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1• o Back to 
top 
This assurance review was performed in response to an audit performed by 
our external auditors in 2008 on behalf of NS&I. The purpose of this 
assurance review was to examine the processes to instigate and record 
vetting, induction training and ongoing product training of branch staff 
(employees and agents). This report documents the findings, conclusions 
and recommendations identified. I would like to express my thanks to 
those people who were involved during this review for their support and 
co-operation. 

2. jre Back to 
top 
An audit performed by our external auditors (Ernst & Young), on behalf of 
National Savings & Investments (NS&I), in 2008, highlighted difficulties 
in being able to demonstrate that all staff (employees and agents) had 
received induction training (or ongoing product training). The audit by 
Ernst & Young also highlighted that staff with access to Horizon did not 
appear on training records and that Horizon user lists were not always up 
to date. Although not concluded from that audit, this highlighted a risk 
that staff working in branches may not be registered and adequately 
vetted. 

. Back to top 
• There is an established vetting system with clearly defined 

supporting processes although there are some deployment issues, as 
the P356 data held in Farnworth identified staff not registered with 
HR 

• The vetting of agency branch assistants is dependant on 
subpostmasters completing the P250, which is not always the case, 
leading to potential for unregistered people to have access to 
Horizon system 

• Improvement noted in training data held for agency branches but still 
a number of issues relating to: 

a Inconsistency in information and forms and quality of 
completion 
Lack of adherence to process 

0 No record of action taken to address weaknesses 
identified as part of training 

• No induction training records maintained for agency branch assistants 
• Lack of clarity regarding training records for crown office counter 

staff, as a result of the process not being defined or understood 
• Training and supporting records exist for crown office FSS joiners 
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811 Back to 
top 
Over~i' a defined vetting system exists within Post Office Limited 
supported by clear processes and supporting documentation, including 
handbooks, guidelines and policies relating to both Post Office Limited 
and Royal Mail Group. The Ernst & Young audit identified that there were 
issues with the registering of agency staff and this was still found to be 
a potential issue as the vetting of agency assistants is dependent on the 
P250 being completed by the Subpostmaster. This is not always the case 
resulting in unregistered staff having access to the Horizon system (a 
sample check performed during this review revealed a number of staff 
working in agency branches not registered with HR). 

A sample check of training records held for Subpostmasters indicated an 
improvement from the findings of the Ernst & Young audit but there are 
still a number of issues relating to agency training documentation and 
processes. Inconsistency in the forms used, the completion of the 
documentation and the processes being followed were noted. Although 
regulatory training records are maintained for agency branches this is not 
the case for other training and there is currently no requirement for 
Subpostmasters to maintain training records for their staff. Training 
processes and documentation were noted relating to the recently recruited 
Financial Services Specialists (FSS) but there is still a lack of clarity 
regarding training records for crown office counter staff, due to the 
process not being thoroughly defined and understood. 

5. t SiI 9 S Back to 
top 

Vetting 
Discussions with people involved in the process were conducted as part of 
this review and these revealed that recruitment checks, including vetting, 
are performed to some degree on all Post Office Limited joiners. The 
extent of these checks is dependent on the nature of the role being 
applied for, e.g. a member of staff employed in the cash delivery area 
will have far more stringent and extensive vetting checks than someone 
employed in an administrative role within an office environment. It was 
noted that there is a Vetting Policy and a Vetting Handbook and these are 
extensive documents that provide the necessary information and guidance 
relating to vetting and recruitment checks. They identify the checks that 
are required to ensure that an individual:-

Has the right to work in the UK 
Is who they claim to be 
Has a discernible activity history 
Does not possess a current criminal record check 
Is of good character 

The documents also identify the content and requirements of these checks, 
e.g. there is a list of acceptable documents to confirm the right to work 
in the UK. The level of vetting and recruitment checks is identified in a 
matrix which lists job roles within the Business and the category of 
checking that must be applied to joiners to these areas (see Appendix A). 
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Where possible, all security checks, including the stage 2 criminal record 
check, are performed before employment commences but it was noted that in 
line with the rest of Royal Mail Group, Post Office Limited operates a 
"Best Endeavour" policy. This allows employment to commence before the 
criminal record check clearance is completed but on the understanding 
that, if the criminal record check is subsequently failed, the employment 
is terminated. This is due to the length of time often taken for criminal 
record checks to be returned conflicting with the actual need for someone 
to be employed. 

The vetting checks are controlled via Human Resources (HR) based in 
Farnworth and Royal Mail HR Services based in Sheffield. The checks 
controlled by each cover different areas of recruitment. However all the 
security checks are processed via the Security Vetting team in HR Services 
Sheffield :-

HR 

Temporary 
Farnworth Agency 

P i 
Branch 

Subpostmaste Vttno

Franchisees 

Subpostmas e 

The bulk of the r spouse ! lied in is focused on assistants 
employed in agenc which is instigated by the Subpostmaster 
completing a P250 form for registering a potential employee. It was noted 
that often these forms are incorrectly completed (approximately 50% error 
rate) and have to be returned. The most common errors are :-

Wrong ID 
■ Incorrect 5 year history 
■ Not signed 
■ Previous surname used 
■ Wrong name 

The potential employee must also complete a P13 (Personal Declaration) 
which is submitted to the HR centre with the P250. Once a correctly 
completed P250 is obtained the security checks are instigated and the 
Subpostmaster is kept informed of the results from stage 1 and 2 of the 
checks. 

Stage 1 - debarment checks 
■ Stage 2 - criminal record check 

A potential employee can be temporarily employed if they pass the 
debarment check stage 1 on the understanding that the employment must be 
terminated should they subsequently fail the stage 2 criminal record 
check. Although the results of checks are communicated to the 
subpostmaster at every stage, identifying what action should be taken, 
there is no follow up to confirm that anyone who fails the stage 2 check 
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is not still employed at the branch and no information is provided or 
escalated to other areas of the Business relating to problems or errors in 
the vetting processes e.g. consistent errors in completing P250, not 
submitting P250s 

The HR Centre maintain records of all checks and also of staff employed at 
branches (P356 database) and an ongoing annual verification of the P356 is 
performed on a weekly basis over a rolling 48 week period. Whilst any 
failings noted as part of the P356 verification (ie. Staff found to be 
working in a branch not registered with HR) are rectified this information 
is not escalated to other areas of Post Office Limited. The P13 and P250 
forms together with any information relating to the security checks that 
have been passed are held in the admin offices in Leeds whilst the 
documentation relating to failed checks is held in Farnworth. Farnworth 
have documentation dating back to 2005 and this is contrary to the Data 
Protection Act principle 5 - Personal data processed for any purpose or 
purposes shall not be kept for longer than is necessary for any purpose or 
purposes. The P13 form itself identifies that the retention period is 1 
year and the Vetting Handbook (version 1.4 November 2008) also actually 
identifies that "We do not keep information for any longer than is 
required, in general this is no longer than 3 months" and "Once the 
retention period has elapsed, we will ensure that disclosure information 
is immediately destroyed in a secure manner". 

Whilst the vetting and registering of assistants process is fairly robust 
and well managed within the HR Centre, it is dependant on the 
Subpostmaster registering new staff via the P250 form and this is not 
always the case. A sample check was performed as part of this review of 
the P356 data held in the HR Centre against the actual staff working in 10 
branches and, of these, 7 branches were found to have assistants working 
on the counter not identified on the P356 record maintained by the HR 
Centre or assistants identified on the P356 no longer working at the 
branch. 

This means that there are staff working at agency branches with Horizon 
user IDs and access to the system not registered with the HR Centre and 
this has implications for Post Office Limited and its obligations in the 
areas of mails integrity. This also impacts on Post Office Limited being 
able to demonstrate to clients such as NS&I that staff are registered and 
are suitably trained in both the regulatory and product knowledge areas 
related to their product. 

Branch Code Number of assistants 
at the branch not 
recorded on P356 

Number of assistants 
recorded on P356 but no 
longer at the branch 

Watts Lane 378420 None None 
Woolton 392420 None None 
Garston 224420 None 4 
Hunts Cross 248420 1 2 
Booker Avenue 372420 3 1 
Allerton Road 157420 1 1 
Leece Street 375420 1 None 
Monument 
Place 

164420 None 3 

Lawrence Road 447420 None None 
Sussex Road 283427 None 24 

rage not 1N 
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There is also an issue relating to nominee type branches where a number of 
people are registered to work in more than one branch on a single P250. 
This is usually related to Area Managers who cover for holidays and 
sickness at a number of branches. This again has implications for the 
registering of staff and the HR Centre is currently looking at this issue 
to develop a more user friendly solution as, currently, there is no formal 
process for this situation. At present these branches write to the HR 
Centre to inform them if a member of staff is to be moving to a different 
branch within the same company but this is not formalised and is rather ad 
hoc in nature. 

The same vetting processes are applied to Subpostmasters and crown office 
staff as per the vetting matrix but these are actioned from the 
application through the IRIS system and are therefore directly controlled 
from the HR Centre in Sheffield. A sample of crown office staff and 
Subpostmasters who have joined between June and August was checked and all 
the security checks had been recorded. 

Crcwn Office: 

f•F

GRO 
Subpostmasters: 

GRO 

101/06/2009 Yes 08/06/2009 

n1 !nr r--n09 Yes 28/'14/2009 

nt/nr-../2'-°!U a Yes 1 009 

1 ~ - . •.U9 Yes 11 009 
]_S:f0i-02[709 Yes 20/U 009 

n6 _[_. 9 
/37 /.7'109 

Ur.Fu u-~ ies 30  009 

"Cs 2/U7/2009 

0 0 0"s Yes 03/07/2009 
10 09 

/2001 Yes OE 0/2009 .
U 9 Yes 22 J9 

-/0-/-•r0 es 2710-./; :-009 
~1ulUi~l~Uo Yes 09/Uri-U09 

- 'il 1i-f{ll InY Yes O iX.W-- JI U9 

17/08/2009 Yes 06/o -/0O9   

.108/2009 Yes 12/15/2009 

Grimm Lt i

F Bpg . C 

02/06/2009 Yes ]_:- 2009 '

04/06/2009 Yes ._4?04/2009 

10/06/2009 Yes .-. -I 

17/06/2009 17/06/2009 Yes ._i -__._, 09 
26/06/2009 Yes 27/05/2009 
30/06/2009 Yes 06/04/2009 
08/07/2009 Yes 10/06/2009 
10/07/2009 Yes 09/06/2009 
16/07/2009 Yes 18/05/2009 
21/07/2009 Yes 28/05/2009 
30/07/2009 Yes 26/06/2009 
04/08/2009 Yes 16/04/2009 
11/08/2009 Yes 29/06/2009 
18/08/2009 Yes 02/07/2009 
25/08/2009 Yes 08/07/2009 

Training 
Discussions during this review identified that new entrants to Post Office 
Limited receive induction training appropriate to the role they are taking 
up and personnel working in the branch network, within both agency and 
crown offices, need to be trained to perform the required range of counter 
duties. This training is delivered through a combination of formal 
classroom based training (by a Post Office trainer) and on site support 
(delivered by either a Post Office trainer or a local manager). Any 
training required subsequent to induction is performed through a variety 
of other methods such as Work Time Listening and Learning (WTLL), 
workbooks and local training by the Subpostmaster or the Branch Manager. 
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The content of training is reviewed to ensure it remains current and 
relevant to the product and this review can be instigated by clients, 
product managers, other business departments or via the HLBP/PACE process. 
New training or changes to training content are signed off by the client 
or by Network depending on the source of the request, either external or 
internal. 

A training process for both crown office staff and Subpostmasters was 
noted and this includes identifying the training required, performance of 
the training and also the further support activities as required. At the 
end of any classroom training a Performance Standards Assessment (PSA) is 
completed that identifies the performance of the delegate against the 
training areas and this is used to identify any learning weaknesses. This 
provides information to a Crown Office Branch Manager (BM) or it feeds 
into a Learning Action Plan (LAP) for a Subpostmaster which is provided to 
the trainer for use in the onsite support provided following the classroom 
training. The identified process for the retention of the PSA is :-

Crown Office - PSA given to BM by the delegate and held in 
individual's file in the branch 

■ Agents - PSA is given to the trainer for use in onsite support 
and other post transfer support activity with copies held by 
Contract Support Team and trainer's line manager. The PSA and 
other training documentation are held on a Lotus Notes 
Electronic Filing Cabinet (EFC), organised by BDM areas. 

Following any classroom training for crown office staff it is the 
responsibility of the BM to provide any further onsite training to cover 
any identified learning weaknesses. For Subpostmasters any learning 
weaknesses are identified via the PSA and the LAP and these are included 
in the number of post transfer support activities that are provided 
including two post transfer telephone calls (PTC) and a post transfer 

visit (PTV). It was noted that guidance is provided to field support 

advisors on the training process and the completion of the PSA and the 
LAP, including the scoring system, the development of the LAP and the 
instructions for the transfer or retention of any documentation. 

Through discussions conducted as part of this review, it was revealed that 
induction training records are left at agency branches, which could be 
subsequently viewed as required. The PSA guidance completion notes 
identify that the Learning Action Plan should be left with the 
Subpostmaster but there is no reference to other documentation being left 
at the branch, including the PSA. Whilst the Learning Action Plan is a 
training document, it does not identify the training or the performance of 
the Subpostmaster across all areas of training provided but is focused on 

the further actions required for the development of the Subpostmaster. 

The PSA guidance completion notes actually identify the following 
instructions for training documentation: 
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course. 
• At the end of the classroom training, the trainer will ask the trainee to complete 

the Interim Action Plan and hand the form back to them. 
• The Trainer then puts the form in an envelope, seals it and addresses it FAO the 

on-site trainer_ 
• The classroom trainer then gives the sealed envelope to the trainee and asks 

them to give the envelope to their on-site trainer on the first day of their on-site 
training. 

On-Site Training only; 
• Performance Standards and an Action Plan will be sent by OFS to the trainer to 

complete. 

!1I 1 i - i . • . -• ■' i i f • 

Action Plan 
• Make 3 copies. 
• The original is left with the Subpostmaster. 
• A copy is sent to Contract Support Team, i. _._._._._._._._._._._._._._._._._._._._._._._GRO

GRO 
• A copy is sent to the OSFA's line manager. 

Performance Standards 
• Make an electronic copy. 
• Email to Contracts Support Team, copy in your Line Manager and Outlet Field 

Support. 

A sample of three field support advisors were questioned as part of this review and all 
identified that following completion of the onsite support electronic 
copies of all documentation would be forwarded to outlet field support via 
a generic email address for uploading to the Electronic Filing Cabinet 
(EFC) for the branch. They also advised that a hard copy of the action 
plan would be left with the Subpostmaster but all other documentation 
would either be taken away or destroyed. Their perception was that anyone 
who wanted to access the training records for a particular Subpostmaster 
would do so via the EFC rather than through the actual branch. It was also 
noted during the sample check that numerous versions of the different 
forms were being used and varying standards of completion were evident. 

The audit performed by Ernst & Young identified that records of any 
training were not always available and a sample of 25 Subpostmaster 
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entrants in the period June to August was therefore checked against the 
records held on the EFC. Whilst a process was found to be identified with 
supporting documentation and guidance provided to the field support 
advisor it can be seen that some gaps in process and the completed 
documentation were noted :- 

Different versions of forms used 
PSA not fully completed 
Weaknesses identified on PSA not reflected in a 
corresponding action on the LAP 
PSA or LAP not uploaded to the EFC 

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

Branch Code Training Delivered to Date Records Maintained Comments 
Performance Standard Assessment (PSA) 

Classroom 10 days Onsite Learning Action Plan 
Support 6 days 1st Post Transfer Phonecall (PTP) record 

Kitt Green 295406 1st PTP, 1st PTV 1st Post Transfer Visit (PTV) record No comments 
No Learning Plan posted although some 
failings noted on PSA. 1st PTP 
identifies that learning plan discussed 
but no record of outcome of these 
discussions. No record of PTV so not 

Classroom, Onsite Support, able to detemine if completed although 
Bradfield PO 168340 1st PTP PSA and 1st PTP originally scheduled for 17 September 

Record of 1st PTP has question marks 
in all the sections of the Post Transfer 
Contact section hence not clear if 
Learning Plan ortraining has been 
discussed. No record of PTV so not 

Classroom, Onsite Support, clear if been completed although 
Toppesfield PO 177116 1st PTP PSA, Learning Action Plan and 1st PTP scheduled for 18 September 

Post Transfer Contact section in 1st 
PTP record not completed so no 

Classroom, Onsite Support, PSA, Learning Action Plan, 1st PTP and information regarding the discussion of 
Oughterside PO ?29410 1st PTP, 1st PTV 1st PTV learning lan ortraining 

Classrom, Onsite Support, 
Leverington PO 330230 1st PTP PSA, Learning Action Plan and 1st PTP Different version of PTP record used 

A PSA is on the site but cant be 
accessed, when viewed the doc is 
actually a link to a mails integrity 
document. An intervention request 
raised an this branch for further training 

Classrom, Onsite Support, Learning Action Plan, 1st PTP, Intervention and this completed in August by visit to 
Hampton-In-Arden PO 264246 1st PTP (& intervention visit) Request Documentation branch 

Na output from discussions about 
Learning Plan and a few areas of 

Classroom (module 2 only), improvement highlighted including NS&I 
Chellow Grange PO 174306 Onsite Support, 1st PTP PSA, Learning Action Plan, 1st PTP riroducts 

Classroom, Onsite Support, No output from discussions about 
Hurst ier pint PO 082907 1st PTP PSA, Learning Action Plan, 1st PTP 'earning Plan 

No classroom or onsito support 
Formal training cancelled 1st provided as not required - confirmed by 

Sedgley Park PO 30422 PTP completed 1st PTP Contracts Manager (email or FF0) 

No correlation between Learning Action 
Classrom, Onsite Support, Plan and PSA. No information on follow 

Penwortham Hill PO 225427 1st PTP PSA, Learning Action Plan, 1st PTP up discussions covered at 1st PTP 
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PSA and Learning Action Plan on EFC 
to support classroom training delivered 

Nothing on the EFC to but this not identified on EFC as being 
identify dates of classroom provided. Learning Plan has not been
training or identify if Onsite signed by the Agent. No record of lot 
support provided or the 1st PTP so cant confirm if completed 

Painswick PO 320523 PTP PSA, Looming Action Plan (unsigned) although down as 18th August 
Classroom training and onsite 
support cancelled (emails on No assessment on standard made 
Etc to support this), 1st PTP following 1st PTP - no Learning Action 

High Farm PO 255329 completed 1st PTP Plan ? 
No record of 1st PTP although 

Wortley PO 330340 Classrom, Onsite Support PSA. Learning Action Plan scheduled for 20th August 
Classroom training already No PSA or Learning Action Plan from 
provided but nothing on EFC classroom training and no reference to 
to support this ie. PSA or output of discussions related to this at 

;Stoke PO 248238 Learning Action Plan 1st PTP 1st PTP 
Nothing to support if No PSA or Learning Action Plan from 
classroom training or online classroom training and no reference to 
support delivered. 1st PTP output of discussions related to this at 

Silsoe PO 113106 completed 1st PTP 1st PTP 

Branch Code Trainlnc Delivered to Date Records Maintained Comments 
No record of 1st PTP although 
scheduled for 7th September. No 
correlation of PSA to Learning Action 

Chester Road West PO 153343 Classroom, Onsite Support PSA, Learning Action Plan Plan 
Sales training and onsite 
support only (info on EFC to No Learning Action Plan or PSA 

East Hannin field PO 065114 support this), 1st PTP 1st PTP although only sales training delivered 
Classroom, Onsite support No output from PTP discussions in 

Crai, lockhart PO 129824 and 1st PTP PSA, Learning Action PIan,1 st PTP relation to Learning Action Plan 
No recurd of 1st PTP although 

Penygraig PO 398611 Classroom, Onsite support PSA., Learning Action Plan scheduled for 17th September 
Learning Action Plan rot signed by 
Agent. An intervention request raised on 
this branch for further training and this 
completed in September by visit to 

Classrom, Onsite Support, PSA, Learning Action Plan, 1st PTP, branch. Some 4 scorings on PSA not 
Hinchley Wood P❑ 071023 1st PTP (& intervention visit) Intervention Request Documentation reflected on Learning Action Plan 

Classrom, Onsite Support, PSA and Learning Action Plan not 
Ranworth PO 501136 1st PTP PSA, Learning Action Plan, 1st PTP completed fully 

No Learning Action Plan although some 
Classroom, 1st PTP (nothing 4 scorings identified on PSA. No record 
to confirm if Onsite support of PTP although scheduled for 26th 

Hayworth PO 188311 completed) PSA August 
PSA and Learning Action Plan not 

Swindon PO 185208 Classroom, Onsite support PSA, Learning Action Plan completed fully 
PSA and Learning Action Plan not 

Ben Rhydding PO 161306 Classroom, Onsite support PSA., Learning Action Plan completed fully 

Classroom (nothing to identify No Learning Action Plan and PSA not 
Ten Acre Street PO 383201 if Onsite support provided PSA fully completed 

The PSA scoring system is based on : 
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The 

guidance notes identify that any marking of 4 should result in a 
corresponding action on the Learning Action Plan and in the sample checked 
this was not always the case. Taking the example of Hinchley Wood PO from 
the sample checked, the PSA identifies 4 markings for Postal Orders, 
Parcelforce Worldwide, E Top Ups, Redirection of Mail, Moneygram and 
Paystat-ion but there are no corresponding actions identified on the 
Learning Action Plan. 

It was confirmed during this review that the PSA is currently being 
reviewed and it is suggested that this be covered as part of this 
activity. 

A further concern was the lack evidence of any follow up on weaknesses 
identified in the LAP or the outcomes of any further action taken to 
address those weaknesses during subsequent post transfer support 
activities. 

Taking the example of Chellow Grange PO :-
The Performance Standards Assessment identifies a 4 making for NS&I 
Savings Products and there is a corresponding improvement action on the 
Learning Action Plan. The subsequent Post Transfer Contact (via a 
telephone call) confirms that the training report, learning action plan 
and knowledge gaps have been discussed but there is nothing to identify if 
there has been any improvement from the original scoring or indeed whether 
the Subpostmaster has actually performed the original action. It is 
therefore not possible to determine if the action has been completed, has 
resulted in an improvement or if it is still ongoing or has actually been 
closed. 

The E&Y audit reported that "Post Office Limited should ensure all 
branches maintain full induction and regulatory training records for all 
staff and that these records are accurate, up to date and complete" . 
Although currently there are records of regulatory training performed by 
assistants this is not the case for other training and there is no 
requirement for Subpostmasters to maintain training records for their 
staff. 

For crown office staff, the process identified is that the Performance 
Standards Assessment form and action plan are forwarded to and retained by 
the Branch Manager. A sample of 13 new crown office entrants was therefore 
examined and it was rioted that there was still some confusion amongst the 
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Branch Managers as to the requirement to retain the PSA and action plan 
together with any general training records for individuals working at the 
branch. The processes and supporting documentation relating to Financial 
Services Specialists was found to be good and the Area Performance 
Managers (APM) questioned showed good knowledge and evidence of the 
processes and documentation and how they would be used and retained. There 
was also some lack of understanding in evidence of the process for 
training records when staff move to a different branch together with how 
the training record would be utilised in the development of the new 
entrant. 

FJa3irte Branch Code Entry Record Comments 

Taken on but didnt need training as 
worked in an agency branch and 

Mrs Jane Ann Camara Beverley Crown Office DI 1321 0610712009 IWA then contract not renewed

'., Didnt go to Romsey but went to 
Waterlooville and then to Eastleigh. 
Training record went to Waterlooville 
but had not been transferred to 

Miss Linzi Rosemary Weatherson Romsey Crown Office 007546 01/062009 Yes Eastleigh at time of this review 

Completed training assessment 
Mrs Linda Ann Crawley Bridlington Crown Office 007337 17/082009 Yes form on hand

Training file on hand and fully 
completed. BM advised he would 
send on to new branch if employee 

: Mr Neil Colin Dailey Southend-On-Sea Crown Office 009140 01/062009 Yes was transferred 

Moved to Chorley but training record 
still on hand at Wigan. Will be 

Mrs Anne Jeanette Hod skins Wigan Crown Office 009406 011762009 Yes transferred in near future 

Started at Wigan but now left the 
Business. No training record was 

Mr William Westhead Wigan Crown Office 009406 15/062009 Na supplied when he started 

Training file on hand and fully 
completed. RPM advised he would 
send on to new branch if employee 

:Mr Robert Cairns Darlington Crown Office 011309 061072009 Yes was transferred 

Training file on hand and fully 
completed. APM advised he would 
send on to new branch if employee 

Me Yvonne Carol Lister South Shields Crown Office 021329 06!072009 Yes was transferred 

Training record on hand and 
Mr Andrew Jeffrey Southern Lancaster Crown Office 002418 17/082009 Yes retained at branch 

Mr Youssef Saadah Warrington Crown Office 000434 06/0712009 Yes Training file on hand 

Mr Robert Thomas Hefferman Warrington Crown Office 008434 061072009 Yes Training file on hand 

Started at Lerwick and training 
Miss La la Jane Sawford Lerwick Crown Office 002849 27/072009 Yes record on hand 

Not able to perform assessment 
and complete PSA following training 
as didnt attend the school to 

Miss Sophie Louise Scott High Street Sutton Crown Office 014013 17i08r2009 Na perform this 

Ongoing product training is performed through a combination of 
communications and local training delivered by line managers and 
Subpostmasters. Any changes to products and associated processes are 
communicated to branches via a number of methods including specific 
training communications, memoviews (through the Horizon system), 
operational focus articles and work time learning and listening sessions 
(WTLLs). These are supported by changes to operational manuals or the 
issue of interim versions, which can be supplied in both hard copy and CD 
format. There is no validation that such training has been completed, 
other than through audit testing performed at branches. Moving forward, 
the update and maintenance of operational manuals will be managed through 
the new version of Horizon (to be rolled out in early 2010), although this 
still does not ensure that they will be read or referred to as required. A 
record of this training documentation is held on the Post Office Limited 
intranet site. 
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There is a process for the development and authorising of regulatory 
training and it is delivered via a workbook in both hard copy and 
electronic versions. Everyone who takes the training is required to pass a 
test and this is done either on-line or via the Horizon system. The 
results of the training are monitored and records are maintained centrally 
however branches should also maintain local records of this training but 
it was not clear from this review whether this is being completed. 
Regulatory training is included in induction training and new entrants are 
required to take the test as part of the training - this is recorded on 
the PSA document. 

Driving Compliant Sales Workbook Completed And Answered Correct) (Y or N) 

If No E-mai l POL Compliance Team@POSTOFFICE With Trainee Details (Y or N) 

The Assurance Framework is a draft document that has been developed to 
compare Post Office Limited processes against a set of internationally 
recognised quality management standards - ISO9001. Whilst Post Office 

Limited is not an ISO accredited business, these standards are seen as a 
good basis for Post Office Limited to demonstrate that it is operating 
effectively in delivering products and services. When assessed against 
this framework, gaps were noted in training processes (specifically in the 
areas of the identification of training, maintenance of training records 
and the evaluation of effectiveness of training) against fundamental 
elements of the IS09001 standard: 

6.2.2 Competence, awareness and. training 

The organisation shall 

• determine the necessary competence for personnel performing work 
related to the product 

• provide appropriate training 

• evaluate the effectiveness of any training provided 

• ensure personnel are aware of the relevance and importance of their 
activities and how they contribute to the achievement of objectives 

• maintain appropriate records of education, training, skills and 
experience 

While the necessary skills, knowledge and competence are determined for 
crown staff and Subpostmasters, this is not the case for assistants 
working at agency branches. Appropriate training is provided and the 
relevance and importance of their work (and how this contributes to the 
objectives of the Business) is communicated. Gaps therefore exist for the 
identification of skills and training needs for agency staff and 
evaluation of the effectiveness of training and any subsequent support 
activity that is delivered. Whilst some records of training are 
maintained, there is inconsistency in the completion and deployment of 
these records and this does not extend to assistants working at agency 
branches. 

® ftdm Back to top 
Vetting processes are well managed within the HR Centre and in line with 
the rest of the Royal Mail Group a "best endeavour" vetting policy is 
operated. Good supporting documentation is available but whilst well 
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managed within the HR Centre, the P250 process is ultimately dependant on 
the form being completed and submitted by the Subpostmaster and this is 
not always happening. A small sample check performed during this review 
revealed a number of staff either not registered with HR or identified as 
registered but no longer working at the branch. There are also issues with 
the completion of the P250 when it is submitted as a 50% error rate was 
identified and there was no evidence noted of a process for following up 
on stage 2 checks that have failed to ensure that anyone who fails the 
stage 2 check is not still employed in the branch or elsewhere in the 
network. There is no escalation or transfer of management information 
relating to vetting process and documentation relating to vetting checks 
is potentially being held longer than necessary and therefore contrary to 
the Data Protection Principles. 

The process for the registering of staff at nominee type branches, where a 
number of people are currently registered to work in more than one branch 
on a single P250, is currently being reviewed to formalise the approach. 

Training records and supporting documentation is maintained but there is 
still some confusion regarding who holds and maintains these records. The 
audit performed on behalf of NS&I identified that training records should 
be accessible at all branches and whilst it has been identified that 
induction training records are left at agency branches which could be 
subsequently viewed as required this was not evidenced during this review. 
Training records and supporting documentation are actually accessible via 
the electronic filing cabinet (EFC) but there are varying standards of 
completion of this documentation and numerous versions of forms in 
evidence. Learning Action Plans do not always correlate to weaknesses 
identified in training and there is no documentary evidence to support 
follow up on the actions identified on the learning action plans and 
whether these have been completed, cleared or have led to an improvement 
in performance. 

The training and records associated with the recently recruited Financial 

Services Specialists are good and the APMs showed good knowledge and 
awareness of training and supporting documentation. There is a lack of 
understanding and clarity regarding the retention of training records for 
other crown office staff and a sample check performed during this review 
identified a variety of approaches being applied by branch managers 
together with a lack of understanding of the purpose of a training record 
and the need for its retention and maintenance. 

Regulatory training is delivered across the business and this is monitored 
centrally. Records of training are maintained centrally with branches 
expected to retain local records of this training (although results of 
audit activity indicate that this is not always the case). 

Whilst some issues have been raised as part of this review in respect of 
vetting and training processes, vetting processes operated within Post 
Office Limited were generally comparable to the requirements of the ISO 
9001 standards. 
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L Back to top 

Re Action Agreed with Action Owner By Who By When 
f 

Sarah End of January 1 P250 registration process to be re-communicated to branches, including the 

need to submit the P250 and to complete the form correctly Rimmer 2010 

2 A monitoring and escalation process to be introduced to follow up P250 Sarah End of March 2010 

security checks that fail at stage 2 to be explored to ensure staff that Rimmer 

fail are not subsequently still employed at the branch or elsewhere in the 
network 

3 Escalation and provision of management information from security checks to Sarah End of March 2010 

be explored - 
-----------_---------------- -- 

Rimmer 
----------------------------------

4 Formal process and documentation to be agreed and implemented for Sarah End of March 2010 
registering staff working at nominee type branches Rimmer 

5 Documentation retention process to be implemented for security check records Sarah End of March 2010 
in the HR Centre and any documentation currently held beyond these retention Rimmer 

periods to be destroyed through the confidential waste process 

6 Standardised training processes and latest versions of forms to be re- Tony Hills End of December 

communicated to Field Support Advisors 2009 

7 Correct completion of Performance Standards Assessment & Learning Action Tony Hills End of December 

Plan to be re-emphasised to Field Support Advisors 2009 

8 Periodic quality checks of training documentation completed by Field Support Tony Hills End of January 

Advisors to be introduced 2010 

9 Current process for training records left at branches that are accessible on Tony Hills End of March 2010 

request to be extended to include the PSA 

10 Learning Action Plan to be updated to identify closure of any actions and Tony Hills End of March 2010 

effectiveness of the actions taken 

11 Retention and transfer processes to be documented on the training Tony Hills End of January 
documentation transferred to Branch Managers 2010 

12 Communication to be sent to branches advising of need to retain records of Michael End of December 

regulatory training at the branch Dadra 2009 

Page 16of 19 



POL00032698 
POL00032698 

Assurance Review — Recruitment (Vetting & Training) Report v1.0 

Cate or • ob Rohs 
A: h  it.- of iHntee -npk.es ecHoing Rove Mel troop casual err .dove==. 

8: ".ge:,LY cxOcpt to ) E : 5R,_ ci =c 3 :p cc- :v t lcv'; 

C: 

D 

;st:  fas  <<lViSSOC COis3 C ii''iis d. Si 1 0 0015W) 
era . n5 s .(, :iirt 000 rq :er.31 ", eh :ln. 

uri^, all ,la) e rl=:oyc;. at Aeatoi tree x:_lt4010 E those wv king in niat screen e ° oporatloos 

G: tots_ ,,, ,-vngwitnln Branch Direct Units 

H. sot 0`r re Lfm,'tecl 

I, Taco !F: roost 

:: M.af'agers a Compa E•.y [lirectort :( .. (E..;i':ng itltar n7 1'n 1c c 

' `i I - € It t); l_ it: : ; 10-I Hr—c 1

M 

N 

soul Eons of 5::ot€a:':ci 

n1 be:d_ : : 'o 
ci

`` 

n,, of the soove hies Yf:(roe it boo Mee': a i(hed cots tic:aIEv - it national Sec i:tV 4 J 

echrc ne t oithc ,  :'or tc:. cc in tic e: or::: 

Vett':ria Oct ity AB C 0 E F GH I J K M N U P Nate 

Da V= auutCatagarm - HR sn a; x X }: 1 X x S X x X 
. 

x 
x

X IFtanti~~ a'3sox.ena^  eip4rerertwrhF: FR 

K. x Ya. K X X. x K X. Ai M X 'Ot etT SUf&; 8!:DE S:P.':: jY& f6A. i7vC€.I 34 a¢p~ES 

__ %€f~s<'tj x x x It X t{ x X It it k 9 it H h t1 ppIes 

°rxm' f Llt£aax X X 9 .9. X >v d: X ' 9 ;K X Frs~si xs -aura 

Ptaaag DrkEk-n S l X A Ii ii X X X 1K '_ X K 4~€ kiCasep caterrt 

vkf::i;k;«€bors_arz_t.~n X x X it ii x k X .x 01 X 21 X K a:tarr k [rrsnal r ea k. 

Peeafa€ .6rrcexu it It x X K It x .% It R x X :P NwdBst coo porecui:"@rrre*s 

PJ3 .Jtab 't 7 F ag7.° 3I:t~:.} K 01. : K.. X 9 .9. X K It II ,it 'K. , l)F

3l °:. Y.. Si X It .It X t :it it It .x it

it x X iBos1 eaeabeoCe al3. G~`3 Gutaoa rea Lt" : 

k'. s:. ho" is x :i Far 0 sex. E slay E"'E7 raguatea stF.€a€E: ̀hatan a rsa irz gap:ls 1 

# arvgo>,xr ~ays) 

:KB peer litti tI1 Rerced K 5rcr riles :rs r ce e€ a aSirOatee i ereelrsd- 

Frill r 'etar:43en loess)Er itcpean a- ', .oars .,~. ofratrcfu rarp:.Freraeri :r's1 -a' ^. T rr::1 .. a ?r Bit Eras. Panilrelearprtatril 
cr#_. FiriErn€b °:e nta,,  c £: <.t.:.t he aarsirtre as if Its a xif t:,'B:E 

ianap€e4.P t~FaxteBrIre iiyser pa".. -..., r: S D''_aK:a$:i E 7B72-.:var 'O,wA£_o^., arili'fia`. :ootaatr a tr K'3FOR9afafn 

F3, %e~ErR.Y.M) 
f, 

?acs ¢rrc 

_. F R'-:. : rdEfff t4 '9e X X Y{. X', ;'1, 'X X. „ x ;x r; ; 
'dSroitberrr erer?xa5 >flrL3 B £Rf3 zest SCE'xbS.tYB','a E' ' LeS:t rre:R*YF£>:rma ee1557 

is LArtsir-esl"asoeleasatsotefaaadn rOse. 

atH tqlf:!CftlaaTwe.E G.'4 ctte .A. s. L F" 2; Ja€€ ..?tea'4::r_FzYa .3 L'4:liai~'8€ a'APn>•.`Er 3.,t 53€'; ,? 

kwla Re - tBeeb IS -.off) Y, Z '€ it s: x x 1 a a, 1 k all stwr rs 

K . 'Hr corns tales lBs Sl&_;. moo to '`M tohcarc gctoos cocos 3'-. ::

Pssrrffo C rrsrc ) K ii opprsvlalebp Papal ltd P;a scat teruriti< Vale:ct Team arc) ti- a R aotmarrb tocccrbierH 
e6trlRxT's'e7tR: 

1:5'aitte" Ta~rasaset $.Redo )C ^~,?y n..b : . 1.. .iP ' €'`irime K, _ ul` tt`.:e::' . _fret' p.S - Pry el-f1(1 i`F , b.:

1fz§'sxa: .s: .'. Ka .3_ ̂  i t_' c'tc1 CCcitaBr `•L'i o'- 1.... k" "mist e"I"

•<Ei'r; 
taOitBEb.E3€ U. `{' n  hteh Br PBL. £r t: r €ionceoeer: »r3: OeBciB i aOca 

6`a'+3ir5 @'P~RT$er 81:Fra FifFa'F a€ , 
:r, ca€5t irrafi nrsrc S"•tlaf ','f Kr Mail t#3 p aeons ? €£ 

x 'S Y KX k. = X ?{ R, j pendant ,, rtcrr reAYE7.•"s rrt: a.a ete r C ,€ 

93.4'f l,8:iR isletaF: L`.'£fil S 0 it .'Q Hi lt It ii R . is :f

Er ! meat a trcteern i-Satre: j C, I x :x X ;X x. Si ; r r °c"trfrg tree 'yaat .aaaO 

}?sotto ;ar k =.orsr:a 2i It X I X . t :a. II a s;°:E Ia aSeerteet f3 TF rc€E all r a s4 Ea :-r'a 

Pare to tae o ar:am a ;t X': K K Y. t r, >, >est real 'a rtre'oraweetl,ar0 >.,.. cots, ::.ale 

Pas f+f L ese t'C}l onIo rpaub::?5 *7, * 3 

:statFar€6fe[ marA riaa t ?r - inMka r.aerate 

Lnq;i ,mftrwilmtS S3aret`srr: arerrKpeeiad K 
it=Ts'en Rabe::8 oces tacseaipreraaoS

T,-TMaa'a efrtlo .t° ,0, :fl 24t'. `:n F,;atacrasa at i-osroscoai. =.aklari§ aeatterrarbea

Page 17of 19 



POL00032698 
POL00032698 

Assurance Review - Recruitment (Vetting & Training) Report v1.0 

TERMS OF REFERENCE 

Background 
An audit performed by our external auditors (Ernst & Young), on 
behalf of National Savings & Investments (NS&I), in 2008, 
highlighted difficulties in being able to demonstrate that staff 
(employees and agents) had received induction training (or ongoing 
product training). As a result of this finding, the following action 
has been afforded to Post Office to deliver by September 2009. 

"Post Office Limited should ensure all branches maintain full 
induction and regulatory training records for all staff and that 
these records are accurate, up to date and complete. Incomplete 
training records should be followed up and reminders sent. This will 
reduce the risk of improperly trained staff transacting NS&I 
products and services" 

The audit by Ernst & Young also highlighted that staff with access 
to Horizon did not appear on training records and that Horizon user 
lists were not always up to date. Although not concluded from that 
audit, this highlighted a risk that staff working in branches may 
not be registered and adequately vetted. 

Overall Objective 
Review the processes to instigate and record vetting, induction 
training and ongoing product training of all branch staff (employees 
and agents). 

Key Potential Risk Exposures 

Key risks to Post Office Limited include:-

- Failure to meet Mails Integrity requirements 

- Inability to assure existing or new clients (including NS&I) of 
robust controls over staff recruitment and training processes 

Boundaries and Scope of the Assurance Review 

The review will cover:- 

• Exploring other reviews and initiatives covering this area 
(e.g. work carried out by Tony Hills, in response to audit by 
Ernst and Young (for NS&I) and assuring deployment of any 
actions arising from these reviews. 

• Confirmation of recruitment processes (vetting and training) to 
the Assurance Framework 

• Reviewing a map of the end to end process for the life cycle of 
new recruit 

• Gap analysis and recommendation of remedial actions, 
highlighting any implications (e.g. cost) of implantation. 
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