSS 66 200 742 542 273 
BT Phonecards 9 27 156 130 486 
BGSS 103 310 2300 1990 643 

Control Gaps - High Risk 
• .items over or under stocked by more than 25% 

Comments: state which stock items are overstocked 
Postage, Postal Orders, MVLSS, TVLSS, BT Phonecards and BGSS are all 
overstocked. The maximum holding levels are now 4 times average 
weekly sales for Postage and 3 times average weekly sales for other stock 
items Counter News week 44 refers. 

Cash Management 
Cash counted at the audit was compared to the declared figure in the daily cash 
book and it was found that the cash was accurately declared at the close of 
business. 

Control Gaps - High Risk 
• Cash holdings were more than 25% over target. 

Comments: 
A correct assessment of cash holdings could not be made because the Horizon 
system intermittently adds the previous days cash holdings to the daily 
declaration 
Week 11 was found to be 46% over target 

National Savings 
Counters Operations Manual - National Savings Accounts - Ordinary & Investment Account 
Withdrawals refers. 

National Savings warrants and advices on hand at the outlet were examined. The 
following gaps were identified:-/The process was adequately controlled. 

Comments: 

version 3 April 2001 
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Appendix A 

There were no warrants or advices on hand at the audit but by discussion it was 
clear that the current regulations are known 

PO Foreign Exchange 
Checks were carried out using the P4821s and P4822 for weeks (8) to (11), to the 
currency and travellers cheques on hand. All controls were found to be in place. 

version 3 April 2001 
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Mr A Bates 
The Subpostmaster 

GRO 
06 March 2002 

Dear Mr Bates 
Re: Aged Shortage - Horizon Case Write-Off 

"an essential part of everyday l ife" ww,E ostorf -a co.uk 
OFFICE: Craig-Y-Don SPSO OFFICE CODE: 461 614 

First of all I would like to apologise for the length of time it has taken to 
resolve this-matter. It has been necessary to formulate a consistent 
approach for all such cases. 

Post Office Ltd has received from you a short report setting out your 
reasons why you do not accept liability for the shortage of £1,041.86p 
at your post office. 

After due consideration of the facts surrounding the loss and of your 
report, Post Office Ltd has decided to take no further action in respect 
of the loss at your post office which will be written off. This decision has 
been made without prejudice to Post Office Ltd's rights to recover any 
future losses at your post office for which you may be liable under the 
contract for services and does not affect any future liability you may 
have for such losses. 

To enable me to monitor progress for all such losses could you please 
complete the section on the next page. Once the loss for £1,041.86p 
has been cleared from your suspense account, you must return the 
whole letter to me in the self addressed envelope provided. (A copy of 
this letter is enclosed, for retention at your office). 

If I do not receive a reply from you by 22 March 2002 then it will be 
necessary for me to contact you to ascertain what the delay is. 

Page 1 of 2 
Mike Wiatrowicz 
Management Information 
86 Lionel Street 
Birmingham B3 1 HQ 

GRO 

Post Office Ltd 
Registered in England Number 2154540 
Registered Office. Gavreile House, 2 14 Bunhill Row 
London EClY 8HQ 

The Post Office and the Post Office symbol are 
registeied Bade marks of Post Office Ltd in the 
UK and other countries 

E1150150 
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Page 2 of 2 
Re: Repayment by Deduction from Remuneration 

Thank you for your co-operation in this matter 

GRO 
Mike Wiatrowicz 
Management Information Support 

Post Office Ltd 
Finance 
Management Information 
Lionel House 
86 Lionel Street 

-BIRMINGHAM B3 1HQ 

Telephony GRO Facsimile:;_
E-mail: GRO GRO 

Craig-Y-Don SPSO 461 614 

I have received a Write Off Authority Voucher to the value of 
£1,041.86p which has been cleared from my suspense account on 
(date) . . . . ..... . . . .. . . . . ... .. .. . and the voucher has been cleared in the 
appropriate manner in cash account week number. . . . .. . .. . . . ... 

Signature . . . .. . . .. . . . . . . . . . .. . .. . . . . . .. . . . . . . .. . .. 

Print Name ... . . . . . . .. . .. . . . . . .. . . . . .. . . . . . . . . . . . . . 

Datestamp 

E1/501511
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OFFICE ~~2.i1 t, `~ ~~~,; 

OFFICE FAD CODE L ,

COST CENTRE CODE (For completion in Finance) 2..Sty x
AMOUNT £ G'°~{ • ~; 

AMOUNT IN WORDS t.,~ ~~;Sc~(   ,\1j
LOSS CODE (SEE BELOW)

Reason for write off (referring to Sections 2 or 3 of Losses and Gains Policy, as appropriate) y . 

GRO Signature of Authorisation ._._._._._._._._._._._._._._._._._._._._._._._. 
_• 
.......................... 

..... ..-... 7.....•............. 

Name (In Block Capitals)
— .......................--... ......--..-- --...---.......: 

f 
J Position

r

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

Date b QZ ............. ......-- .----.....--...... 

Head of Finance Concurrence (where appropriate): 
Signature 

Date . . .. . .. . . ... . .. . . . . .. . ........................ . . . . . . 

* confirming reference to write off levels (Losses and Gains Policy. Section 5) and guidelines for relief (Losses and Gains Policy Sections 2 and 3) 

E1150152 
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Area Office 
Post Office Ltd 
Celtic Court 
Tremains Road 
Bridgend 
CF31 1TZ 

r 

G RO 

I have received an e-mail from Jenny George ( Post Office Operations Team) 
regarding the above outstanding missing voucher enquiry. In her e-mai l, 
Jenny informs me that your office has been sent an enquiry form regarding 
this case which unfortunately has not been returned. It is important that the 
enquiry form is completed as quickly as possible to al low the internal 
accounting process to be completed. Can I please ask that you complete the 
respective enquiry form and return it by 27.5.02 to Jenny George in the 
envelope enclosed. If the enquiry form is not to hand, can you please contact 
Jenny George on E_._._._._._._ Ro ._._._._._._._ 
Many thanks. 

[ci 

au 

q-

E1/50/53 



POL00004598 
POL00004598 

nx`! tat one 
tu'r~-i11.\t„%,\a►tcti slant line pY®ectis\g 

\\t'1tttT1g~1tt3n 4~,Y tttE 'aw 
(nzen i 

ti'18">It lllitA(td5 Je C:C)1YC3F11S(5 [lUM NA1ON  )RM ANP A COPY 

w1'F?}.j;SLrS~ . S
~S~4Vl̀ .1W 114

s14i5C'.(rN 

t'St9ff'L°:5't't4titillK•t°ctti'l'k1A.Ci'i'P.Rai'~crr±F.~+RNT~n~7~L5~'a`eRMs) 

(t`Ll A• 

,ui) t,u4, 1 ff i1 i, jjiil'z, it i)t>tcavi' ltats lvc.c°ti ni~lnnattcet (or d (I' C-iSSUC proJecfl

t3[_Ut:IC tA1'111t.5 I'L1 A5

1'ost office 

~ a ac \xatc ... . 
fi 

ils 

%% '11w ;]1ovk na]]tc (s}  c7tt the $% fl. 1t~5'~rt± the 

attd legible ,

l ull postal .. .' 

GAddress . 

t'ostal !own ................
... . 

-------------GRO ----------- - f 
lt Rtostxntp 

--'-----'-----'-'----- - -._._..._....z_._._. 

GRO 
Tel No.

C o 
GRO

de F.. ..---.--.--.---.---...--... 4 

ish 
()",i,t . 1•cynititioil-s- 

i 
if they do 

idea be sattt pr ' 111 , si} tt "'Vill'only he 
awareaw ar ed Wticte tilc~ Sub 

c~ SotA fre ( " tta tit 
i)Otittttrl t '1'(', tttti. ttl'.,', t 

not 

do

11 at of 

.  Ml, ttt4'tt 4tti'y ;; ttt'ttltl 
nett 

1wt(]istrPs4t'f t'rr fi=rencethlS 

171

a 

oTC] 

rtaint: d },y t is ;ttl,-1,c, tnt:+sterf n 

undertaks' at illy ow' ('xtst•nvc" tu: 

M.lirtt,iin the sin; 

it ito lt ttuct ri"l, ~til; rrsetttation as notified 

~'.t,lttirly with 
allst.]ttdhrds of quality a1( p Et 

n w it i t i 1t 1; l y ' tt (L; -----------•------------ -- 

a]tl ai,l 
]alt;l'tlLltlltll t~rapc={Y t]gl~fi tllereit] red 

> C'i.. twain the ri ght to 

l alCl'Ct ttl]t t]~t' ]x,11 

, „f t't 1C'1..,, altil that t <~ 

~O in till' UWilc.r lttl 
t1I]1C  ~i .writti 1t 

Yi'~~ue'.til 

r ll a ~t 111i i 
{. t, 1 °11)t i)f d 

1wtt t 

1°95~'tlaftitl/°  ~ , 
'~1]b-1'osttnt~tcr N"tnt

R.N.M Nalttr aI t .-1r&' Felrtittk, d'I' Lc~ 
-t s~Q W4 f'( 

cluster office and Ilol;iien 

pOY 

E1/50/54' 



POL00004598 
POL00004598 

Area Office 
Post Office Ltd 
Celtic Court 
Tremains Road 
Bridgend 
CF31 ITZ 

Mr A Bates 
Subpostmaster

GRO 

16th February 2002 

Dear Alan 

Re: Outlet Review 13th February 2002 

Further to the above review, a short note to confirm the actions agreed:-

1. Horizon query 'Sc FCS Coll' on Transaction Log - What does this stand for? Glenn to raise query with Helpline. Action: Glenn (As discussed with Suzanne today, the Horizon Helpdesk _ GRO._._._._._. believe the abbreviation stands for 'Foreign Currency Service Collection', I hope this is of some help). 

2. Discussion re. E-BAY (American Auction House) - Suggestion that Royal Mail/Parcelforce should have links to the Internet site. Glenn to raise with E-Commerce team and seek feedback. Action: Glenn (e-mail sent 16/2/02) / 

3. Glenn to request Paypoint Defence Pack from Sales Support Team, Birmingham. Action: Glenn (Requested 16.2.02) / 

4. Post Office Lozenge - Glenn to confirm situation re. PO lozenge sign. Action: Glenn (After speaking with the Network Transformation Team, I can confirm that in view of the current financial crisis affecting Consignia, funding for new signage has unfortunately been cancelled. Apologies for this. As promised however, I will obtain a new 'old style' lozenge to replace your current faded sign). 

5. National Lottery - Glenn to speak with Larry Kightly (Camelot Field Sales Executive) and enquire re. the possibility of Craig Y Don SPSO obtaining the On-line Lottery facility. Action: Glenn 

Hopefully I have covered all the actions agreed. If I've missed any can you please let me know via the Helpline (_ o _). 

Kind Regards. 

O ISO 
Glenn Chester 
Retail Line Manager 

E1150/55 
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GRO 
1 May 2001 

Dear Mr Bates 

Various Issues 

Please accept my sincerest apologies for not replying sooner to your letter, 
dated 1St February. This was caused by an administration oversight on my 
part. 

In response to your issues about including additional services in your offices, 
Phave-consulted the Internal-ccount Management Team to ascertain Post 
Office Network's (PON) view. In an ideal world all post offices should be able 
to offer all products and services, unfortunately this practise is not cost 
effective and means that some of the networks have to be restricted i.e. 
DVLA, UKPA, prepay vouchers to name a few. 

The number of offices in these restricted networks are continually being 
reviewed and monitored. A number of reviews have just been completed and 
the criteria for any additions to each network were agreed by the clients, 
Market Facing Units (MFU's) and PON, This was forwarded to Post Office 
Consulting to ascertain a list of offices that fit the agreed criteria. 

Below you will find the results concerning the specific networks that you 
stated in your letter: 
• Motor Vehicle Licensing - The review confirmed that 92% of the 

population in Britain were situated within 2 miles of an office offering the 
DVLA facility. This means that PON are meeting the requirements to fulfil 
the service availability that the DVLA require. There are no plans to 
increase this accessibility, at this moment in time. 

Photo on Licence - This is a relatively new service for PON and was only 
rolled out to the Branch Office network totally, six months ago. There are 
no plans at the moment to extend it any further in the Network. 

E1/50156:
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• Passport Checking - This network has just been reviewed and a number of 
additional offices were added. Monitoring these additions will identify 
whether there -is further scope to increase the network, and if this is the 
case outlets will be identified by the same processes used for the original 
review. 

• On Demand Bureau de Change - First Rate and the MFU are currently in 
discussion about the way forward With this Network. They will be 
finalising their requirements and the criteria required to be met for any 
network changes. This criteria will then be applied to identify suitable 
outlets. 

I sympathise with your frustration in not being allowed to offer a wide range 
of products and services. However, I have forwarded your letter to the 
Internal Account Management Team. The letter provides a good statement of 
intent to be included in any Network reviews and these will be considered as 
the opportunity arises. 

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

I am sorry that you have had cause for concern and if you have any issues 
regarding network reviews, please do not hesitate to contact me on the 
number below. 

Yours sincerely 

Sue Perry 
Sales Support 

Telephone
Facsimile V R 

E-Mail ~._._._._GRo_._._ ..._ GRO

Copy Gerry Hayes RNM 

E1150157 
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15 June 2001 

Mr A Bates 

GRO 
Dear Mr Bates 

Thank you for your letter dated 7 June. 

I am sorry I am unable to respond immediately nevertheless, may I assure 
you that Lam dealing with your-enquiry, I.  to the nature of your query I 
have forwarded it to the Operations Manager dealing with Network 
Realignments, Roger Wood. 

Roger has kindly agreed to respond to your letter and if you have any further 
comments, please address correspondence to: 

Mr R Wood 
Post Office Network 
Gavrelle House 
Second Floor, South 
2-14, Bunhill Row 
LONDON 
EC1Y 8HQ 

Please allow a couple of weeks for Roger to obtain the information to respond 
to your letter in full. 

Yours sincerely 

Sue Perry 
SALES SUPPORT 

E 1 /50/581 
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Sue Perry 
Sales Support 
Post Office Counters Ltd 
Lionel Street 
Birmingham 
B3 IHQ 

Dear Ms Perry 

Alan Bates 

CR0 
.._.-.-._.-.-._.-.-._._.-.-._.-.-._.-.-._.-.-.-.-.-.-._.-.-._.-. 

7`h June 2001 

In reply to your letter dated I$` May 200 lwhich really fails to meet many of the comments of 
my original letter and purely offers the standard responses, I would like to request further 
information. 

Why is it that the majority of new services such as Photo on Licence and Passport Checking 
are always given to .the. Branch_.O-ffices as a matter of course, when it is the Branch Offices 
themselves which are losing nearly £1 million per week and so in reality are being subsidised 
by sub offices like ourselves? From the position of running a sub office it would seem that in 
such instances, even if it is not a policy, the reality of the situation seems to show that The 
Post Office is operating a restrictive practise in order to prop up the ailing part of the 
business, in this instance the Branch Offices. This is certainly not in the best interests of the 
customer and unlike the senior management I do spend considerable time with customers and 
I do have some understanding of their needs. Paragraph two of your letter states 'In an ideal 
world all post offices should be able to offer all products and services, unfortunately this 
practise is not cost effective,' so how is it cost effective to subsidise Branch Offices to the 
tune of £50 million per year? 

In my original letter dated Is` February 2001 I pointed out that my office is growing the 
volume of its business month by month over previous years figures, but in real terms my 
income from the Post Office is reducing month after month. I presume that is either to prop 
up the Branch Office network or to try and recover some of the outrageous costs associated 
with the appalling disaster called Horizon. Before taking over this office three years ago I 
had spent many years working with new epos systems, both off the shelf and custom made 
and by comparison to what Horizon could have been, the current system is a joke. Speaking 
from the point of view of someone working on the counter, who has spent years working with 
effectives systems it is only too obvious that the system is overly complicated, slow and 
cumbersome. The totally inadequate report system has been made so complex and lacks the 
ability to interrogate the system when you know the information is inside. This is not only 
frustrating but causes hours of extra work for which again we do not get paid. The 
introduction of the system at this office has personally cost me between £1000-2000, but 
regardless of who you talk to nobody wants to know, it is always someone else's 
responsibility, never theirs! 

There is no sign anywhere from any of the senior management of Post Office Network that 
,they have a real grasp or experience of what happens at the counter. There are however 
plenty of words printed of how wonderful the future will be, but the future is here now and 
business is shrinking, and almost nothing has appeared on the counter to offset the loss. 
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When we took over the business three years ago, a condition imposed by POCL was to open 
lunchtimes and Wednesday afternoons, but the salary for the office was not increased to 
cover this. We were told the extra revenue generated during these periods would cover costs. 
Three years on and there is still no sign of this so called extra income as the reality is that 
business has just time shifted; Oh, we also have to redirect all the people wanting MVL's to 
the nearest Branch Office as all the surrounding sub offices which offer MVL's are closed on 
lunchtimes and Wednesday afternoons. These extra hours, nearly 500 over the year, have 
effectively reduced our salary an extra £2000 per year, but nobody wants to know or do 
something real to try and help! 

Whilst I am commenting on the ways POCL bullies financial pressures onto a small business 
such as ours, there is the matter of the National Lottery Terminal at this office. This not only 
formed part of the contractual conditions for taking over the office which required us to stay 
open longer on Lottery night to provide the service, but also formed part of our income in our 
business plan. Within a few months of taking over the business and doubling the Lottery 
turnover, POCL came and took the terminal away as you felt you could make more money 
with it elsewhere, a sort of 'to hell with the contract we can do whatever we like, we're 
POCL' attitude, and again nobody wants to know! 

Returning to your letter you state 'that 92% of the population in Britain were situated within 
2 miles of an office offering the DVLA facility'. The 92% was achieved without Craig-y-don 
Post Office and presumably these offices also offer all other Post Office products. Therefore 
Post Office products would still be available to 92% of the population if Craig-y-don Post 
Office closed. So either make me an offer to close the Post Office side of my business and 
thereby increase the profitability of surrounding offices or provide me with the services my 
customers require and ensure the viability of this office. To let the situation fester on is not 
only poor management with an increasing financial burden for this and the other surrounding 
offices, but it also raises the question of the morality of Post Office Networks' actions. 

I know your response to my queries and comments will be how you sympathise with my 
comments and how they have been forwarded to whoever, but at the end of the day, nobody 

wi ll 

accept the responsibility to actually do something real and make a difference. 

[ II 
Subpostmaster Craig-y-don Post Office 
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Mr A Bates 
a _._._._._._._._._._._._._._._._.~._._..._._._._...,._._._._. 

GRO 
16 July 2001 

Dear Alan 

Cash Account Loss £1041.86 

I have received correspondence from the Management Information Support Duty 
in Birmingham advising me that they now require repayment for the loss of 
£1041.86 currently held in Table 2a of your Cash Account. 

Unfortunately neither the visits from Selwyn Berry and Ki Barnes nor the pension 
& allowance checks carried out for the problematic weeks, revealed specific 
reasons as to how the resultant loss of £1041.86 initially occurred. 

I would therefore appreciate if, as a matter of some urgency, you could advise me 
of your proposals to now make good the loss. 

Yours sincerely 

GRO 
Gerry A Hayes 
Retail Network Manager 
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N 
Mr Gerry Hayes 
Retail Network Manager 
Post Office Network 
60 Deiniol Road 
BANGOR 
LL57 1 AA 

Dear Gerry 

Alan Bates 

GRO.
18th July 2001 

In reply to your letter dated 16th July 20011 would like to draw your attention to the 
letter I sent you on the 19th December 2000. It related the problems with Horizon 
which I believe led to the losses at that time. 

As I have said to you and every other person that has ever visited with regard to the 
problems with the Horizon system, it is nigh on impossible to access the data I as a 
subpostmaster need in order to track problems or accept responsibility for the 
processing through this office. It is not that the data is not within the system, and it is 
not that Chesterfield can access this data in many other ways. But I as a front line user 
need to be given the tools, such as a report writer package which can access files on a 
read only basis, to enable me to look for problems, duplications or errors, easily and 
effectively. The alternative, and this seems to be the essence of your letter, is that I 
should subsidise the shortcomings of this system. 

I hope this clarifies my position and answers your letter, 
- r 

9 

Subpostmaster Craig-y-Don Post Office 

E1/501621
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Electron 

To: 
cc: 
Hard Copy To: 
Hard Copy cc: 

Date: 
From: 

Subject: 

04/0912001 16:44 

CRAIGYDON SPSO 461614 LOSS OF£1041.86 

in any way in respect 
wish to inform you that the Spmr Mr AlanBates has refuses to compromise of honounng the loss of £1041.86. advised him that he would be in breach of contract if the shortage was not made good and he replied that he would be prepared to go to court to defend his actions. 
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Mr Gerry Hayes 
Retail Network Manager 
Post Office Network 
60 Deiniol Road 
BANGOR 
LL57 IAA 

Reference: Horizon Faults 

Dear Mr Hayes 

Alan Bates ,-.-.-.--.-.--.-.--.-.---. 

GRO 
19th December 2000 

Further to our telephone conversation on the morning of Thursday 14th December 
after the problems with our balance the previous day, I thought it prudent to confirm 
the details to you in writing. 

The balance at this office 
on the Wednesday the 13th December was not only very 

stressful but also very worrying. The evidence that appeared during that day proved 
beyond any doubt that the Horizon system cannot be relied upon to give 100% 
accurate figures. The problem which was highlighted to this office that day was with 
regard to Giro Deposits and at one point the weekly returns were showing a variance, 
to the addition of the daily returns, of over £6000. 

The whole of that afternoon was spent making a number of phone calls to the 
different helplines, one of almost 1 hour long, and kept two of the three terminals 
producing nothing but reports, at a peak trading time when we had queues out of the 
door; though eventually I did manage to track down the majority of the money. That 
said the cash account for that week is still showing a shortage of £1182.81. I can 
without any doubt attribute £368.50 of that to Giro items that have been double 
entered and that I am unable to track because of the way Horizon is set up. Of the 
remaining £814.31 shortage, I am presuming that £409.15 of that is the shortage from 
the previous week that has become added to the total. This leaves a difference 
£405.16 which I am unsure of where it comes from. It may well be a Giro system 
error as might be the previous weeks £409.15 shortage or it may be something else. 
Unfortunately the current Horizon system does not let you access previous 
transactions adequately enough to track problems with shorts or overs at the end of 
the week. 

Having spoken to the local Branch Secretary of the Federation of Subpostmasters on 
these problems and realising the problems I am experiencing are being found by 
others around the country I really do believe it would be unreasonable for Post Office 
Network to hold me liable for losses on the cash account until such time as 100% 
guarantee can be given about the accuracy of Horizon. 

I had been hoping to leave any comments in writing about Horizon until the Office is 
quieter in January and then write a detailed submission about the cost we have 
incurred with it (around £1000), the problems with the counter (staff working with 
money and stamp books on chairs or on the shelf behind them), the very poor layout 
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)f the screen and menus, the slowness of the printers, the lack of report writing 
Facilities, the chaotic end of day and end of week procedures and the problems of 
raving to do `office work' at a terminal on the counter. Given time I shall produce 
the report for you. 

Please do not think that I am being nothing but negative about the system, I am a firm 
believer in the way forward being through such a system. But bear in mind my 
comments are made by someone who has had considerable experience of EPOS 
systems before joining the Post Office in 1998. 1 first began working with them in 
1986 and have used a variety of systems, I have been involved with running an 
assessment program on one system and have developed and implemented a large site 
specific package with a software development company. So I do have some insight 
into these systems and I would gladly be willing to offer constructive feedback if 
asked. 

With regard to the current deficit showing on our cash account for last week how do 
you want me to progress this week's balance? Should I just roll it through and see 
what happens, or what? 

I would be very grateful for any guidance or assistance you can offer on this matter. 

GRO 
Post Office 
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Mr Gerry Hayes 
Retail Network Manager 
Post Office Network 
60 Deiniol Road 
BANGOR 
LL57 1AA 

Dear Gerry 

Alan Bates 

GRO 
18th July 2001 

In reply to your letter dated 16th July 2001 I would like to draw your attention to the 
letter I sent you on the 19th December 2000. It related the problems with Horizon 
which I believe led to the losses at that time. 

As I have said to you and every other person that has ever visited with regard to the 
problems with the Horizon system,, 

it.is nigh, 
on impossible to access the data I as a 

subpostmaster need in order to track problems or accept responsibility for the 
processing through this office. It is not that the data is not within the system, and it is 
not that Chesterfield can access this data in many other ways. But I as a front line user 
need to be given the tools, such as a report writer package which can access files on a 
read only basis, to enable 

me to look for problems, duplications or errors, easily and 
effectively. The alternative, and this seems to be the essence of your letter, is that I 
should subsidise the shortcomings of this system. 

I 
hope this clarifies my position and answers your letter. 

GRO 

Subpostmaster Craig-y-Don Post Office 
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Mr A Bates 
Subpostmaster Craig y Don SPSO 
-------------- --- - --- - - --- - ---, 

GRO 
23 May 2001 

Dear Mr Bates 

Further to our meeting of 18 May 2001, I have forwarded an official privacy notice and 
arranged for the Sales Support Team in Bristol to send you an apology notice in respect of 

-the-non-issuing--of I ,'s-at-Craig-y-Don 

I have also forwarded some `Please wait here' tape and a four-ring binder with product 
knowledge quiz answers for April and May enclosed within. Could I please ask for 
June's quiz, which is due to be sent to you shortly, to be completed by all members of 
staff with all answer sheets subsequently filed in the binder for my future reference. 

Finally, I have made arrangements for Selwyn Berry to call at your office on Friday 8 June 
2001 to assist with the resolution of accounting errors. Hopefully the outcome of the 
P&A check will then be known and this may give us a clearer picture as to how to 
proceed with clearance of the outstanding loss currently held in the office's suspense 
account. 

Please do not hesitate to contact me if you have any issues to discuss prior to my next visit 
with Selwyn on 8 June. 

Yours sincerely 

Gerry A Hayes 
Retail Network Manager 

E I /50/67 



POL00004598 
POL00004598 

Mr A Bates 
S p ter Craig y Don 

GRO 
16 July 2001 

Dear Alan 

Cash Account Loss £1041.86 

I have received correspondence from the Management Information Support Duty 
in Birmingham advising me that they now require repayment for the loss of 
£1041.86 currently held in Table 2a of your Cash Account. 

Unfortunately neither the visits from Selwyn Berry and Ki Barnes nor the pension 
& allowance checks carried out for the problematic weeks, revealed specific 
reasons as to how the resultant loss of £1041.86 initially occurred. 

I would therefore appreciate if, as a matter of some urgency, you could advise me 
of your proposals to now make good the loss. 

Yours sincerely 

GRO 
Gerry A Hayes 
Retail Network Manager 
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Mr Gerry Hayes 
Retail Network Manager 
Post Office Network 
60 Deiniol Road 
BANGOR 
LL57 1 AA 

Reference: Horizon Faults 

Dear Mr Hayes 

Alan Bates 

GRO!
19th December 2000 

Further to our telephone conversation on the morning of Thursday 14th December 
after the problems with our balance the previous day, I thought it prudent to confirm 
the details to you in writing. 

The balance at this office on-the Wednesday the 13th December was not only very 
stressful but also very worrying. The evidence that appeared during that day proved 
beyond any doubt that the Horizon system cannot be relied upon to give 100% 
accurate figures. The problem which was highlighted to this office that day was with 
regard to Giro Deposits and at one point the weekly returns were showing a variance, 
to the addition of the daily returns, of over £6000. 

The whole of that afternoon was spent making a number of phone calls to the 
different helplines, one of almost 1 hour long, and kept two of the three terminals 
producing nothing but reports, at a peak trading time when we had queues out of the 
door; though eventually I did manage to track down the majority of the money. That 
said the cash account for that week is still showing a shortage of £1182.81. I can 
without any doubt attribute £368.50 of that to Giro items that have been double 
entered and that I am unable to track because of the way Horizon is set up. Of the 
remaining £814.31 shortage, I am presuming that £409.15 of that is the shortage from 
the previous week that has become added to the total. This leaves a difference 
£405.16 which I am unsure of where it comes from. It may well be a Giro system 
error as might be the previous weeks £409.15 shortage or it may be something else. 
Unfortunately the current Ilorizon system does not let you access previous 
transactions adequately enough to track problems with shorts or overs at the end of 
the week. 

Having spoken to the local Branch Secretary of the Federation of Subpostmasters on 
these problems and realising the problems I am experiencing are being found by 
others around the country I really do believe it would be unreasonable for Post Office 
Network to hold me liable for losses on the cash account until such time as 100% 
guarantee can be given about the accuracy of Horizon. 

I had been hoping to leave any comments in writing about Horizon until the Office is 
quieter in January and then write a detailed submission about the cost we have 
incurred with it (around £ 1000), the problems with the counter (staff working with 
money and stamp books on chairs or on the shelf behind them), the very poor layout 
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of the screen and menus, the slowness of the printers, the lack of report writing 
facilities, the chaotic end of day and end of week procedures and the problems of 
having to do 'office work' at a terminal on the counter. Given time I shall produce 
the report for you. 

Please do not think that I am being nothing but negative about the system, I am a firm 
believer in the way forward being through. such a system. But bear in mind my 
comments are made by someone who has had considerable experience of EPOS 
systems before joining the Post Office in 1998. I first began working with them in 
1986 and have used a variety of systems, I have been involved with running an 
assessment program on one system and have developed and implemented a large site 
specific package with a software development company. So I do have some insight 
into these systems and I would gladly be willing to offer constructive feedback if 
asked. 

With regard to the current deficit showing on our cash account for last week how do 
you want me to progress this week's balance? Should I just roll it through and see 
what happens, or what? 

I would be very grateful for any guidance or assistance you can offer on this matter. 

GRO 
Subpostmaster Craig-y-Don Post Office 
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Mr Gerry Hayes 
Retail Network Manager 
Post Office Network 
60 Deiniol Road 
BANGOR 
LL57 1 AA 

Reference: Various Issues 

Dear Mr Hayes 

Alan_l~ax ._._._._._._._._._._._._._._. 

GRO 
1 February 2001 

In this letter I was planning to address two distinct areas of reference. The first being 
business development within our Post Office, the second referring to Horizon, but as a 
Horizon-Support Officer is visiting us next week I will leave Horizon until after his visit. 

With regard to the how to develop the business further within this Post Office, I have 
identified a number of areas of opportunity that could be followed up with the assistance of 
Post Office Network. Though before raising these points I thought it would be of use to 
examine the current business the office is obtaining. 

Looking back over the monthly sales reports, it is clear that apart from a couple of items this 
office is steadily growing trade month after month, when compared to previous years' 
figures. The two main items which have declined are Pension payments and budget stamps. 
The Pensions have reduced in line with the national trend, as more people have their money 
paid directly into banks, and the decline in the budget stamps to some degree falls victim to 
this trend. The budget stamp reduction has also been replaced by an increase in APT or APS 
sales, so it is not all lost. 

As you are aware, we have been improving the facilities within our business and the 
relocation of the Post Office counter has been warmly met with approval from the majority of 
our customers and it has help offset, to a small extent, the slowing down of service resulting 
from the introduction of Horizon. We have not finished our improvements but when they are 
complete I hope the office will present an efficient, modem and professional service to the 
community, well able to meet the demands of its customers. In response to requests from the 
local community we have recently signed a contract for a instant photo booth to be located 
by the counter in order to assist customers to obtain the photographs they need for both 
passports and driving licences. There are also many other services which we intend to 
introduce over the next twelve months in response to community needs, but there are a 
number of needs that can only be fulfilled by Post Office Network. These currently are:-

• Motor Vehicle Licensing — This is by far the most heavily requested service which we 
are unable to provide. There seems to be many myths about why we are unable to 
provide this service, the most common one being that to allow us to provide MVL's 
some other office would have to lose the service and that would not be fair. But if 
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that had been true we would not have lost our National Lottery terminal to another office, soon after we had taken over this business. 

• Passport Checking— We turn away scores of customers requesting this service, even being able provide the forms would help. 

• Driving License Checking -- Again the demand is there but we are unable to meet it. In both this and the Passport issue if there was no real demand we would not be installing a photo booth. We are doing our bit to support the needs of the customer, hopefully Post Office Network will do theirs. 

• Bureau de change — Currently pre-order, but again we are losing considerable amounts of business because we unable to offer what the customer needs. 

There may well be other services that Post Office 
Network is able 

but those identified above would be the most effective in
trade at this office. It should be remembered that Cre.ig_y 

or 

agency which does not provide Bureau de change, and also it is still relative 'y easy I don and many stop 
ly afew

b-Y-  people in the district use the village , just to  off for a few 
to attend-•to their business. 

In the Post Office we are constantly be asked to `tweak' sales, but the opportunities I have 
identified would grow the business significantly, if that is what Post Office Network wants. 
Even if these services were introduced and realistic targets set for a twelve month period in 
order to keep them, I would have no doubt that Post Office Network would be more than 
happy with the results. 

I look forward to the opportunity to discuss these issues and how best we can provide the 
servir .nurustr3mrS x ll. ;  do need on your visit next week. 

GRO 
Craig-y-don Post Office 
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Mr Gerry Hayes 
Retail Network Manager 
Post Office Network 
60 Deiniol Road 
BANGOR 
LL57 IAA 

Dear Mr Hayes 

Alan Bates_._._._._._._._._._._._._._._._. 

GRO 
20th April 2001 

Reference: Various Issues letter dated I" February 2001 

I wrote to you on the l February with regard to a number of issues. When you last visited 
this office you informed me that the letter had been forwarded to others for a response. Do 
you know when I will receive a reply to my original letter? 

Also on the matter of date stamps we have been receiving a number of complaints from 
customers about our date stamps being incorrect. They currently read 'CRAIG-Y-DON 
LLANDUDNO GWYNEDD' (or in one instance reads `GRAIL' instead of `CRAIG'), and 
one recent customer was so concerned that they planned to take the matter up with the 
National Assembly in Cardiff. 

What is Post Office Networks policy on this issue and how should we respond to customers 
who raise this inaccuracy? 

If further information is required please do not hesitate to contact me, 

GRO 
Craig-y-don Post Office 
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Mr A Bates 
Subpostmaster Craig y Don SPSO 

GRO 
23 May 2001 

Dear Mr Bates 

Further to our meeting of 18 May 2001, I have forwarded an official privacy 
notice and arranged for the Sales Support Team in Bristol to send you an apology 
•notice_in-respect-of the-non-issuing-of MV-L's at Cr-aigyDon. 

I have also forwarded some 'Please wait here' tape and a four-ring binder with 
product knowledge quiz answers for April and May enclosed within. Could I 
please ask for June's quiz, which is due to be sent to you shortly, to be completed 
by all members of staff with all answer sheets subsequently filed in the binder for 
my future reference. 

Finally, I have made arrangements for Selwyn Berry to call at your office on 
Friday 8 June 2001 to assist with the resolution of accounting errors, Hopefully 
the outcome of the P&A check will then be known and this may give us a clearer 
picture as to how to proceed with clearance of the outstanding loss currently held 
in the office's suspense account. 

Please do not hesitate to contact me if you have any issues to discuss prior to my 
next visit with Selwyn on 8 June. 

Yours sincerely 
--- ----- -----------*- - ---, 

G RO 
; 

erry A Ia GROW es y 
ketail Network Manager 
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Mr A_ Bates

GRO 
Dear Mr Bates, 

CoNwY 
CYNGOR BWRDEISI 

Ree SRC_ 
COUNTY BORGUGf COUNCIL 

R. G. Wild HA MCI) DMS MSc NIRTPI 

Dyddiad I Date 

Ein cyf I Our ref 

E-ch cyf ! Ycur ref 

Gofynnwch. am ! Please a,k fc,

Est I Ext 

f linch Uniongyrchol r D-re:o Line 

DlRm.roR OF PI.ANNiNl, 
C1v11 OFFIs•f S 

(all WV c B.0 
I .2/ RAR 

28t4i February 2000 
DRIAD/Ri3/2/9 

Mr D Rigby 
5206 

GRO 

Thank you for your letter of the 19 h̀ February enquirying into the relationship of your property 
to the Conservation Area. 

I can confirm that 
your 

property 

does -  lie Within the Conservation Area boundary and 1 am 
pleased to note that the Post Office retail network consider signage in more detail for 
Conservation Areas. 

With regard to planning approvals for new signage could you please discuss this with Mr Neil 
Walters the Development Control Officer who will deal with the application when it is 
submitted. 

Yours faithfully, 

GRO 
P M 

Detheridge 

IL Assistant Director Forward Planning 

c.c Neil Waiters 
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Mr A. Bates 

GRO 

Dear Mr Bates 

Cownteri Swyddfa'r Post Cyf 
Post Office Counters Ltd 

S 

C7 January 1999 

I wrote to you in September to inform you that we were considering removing the 
lottery terminal from your office. We have held a meeting to decide which terminals 
need relocating and I am sorry to have to tell you that we decided to relocate the lottery 
terminal from your office. The terminal will be switched off by Camelot on Wednesday 
27 January and collected from your office shortly after that. I shall arrange for a notice 
to that effect to be sent to you for display. 

When making our decision we took full account of all the relevant factors. These 
included the viability of your office, your sales figures, what steps have been taken to 
increase sales, and the social and economic climate in your area. However, we have not 
been persuaded that the terminal should remain in your office. 

I understand this decision will be extremely disappointing for you, but it has been taken 
with the overall needs of Post Office Counters in mind, and in the best interests of the 
business as a whole. Please feel free to discuss any aspects of this decision with your 
Retail Network Manager as we wish to do everything we can to support you in the 
future. 

Yours sincerely_,_._. 

GRO 
a._._._._.-IaK Wi1Iiams i

Commercial Development Manager 

INVESTOR IN PEOPLE 

Cownteri Swyddfa'r Post Cyf 
Post Office Counters Ltd 
Gogledd Cymru a Gogledd Orllewin Lloegr 
North Wales and North West 
Capstan House, Chandler's Point 
35 Broadway, Salford Quays 
Salford M5 211 
Ffacsimili/Facsimile ----~ G RO _._i 
►osc 015,, C«mters Ltd Keglstmd i, England 
No: 1151540 S p, ,rd ORro King Edward 9uilding 
King Edward Ssrcet London SC IA 1 AA 
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Mr Mike Wakley 
Post Office Limited 
Celtic Court 
Tremaines Road 
BRIDGEND 
CF31 ITZ 

Reference: National Lottery Terminal 

Dear Mr Wakley 

Alan Bates 

GRO 
30th December 2002 

During your recent visit to this office,-you commented that the removal of the National Lottery 
terminal which was at this office when we took over, was as a result of a decision made by 
Camelot. 

In order to set the record straight, I have enclosed for your information a copy of one of the 
many letters I received from Post Office Counters Limited which clearly identifies the decision 
was made by POCL_ 

My comments at that time and on many occasions since, have highlighted that the income from 
the lottery terminal formed an important part of our business plan when purchasing this office. 
In the office specific terms of appointment POCL identifies the terminal in two separate 
sections. During the eight months we had the terminal we doubled the lottery turnover the 
office had had when we took over. If we ever arrive at a stage where we are formally looking 
at contractual obligations, then the matter of the losses we have incurred since the removal of 
the terminal will need to be addressed 

GRO 
Craig-y-Don Post Office 

E1150177 



POL00004598 
POL00004598 

Mr A Bates 
Subpastrnaster._ _._._ 

GRO 
14 January 2002 

Thank you for your letter of 7`h January 2002 regarding the counter shortage 
of £1041.86p currently being held in your office suspense account. 
Taking into account the length of time which has now elapsed since your 
concerns were first raised, I would agree with your comments that this matter 
now needs to be brought to a swift conclusion and I offer my apologies for the 
delay. With a view to bringing this matter to a speedy conclusion, I have 
forwarded your letter onto Mike Wiatrowicz (Post Office Ltd, Management 
Information Team, Birmingham Tel GRo ;who co-ordinates and 
controls all such enquiries, I have asked Mike Wiatrowcz to pursue this 
matter with some urgency and hope to be in a position to reply to you shortly. 

Yours sincerely 

GRO 
Glenn Chester 
Retail Line Manager 
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Mr G1e~yyChe~ter 
Post O ice Limited 
Celtic Court 
Tremaines Road 
BRIDGEND 
CF31 ITZ 

Reference: Horizon Faults 

Dear Mr Chester 

Alan Bates 

GRO 
7th January 2002 

As you are aware the cash account for this office is still showing an amount of 
£1041.86 in the suspense account. This cumulative figure was placed in the suspense 
account towards the end of 2000 and I have on doubt at all that it was due to errors in 
the Horizon system over a number of weeks at that time. In my letters to Gerry Hayes 
dated 19th December 2000 and 16th July 2001, neither of which did I receive a written 
reply to, I gave further details on this matter. 

I really do think that enough time has now passed for Post Office Limited to have 
resolved this issue and that unless I receive a written comment to the contrary by the 
end of this month I will take it that this matter is closed. When I signed my contract 
with Post Office Counters I did not sign to accept the liabilities arising from the 
shortcomings of a less than adequate Horizon system, all liabilities from such a 
system are clearly the responsibility of Post Office Limited or ICL Pathway. 

Allowing this issue to drag on not only continues the stress and strain of the original 
problems but I fear also continually casts doubt over my honesty and that of my staff. 
Therefore I would greatly appreciate it if you would bring this matter to a head in 
order that we can move on. 

GRO 
don Post Office 

Copies to: 

Mr D Foster, Gwynedd Branch Secretary National Federation of Subpostmasters 
Mr C Baker, General Secretary National Federation of Subpostmasters 
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Mr Mike Wakley 
Post Office Limited 
Celtic Court 
Tremaines Road 
BRIDGEND 
CF31 1TZ 

GRO 
3011 September 2002 

Reference: Office Procedures letter dated 21_" August 2002 

Dear Mr Wakley 

I refer to my letter to you dated 215  August 2002. As you suggested, I contact the helpline and 
faxed a copy of the letter to them. They in turn have informed me that they are unable to 
supply a written reply to my queries. In pursuing the matter on my behalf they were informed 
that these were contractual matters and as such were not able to respond to these questions. 

So I am now back where I started, totally unclear as how to deal with the situations I described 
in the original letter. Though I am now concerned about any liabilities arising from the queries 
raised. I believe I am right in presuming that these will remain with Post Office Limited until 
such time as acceptable written guidance is provided, anything other would be unreasonable. 

GRO 
Craig-y-Don Post Office 

Copied to NFSP 
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bcc 

Hard Copy To: 
Hard Copy cc: 

Date: 0-2/10/2002 18:16 
From: 

sect.  Craig- y-Dnqueriesrcgardingpotffice.proccthires for secur_e.areaaad resuIting._[iabil ies 
with reference. fathP sptnr cantract _ _1
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was_ contacted-iyAlan 
Bates Postmaster at the above office, asking for clarification of correct postoffice procedures with 
refer_ence_to. access_to the secure area and.any. resultingliahilifiesAlan has requesfedanyresp_or~ses 
in writing so that in case of any incidents he will be covered by previous correspondence. 

Alan informed._ that he sent a..letter_tiffed_Office Pro~edures_toouur office regarding_thia.on.21 
August 2002 and sent a duplicate to have addressed the first query 
regarding_cash.cc with the pm and have_referred hirrtto,Recait and_inventory. have also. adds sed 
the last query by informing Alan that there is no a list issued to particular types of sub postoffice 
indicafing.whatforms and leaflets the .office should holdfor.it $.type. 

have also informed the pm with regards to the third question in paragraph six that there are no 
temporary post boxes for oversized the_Ghristmas_p_edo-d. These resp_onses_ltave been 
accepted verbally and the pm has not requested written confirmation of this. 

A_ •ol~ eague contacted Alan and Atan_was discussing_the sub 
postmasters contract with reference to Health and Safety and the acceptance of parcels outside of 
the .s_ecure_.areaand any liabilities.. we will not be able to..adtress 
the remaining issues with the pm if he is relating them to his contract as we are, for good reason, not 
allbwedLrequired_ to have access to this. As aresult we.araunableto_ put anything_fin wrttfing_which is 
something Alan is insisting upon. 
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Mr Mike Wakley - Alan Bates_-.... -.-.-_-
Post Office Limited 
Celtic Court 
Tremaines Road 
BRIDGEND 
CF31 ITZ 

301 October 2002 

Reference: Office Procedures 

Dear Mr Wakley 

Earlier this month, on your visit to this Post Office, you issued me new documents to assist in 
providing answers to the questions I raised in my letter to you dated 21st August 2002. 

The documents were pages 1, 8, 9, 13, 14 and 15 of Post Office Counters Ltd Security Manual 
Chapter 3 Section 1,. Issue No 4 and pages 1, 3, 53 and 72 of Post Office Counters Ltd Section 
1 and Appendix 2 of the Subpostmaster Contract and Status, Issue September 1994. 

Though a number of sections in these documents were highlighted, such as clearly stating that 
postmen must not be admitted into the secure area, they failed to give clear and unambiguous 
instruction or guidance as to how to deal with the items as listed in my original letter. 

I am sure that you will appreciate that many of the queries in the August letter are not simply a 
matter of security but also have many Health and Safety implications, and I can find no 
reference to H&S in the documents provided. Any assistance you an offer on this would be 
appreciated. 

I don't know if it would help but I have quite a good working relationship with my local MP, 
who has a keen interest in Post Office issues and is involved with a number of Parliamentary 
interest groups looking into the Post Office. I am sure she work be delighted to try and assist 
in bringing clarity to some of these Health & Safety issues if asked. Please let me know if you 
urul.d.l.ike_.tu .tcx.make_the request. 

GRO 
i n catces; Sur po rm seer Craig-y-Don Post Office 

Copied to NFSP 
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15t November 2002 

GRO' 

De,arAlan 

Health and Safety 

Thank you-for your letter dated O'October 2002. 

Celtic Court 
Tremains Road 
BRIDGEND 
Mid Glam 
CF31 1TZ 

Please be advised that t have, forwarded- yourtetter an to the appropriate 

department for a reply. 

Yours sincerely 

Mike Wakley 
Retail Line Manager 

Tel 
No__._.-G ROFax-No 
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Mr Mike Wakley 
Post Office Limited 
Celtic Court 
Tremaines Road 
BRIDGEND 
CF31 1 TZ 

[Ø1II 
30th September 2002 

Reference: Office Procedures letter dated 21'` August 2002 

Dear Mr Wakley 

I refer to my letter to you dated 215` August 2002. As you suggested, I contact the helpline and 
faxed a copy of the letter to them. They in turn have informed me that they are unable to 
supply a written reply to my queries. In pursuing the matter on my behalf they were informed 
that these were contractual matters and as such were not able to respond to these questions. 

So I am now back where I started, totally unclear as how to deal with the situations I described 
in the original letter. Though I am now concerned about any liabilities arising from the queries 
raised. I believe I am right in presuming that these will remain with Post Office Limited until 
such time as acceptable written guidance is provided, anything other would be unreasonable. 

GRO 
Craig-y-Don Post Office 

Copied to NFSP 
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Mr Mike Wakley 
Post Office Limited 
Celtic Court 
Tremaines Road 
BRIDGEND 
CF31 ITZ 

Dear Mr Wakley 

GRO 
11th November 2002 

Reference: Network Reinvention — Urban Branches 

As you are aware we are one of the 9000 urban offices from which the 3000 office closures 
will be selected and as such, I thought it would be helpful to clarify in writing our position on 
this issue. 

Earlier this year, at the time of being asked for our views by Post Office Limited with regard to 
our branch and in my subsequent further conversations with you, I have stated the following 
position. That we would be willing to stay on only if we are able to offer uf ll services, which 
would include DVLA, Passports, etc. Items which were available along the road in Boots in 
Mostyn Street until it closed down earlier this year and which are constantly requested by our 
customers. 

Realistically we will not be able to survive without these extra services as when I look closely 
at our customer base their particular needs, the ACT effect over the next few years is likely 
to result in a loss of 60-75% of our current business. Our business will totally collapse before 
that point. 

We took over the business four and a half years ago, since then we have spent many tens of 
thousands of pounds undertaking, from our point of view, major building and refurbishment 
schemes of the premises. At our own expense we have brought the Post Office to the front of 
the building where it now commands the main entrance and dominates the business. You only 
have to look at our sales figures for the last couple of years to see how these improvements, 
amongst others, have resulted in a steady month on month and year on year growth in our 
business. Though any benefits received from this extra business have quickly been overtaken 
by increased overheads, for example our wage bill is now 50% higher than it was when we 
took over. 

Also reinvention has now stopped us in our tracks with regard to developing the rest of our 
business. When you were here last I showed you around the rest of the property which we had 
recently finished refurbishing. We have a whole new area ready for fitting out and stocking, 
probably 30-40 metres of wall space which on average will cost about £1000/mire to stock. 
With the present uncertainty there is no way we can commit to such an expenditure. 
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Reinvention has now begun and I would very much appreciate it if you would forward my 
letter with a request that this office be assessed at the earliest possible opportunity in order that 
we can continue our development of the business or make the necessary arrangements. Our 
business does survive purely from the Post Office, the private side makes a substantial 
contribution to the overall viability. Making us stand still for the next three years would in 
effect be subjecting us to a `death by a thousand cuts' (or days), and knowing our current 
commitments and the proposed timetable of ACT I doubt whether we would be in a position to 

GRO 
Craig-y-Don Post Office 
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To:-

Froi 
Ret 

Date.- 15th November 2002 

cc. 

$.u1 Craiy Don 
T 77,5 

Please see attached correspondence form Alan Bates, Subpostmaster, Craig y Don. 

Within Alan's letter he has pointed out his clear concerns and the development he has 
undertaken and has planned. 

As requested, within his last paragraph he is seeking that his office is assessed as 
soon as possible. 

would be grateful if you could reply to Alan, as he is most anxious. 
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Mr Mike Wakley 
post Office Limited 
Celtic Couti 
T rerrraitnes Road 
BRID£ iEND 
tr' i'1 t I Z 

Alan t3a1es 

GRO, 
2£i h̀ bias; rgt: t 'if 

Rel`wrence« a1th . Safety Issue 

l note the comments of y+ utr tett:er dated l ' ̀  November 2002. the contents of'which has left txte, 
concerned over a nuntltr r of ' u. vhicf I. will .now list. 

Prior to the installation cr:f.Horizon.at this uff'ice I .raised the matter of The Health.& Safety 
confarnritr of the equipment With the }foriaimpkmciitathmTeam and the Post Office, 1 ten 
.ere, you are aware that it is a HSl regtrirei-rl ht for all etrtploycrs to urd rt ke s hi&S 
aessment of ne 'e :)r.€ Mrrt broal„ht into a business. My particular concern ern late o 

hcthcr cr n the eq p nt can er: under he ya .,'3 ;Teens civipmc i Regulations of l9 i . 

.1 spoke to many people and sent through s € t*lc ; ctr. c s;tcr t nce on this issue, 
veotually I was told to forget it, Las ICE.. Pathway and. Post.Of iee C'ouurrters Limited had 

ensured -the, system -inct all :.t &S criteria. l4aviog received that: asswanc;e I lei the water drop 
though I. have neither been convinced nor received any writteneonffima#ion of the conformity. 
Also as the Post 0th cc stipulated how the equipment was. to be operot d;in this ,instance surety 
it fills within its remit it. to apply gtudaucein other. ;hatters whew it has an. operating
,r4'. t'<a-v1~3~^,..rd , such as those in In original letter-

Thu position Ti find myself in at present is certaiith not helpfu , nor I would irnagi t :,; is it 
satsfact iy l r the Dust Ofli e. On one. hand roc want me to meet certain operating criteria 
soil you sE to that it is tractual, on the other band 'you °w.ill not stipulate how &t are meant to 
meet this criteria in order complywith l lx{! ' requirements. I fail. 'tier see how see haw II:&S 
complhanee is the responsibility of the P0. in same instances and not otlienk and the selectinrr 

TI am re •cu wl.l appr. i.at , that, in tii ski days cif Isrs.i;tl.ity tn.Gl alrport  nrreenf of b arac it is 
important toe.nsate thesis ntatt;rs art not Jeff in a grey state. It is far better for all concerned 
to maloi sore there are no areas -of.a.nhit uit; .. 

If you are unable to ey err.aity positive assistant ; in clarifying the corn..e is Qf:rny 0_rig£zt 1. 
letter other than restating the details enclosed in your last letter. Then n and ..next contact tvill lee 
with,, the 1-ISE -to engage their assistance in cla.rif tttg The positions of respot sthili±ty and 

i:Iwi.ng_up_guidane for myself and the others cinployed :hero. 

GRO 
Post Of'lic.e 

Copied to 
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Mr Mike Wakley Alan Bates 
Post Office Limited 

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

Celtic Court 
Tremaincs Road 
BRIDGEND 
CF31ITZ 

aid December 2002 

Reference: Network Reinvention — Urban Branches 

Dear Mr Wakley 

I wrote to you on the 11t  November about Network Reinvention and in reply you informed me 
that you had sent copies of my letter on to others for them to reply. 

Since then I have not heard from anybody and it is really important to contact those responsible 
for making decisions on this matter. Every day this indecision continues it is having serious 
detrimental financial effect on the private side of our business and regardless of whether our 
Post Office stays open or is closed, we will be looking for this shortfall to be met. 

Yours is the only contact address I have for any item relating to the Post Office, but if you are 
able to provide me with the details of those involved I would gladly steer my comments 
directly to them. 

Craig-y-Don Post Office 
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To: .°OSTOFFICE@E GRO 
cc: 
Hard Copy To: 
Hard Copy cc: 

Date: 09/12/2002 12:46 
From: 

Subject: Craig Y Don 

Dear Mr Wakley, 
Reference: Health and Safety 

I note the comments of your letter dated 11 November 2002, the contents of which has left me 
concerned over a number of issues which I will now list. 

Prior to the insti llation of Hanzon al this offce, I raised fhe matter of the Health and Safety 
conformity of the equipment with the Horizon Implementation Team and the Post Office. I am sure 
you are aware that it is a HSE requirement for all employers to undertake a H&S assessment of new 
equipment brought into a business. My particular concern related to whether or not the equipment 
came under the Display Screens Equipment Regulations of 1992. 

I spoke to many people and sent through considerable correspondence on this issue. Eventually I 
was told to forget it, as ICL Pathway and Post Office Counters Limited had ensured the system met 
all H&S criteria. Having received that assurance I let the matter drop, though I have neither been 
convinced nor received any written confirmation of the conformity. Also as the Post Office stipulated 
how the equipment was to be operated in this instance surely it falls within its remit to supply 
guidance in other matters where it has an operating requirement, such as those in my original letter. 

The position I find myself in at present is certainly not helpful, nor I would imagine, is it satisfactory 
for the Post Office. On one hand you want me to meet certain operating criteria and you state that it 
is contractual, on the other hand you will not stipulate how we are meant to meet this criteria in order 
cornplywith HSE requirements.--] fail to-see-how-H.  compliance_isthe..respo.uibjlitofthe 

eQ-

insome instances and not others the selection seen quite artitrary. 

I am sure you will appreciate that in these days of liability and apportionment of blame it is important 
to ensure these matters are not left in a grey state. It is far better for all concerned to make sure 
there are no areas of ambiguity. 

If you are unable to offer any positive assistance in clarifying the comments of my original letter other 
than stating the details enclosed in your last letter. Then my next contact will be with the HSE to 
engage their assistance in clarifying the positions of responsibility and drawing up guidance for 
myself and the others employed here. 

Yours sincerely, 

Alan Bates - Craig Y Don 
Copied to NFSP 

E1/50/91 



POL00004598 
POL00004598 

Mr Mike Wakley 
Post Office Limited 
Celtic Court 
Tremaines Road 
BRIDGEND 
CF31 1TZ 

Reference: Office Procedures 

Dear Mr Wakley 

GRO 
30 h̀ October 2002 

Earlier this month, on your visit to this Post Office, you issued me new documents to assist in 
providing answers to the questions I raised in my letter to you dated 215f August 2002. 

The documents were pages 1, 8, 9, 13, 14 and 15 of Post Office Counters Ltd Security Manual 
Chapter 3 Section 1, Issue No 4 and pages 1, 3, 53 and 72 of Post Office Counters Ltd Section 
I and Appendix 2 of the Subpostmaster Contract and Status, Issue September 1994. 

Though a number of sections in these documents were highlighted, such as clearly stating that 
postmen must not be admitted into the secure area, they failed to give clear and unambiguous 
instruction or guidance as to how to deal with the items as listed in my original letter. 

I am sure that you will appreciate that many of the queries in the August letter are not simply a 
matter of security but also have many Health and Safety implications, and I can find no 
reference to H&S in the documents provided. Any assistance you an offer on this would be 
appreciated. 

I don't know if it would help but I have quite a good working relationship with my local MP, 
who has a keen interest in Post Office issues and is involved with a number of Parliamentary 
interest groups looking into the Post Office. I am sure she work be delighted to try and assist 
in bringing clarity to some of these Health & Safety issues if asked. Please let me know if you 
would like me to make the request. 

GRO 
Craig-y-Don Post Office 

Copied to NFSP 
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Mr A. Bates 
Subpostmaster _ 

GR 
11th November 2002 

Reference:- Health and Safety Issues 

Dear Alan 

Celtic Court 
Tremains Road 

BRIDGEND 
Mid Glam 
CF31 1TZ 

Further to your letter dated 30th October 2002,concerning Health and Safety issues, 

have been advised by Post Office Ltd's National Health and Safety Manager. 

Please see below the following statement which clearly explains a Subpostmasters 

Health and Safety responsibility. 

'A Sub Postmaster, as a self employed business man, is responsible for the health 

and safety of his workplace and those he employees. Where any work his employees 
are required to do as part of their normal duties, includes manual handling, the Sub 
Postmaster is required under The Health and Safety at Work Act 1974 and The 
Management of Health and Safety Regulations 1999, to carryout a suitable risk 
assessment of the hazards and risks his employees face and provide them with 
suitable information, instruction, training and supervision, in carrying out that task 
safely. Manual handling training, available from many safety training organisations will 
equip his staff with the knowledge of how to carryout such tasks safely.'. 

I trust that this clarifies any Health and Safety issues you may have. 

Yours sincerely 

Mike Wakley 
Retail Line Manager 
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19/12/2002 18:05  
Subject: Craig y don 461614 

you may recall we spoke about Craig y don a few weeks ago. To go through the full story for you. 

The Postmaster, Mr Alan Bates, wrote to asking for a commitment regarding 
the future of his office. 

spoke with about the criteria for choosing offices to consider NR activity and said that 
Craig-ydon was not a priority to close a, of had a Very Low review index, did over 1100 BTH, has a 
remuneration of well over £35k and an overlap of just 11%. also pointed out that as this was a 
voluntary programme, if Mr Bates did not want his office to be considered for closure he should 
amend his preference. 

Mr Bates has been pressuring . for a response. 
Mr Bates has still had no answer. 

Mr Bates is threatening to take this 
further although what this means is unclear. 
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Hard Copy To: 
Hard Copy cc: 

Date: 11/01/2004 19:44 
From: 

Bates wrote on 28th October alleging that we frustrated the contract and that 
he was entitled to damages for 2 days loss of trade. He also was enquiring about mail redirection and 
archiving. 
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Christine Randall 
Implementation Support 
Post Office Ltd 
8th Floor, Lionel House 
86 Lionel Street 
BIRMINGHAM 
B3 lHQ 

Re Craig-y-don Post Office 

Dear Ms Randall 

Alan Bates 

GRO 

6th November 2003. 

As I have not received a rep' to my letter dated 28 h 
October 2003 and as the Post Office 

terminated my contract on 5 November 2003 I would be obliged if you would arrange for the 
collection of all Post Office stores, records and materials from our premises by Friday 14th
November 2003. 

Should you fail to meet the deadline for the collection of all your materials by that date I will then 
invoice you for the rental of the storage place taken up by Post Office Ltd materials at a rate of £1 
per mailsack per week. 

Yours sincerely 

Alan Bates 
Subpostmaster Craig-y-don Post Office 
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121/10/2003 07:52 Subject: Craig Y Don 

need advice if Mr Bates refuses to hand over cash 
and stock on the day. 

. would believe it would be correct for to then speak to Mr Bates and state that we 
have access to check and verify our stock and cash at any time as per contract and that we have 
advised him already of this in writing. If he then continues to deny access, would therefore suggest 
that he cooperates unless we would contact the Police to gain access to remove cash and stock. 
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IN CONFIDENCE 
Mr A Bates 
Subpostmaster 

GRO 

Dear Alan 

Celtic Court, 
Tremains Road, 
BRIDGEND 
CF 31 1TZ 

Telephone: .̀_._._._. G.RO_.___.__ 

8 October 2003 

Thank you for your letter of xxxxxx regarding the Craig y Don Post Office and seeking 
clarification regarding any TUPE obligations on the removal of the Post Office service from 
your premises. 

Firstly, I must emphasise that a Subpostmaster operates under a Contract for Services and as 
such, any one employed as a Post Office assistant are his/her employees. The present 
circumstances regarding the Post Office in Craig y Don mean that your assistants are likely 
to remain your responsibility. 

If the branch closes, you as the employer would therefore be responsible for any 
redeployment of your staff and any redundancy should you take such a decision. 

If we succeed in our ambition to retain a Post Office counter service in the Craig y Don area, 
the degree of TUPE obligations would need to be considered against the circumstances and 
timing of any development. 

I hope my letter has clarified the main points you raised, however, the National Federation 
of Subpostmasters do provide advice on TUPE legislation and I would recommend you 
contact them for further information. 

Yours sincerely 

MIKE WAKLEY 
Retail Line Manager 
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Subject: Craig y Don 

!dos 5th November 2003. Mr A 
Bates the Spmr has refused access 
as he cannot see in the contract that he should do so. 

Also the Spmr has apparently said that come the closure day he will simply transfer the cash and 
stock through the parcel to the auditors and has no intention of granting them access to the secure 
area which maintains is his alone. 
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IN CONFIDENCE 
Mr A Bates 

GRO 

Dear Mr Bates 

Celtic Court, 
Tremains Road, 
BRIDGEND 
CF 31 1TZ 

Telephone:` GRO_._._._._. 

20 October 2003 

As you are aware, your last day of service is on the 5th November 2003 when your Contract 
for Services as a Subpostmaster ends. 

In order to enable you to run the sub Post Office, Post Office Ltd has loaned to you various 
items of equipment belonging to it such as scales, alarms, safes and the Horizon computer 
equipment. There is also cash and stock at the office which will need to be removed on or 
before your last day of service. 

On the 8th October 2003, a representative of the NIET team, John Bourke, went to your office 
by arrangement with you to survey the items of equipment which will need to be removed 
on or before the 5th November 2003. In order to do this, Mr Bourke needed access to the 
secure area at your Post Office, but you refused him access saying that there was nothing in 
your Contract for Services which required you to allow such access. 

I agree that this situation is not expressly covered in the standard Subpostmasters Contract, 
but I am sure you will appreciate that Post Office Ltd needs to inspect the area to see if there 
will be any problems with removing particular items such as the safe on or before the 5th 
November 2003. If access is not allowed to the secure area, it may well be that the removal of 

the goods and equipment belonging to Post Office Ltd will have to be delayed if unforeseen 

problems with the removal are experienced before 5th November 2003 and I do not consider 
that this is in the interest of yourself or of Post Office Ltd. 

/: Although 
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Although not a specific term of the contract, I have been advised that it would be an implied 
term of the contract to allow Post Office Ltd's business to function properly, that access 
should be granted to an authorised Post Office employee who properly identifies himself, I 
would point out that procedures for allowing access to official visitors are detailed in Section 
9 - Page 19 of the Counter Attack Booklet. The Counter Attack Booklet forms part of the 
Operations Manual/Postal Instructions mentioned within Paras 13 -17, Section 1 of the 
Contract for Services. 

I would be grateful therefore if you would please reconsider your decision and allow access 
to the secure area to allow the inspection to take place. The date and time of the visit can be 
arranged to suit yourself and there is no reason why you should not be present at all times 
while Mr Bourke is in the secure area inspecting the goods and equipment. 

It is accepted that the premises of which the secure area is a part belongs to yourself as the 
Subpostmaster and owner of the premises, but the cash, stock and equipment all belong to 
Post Office Ltd and while the contract is in existence, you are responsible for looking after all 
these items and as such, we would expect your cooperation in allowing Post Office Ltd 
access to inspect and safeguard its property. 

I am also aware that you have apparently said that when the office is defunded you will 
simply transfer the cash and stock through the parcel hatch to the auditors who attend on 
that date and that you have no intention of granting them access to the secure area. if you 
insist on this procedure you. would be putting at risk the security of the auditors and the 
security of the cash and stock at the office and you do have a contractual responsibility for 
the cash and stock under Section 12, Paragraph 5 of your Contract for Services. You would 
also be responsible for any losses caused by the lack of access to the secure area if that were 
to cause any losses to occur. Again, I would ask that you cooperate with the Auditors and 
allow them access to the secure area which is where the final audit takes place on the last day 
of service ,or earlier if appropriate,of all Subpostrnasters. 

Post Office Ltd wishes to deal with all matters relating to the Craig y Don Sub Post Office as 
efficiently and quickly as possible and I would therefore ask for your cooperation and 
goodwill in enabling the goods and equipment to be inspected and then removed and for the 
cash and stock to be safely recovered from the office. Can you please therefore confirm that 
Mr Bourke can obtain access to the secure area in the near future to enable the necessary 
inspection to take place and that the Auditors will be allowed access to the secure area on the 
Tuesday 4th November 2003 the intended day for the audit of accounts and removal of the 
official cash and stock. 

I look forward to hearing from you as soon as possible. 

Yours sincerely 
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MIKE WAKLEY 
Retail Line Manager 
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IN CONFIDENCE 
Mr A Bates 
Subpostmaster 

RO!!G

Dear Mr Bates 

Celtic Court, 
Tremains.Road, 
BRIDGEND 
CF 31 1TZ 

27 October 2003 

I am writing following our telephone conversation of today, 27th October 2003. I can confirm 

that your decision not to grant permission for an interim service arrangement from your 

premises has been noted. 

We will now proceed with the closure as previously advised. 

Yours sincerely 

MIKE WAKLEY 
Retail Line Manager 
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IN CONFIDENCE 
Mr A Bates 
Subpostmaster 

GRO 

Dear Mr Bates 

Thank you for your letter dated 29th October 2003. 

Celtic Court, 
Tremains Road, 
BRIDGEND 
CF 311TZ 

Telephone; GRO 

30 October 2003 

In reply to your letter, I wish to refer you to my letters dated 2nd September 2003 and 
19th September 2003 concerning interim arrangements at Craig y Don Post Office to 
which you failed to reply to by the given date. 

Yours sincerely 

MIKE WAKLEY 
Retail Line Manager 
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GRO 
24 r̀' October 2003 

Dear Mr A Bates 

am 

writing 

to 

confirm 

the arrangements for the closure of the above post office. 

• The time & date of the office closure to the public is 17.30 on 03/11/03 

• The time & date of the final audit is 09.00 on 04/11/03 

• The time & date for the removal of cash & stock is approximately 12.30 on 04/11/03 

• The time & date for the removal of the Horizon equipment is 10.00 on 04111103. 

• Your last day of service is 05/11/03 

Alarm
The existing alarm system will be removed from the secure Post Office area within your 

premises on Tuesday 04/11/03 

Signage
It is your responsibility to remove all internal and external Post Office branded signage 

Please arrange for this work to be completed by Tuesday 04/11/03 

Horizon
You will shortly receive a number of boxes for the Fujitsu engineer to pack the Horizon kit 

after decommissioning. Please keep these safe and do not use for any other purpose. 

Your horizon terminal (s) will be uplifted on Tuesday 04/11/03 the electrical supplies and 

ISDN box (BT) will be left in place. BT will disconnect the line outside your premises at 

some point over the next few days — if you wish to remove the internal fittings you may do 

so from 05/11/03 

Telephone
You are eligible to claim an allowance for your official telephone on a pro rata basis up to 

and including Wednesday 05/11103. When you have paid the final bill you should forward 

it to the Human Resources Service Centre for a 
refund in the normal fashion. 

Page 1 of 3 
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Closure Posters 
You will shortly be receiving closure notices for display. Please ensure that the 
details are correct and displayed as soon as possible after receipt. If there are 
any problems with posters please let me know as soon as possible. 

Pension & Allowance Books 
The Audit & Inspections Team will advise you where Pension and Allowance 
Books should be sent. They will notify you of this, when they phone to confirm 
the date for your Branch audit. Pension and Allowance books should be sent 
by Special Delivery. 

Redirection of Mail 
All mail relating to your Post Office Branch will be redirected to Llandudno Branch 
Office, as this will come into effect after your last day of trading. 

Archiving of Office Records 
We require certain office records to be archived. You will shortly receive 5 record centre 
archive boxes, per Horizon counter serving position. I enclose a number of record forms 
for the packing of the boxes - please place one form in each of the boxes. The following 
gives an indication as to how the records/boxes should be arranged:-

Box Contents Accompanying Form 
Box 1 Cash account records Requesting storage for 6 Years 
Boxes 2-5 Daily account records Requesting storage for 2 Years 

Daily undercopies 
Weekly undercopies 

You will need to weigh each box and affix the appropriate postage stamps. As this will 
need to be done before the final cash account, please allow for the extra weight of the 
final week's worth of records. 
The boxes are to be addressed to:- Romec Records Centre, Unit 1 Elmlea Trading 
Estate, Leeside Road, LONDON, N17 OXR. 

Datestamps
Please retain and hand to the auditor when they arrive at your office. 

Stores & Manuals 
We will require you to make waste any unused stores and manuals. We are unable to 
collect and re-cycle this material. 
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Page 3 of 3 
Re: Craig-Y-Don Branch 

Claiming Official Postage 
The cost of the postage is claimed as official postage for which you will need the 

following forms. These can be obtained from Swindon stores: - 

P4273 Official Postage Paid in Stamps 
P5365 Summary of Vouchers Claimed 
P5408 Vouchers to TP (Adhesive Label) 

Complete the P4273 with the total amount of postage affixed to all storage 

boxes and Special Delivery items. Transfer the total amount claimed to 5365, 

line 3. Enter datestamp, signature and FAD code on both forms. Once the 

final cash account is complete both forms are to be sealed in a brown envelope with the 

adhesive label (P5408), this is then despatched to Chesterfield in the brown one trip 

pouch. 

You must enter the amount of official postage claimed through the Horizon system, before 

the final cash account is produced. The Horizon path - is: -Transactions (F1), Serve 

Customer (F1), Postage Stamps (F3), Enter value from P4273, Finish to vouchers (F6), 

Pick Other Vouchers to TP, Enter value from P4273, Finish to Cash. 

Last Day of Service 
A representative from this office will attend on Tuesday 04/11/03 to ensure that all agreed 

activities have been completed. You will be asked to sign a completion certificate during 

this visit. 

If you have any queries relating to any of the above please call me on the number below 

Yours sincerely 

Christine Randall 
Implementation Support 
Post Office Ltd 
Network Implementation and Equipment Team 
8th Floor 
Lionel House 
86 Lionel Street 
BIRMINGHAM 
B3 1 HQ 

Telephone No: GRO _._._._._.. 
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Christine Randall 
Implementation Support 
Post Office Ltd 
8th Floor, Lionel House 
86 Lionel Street 
BIRMINGHAM 
B3 1HQ 

Dear Ms Randall 

Alan Bates 

GRO 

28 h̀ October 2003 

In response to your letter dated 24 h̀ October 2003 I must point out that your proposed action is an 
attempt to deny me the ability to trade by undermining the purpose of the contract. In effect it 
amounts to an intentional frustration of the contract by Post Office Ltd which would allow me to 
recover damages from you for 2 days loss of trade for your breach. 

With regard to your proposed redirection of mail. I would advise you that considerable 
correspondence including private and confidential mail for myself and The Wool Post will also 
include Craig-y-don Post office in the address. I will expect this mail to be delivered without 
delay and without being opened. 

Also I can find no reference in the contract requiring me prepare and despatch records for 
archiving, would you please advise me under which section you require this undertaken, or make 
alternative arrangement. Would you also please clarify under which section of the contract you 
require me to make waste any unused stores and manuals or again make alternative arrangements. 

Yours sincerely 

Alan Bates 
Subpostrnaster Craig-y-don Post Office 
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19.01.04 Your ref: 

Dear 
Re: Post Office®, Craig Y Don branch 

Mr Bates -ex 
subpostmaster at Post Office®, Craig Y Don branch. 

the 
termination of Mr Bates' contract with Post Office Ltd was done 
following proper investigation, coupled with both proper warnings and 
with appropriate offers of additional training and support. Additionally, 
no evidence was found which, in any way, substantiates the various 
claims being made by Mr Bates. 

It is clear to me that the decision to terminate Mr Bates' contract was 
not only correct, but that it was the only sensible option. 
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-

.Alan -Bates 
-

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

Thank you for your enquiry dated 5th January 2005 requesting the 
fol lowing information (I quote from your letter): 

"1) My contract was terminated citing a contractual clause 
which only requires Post Office Ltd to give three months 
notice without giving a reason. Why was this clause invoked 
at the time that it was? 
2) As a subpostpaster was I liable for the data the Horizon 

system generated at my subpostoffice. If yes how long does 
that liabi l ity last for? 
3) As a subpostmaster did I have full access into the 
Horizon system in order to check all the data I, and my staff 
had input into the Horizon system? 
4) Did Post Office Ltd ever respond to the points I raised of 
access to data and acceptance of liability for that data in the 
letters from myself dated 19*1 December 2000, 18th July 
2001, 7tn January 2002 and 16th April 2003? 
5) Do Post Office Ltd deem that the Horizon system to be 

100% accurate and without flaw or error? " 

Post Office Ltd regards information relating to 1) above as a 
subject access' request under the Data Protection Act. As such, 
the Freedom of Information Act provides that these are handled in 
accordance with the requirements of the Data Protection Act. I 
have forwarded your request to the Data Protection Services 
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In relation to point 4) above: 

e I can confirm a letter was received on 19th December 
2000 and is on file. There is no written reply on record. 
However, there is an e-mail from the NBSC customer 
relations (Gerry Hayes) regarding Horizon and stating 
that ICL pathway had spoken to Mr Bates at great 
length about the concerns that had been raised. 

• 1 can confirm a letter was received on 18th July 2001 
and is on fi le from yourself in reply to a letter sent by 
Gerry Hayes on 16th July 2001. 

* I can confirm that a letter was received on 7th January 
2002 and is on file from yourself. Glenn Chester sent a 
reply on the 14th January 2002. 

• I can confirm that a letter was received on 16th April 
2003 and is on file. Mike Wakley sent a reply on 2nd 
May 2003. 
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Yours sincerely 

Neil Owen 
Information Compliance Officer 
Post Office Ltd 
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Mr Mike Wakley 
Post Office Limited 
Celtic Court 
Tremaines Road 
BRIDGEND 
CF31 1TZ 

Dear Mr Wakley 

Alan Bates 

RO!!
6' October 2003 

With regard to your proposed removal of Craig-y-don Post Office from our premises would you 

please obtain a reply from the appropriate person and respond in writing to the following queries. 

What is proposed to be undertaken to meet the obligations of the T.U.P.E. regulations? How do they 

effect myself and what should 1 be saying to my staff at the present? 

GRO 
Post Office 

E 1 /50/113 



POL00004598 
POL00004598 

Mr Mike Wakley 
Post Office Limited 
Celtic Court 
Tremaines Road 
BRIDGEND 
CF31 ITZ 

Reference: Losses and Gains 
Dear Mr Wakley 

GRO 

With regard to your letter dated 2n6 May 2003,1 presume the Terms and Conditions of my Contract 
of Service you refer to are those I acknowledged on the 3l March 1998 and not 31 March 2003 as 
stated in your letter. 

You refer me to section 12 of that contract "The Subpostmaster is responsible for all losses caused 
through his own negligence, carelessness or error, and also for losses of all kinds caused by his 
Assistants. Deficiencies due to such losses must be made good without delay." You rightly point 
out that I have agreed these terms and I can confirm 1 would gladly make good any losses caused in 
these manners. But I can see nothing in this clause which states that I am also liable for data I am 
unable to check. 

Taken to an extreme, if the Horizon system said I owed £1,000,000 you would say I would have to 
make good the loss without delay and without question. 

There is no way I will agree to be held responsible for data I have input until such time as I am able 
to access the data that I am being asked to be responsible for. In trying to state that I have 
acknowledged such things in the Terms and Conditions of my Contract of Service you are in effect 
purporting to vary this contract. 

As we are talking about matters contractual I would also draw your attention to item 4.5, and 
reference is also made in item 4.4 of the Conditions of Appointment for Craig Y Don Sub Post Office 
included in the Contract of Service. This relates to the National Lottery playstation which was 
already installed and operational when we took over the business. The Post Office removed the 
machine at the end of January 1999 despite all my protests both written and verbal about the loss of 
revenue they were going to cause me, about how it had been part of my business plan revenue 
projection, of how we had doubled the turnover of the terminal in the few months we had been in 
office. I presume the Post Office will now be returning the terminal to us and making good the loss 
of income we have incurred during the period we were without the terminal. 

Finally, in respect of an issue I raised with you in my letter dated 3" December 2003, namely 
recovering the financial shortfall from the private side of our business due to Post Office Limited's 
actions. Our accounts are currently with the firm of Chartered Accounts we use, who are preparing a 
statement on the level of shortcomings we have incurred. It will be significant and we will be 
looking to recover that lost income swiftly. In the meantime I would appreciate it if you would 
ascertain to whom the correspondence should be directed, in order to minimise the delay in meeting 

t. r Llrl._t._k e better to address it to you? 

GRO 
Craig-y-Don Post Office 
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1 November 2002 

GRO 

Health and afy 

Thank you for your Fetter dated-30'h October 2002. 

Please be advised that t have forwarded your letter on to the approprieete 

department for  reply, 

Yours sincerely 

Tel No.

---------------------------------------
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Mr Mike Waklcy 
Pest Office Limited 
Celtic Court 
Tremaines Road 
BRDGEND 
CF31 1TZ 

Reference; Office Procedures 

Dear Mr Wakley 

GRO 
30"' October 2002 

Earlier this month, on yout visit to this Post Office, you issued me new documents to assist in 
providing answers to the questions I raised in my letter to you dated 21Q` August 2002, 

The documents were pages 1., 8, 9, 13, 14 and 15 of Post Office Counters Ltd Security Manual 
Chapter 3 Section 1, Issue No 4 and pages 1, 3, 53 and 72 of Post Office Counters Ltd Section 
1 and Appendix 2 of the Subpostmaster Contract and Status, Issue September 1994. 

Though a number of sections in these documents were highlighted, such as clearly stating that 
postmen must not be admitted into the secure area, they failed to give clear and unambiguous 
instruction or guidance as lo how to deal with the items as listed in my original letter. 

I am sure that you will appreciate that many of the queries in the August letter are not simply a 
matter of security but also have many Health and Safety implications; and I can fired no 
reference to H&S in the documents provided. Any assistance you an offer on this would be 
appreciated. 

I don't know if it would help but I have quite a good working relationship with my local MP, 
who has a keen interest in most Office issues and is involved with a number of Parliamentary 
interest groups looking into the Post Office. I am sure she work be delighted to try and assist 
it bringing clarity to some of these Health & Safety issues if asked. Please let me know if you 

request. 

GRO 
Craig-y-Don Post Office 

Copied to NFSP 
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V. postoffi caco. u k 

the simple answer to Mr Bates' 
question is that he is contractually obliged to, "at his own expense, 
provide premises in which such reasonable office accommodation and 
fittings as Post Office counters Ltd may require are made available for 
carrying on the Post Office Counter Business" (Section 13,1 refers). 

However, he is responsible for the safe keeping of all Postal Packets 
and if deemed negligent, he could fall foul of the Post Office Act 1953, 
extract attached. 
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To: 
cc;. 
Hard Copy To: 
Ward Copy cC; 

8 u1h.Lectt L. Craig. Y peon 

-i O t. ̀ • a 

In his second letter following the verbal replies form he has quoted. `Though 

am now concerned about any liabilities arising_from the queries raised,. believe 

am right in presuming that these will remain with Post Office Limited until such times 

as acceptable written guidance is provided, anything.other would be unreasonable'. 

understanding is that he is responsible for providing premises, which are 

suitable for carrying out Post Office business, and any H&S issues, 
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Alan Bates 

GRO 
30tb September 2002 

References Office Procedures letter dated 21$' August 2002 

Dear Mr Wakley 

1 refer to my letter to you dated 21 
gt August 2002, As you suggested, I contact the helpline and 

faxed a copy of the letter to them. They in turn have informed me that they are unable to 
supply a written reply to my queries. In pursuing the matter an my behalf they were informed 
that these were contractual matters and as such were not able to respond to these questions. 

So I am now back where I started, totally unclear as how to deal with the situations 1 described 
in the original letter. Though I am now concerned about any liabilities arising frou2 the queries 
raised. 1 believe I am right is presuming that these will remain with Post Office Limited until 
such time as acceptable written guidance is provided, anything other would be umeasonable, 

Craig-y-Don Post Office 
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Mr A Leighton 
Chairman, Royal Mail Group plc 
148 Old Street 
LONDON 
ECIV9HQ 

Dear Mr Leighton 

Alan Bates

GRO 
7"' August 2003 

I am writing to you with regard to a letter I have just received from Post Office Limited 
giving me formal notification of their decision to in terminate my Subpostmaster contract. 
As Chairman of the group responsible for Post Office Limited I thought it important that you 
should be aware of what is being undertaken in your name. 

Please find enclosed a copy of that letter as well as copies of previous correspondence and 
notes regarding the problems in question, which I have tried to keep in a chronological 
order. In reality this matter should never have reached this stage but the extremely poor 
handling by Post Office management in the past has led to the situation which could result in 
us not only losing our business but also our home. 

Unlike the Post Office I do not have endless funds to fight this injustice through the courts, 
but I do realise it is imperative for as many_people-as possible-have-an-opportunity-to-see the 
in detail the management style applied by Royal Mail Group to the very public face of the 
local Post Office. It is again trying to use what seems to be so often described as its 
outdated 'Stalinistic' management approach, in order to bludgeon its will onto the poor 
Subpostmaster, with an issue that could bankrupt every sub post office in the country. 
Whilst I appreciate that principles can be expensive, I cannot agree to any position which 
would leave me (and every other Subpostmaster) liable for claims of millions of pounds 
from the Post Office without any redress or access to data to check such claims. 

My only defence, until I can find an organization willing to offer support, is to ensure that. 
the media and all those politicians who represents a ward with a subpostoffice, as well as 
everyone who runs a subpostoffice or uses one, has an opportunity to read all the facts. To 
that end these documents enclosed and others will shortly be available online, once the 
hoarding for the front of our building advertising our website www.nostoffi eevictimsora,uk, 
is ready in week or so. Originally I had registered www.postoffncevictun.me,uk to use, but 
as the launch will undoubtedly bring up many other cases from across the country it was 
thought a larger and less personal site would be more appropriate. 
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It is important for me to make clear that as I have not breached my contract, I will not be ceasing to trade on 5th November 2003, if I did then I certainly would be in breach of my terms. If you read the enclosed documentation all is self evident. 

I am sure you can tell that my back is up against a wall, but until the hoarding is ready and in place and all the web pages are downloaded to the server I would welcome any option that would resolve this matter with the minimum of fuss and without the national publicity this issue is bound to draw, hence my letter to you as a last attempt to reach a sensible conclusion. 

GRO 
Craig -y-don Post Office 
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To: 
cc: 

Subject: Case 1-545709105, Bates 

Is there a report for the extra Horizon training arranged for Mr Bates in February 02? 
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To: 
cc: 

Subject: Craig y Don 

have just read through the paperwork relating to the issues raised by Mr Bates at Craig y Don Post 
Office® and the only reference made to NR that found so far is one in the summary 

.. Mr Bates informed him that: 

'He has attended a meeting held by the NFSP and has been made aware of who would be staying as 
a result of NR. Mr Bates stated he would only stay if he can do the full range of services! 

Other than that the pages and pages of letters and responses focus on his apparent reluctance to 
carry out business requirements tobalance, clear losses and/or gains. He appears to have been given 
some remedial training on Horizon, and support from other than that nothing appears to have 
been discussed, at least in writing, about NR. Do you still want to see a copy of his letter/ reply? 
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20/08/2003 10:41 

Subject Re Lase 1-545709105, Bates 

Bates had £1100 written off 
and was told in no uncertain terms at the time that any losses in future would 

be his responsibility. The fact that more have since come to light has been one reason for his ultimate 
tern nation of contract. 
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23 July 2003 

Reference: Loss of Income 

Dear Mr Wakley 

In previous correspondence to you I have brought to your attention the fact 
that we have incurred considerable loss to the income of the private side of 
our business due to Post Office Network Reinvention. 

The sum has now be quantified for the net loss for the period from 9th April 
2002, when we were first notified of being an urban branch and therefore 
included for consideration of closure by the Post Office, up to our financial 
year end 31St March 2003. This claim is for that period only, further claims will 
be submitted for all following periods until the outcome of the Post Office 
Network reinvention issue for this office is finalised. 

As has been put in writing previously, we have had little choice but to "stand 
still" in the non post office side of our business (see my letter dated 11 th
November 2002). This was through no doing of our own but purely a result of 
the predicament we were placed in by the Post Office and as such we are not 
unreasonably seeking to recover our losses due to your decision. 

In a previous letter I had requested the information as to whom this claim 
should be addressed to. As I received no response indicating others, I am 
presuming that this claim should be made to Post Office Limited through 
yourself. 

The amount that has been calculated that I am claiming is £2,743.68 for the 
period as given above. Needless to say as a small business we would very 
much appreciate this claim being processed as soon as possible. If you would 

let me know what supporting documentation you 
require or should you 

prefer 

the claim to be submitted in a different format or to another department, 
please let me know otherwise I will presume this submission through yourself 
is correct. 

Yours sincerely 

Alan Bates, Subpostmaster Craig-y-Don Post Office 
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Mr A Bates 

GRO 
22 August 2003 

Dear Mr Bates 

Network Reinvention 

Thank you for your letter dated 23 July 2003 to Mike Wakley, to which I have 
been asked to reply. 

It is simply incorrect to state that any loss of income to the private side of your 
business is due to Network Reinvention; the urban area designation letters 
(one of which you claim in your letter to have received) made it very clear that 
you "should not make any assumptions" based upon such designation. The 
letter went on to say that your branch would not necessarily be one involved in 
merger or closure etc, and therefore you could not have been "placed in a 
predicament" by Post Office Ltd. 

You will be aware that one of the main conditions for participation within the 
Network Reinvention Programme is that the Subp-astm.aster has a current. . 
Subpostmaster's Contract in force; as your Contract has been terminated, you 
fall outside the terms of the Programme, and it therefore cannot apply, in any 
way, to your Post Office® branch. 

Yours sincerely 

Freda M Bates 
Network Reinvention Programme 
Post Office Ltd 
3 Infirmary Street 
Leeds 

GRO 
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Mr A Bates

GRO 

Dear Mr Bates 

Thank you for your letter dated 7th August addressed to Allan Leighton, 
Chairman Royal Mail, which has been forwarded to me for reply. 

I have now completed my enquiries into the issues you have raised, 
and in doing so I have spoken with a number of the personnel involved 
in the search for a solution to the situation at Craig y Don Post Office®. 
Although I regret that the situation has reached the point of termination 
of your contract, I am confident that the various teams concerned in the 
events have worked hard to provide support and assistance to you in a 
consistent and sympathetic manner. This support included a number 
of on site attendances to assist with balancing and also to provide extra 
training on the Horizon system. The aim was always that of achieving a 
solution to the difficulties you were experiencing in managing 
transactions and processes at-Craig y Don Post Office®-branch --- - 

The Sub postmaster contract is clear on the requirement that 
postmasters must make good losses or gains made when misbalances 
occur and to bring error notices to account appropriately. It is evident 
you have consistently refused to do this, even when specifically 
requested to do so by the Area Management team. 

The Horizon system at Craig y Don Post Office® has been reviewed 
and interrogated in response to your complaints, and the reports from 
both the Horizon Field Support team and the NBSC have confirmed 

Page 1 of 2 
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Page 2 of 2 

that there is nothing inherently wrong with the Horizon system installed 
at the branch. 

The Sub postmaster Contract states that either party, Posi Office Ltd or 
a Sub postmaster, may terminate the contract with three months notice 
without a reason being given. In this instance Post Office Ltd are 
exercising their right under this clause to terminate the agreement with 
you. 

In the circumstances I feel that the Management Team has been wholly 
professional, on the investigation and deliberation of this issue. 

Yours sincerely 

Ria MacQueen 
Case Liaison Manager 

Post Office Ltd 
Operations 

Telephone:. GRO 
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Mr A Bates 
Sutpostmaster Craig y Don SPSO 

GRO 
23 May 2001 

es a 4ni 1111  and 

e S : :' e' care ee a e a e.e a .~ ae •1 ie i 

knwIedge i awe fApri1. M with.Qo I r
T 's qui a ~ i 1 s mt t Y~ Ja y; - a k4 ;it s y-~ it lIe aixl of
Staff-With altl a .sl s c ~tly.Gled=im-the ' fob ce. ` 

y issues tz- cuss prior 10 my next Visit- -_ 

YcereJy

Gerry A Hayes--.- N 
`1-Nbtwork Manager - 
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Mr A Btes 
_. Stib.nashm. ter_.Craisr_.xr_. Don 

GRO'
16 July 2001 

Dear- an 

Cash A aunt Loss £9:641:8 _ 

IIiàre received cor pandence from the Management Information Support Duty
sic that they now require- trpym.ntfar the loss of 

£104186 curntntlyhe -in Table 2a of your Cash Acmant 

Unfortunately half.~it£it[e:visit~fi'om_Sei~+l~m,-- RPr_ry anti K; Karnes r -  ion 
&alto-wance_checTc& ramie l _ ut for the ro  P ., 

•  -r.wled pn tic 
i reson& ae n-•hnTraz tbQ esulfant .lo ref C1041<84 Uy irred

I wscald the re€9 ate mattroforn
of0 YrProPo5a tonowimakegood the1osat. 

Yo sthceie1y_ 

GRO 
deny A Hayes 
Retail Network Manager 

E1/501131 



POL00004598 
POL00004598 

rM 

Alan Bates 

GRO 
7Lh_jule2OOt_ 

flearMic Perry 

to .. your-iett '-: i Ma y:  .'  twhich really fails t-o meet many of the comments of 
r letter and- ._ 

_ 
t standard responses, I-would like to request further 

WhirittL tthemj kty new services such as Ph o i icence. and passport Checking- 
are always given to the Branch Offices as a matter of course, when it is the.. Branch Offices 

s-whi am y £1 million per week and -so in reality are being subsidised 
&sub-offrces like.our im thu.position ofrunnirrg a s -if could seem that in 
su nsanxs;eveniftisnot a policy, the reality ofthe-situation seems to show that The 
z tr ticcis ra i tiug the ailing ofthhe 
husines,. in is iir Branch Offices: This is certainly not in the best interests of-the 

t: . ., hdws 
, .

eetisiderable time_ 
- 

customers and 
l-do have some understanding of their needs. Paragraph two of your letter states 'In-an- ideal 
wrI Upost offices shoutd-bxable to offer alt products and services, unftunateLy this 
p tc notcost efeetve,' so how is it cost effective to subsidise Branch Offices to the-

0 million per year?-

gal letter dated In February 200t I-pointed out that 
my 

office is growing the 
business month by month over previous years figures, but in real terms my

i -fl mFthePot (Tffice is reducing month after month_ I presume that is either to prop 
tthBrnctrOf1ie network or to try and reeaver some ofthe outrageous costs associated 
s> t1 —fling disaster called Horizon_ 

Before taking over this office three years ago I 
k pentmanyyaars working with new epos systems, both off the shelf and custom made 

bye ttnt ,' on tlx: :Horizon could- have been, the current system is a joke- Speaking 
ft ni.the poiritufview of someone working on the counter, who has spent 

years working with 
vessyystems it is. only too obvious that the system is overly complicated, slow and 

cumbersome. The-totatly inadequate report system has been made so complex and lacks the 
aiiitytontetrogate the system when you know the information is inside. This is not only 
fru$tinWbut causes hours of extra work for which again we do not get paid. The 
rt uvtioirofthe system at this otTce has personally cost me between f 1000-2000, but 

re d1esijf who 
you tatty 

to nobody wants to know, it 
is always 

someone 

else's---

, -

never 

the-irst - 

T i str anywhere from any ofthe senior management of Post Office Network that 
,llxg a real grasp or experience of what happens at the counter. There are however 

of -

words 

printed - of - haw 

wonderful 

the 

future 

will- be, 

but 

the 

future is 

here 

now and -

th - i s-stirinking, and-  almost nothing has appeared on the counter to offset the loss. 
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When we took over the b ee-years ago, a condition imposed by POCL was to open 
Lunchtimes and Wednesday afternoons, but the salary for the office was not increased to 
cover this. We were told-the extra revenue generated-  during these periods would cover costs. 
Three years on and there is still no sign of this so called extra income as the reality is that 
business has just ti , tin,- we also have to redirect ati -the people wanting MVL's to 
the nearest Brame the surrounding sub offices which offer MVL's are closed on 
lunchtimes and Wednesday afternoons. These extra hours, nearly 500 over the year, have 
cam; L - . . =uxl rx £2000 per y i, - Tw ywants to know ordo- 

Whilst-I am coiniii -z ftxa ways POOL bullies-ftnancivA-pressures onto a small business 
ras-orws, ther s-thmattvr of the National Lottery Terminal at this office. This not only 

mf rta._ . .:a toaditions for taking over t i e=wwhich required us to stay 
o rhmgron Lo vide the service, but alsoJhfined part ofour income in our _ W. 

of taking over the arid doubling the Lottery 
turn®vex; P©Ct -attc€ the temiinal away as yon= ld make more money 
with a ` t hallw4th the contract we e ' tover we like, we're  
POC-Lattic ; ' tx :l 4 to know! 

Re .ut irig to youfle y s €e that 92%® of the pàO! i in stain wri situated within---
2 miles of an office af`eri-ngthe DVLA facility'. The 92% was achieved without Craig-y-don 
R and pre 

 _ also offer all other Pit Offi -_ dts. Therefore 
-1 es --tire products std l v alable to 92% oC-ffic on if Craig-y-don Post 

cised. So eithe - ---a - t offer to close the cPo t C3ff--- side ohiiy business and 
ttr b4terease the pr - _. f= ounding offices àr iov me-withrlae services my
cu ersrequire and enatwe r icy of this office. TerFctthe situatiorrfester on is not-

-€atcpeer management with an-incr siiig financial burden for this a -  thy other surrounding--- , 
o ' but it also raises the question ofthe- nôrafifrnFst Office Networks' actions. 

v your responsete my ries and comments wiFh=rbc yo rr ige with my 
_..._._._e f ._. ._._._a bow-thi n fmnác to wh , #se day, nobody 

to ac y do something r l and -difference. 

L ~J 

S estrttaster Craig=y-don P Office  

l 
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Mr Gerry Hayes 
Retail Network Manager 
Post Office Network 
60 Deiniol Road 
BANGOR 
LL57 1 AA 

Reference: Horizon Faults 

Dear Mr Hayes 

19th December 2000 

Further to our telephone conversation on the morning of Thursday 14th December 
after the problems with our balance the previous day, I thought it prudent to confirm 
the details to you in writing. 

The balance at this office on the Wednesday the 13'' December was not only very 
stressful but also very worrying. The evidence that appeared during that day proved 
beyond any doubt that the Horizon system cannot be relied upon to give 100% 
accurate figures. The problem which was highlighted to this office that day was with 
regard to Giro Deposits and at one point the weekly returns were showing a variance, 
to the addition of the daily returns, of over £6000. 

The whole of that afternoon was spent making a number of phone calls to the 
different helplines, one of almost 1 hour long, and kept two of the three terminals 
producing nothing but reports, at a peak trading time when we had queues out of the 
door; though eventually I did manage to track down the majority of the money. That 
said the cash account for that week is still showing a shortage of £1182.81. I can 
without any doubt attribute £368.50 of that to Giro items that have been double 
entered and that I am unable to track because of the way Horizon is set up Of the-  _ 
remaining £814.31 shortage, I am presuming that £409.15 of that is the shortage from 
the previous week that has become added to the total. This leaves a difference 
£405.16 which lam unsure of where it comes from. It may well be a Giro system 
error as might be the previous weeks £409.15 shortage or it may be something else. 
Unfortunately the current Horizon system does not let you access previous 
transactions adequately enough to track problems with shorts or overs at the end of 
the week. 

Having spoken to the local Branch Secretary of the Federation of Subpostmasters on 
these problems and realising the problems I am experiencing are being found by 
others around the country I really do believe it would be unreasonable for Post Office 
Network to hold me liable for losses on the cash account until such time as 100% 
guarantee can be given about the accuracy of Horizon. 

I had been hoping to leave any comments in writing about Horizon until the Office is 
quieter in January and then write a detailed submission about the cost we have 
incurred with it (around £1000), the problems with the counter (staff working with 
money and stamp books on chairs or on the shelf behind them), the very poor layout 
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of the screen and menus, the slowness of the printers, the lack of report writing 
facilities, the chaotic end of day and end of week procedures and the problems of 
having to do `office work' at a terminal on the counter. Given time I shall produce 
the report for you. 

Please do not think that I am being nothing but negative about the system, I am a firm believer in the way forward being through such a system. But bear in mind my 
comments are made by someone who has had considerable experience of EPOS 
systems before joining the Post Office in 1998. I first began working with them in 
1986 and have used a variety of systems, I have been involved with running an 
assessment program on one system and have developed and implemented a large site 
specific package with a software development company. So I do have some insight into these systems and I would gladly be willing to offer constructive feedback if 
asked. 

With regard to the current deficit showing on our cash account for last week how do you want me to progress this week's balance? Should I just roll it through and see what happens, or what? 

I would be very grateful for any guidance or assistance you can offer on this matter. 

Your sincerely 

Alan Bates 
Subpostmaster Craig-y-Don Post Office 

} 
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Notes accompanying the correspondence 
relating to the current situation 

The Post Offices' Horizon computer system was brought on line at Craig-y-don Post Office 
in September/October 2000, and right from the very beginning there were problems. It is 
true that it was a new system and it took some time to become familiar with it but the 
problems were far more than that. From my point of view the main issue was always, and is 
still, the lack of access to the system to obtain details of the data which I have input and 
which Post Office Limited wants me to accept financial liability for. In the early days it was 
not uncommon to spend an hour on the telephone to the `helpline' trying to locate pieces of 
information and at the end of that time just give up. ' Nowadays there are very few calls to 
the `helpline' to try and locate data, mainly because both we and they know it is not feasible 
to access it. 

Shortly after a software upgrade in December 2000 we had a lot of problems with Horizon 
and after numerous telephone calls I wrote the letter. dated 19th December 2000 lAi,lAii. I 
had some assistance to look for these losses, but those I spoke with had little or less 
knowledge of these systems than I did and could not access the data any further than I was 
able. Eventually these shortages were bundled up and left in a `suspense account' until they 
could be resolved and a series of letters 1B C1  ID.lE 1Fi 1Fii show the progress and the 
conclusion. My personal belief, based on my experiences and from stories I hear, is that the 
Post Office are having considerable problems with the Horizon software, and this was 
especially true in the early days. 

Over the years the Horizon system been upgrad nd ̀improvd_,. _andis_possihly_more.. .___
robust than when it first appeared as it does allow some data to viewed, albeit in a limited 
way. I have made endless telephone calls, spoken to many people, written many letters and 
have only received an occasional acknowledgment of my comments, and very few in writing 
regardless of the strenuous efforts I have made. There have been numerous personnel 
changes of those I am responsible to, or in correspondence with, and almost no structured 
approach to management that I can make sense of. So if the letters enclosed area bit 
disjointed, that is probably why. 

Returning to the current issues, these began with a letter received from Mike Wakely dated 
14' April 2003 that I responded to on 16th April 2003, which in turn brought the letter dated 
2nd May 2003 after which I sent my letter dated 15th May 2003 in response. See items 
2A,2B,2Ci, 2Cii, 2D. 
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Paragraph 2 of the Post Office letter dated 2' May 2003 (2Ci. 2Cii) states "Nevertheless I 
must point out that you are Bound by the Terms and Conditions of your Contract for 
Services, which was acknowledged by you on the 31 March 2003, when accepting your 
appointment". 

There are two items about this statement I want to bring to your attention, though they are 
not really the crux of the matter, just an example of management style. 

i. I acknowledged no Contract for Services on the 31 March 2003. I did however, 
acknowledge a Contract for Services on the 31 March 1998, a copy of which is 
attached, items 3A.3Bi,3Bii, 3Biii. 

ii. Item 4.5, and reference is also made in item 4.4 of the conditions included in the 
Contract of Service (3Bii), relates to-the National Lotteryplaystationwhich was 
already installed and operational when we took over the business. The Post Office 
removed the machine at the end of January 1999 despite all my protests both written 
and verbal about the loss of revenue they were going to cause me, about how it had 
been part of my business plan revenue projection, of how we had doubled the 
turnover of the terminal in the few months we had been in office. The Post Office 
nowadays claim it was a Camelot decision and nothing to do with them, but I have 
clear, unambiguous written proof that the Post Office made the decision. See item 4. 

I realise I digress but I think it is important to see the ways we have been treated over other 
issues, and there are numerous other examples I could supply you details with. 

Returning again-to the current-issue; paragraph 3-ofthe Post Officedetter-dated 2-May 2003; - 
2Ci refers to Section 12 of the Subpostmaster contract. A copy or Section 12 is attached, 

items 5A.5B.5C. 5D. 

I have also included a letter I wrote dated 13'h February 2002, item 6, which gives further 
insight into the problem as well as a copy of the letter 5 August 2003, items 71. 7ii, in which 
Post Office Limited have issued the three months notice which I do not recognise as I am 
clearly not in breach of my contract. 
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Subpostmaster Craig y Don 

GRO 

Dear Alan 

Cash Account Loss £1041.86 

Cownteri Swyddfa'r Post Cyf 
Post Office Counters Ltd 

16 July 2001 

I have received correspondence from the Management Information Support Duty 
in Birmingham advising me that they now require repayment for the loss of 
£1041.86 currently held in Table 2a of your Cash Account. 

Unfortunately neither the visits from Selwyn Berry and Ki Barnes nor the pension 
& allowance checks carried out for the problematic weeks, revealed specific 
reasons as to how the resultant loss of £1041.86 initially occurred. 

I would therefore appreciate if, 
as -a matter ,of some urgency, you could advise me 

of your proposals to now make good the loss. 

Yours sincerely 

GRO
Gerry A Hayes 
Retail Network Manager 

Cownteri Swyddfa'r Posc Cyf 
Post Office Counters Led 
Gogledd Cymru a Gogiedd Orllewin Lloegr 
North Wales and North West 
60 Deiniol Road 
Bangor 

Gwynedd LL57 TAA 

GRO 
Pail Oilice Counter. 1 id H Eigiann 
NM 1151010 R0o 11 d fHire G,, -Pk H,., 

4 6nl 4 Rd.. Y BHO 
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Mr Gerry Hayes 
Retail Network Manager 
Post Office Network 
60 Deiniol Road 
BANGOR 
LL57 IAA 

Dear Gerry 

Alan Bates 

GRO 
18 h̀ July 2001 

In reply to your letter dated 16th July 2001 1 would like to draw your attention to the 
letter I sent you on the 19th December 2000. It related the problems with Horizon 
which I believe led to the losses at that time. 

As I have said to you and every other person that has ever visited with regard to the 
problems with the Horizon system, it is nigh on impossible to access the data I as a 
subpostmaster need in order to track problems or accept responsibility for the 
processing through this office. It is not that the data is not within the system, and it is 
not that Chesterfield can access this data in many other ways. But I as a front line user 
need to be given the tools, such as a report writer package which can access files on a 
read only basis, to enable me to look for problems, duplications or errors, easily and 
effectively. The alternative, and this seems to be the essence of your letter, is that I 
should subsidise the shortcomings of this system. 

I hope this clarifies my position and answers your letter. 

Yours sincerely 

Alan Bates 
Subpostmaster Craig-y-Don Post Office 
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Mr Glenn Chester 
Post Office Limited 
Celtic Court 
Tremaines Road 
BRIDGEND 
CF31 1TZ 

Reference: Horizon Faults 

Dear Mr Chester 

Alan Bates 

GRO 
7th January 2002 

As you are aware the cash account for this office is still showing an amount of , 
£1041.86 in the suspense account. This cumulative figure was placed in the suspense 
account towards the end of 2000 and I have on doubt at all that it was due to errors in 
the Horizon -system over a number of weeks at that time. In my letters to Gerry Hayes 
dated 19th December 2000 and 16 x̀' July 2001, neither of which did I receive a written 
reply to, I gave further details on this matter. 

I really do think that enough time has now passed for Post Office Limited to have 
resolved this issue and that unless I receive a written comment to the contrary by the end of this month I will take it that this matter is closed. When I signed my contract with Post Office Counters I did not sign to accept the liabilities arising from the 
shortcomings of a less than adequate Horizon system, all liabilities from such a 
system are clearly the responsibility of Post Office Limited or ICL Pathway. 

Allowing this issue to drag on not only continues the stress and strain of the original 
problems but I fear also continually casts doubt over my honesty and that of my staff. 
Therefore I would greatly appreciate it if you would bring this matter to a head in 
order that we can move on. 

Your sincerely 

Alan Bates 
Subpostmaster Craig-y-don Post Office 
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Mr A Bates 
Subpostmaster 

GRO 

"rhan hanfodol o fywyd bob dydd" w ww. t tof ice.c-c .i_jk 

"-9n essential part of everyday l ife" www,postoff-ice-co.uk 
Dear Mr Bates 

Thank you for your letter of 7th January 2002 regarding the counter shortage 
of £1041.86p currently being held in your office suspense account. 
Taking into account the length of time which has now elapsed since your 
concerns were first raised, I would agree with your comments that this matter 
now needs to be brought to a swift conclusion and I offer my apologies for the 
delay. With a view to bringing this matter to a speedy conclusion, I have 
forwarded your letter onto Mike Wiat_r_o_wicz . (Post .Office Ltd, Management 
Information Team, Birmingham Tel.; GRO who co-ordinates and 
controls all such enquiries. I have asked Mike Wiatrowcz to pursue this 
matter with some urgency and hope to be in a position to reply to you shortly. 

Yours sincerely 

GRO 

Swyddfa'r Post Cyf. Wedi'i Gofrestru yn Lloegr. Rhif: 2154540 
Swyddfa Gofrhstredig: Ty Gavrelle, 2-14 Bunhill Row, Llundain EC1 Y 8HQ 
Mae Swyddfa'r Post a symbol Swyddfa'r Post yn nodau masnach 
i Swyddfa'r Post Cyf yn y Deyrnas Gyfunol ac mews gwledydd eraill. 

Post Office Ltd. Registered in England Number: 2154540 
Registered Office: Gavrelle House, 2-14 Bunhill Row, London EC1Y 8HQ 
The Post Office and the Post Office symbol are registered trade marks 
of Post Office Ltd in the UK and other countries. 
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GRO 
06 March 2002 

r 

"an essential part of everyday l ife" wvo% 
pr)c. -tn ;c_

First of all I would like to apologise for the length of time it has taken to 
resolve this matter. It has been necessary to formulate a consistent 
approach for all such cases. 

Post Office Ltd 
has received from you a short report setting out your 

reasons why you do not accept liability for the shortage of £1,041.86p 
at your post office. 

After due consideration of the facts surrounding the loss and of your 
report, Post Office Ltd has decided to take no further action in respect 
of the loss at your post office which will be written off. This decision has 
been IYlade without prejudice to Post Office Ltd's rights to recover any 
future losses at your post office for which you may be liable under the 
contract for services and does not affect any future liability you may 
have for such losses. 

To enable me to monitor progress for all such losses could you please 
complete the section on the next page. Once the loss for £1,041.86p 
has been cleared from your suspense account, you must return the 
whole letter to me in the self addressed envelope provided. (A copy of 
this letter is enclosed, for retention at your office). 

If I do not receive a reply from you by 22 March 2002 then it will be 
necessary for me to contact you to ascertain what the delay is. 

Page 1 of 2 
Mike Wiatrowicz 
Management Information 
86 Lionel Street 
Birmingham 83.1 HQ

GRO 

Post Office Ltd 
Registered in England Number: 2154540 
Registered Office: Gavrelle House, 2-14 Bunhill Row 
London EC1Y 8HQ 

The Post Office and the Post Office symbol are 
registered trade marks of Post Office Ltd in the 
UK and other countries. 
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Page 2 of 2 
Re: Repayment by Deduction from Remuneration 

Thank you for your co-operation in this matter 

GRO 
Mike VViatrowicz 
Management Information Support 

Post Office Ltd 
Finance 
Management Information 
Lionel House 
86 Lionel Street 
BIRMINGHAM B3 1HQ 

Telephone) 
GROFacsimile: _._._._._._._W_._.~_._._._._.-_._._._._., 

E-mail:` GRO GRO 

Craig-Y-Don SPSO 461 614 

I have received a Write Off Authority Voucher to the value of 
£1,041.86p which has been cleared from my suspense account on 
(date) . .. ...... .. . .. . . ..... .. ... and the voucher has been cleared in the 
appropriate manner in cash account week number. . . . . . . . ... . . . . 

Signature . . . . .. . .. . . . ... ... .. . ... ...... ... ... ..... Datestamp 

Print Name ... ... ...... ...... ...... ...... ... . .. .. . . 

~!a hyp 

FROST 
FFI+ 
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Celtic Court 
Tremains Road 
BRIDGEND 
Mid Glam 
CF31 1 TZ 

H
r`rhan hanfodol o fywyd bob dydd" w rvivv.r:l:: o io =i: , :o.uk 

n essential part of everyday l ife" 1' f' y.;~: U >IS - i('C" cc: .uk 

I am now instructing you, that with immediate effect, your are required to make good the 
outstanding loss and to cease with this current practice of rolling over any losses and 
gains. 

Please be advised that Subpostmasters are responsible for all losses caused through 
their own negligence, carelessness or error and also for losses of all kinds caused by their 
assistants. Deficiencies due to such losses must be made good without delay. With regard 
to gains, surpluses may be withdrawn provided that any subsequent charge up to the 
amount withdrawn is made good immediately. 

Thank you 

Yours sincerely 

Retail Line Manager 

Swyddfa'r Post Cyf. Wedi'i Gofrestru yn Lloegr. Rhif: 2154540 
Swyddfa Gofrestredig: Ty Gavrelle, 2-14 Bunhill Row, Llundain EC1Y 8HQ 
Mae Swyddfa'r Post a symbol Swyddfa'r Post yn nodau masnach 
i Swyddfa'r Post Cyf yn y Deyrnas Gyfunol ac mewrr gwledydd eraill. 

Post Office Ltd. Registered m England Number: 2154540 
Registered Office: Gavrelle House, 2-14 Bunhill Row, London EC1 Y 8HQ 
The Post Office and the Post Office symbol are registered trade marks 
of Post Office Ltd in the UK and other countries. 
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Mr Mike Wakley 
Post Office Limited 
Celtic Court 
Tremaines Road 
BRIDGEND 
CF31 1 TZ 

Reference: Losses and Gains 

Dear Mr Wakley 

Alan Bates 

GRO 
16'h April 2003 

I am in receipt of your letter dated l4' April 2003 confirming our conversation regarding 
losses and gains at our office which have always been rolled over since the installation of 
Horizon. I appreciate that you may well have been unaware of this practice at the office but can 
assure you many others Post Office staff knew of it. 

My comments regarding this were well documented in a number of letters to Post Office 
Counters Limited such as that dated 19th December 2000 to my then Retail Line Manager, 
Gerry Hayes, which like all letters was sent recorded delivery. 

The problem with rolling over the losses and gains is that I presume I would be accepting 
liability for them which is something that I have pointed out in writing to you since the 
introduction of Horizon here, I am unable to do until such time as I am able to access the data 
that I am being asked to be responsible for. As I have written previously "The totally 
inadequate report system has been made so complex it lacks the ability to interrogate the 
system when you know the information is inside", if I am unable to access the data to check 
items it is totally unreasonable to expect me to accept the liability from uncheckable data. 

Yours sincerely 

Alan Bates, Subpostmaster Craig-y-Don Post Office 
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Bates has demonstrated in loss of other ways his disaffection with PO Ltd and lack 
of cooperation, take the view he is not a person who wants to work with us and would be better 
off without him_ are clearly within our rights to end our contractual relationship with 3 months 
notice and this is what have done 
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—~-." r ; Celtic Court 
Tremains Road 
BRIDGEND 
CF31 I TZ 

"rhan hanfodol o fywyd bob dydd" wwwpostoffice.co.uk 

.n essential part of everyday l ife" www.postoffice.co.uk 

Dear Mr Bates, 

Thank you for your letter of the 16 April 2003,. the content of which has been noted. 

Accordingly, failure to comply with these obligations can be construed as a Breach of 
Contract, which could ultimately put your Contract for Services 'at risk'. 

:1I 

Swyddfa'r Post Cyf. Wedi'i Gofrestru yng Nghymry a Lloegr. Rhif: 2154540 
Swyddfa Gofrestredig: 80-86 Old Street, Llundain EC1V 9NN 
Mae Swyddfa'r Post a symbol Swyddfa'r Post yn nodau masnach 
i Swyddfa'r Post Cyf yn y Deyrnas Gyfunol ac mewn gwledydd eraill. 

Post Office Ltd. Registered in England and Wales number: 2154540 
Registered Office: 80-86 Old Street. London EC1V 9NN 
The Post Office and the Post Office symbol are registered trade me 
of Post Office Ltd in the UK and other countries. E1/50/147 
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I would therefore, request that you acknowledge the content of this letter within 10 days of its date of posting, confirming that your accounts are being maintained in the correct fashion. Which would also include adhering to the proper procedure in respect of making good your losses, as per your Contractual Obl igations. 

Yours sincerely, 

• I note the contents of this letter and confirm that my accounts are being maintained in the correct fashion 

Signed : . . . . . . ...... ... ... . 

Date: ... . . . . .. . .. . . . ...... ... ... . . . 
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Mr Mike Wakley 
Post Office Limited 
Celtic Court 
Tremaines Road 
BRIDGEND 
CF311TZ 

Dear Mr Wakley 

7% i) 

Reference: Losses and Gains 

GRO 
15"' May 2003 

With regard to your letter dated 2"May 2003, I presume the Terms and Conditions of my 
Contract of Service you refer to are those I acknowledged on the 31'` March 1998 and not 31 
March 2003 as stated in your letter. 

You refer me to section 12 of that contract "The Subpostmaster is responsible for all losses caused 
through his own negligence, carelessness or error, and also for losses of all kinds caused by his 
Assistants. Deficiencies due to such losses must be made good without delay." You rightly point 
out that I have agreed these terms and I can confirm I would gladly make good any losses caused 
in these manners. But I can see nothing in this clause which states that I am also liable for data I 
am unable to check. 

Taken to an extreme, if the Horizon system said I owed £1,000,000 you would say I would have to 
make good the loss without delay and without question. 

There is no way I will agree to be held responsible for data I have input until such time as I am 
able to access the data that I am being asked to be responsible for. In trying to state that I have 
acknowledged such things in the Terms and Conditions of my Contract of Service you are in effect 
purporting to vary this contract. 

As we are talking about matters contractual I would also draw your attention to item 4.5, and 
reference is also made in item 4.4 of the Conditions of Appointment for Craig Y Don Sub Post 
Office included in the Contract of Service. This relates to the National Lottery playstation which 
was already installed and operational when we took over the business. The Post Office removed 
the machine at the end of January 1999 despite all my protests both written and verbal about the 
loss of revenue they were going to cause me, about how it had been part of my business plan 
revenue projection, of how we had doubled the turnover of the terminal in the few months we had 
been in office, I presume the Post Office will now be returning the terminal to us and making 
good the loss of income we have incurred during the period we were without the terminal. 

Finally, in respect of an issue I raised with you in my letter dated 3 1d December 2003, namely 
recovering the financial shortfall from the private side of our business due to Post Office Limited's 
actions. Our accounts are currently with the firm of Chartered Accounts we use, who are 
preparing a statement on the level of shortcomings we have incurred. It will be significant and we 
will be looking to recover that lost income swiftly. In the meantime I would appreciate it if you 
would ascertain to whom the correspondence should be directed, in order to minimise the delay in 
meeting our claim. Or would it be better to address it to you? 

Yours sincerely 

Alan Bates, Subpostmaster Craig-y-Don Post Office 
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Mr A Bates 

GRO 
Dear Mr Bates 

Cownteri Swyddfa'r Post Cyf 
Post Office Counters Ltd 

3  Q March 1998 
Our Ref: NE WAPP1 

I am delighted to inform you that your application for the Subpostnlastership of Craig y Don Post Office, in the premises situated at 21 Queens Road Craig y DonLlandudno, has been successful. 

The transfer of the office will take place on a mutually convenient date, normally on 
the half day closure, when a member of Post Office Counters Limited staff will attend to transfer the cash and stock to you. 

The present Subpostmaster has been notified of your a ppofrnent and I wouldgrateful if you would write to the Agency Recruitment Manager at the address 
be 

overleaf when the legal affairs connected with the transfer of the business/property have been completed. 

Please find enclosed with this letter two copies of a list of the main conditions attached to your appointment. Would you kindly confirm your acceptance of these conditions by signing one copy and returning it, in the envelopeAgency recruitment Manager. Please do not hesitate to 
ring if ou neead, to theinformation about your appointment. Y further 

May I take this opportunity of welcoming you to the ranks of our local subpostnmasters and of wishing you every success in this venture. Post Office Counters Ltd will endeavour to support you through every stage of your appointment The Helpline number below is your first point of contact and the staff 
in our Regional Office will be only too pleased to help and advise you on any matter. 

Good luck! 

GRO 
1cewtrivtwork. ._ 

er 

cc Security Manager 

Telephone;

INVESTOR IN PEOPLE
\REcRUn~NEwgpp 

W--G
t_ppc 

Cownteri Swyddfa'r Post Cyf 
Post Office Counters Ltd 
Gogledd Cymru a Gogledd OrlIewin Lioegr North Wales and North West 
Capstan House, Chandler's Point 
35 Broadway, Salford Quays 

GRO 
No: 1159540 gegu~ered Off,, Kmg Fd,..a.d BundmgKhg Eduard Svee; London ECIa IdA 
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]-) The remuneration at the office is determined partly by an Assigned 
Office Payment (A.O.P) paid in twelve equal instalments and partly 
by a variable volume related Payment (called a Product Payment) 
which reflects the work transacted at an office ii n accounting 
period. The Product Payment is also paid monthly and is calculated 
two months in arrears. 

By way of example, based on last year's traffic, the Product Payment 
would be £233,41:0.47 per annum which together with the Assigned 
Office Payment of £1461.1.51 per annum equates to a total of 
£38,021.98 per annum. 

However, in order to reflectthe uncertainty and risk to Post Office 
Counters Ltd in making an appointment to fill this vacancy, the 
remuneration paid for the first 12 month period will be 75% of the 
payment as above. The remuneration covers any attendance during 
normal scheduled hours. 

2) You will be required to attend 2 days training prior to your taking up the 
appointment. The training will also be offered to your spouse or partner. 
The Training Manager will contact you to discuss the arrangements. 

3) The office opening hours, as agreed at interview, will be: 

Monday to Friday 09.00 to 5.30 
Saturday 09.00 to 12.30 

KW:G:\ RE[RUf11 NEWAPPI noc 
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4) The following conditions will also be attached to your appointment: 

4.1 Posters and Advertisine 

Notices and publicity must not be fixed to the counter screen without the agreement of the retail network manager. Permission will not be given for non Post Office advertisements in the Post Office area. 

4.2 duality of Service 

In order to monitor the quality of service given at your office, samples of waiting times will need to be undertaken on a daily basis. The timings for these samples will be provided to you. 

4.3 Si na e 

A signage pack depicting Post Office Counters latest corporate image, incorporating a lozenge, fascia board and window decals is to be installed at your cost within 6 months of taking up appointment. The signage to be manufactured and installed by a company nominated by POCL. 

4.4 Trading Hours 

Immediately upon taking up appointment, the trading hours are to be 09.00 to 5.30 Monday to Friday, and 09.00 to 12.30 on Saturday, with the private business operating until 7.00pm on Wednesday and Saturday to accommodate national lottery requirements. 

4.5 National Lottery 

A National Lottery playstation must be installed in a prominent position within the shop trading area. 

4.6 Weekly accounhing 

The outlet currently utilises a computerised system to handle its accounting aspects. This arrangement which contributes significantly towards safeguarding the standards and quality of the work which is undertaken on behalf of our client customers and is a system which should continue to be used until the office is automated as part of the national programme currently being rolled out. 

4.7 IntroductorUand anoin procedural training 

We will provide all training necessary for yourself. It is critically important that both yourself and your staff should keep abreast of revised procedures, and become fully familiar with new elements of work that are introduced. You will therefore be expected to conduct refresher training sessions with you staff from time to time outside normal Post Office opening hours using material and training briefs that will be supplied to you;

Additionally, meeting and training sessions are organised periodically for subpostmasters by the Retail Network Manager, and under the terms of your contr tyou will be expected to attend these events. 

KW:G\RECRUIT\NEWA?pl, Doc 
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4.8 Welsh Language Act 

The Welsh Language plan, which the Post Office has prepared in response to the 
requirements of the 1993 Welsh Language Act, stipulates that third parties 
delivering services on behalf of the Post Office must comply with the contents of 
that plan. The main thrust of the Act is to normalise and promote the use of the 
Welsh language alongside English. I will provide you with a copy of the Post Office 
scheme under separate cover. 

«

Sufficient wall space must be afforded to accommodate two Post Office point of 
Sale displays. Merchandising officers, whom we will contact on your behalf, will 
advise you on the layout should you need to alter the existing display 
arrangements. 

4.10 lt4yste fy Shopper Scheme 

Post Office Counters Ltd operate a "Mystery Shopper" scheme to check upon the 
standard of service given to our customers, It is run by a wholly independent 
outside market research organisation. The reports received, both good and bad, are 
being fed back to offices and, where shortfalls from your contractual commitments 
are revealed, we will be asking you to take any necessary corrective action. 

4.11 Queuing Area 

An adequate space must be provided for customers waiting for service. When 
consideration is being given at the six month stage as to what layout and product 
changes should be made, there should be discussions with the retail network 
manager regarding installing a formal queuing system. 

4.12 Counters Club 

Also at the six month stage, if product lines are being reviewed, consideration 
should be given at that time to joining the Counters Club, if the products are viewed 
to be compatible with the retail offer at Craig y Don. " 

5) As an incoming Subpostmaster there is an obligation for you to implement 
any Security recommendations made by our Regional security section. Any 
works should be completed no later than three months after your 
appointment, and may I remind you that no alteration to the Post Office 
accommodation should be made without first consulting myself. 

6) You will be bound by the terms of the standard Subpostmasters Contract for 
services at scale payment offices, a copy of which is enclosed. 

Tor 

(R0 Tft Litions and agree to avail myself of the pre-
apt 

tt5i ------ -------------- r  _...... Date .........~. ~. ... ~:~..5. 
MR ALAN B I' ;S

Office: CRAIG Y DON POST OFFICE 

4 
KW:G\ RECRUn-\NFWAPPf.00C 

E1/501153 



POL00004598 
POL00004598 

Mr A Bates 

GRO 

Dear Mr Bates 

Cownteri Swyddfa'r Post Cyf 
Post Office Counters Ltd 

ON LINE LOTTERY TERMINAL RELOCATIONS 

January 1999 

I wrote to you in September to inform you that we were considering removing the lottery terminal from your office. We have held a meeting to decide which terminals need relocating and I am sorry to have to tell you that we decided to relocate the lottery terminal from your office. The terminal will be switched off by Camelot on Wednesday 27 January and collected from your office shortly after that. I shall arrange for a notice to that effect to be sent to you for display. 

When making our decision we took full account of all the relevant factors. These included the viability of your office, your sales figures, what steps have been taken to increase sales, and the social and economic climate in your area. However, we have not been persuaded that the terminal should remain in your office. 

I understand this decision will be extremely disappointing for you, but it has been taken with the overall needs of Post Office Counters in mind, and in the best interests of the business as a whole. Please feel free to discuss any aspects of this decision with your Retail Network Manager as we wish to do everything we can to support you in the future. 

Yours sincerely 

GRO 
Ian Williams 
Commercial Development Manager 

INVESTOR IN PEOPLE 

Cownteri Swyddfa'r Post Cyf 
Post Office Counters Lid 
Gogledd Cymru a Gogledd Orllewin Lloegr 
North Wales and North West 
Capstan House, Chandler's Point 
35 Broadway, Salford Quays 
Salford MS 2YY 
FracsimilUFarsimile GRO----
Past Oa¢e Counters LLd'Hegrsis~edin England + 
No: Z 154540 Kegnmee, OR,e King Ed..arJ Building 
King Ed,ord Sweet London EC IA !AA 
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POST OFFICE COUNTERS I TD ;I

SECTION 12 

RESPONSIBILITY FOR POST OFFICE STOCK AND CASH 

CREDIT STOCK OF STAMPS ETC. 

1• The Subpostmaster on taking up his appointment is supplied with suitable Post Office r . 
stock, the amount of which is fixed by the Regional General Manager.

~l e 
lign

CASH BALANCE I ` 

2. The Subpostmaster is permitted to hold Post Office Counters Ltd cash normal to meet 
payments at his subeoffice after due allowance has been made for expected receipts and 
in accordance with official accounting and security instructions. 

3. The Subpostmaster is expressly forbidden to make use of the balance due to Post Office ?,
Counters Ltd for any purpose other than the requirements of the Post Office service;
and he must, on no account apply to his own private use, for however short a period, 

II I R 

any portion of Post Office Counters Ltd funds entrusted to him. He must also be
careful to keep the Post Office money separate from any other monies. Misuse of Post
Office Counters Ltd cash may render the offender liable to prosecution and, or, the
termination of his Contract of Appointment.

4. The Subpostmaster must ensure that accounts of all stock and cash entrusted to him by 
d'a1

Post Office Counters Ltd are kept in the form prescribed by Post Office Counters Ltd.
He must immediately produce these accounts, and the whole of his sub-office cash and ~^ 
stock for inspection whenever so requested by a person duly authorised by the
Regional General Manager.

k'. 
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SECURITY OF CASH, STAMPS ETC. 

5. The Subpostmaster is held strictly responsible for the safe custody of cash, stock of all 
kinds and other Post Office Counters Ltd property, papers and documents, whether 
held by himself or by his Assistants, and should keep them in a place of security, 

especially at night. 

6. The Subpostmaster is responsible for maintaining a standard of security sufficient to 
enable him to meet the obligations laid on him by paragraph 5 for the safe keeping of 
Post Office Counters Ltd cash and stock placed in his care. If any circumstances arise 
which lead him to doubt whether he can do so he should immediately consult the 
Regional General Manager. 

7. In deciding the standard of security which it would be reasonable to require under 
paragraph 6 Post Office Counters Ltd will have regard to (a) the circumstances in 
which the Subpostmaster was appointed, and in particular the standard of security 
then accepted; (b) the length of time since his appointment; and (c) any particular 
circumstances affecting the sub-office which appear to be relevant. 

kr 

~<. 
8. All vouchers for payments e.g. Postal Orders, Allowance Dockets etc., should be placed 

in a suitable receptacle'(cardboarcj box or strong envelope), labelled "Paid Vouchers" 
and at the close of business kept separately from cash and stock in another secure 
place, such as a locked drawer or cupboard. 

at 9. The Subpostmaster must be careful to keep his stocks of all kinds  -in such a manner that 
they remain in good condition. The stocks must be protected against damp and dust. 

10. Datestamps used for authenticating documents (e.g. Postal Orders) or stamping 

correspondence must be kept in a position on the counter where they are out of reach 
of members of the public. When not needed for work they must be locked away. 

~3> 11. Precautions should be taken to guard against the risk of fire. 
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12. The Subpostmaster is responsible for all losses caused through his own negligence, 
carelessness or error, and also for losses of all kinds caused by his Assistants. 
Deficiencies due to such losses must be made good without delay. 

13. The financial responsibility of the Subpostmaster does not cease when he relinquishes 
his appointment and he will be required to make good any losses incurred during his 
term of office which may subsequently come to light. 

GAINS 

14. Surpluses may be withdrawn provided that any subsequent charge up to the amount 
withdrawn is made good immediately. 

THEFT OR BURGLARY 

15. If a theft or burglary is committed or attempted at a sub-office; whether or not official 
cash or stock is stolen, the facts must be reported at once to the Police and to the 
Regional General Manager by the person who first-makes the discovery. 

16. If a Subpostmaster considers that any stock items have been accidentally lost, or stolen 
he should make a report, in accordance with Appendix 1, as quickly as possible to the 
Regional General Manager. 
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RELIEF 

17. COUNTER LOSSES A Subpostmaster may exceptionally not be required to make good 
the full amount of certain losses at his office. If he feels entitled to relief in making 
good a loss he should apply to the Retail Network Manager. 

18, THEFT OR BURGLARY The question of granting relief will depend upon whether the 
Subpostmaster has taken reasonable precautions to safeguard the official cash and 
property. 

19. FRAUD All cases of fraud or attempted fraud should be reported immediately to the 
Regional General Manager. 

(APPENDIX 1 FOLLOWS) 
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LAX. 

Mr Glenn Chester Alan Bates 
Post Office Limited ---------------------------

Celtic Court 
Tremaines Road
BRIDGEND 
CF31 I TZ

13`h February 2002 

Reference: Horizon Faults and Shortcomings 
Dear Mr Chester 

Having given your recent request for the office total to be reset to zero after each weeks' 
balance much consideration, my concerns are as follows. 

Since I have been writing to you and your predecessors about my concerns over the Horizon System I have always maintained the position that I am unable to accept any liabilities shown by the system until such time as I am able to access the data to check it. I refer you to my letter
dated 18th July 2001 where I clearly state my position and suggest a way in which this could be done, without any compromise to the security of the data. 

However I am concerned on two points over your recent request about zeroing the system weekly by taking money out or putting money in. Firstly it is the liability I am accepting by default in agreeing to put money in if the system shows short, while there is no report writer package to assist me track transactions. Secondly is the concern that the system does not actually log what the weeks' shortage or over was or how it was arrived at anywhere on the 
documentation we print out and keep. Although at one point the information does appear on the screen, that information is lost the moment we 'roll over'. At least with the current way we are finishing our balance we can track from week to week our position and know where the office stands at any one time. 

Related to the above concerns is the matter of error notices which at present are almost 
impossible to process as we are unable to retrieve the data about the transactions. Although some data is still accessible up to 30 days after the transaction most error notices are for 
transactions at least 10 weeks ago. Nowadays we are having to refer these error notices back to Chesterfield for more supporting documentation, but it would be so much easier and quicker to access the data at our office to help us track what had happened. 

Referring back to your original request, I will gladly conform to your requirement but I must make it clear that my position with regard to Horizon derived figures has not and will not 
change until such time as I have access to the data and a report writer package with adequate training is provided. 

Yours sincerely 

Alan Bates Subpostmaster Craig-y-don Post Office 
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5 August 2003 

Personal 

Mr A Bates.--'-'-'--'-'--'-'-'-'-'----'-'--'-'-' 

GRO _ 
s; 

, Cl l t ; n fo { o o 
t 

J `i4.i I bob djdd ' f r i; ' , 

Ain essential parr of ev cl LJ 1i e, 
vvwvpostofficeco.uk 

Dear Mr Bates, 

I am writing further to my letter dated 4th June 2003 and your written representation 
dated 12th June 2003. 

In accordance with Section 1, Paragraph 10 of your Contract for Services, I am writing to 
issue you with three months notice of termination of your Contract for Services. 

The termination of Contract will take effect on 5th November 2003. 

Please sign and return one copy of this letter. 

Yours sincerely, 

GRO'

MIKE WAKLEY ' 
Retail Line Manager 

Tel: No.j GRO Fax No.1 

Pace 1 of 2 ildl Po : Lj C . l ].~ ! erTe;iiu jflil '' `h!,1!! Ml I I) P,: n' it _;_ ij~l U
_;, I,1df , (;c rp,l' 'g;: n ! i '=r eNt ' !L,rir; ,Ir c=!`, ' 'i.

,,a,i! P„ I i  c ,AA r .t? apl~:?;:~ t ~`;i; - 'ji"I ai`x;i,'...: .; ,,_ti 

itc ri)li , i t•+r_!,lit'.f~~~Iiil tii :i cc: mewn gwIE'lw ii il 

P:st . ir~ -I NCO. 2'1 Y kij l i`1i Li .I'. _>'t;'ef , and v,uii'.S i'ci('i i0
:a+ I:,tered OOice; , C-. d ld tt .., r:)I t_i'%'-11`I,~7 

. '~ •'fficc t.rC Ii? Ule 'S . i:1 'i''lt '-ifl ilt ; , 
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To: Mike Wakley 

Retail Line Manager 

I note the contents of this letter 

Signed: ......................................... 

Date: ........................................ 
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Dear Mr Bates 

Thank you for your letter dated 7`h August addressed to Allan Leighton, 
Chairman Royal Mail, which has been forwarded to me for reply. 

I have now completed my enquiries into the issues you have raised, 
and I apologise for the delay in replying to you. My enquiries have 
taken longer than expected. 

I have spoken with a number of the personnel involved in the search for 
a solution to the situation at Craig y Don Post Office® branch. 
Although I regret that the situation has reached the point of termination 
of your contract, I am confident that the various teams concerned in the 
events have worked hard to provide support and assistance to you in a 
consistent and sympathetic manner. This support included a number 
of on site attendances to assist with balancing and also to provide extra 
training on the Horizon system. The aim was always that of achieving a 
solution to the difficulties you were experiencing in managing 
transactions and processes at Craig y Don Post Office® branch. 

The Horizon system at Craig y Don Post Office® has been reviewed 
and interrogated in response to your complaints, and the reports from 
both the Horizon Field Support team and the NBSC have confirmed 
that there is nothing inherently wrong with the Horizon system installed 
at the branch. 

Page 1 of 2 
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The Sub postmaster contract is clear on the requirement that 
postmasters must make good losses or gains made when misbalances 
occur and to bring error notices to account appropriately. It is evident 
you have consistently refused to do this, even when specifically 
requested to do so by the Area Management team. The contract also 
states that either party, Post Office Ltd or a Sub postmaster, may 
terminate the contract with three months notice without a reason being 
given. In this instance the Management Team, on behalf of Post Office 
Ltd, are exercising their right under this clause to terminate the 
agreement with you. 

I am sure you have carefully considered the idea of your website. I feel 
that you should be aware that use of Post Office Ltd's imagery on your 
website may constitute trade mark infringement. 

In the circumstances I feel that the Management Team has been wholly 
professional in the management, deliberation and investigation of your 
issues. 

Yours sincerely 

Ria MacQueen 
Case Liaison Manager 

Post Office Ltd 
Operations 

Telephone:; 
. . . 

GRO 
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From The Chairman's Office 
11 August 2003 

Mr Alan Bates 

GRO 

Dear Mr Bates 

Thank you for your letter dated 07 August 2003 to Mr Allan Leighton, Chairman of 
Royal Mail. 

A full reply will follow once our enquiries are completed. 

Yours sincerely 

Stephen Kenny 
Chairman's Office 

5th Floor, 148 Old Street, LONDON EC1V 9HQ 
Tel;  GRO  ! Fax:[_._. _.GRO _. _ _rextphone: GRO._._._._._. 

To ensure that we maintain the highest possible standards the service we provide to you is monitored on our behalf by a 
research agency. Each month telephone interviews are conducted with a sample of the customers with whom we have 
been in contact. If you would prefer not to be contacted please call Freephone 0800 652 5900 within 7 days of the date of 
this letter and quote the reference above. 
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