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Date: 03 June 2021 Time 10:05 — 11:50 hrs Location Finsbury Dials, 20 Finsbury 

& Street, London EC2Y 9AQ 

14:15 — 17:15 hrs 1.19 Wakefield (via Microsoft 

Teams) 

Present Other Attendees 

• Tim Parker (Chairman) • Ken McCall (SID) • Veronica Branton (Company • Martin Kearsley (Product Portfolio 
Secretary) Director — Banking, Payments& 

Transactional Products) (Item 6.) 

• Nick Read (CEO) • Carla Stent (NED) • Max Jacobi (Strategic Financial • Zdravko Mladenov (Head of 
Planning and Analysis Director) Business Transformation Unit) 
(Items 5.) (Item 7.) 

• Zarin Patel (NED) • Alisdair Cameron (CFO) • Tim McInnes (Transformation & • Declan Salter (Historical Matters 
Strategy Director) (Item 5.) Director) (Item 8.) 

• Tom Cooper (NED) • Lisa Harrington (NED) • Dan Zinner (Chief Operating Officer) • Ben Foat (Group General Counsel) 
(Items 4. & 5.) (Items 4.) 

• Saf Ismail (NED) • Elliot Jacobs (NED) • Owen Woodley (Group Chief • Laurence O'Neill (Senior Legal 
Commercial Officer) (Items 5. & 6.) Counsel - HR & IR) (Items 4.) 

• Andrew Taggart (External Solicitor — • Chris Jeans (Barrister) (Items 4.) 
HSF) (Items 4.) 

Apologies: N/A 

Agenda Item Action Needed Lead Timings 

Performance and current issues 

1. Welcome and Conflicts of Interest Noting Chairman 

2. Minutes and Matters Arising' Approval Chairman/ 
30 h̀ March 2021 Veronica Branton 

10:05 hrs 

3. Appointment of Elliot Jacobs and Saf Ismail as Non- Approval Chairman 
Executive Directors of Post Office Limited & Re-
appointment of Carla Stent as Non-Executive 
Director and Chair of the Audit, Risk and Compliance 
Committee 

4. CEO Report (including discussion on Starling) Noting & Input Nick Read 10:05 hrs 

Dan Zinner/ legal 
team for Starling 

Strategy 

5. Strategic Plan Discussion Al Cameron/ Dan 11:00 hrs 
Zinner/ Tim 
McInnes/ Max 
Jacobi 

2.5 hr Meeting break 11:50 hrs 

6. Banking Framework 3 pricing framework Approval Owen Woodley/ 14:15 hrs 
Martin Kearsley 

7. Strategic Platform Modernisation (SPM) Approval for Zdravko 15:15 hrs 
recommendation to Mladenov 
Shareholder 

8. Financial Performance Report Noting & Input Al Cameron 16:.15 hrs 

'The minutes of the Board meetings to discuss the CCRC cases are approved at those meetings. 
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Agenda 

Post Office B3oa,ii°d Agenda 

9. Historical Matters Report Discussion Declan Salter 16:35 hrs 

10. Approvals Approval 16:55 hrs 
• External Auditor Fees & Scope of Engagement 

(2020/21) 
• Post Office Operating Model (Organisational 

Changes) funding approval 
• Matters Reserved and Terms of Reference 

changes 
• PUDO update 

Noting and Governance Items 

11. • Health & Safety Report Noting 

• Improvement Development Group Report 
• Sealings 
• Future Meeting Dates 
• Forward Agenda 

12. Any Other Business 

13. Date of next scheduled meeting: Noting Chairman 
27th July 2021. 
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Tab 2.1 Minutes from 30th March 2021 

POST OFFICE LIMITED BOARD MEETING 
Strictly Confidential 

MINUTES OF A MEETING OF THE BOARD OF DIRECTORS OF POST OFFICE LIMITED HELD ON TUESDAY 30 MARCH 
2021 AT 20 FINSBURY STREET, LONDON EC2Y 9AQ BY CONFERENCE CALL AT 11:45 AM' 

Present: Tim Parker Chairman (TP) 
Nick Read Group Chief Executive Officer (NR) 
Tom Cooper Non-Executive Director (TC) 
Carla Stent Non-Executive Director (CS) 
Lisa Harrington Non-Executive Director (LH) 
Zarin Patel Non-Executive Director (ZP) 
Alisdair Cameron Group Chief Finance Officer (AC) 

In attendance: Veronica Branton Company Secretary (VB) 
Max Jacobi Strategic Financial Planning and Analysis Director (MJ) 

(Item 5.) 
Dan Zinner Group Chief Operating Officer (DZ) (Items 5. & 6.) 
Owen Woodley Group Chief Commercial Officer (OW) (Items 5. & 6.) 
Martin Kearsley Product Portfolio Director— Banking, Payments & 

Transactional Products (MK) (Item 6.1) 
Tom Wasilewski Head of Commercial Development (Item 6.2) 
Mark Siviter Product Portfolio Director - Mails, PUDO, Retail & Gov 

Services (MS) (Item 6.2) 
Zdravko Mladenov Head of Business Transformation Unit (ZM) (Item 6.3) 
Catherine Stalker Independent Audit (CST) (Item 7.) 
Richard Sheath Independent Audit (RS) (Item 7.) 
Jeff Smyth Chief Information Officer (JS) (items 8.4 — 8.6) 

Apologies: Ken McCall Senior Independent Director (KM) 

Action 

1. Welcome and Conflicts of Interest 

A quorum being present, the Chairman opened the meeting. The Directors declared that 
they had no conflicts of interest in the matters to be considered at the meeting in 
accordance with the requirements of section 177 of the Companies Act 2006 and the 
Company's Articles of Association. 

2. Minutes and Matters Arising 

The Board APPROVED the minutes of the Board meetings held on 26th January and 25th

February 2021. 

The Board NOTED the action log and status of the actions shown. 

3. Appointment of Tom Cooper as a member of the Nominations Committee 

The Board APPROVED the appointment of Tom Cooper as a member of the Nominations 
Committee. 

4. CEO Report 

Nick Read reported that overall performance had been good and provided an update on 
the trends, noting that there had been no major changes from a trading or branch network 
perspective, as well as in the financial services or insurance businesses during the period. 
The core deliverables of the Telco sale, the Amazon trial progressing, the publication of the 
Annual Report and Accounts for 2019/20 and the approval of the security documents had 

1 Participation in the meeting was entirely via Microsoft Teams from participants' personal addresses. In such 
circumstances the Company's Articles of Association (Article 64) require that the location of the meeting be 
deemed as the chairman's location. However, it was not deemed appropriate to record personal addresses on 
the Company record. As such, the Registered Office is recorded as the meeting location. 
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been completed. The coverage of the Annual Report and Accounts 2019/20 had been 
balanced but with questions raised about POL's ability to fund the litigation costs. Activity 
was focussed on the Improvement Development Group work, including the key and urgent 
priorities identified in the Deloitte report. The work from the KPMG team had been 
disappointing initially but NR was having weekly conversations with the senior partner, 
and the work and resources provided were much improved. 

The Board had asked questions about the work we were doing on culture, this included: 
"Adopt an area" for senior leaders; a "Week in the life of a Postmaster" training sessions 
for all colleagues; "Stronger together" events to better define our ways of working, all of 
which were leading to an all colleague conference at the end of April 2021. Our 
expectations of colleagues at different levels of the organisation would be set out with a 
framework to drive better performance. The work we were doing with Postmasters and to 
support Postmasters had been outlined to the Board by Amanda Jones, including the 
engagement with the senior team and how we were addressing issues raised, with a focus 
on fixing the issues that were within our control. 

The key priorities from the Postmaster consultation were outlined. We needed to improve 
our communications cascade. NR noted that he had held conversations with a number of 
public figures about the Public Inquiry and they all agreed that we needed to make a clear 
distinction between the past and the present but that we could not "keep our heads 
down" and had to communicate actively. Tim Parker noted that most of the problems had 
occurred when Post Office was still part of Royal Mail Group. 

NR reported that the interaction with the Inquiry Secretariat continued to be positive but 
the requests and timelines for the provision of information were not consistently 
structured. We were working through how colleagues could participate in the Public 
Inquiry's work most effectively and were supported in this regard by Lexington. We 
needed to keep reminding people that the Post Office colleagues today were working to 
make improvements. The reporting of the CACD judgments was likely to be 
uncomfortable and we needed to be proactive in our communications, making clear the 
distinction between the POL of the past and the POL of today. NR would be engaging in 
communication activities over the next few weeks to be transparent about what we were 
doing to manage today and tomorrow effectively. TP noted that it might be helpful to 
refer to historical Post Office to draw the distinction clearly. 

NR noted the people challenge in the organisation as individuals were being asked to do 
more and to work quickly. We recognised this pressure but saw it as tied to the Public 
Inquiry timeline. However, while we could "run" as an organisation we did not have the 
capability to produce the changes needed in the longer-term. 

A number of points were raised and addressed: 
• Tim Parker asked about BEIS's thinking on the Judicial Review application of which they 

had been notified. Tom Cooper reported that BEIS had received a letter from Alan 
Bates and his lawyers stating that the Public Inquiry should be a statutory inquiry and 
setting out the reasons for that. 

• Tim Parker was interested in the Postmasters' views on the Horizon system specifically. 
NR reported that criticisms were largely about the processes that wrapped around the 
platform which made operating Horizon complicated, rather than the system per se. 
TP noted that the gap between perception and reality vis-a-vis the Horizon system was 
critical. Al Cameron noted that he had been preparing for the Public Inquiry and the 
team had referred to a paper about the IT system which had described it as "not fit for 
purpose" but tracking back this had been do with the cost and sustainability of the 
system rather than its current operation. NR agreed that it was an expensive system to 
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run, that it was "clunky" but that it worked. TP noted that we also needed to 
distinguish clearly between the different versions of Horizon. 
Lisa Harrington asked about the return to office work. She noted that the organisation 
she was working for was trying to encourage people back into the office where this was 
important for creativity and collaboration. NR thought it was important to talk to 
colleagues about the approach and get their views, which we were doing. We would 
start more face-to-face working on an ad-hoc basis after 21st June 2021; however, our 
focus was on the Public Inquiry, and July and August should also be a time to give the 
senior team some scope to take holiday and come back refreshed for September. Carla 
Stent noted that in planning for the Public Inquiry some face-to-face discussions could 
be helpful. 
Carla Sent raised the controls around the Amazon trial and for engaging with further 
partners as the devices used were outside the Horizon system. NR reported that he 
had asked Mark Siviter and Zdravko Mladenov to address these concerns in their 
sessions later today. Lisa Harrington added that it was the integration rather than the 
device per se that was the issue. 
Carla Stent asked whether participation of 1,700 Postmasters in the consultation was a 
low number. NR thought not, given the historical levels of engagement but we needed 
to keep building our engagement levels. TP added that typical surveys drew in those 
with polarised views but it would be beneficial to increase Postmaster engagement 
levels overall. 
Zarin Patel raised a number of points: 

with reference to the organisation "running hot" it seemed as though Dan Zinner 
was addressing the requirements to improve the Postmaster experience but she 
wondered who on the GE was able to step back and consider the overall risk and 
controls impact of the changes we were making. NR thought that for risk 
management there was an open question on whether we should bring audit and 
risks together in a GE level role. ZP noted that she had been thinking more about 
who the lateral thinkers on these issues would be on the GE. Carla Stent added that 
we should be bringing Internal Audit into more of the conversations about change, 
while a lot of the role sat with Al Cameron and Ben Foat. Al Cameron noted that 
outstanding audit and risk professionals were rare and if we wanted a strategic role 
for audit and risk we would need to approach this differently. Over the last year 
risk and audit had been affected partly by bandwidth and partly by a lack of 
confidence in being able to change the future. Tim Parker noted that first and 
foremost you needed good people in roles and one of the key challenges for POL 
was getting the right people in place responsible for taking the key decisions. 
ZP wanted to understand our digital strategy on Mails following our current focus 
on the Public Inquiry as she was concerned that we were late to market. NR 
reported that he had asked to understand the BAU change management 
requirements in more detail. We had been slow to market and were working on 
PUDO and customer journeys at the same time. POL investments over the past few 
years had been focussed on the platform services. 
ZP would like to have a discussion at the Board on the Postmaster consultation and 
the sense coming out of this that some Postmasters would prefer to be employees 
ZP agreed that it was right to be proactive in our communications but wondered 
whether we would truly resolve the historical matters without an approach akin to 
a truth and reconciliation commission. Al Cameron noted that some of the 
Postmasters involved in the historical debate were seeking to obtain compensation 
from BEIS. POL should be agnostic about the type of Inquiry run but be clear that 
we would support whatever type of inquiry was run. NR added that we should be 
clear that we thought Postmasters should be compensated where there had been 
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an injustice. TP noted that all parties had an interest in resolving the position of the 
past. 

The Board APPROVED an additional £2.8 m for project Starling (as part of the £11.4m 
forecast previously outlined in 2020). This was to allow our external legal team to continue 
providing support in the (pending) mediation discussions with the CWU/ Claimants' 
solicitors and progress the next steps needed for the Tribunal hearing. A potential 
settlement range with a ceiling of £2.9m had been estimated with delegated authority to 
the Chief Operating Officer to seek to settle. In the event of mediation not succeeding, the 
trial date was set for 7th June 2021. 

5. Finance 

5.1 Financial Performance Report 

Al Cameron provided an overview of trading performance and network numbers. We were 
struggling to increase opening hours because of lockdown restrictions. We had started to 
recognise some provisions for HNGA at an operating cost level. HNGA was not a historical 
matter. Trading profit stood at f37m to date for 2020/21. 

A number of points were raised and addressed: 
Tom Cooper asked about the £5m included for provisions. Al Cameron explained that 
f1.5m of this related to holiday pay and this figure might have to increase in the 
2021/22 financial year. £2.9m related to the provision for HNGA 
Lisa Harrington noted that her firm had offered to buy out holiday pay but contingent 
on people booking a number of days leave each quarter to smooth absences. Al 
Cameron noted that it could be an approach to consider, however, we knew there 
were going to be work pressures over the summer 
Lisa Harrington asked what was included in non-staff costs and Max Jacobi would send 
her a summary but explained that it was mostly provisions. 

5.2 Budget Plan for 2021/22 

Al Cameron introduced the budget plan for 2021/21. The team had reviewed this in detail 
with UKGI/ BEIS. We were not projecting a very positive trajectory for the reasons set out 
in the paper on trading uncertainties and the limited scope for cost reductions as it was 
not the right time to take significant costs out of the business nor would we want to 
reduce Postmaster remuneration. We had deliberately stopped further work on 
considering outsourcing options for Supply Chain. DMB franchising was linked to the 
affordability of change spend. While we could remove c400 roles from functions it would 
take a year to deliver on automation requirements and resources were focussed on the 
Public Inquiry work. The trading profit assumption was £4m better than it had been in 
January 2021. 

Overperformance had been declining over time. NR noted that he had spoken with 
directors about this individually. Costs would be incurred addressing the Public Inquiry 
recommendations and the work also needed to take place in advance of the Public Inquiry. 
Tranches 3 and 4 of the Organisation Design (OD) would not happen this year. The revenue 
numbers were subject to variability and we were facing some significant headwinds. TP 
noted that this uncertainty in travel was true for Samsonite as well. 

A number of points were raised and addressed: 
Tom Cooper thought the trading profit figure should be higher notwithstanding that we 
would not be able to remove significant costs this year and the trading uncertainty 
because of travel market and so forth. He did not want to set an unrealistic target but 
did want it to be challenging as a reward incentive. Al Cameron agreed that what was 
or not within our control should be recognised by the Remuneration Committee so if 
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we received an additional sum from FRES that had not been assumed that should not 
increase the figures from a bonus perspective 

• Zarin Patel asked about the Mails and Banking figures set out in appendix 11 of the 
paper and why the Mails market outlook was not as positive as it had been when 
agreeing the 4-year plan and whether were we being too prudent in our assumptions. 
Lisa Harrington noted that she had the same question but wondered whether it was 
primarily a timing issue. Al Cameron agreed that it could be a timing issue; volumes 
would increase after the trial period with Amazon but would not deliver significant 
profits immediately and the margins in Mails were low. Owen Woodley noted that the 
figures were better in the outer years of the plan. Max Jacobi added that Mails was 
one of the few areas better off from a trading perspective during the past year; 
however, the material upside in Mails had been offset by the impact of lockdown on 
the other businesses. OW added that it was difficult to anticipate the impact of 
lockdown on Mails in the future, for example, the benefits of home shopping appeared 
to be tailing off. Lisa Harrington noted that there would still be a material change in 
buying patterns into the future. Tim Parker noted that it would be important to track 
the changes under MDA2. Nick Read reported that we wanted to drive a different 
sales behaviour in Postmasters supported by Area Manager briefings but we were 
being prudent in our assumptions. Al Cameron added that there had been limited 
active sales among Postmasters historically so it would not be prudent to assume a 
radical shift in this pattern. TP explained that his point was more about RMG seeking 
to take business away from POL. NR noted that this was the biggest threat felt by 
Postmasters. ZP suggested that the Board look at delta on Mails at the end of 01 Action: AC/ 

trading to test whether our assumptions were too conservative. Mi 

• Carla Stent asked about the investment spend and prioritisation set out in appendix 8. 
Dan Zinner reported that we had taken out £36m of change spend this month. This 
linked to the deferral of OD changes and the slowing down of the DMB franchising 
programme. We would be prioritising any improvements linked to conforming with 
the judgments and £13-14m of spend linked to HNGA. DZ explained that some project 
names had changed and elements of work had moved around. Carla Stent noted that it 
would be helpful to show changes such as this. 

• Dan Zinner explained that the f34m coming out of CIO costs related to headcount in 
response to a question from Carla Stent. 

• Carla Stent asked whether we were still focussing on the strategic measures we had 
discussed in July 2020. NR confirmed that we were still focussing on Mails, Cash and 
Banking but we had less investment money available to us. We had changed our 
outlook on headcount for the reasons discussed already. Our assumptions had been 
more optimistic in July 2020 when we had not absorbed the implications of the Public 
Inquiry fully and had not assumed lockdown 2 and 3. Some of the changes were where 
we had targeted for self-serve arrangements for Postmasters, headcount reductions 
and greater speed of DMB franchising which would not be prudent now though the 
position could change in the future. 

• Al Cameron noted that UKGI and Tom Cooper had challenged the HMBU budget and he 
agreed that the legal costs needed to be controlled. Some of the contractors in HMBU 
were paid above market rates. The trajectory was higher than the budget and this 
would be worked through. This might be a zero-sum game but should result in better 
controls. 

• Tim Parker noted that there had been four or five meetings with UKGI/ BEIS about the 
budget but asked whether we were still in a position where it would be difficult for 
Tom Cooper to recommend the budget to the Minister with the trading profit 
assumption currently shown. Tom Cooper reported that he had shared the views that 
he had raised with the Board on the revenue line with UKGI/ BEIS. In aggregate the 
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revenue lines seemed conservative; he had no particular issue with the cost line but 
thought the budget should be set in the region of £50-60m. We needed the Team to 
focus on a stretching target. Legal costs remained an issue of concern and UKGI/ BEIS 
had been flagging this since the summer. It was important that we avoid conflating the 
budget with an open and honest discussion on pay. TP asked what the next steps 
would be if the Board approved a budget which the Minister thought too low. IC 
explained that UKGI/ BEIS would have to provide advice to the Minister on whether or 
not to approve the budget. TP referred to the recent letter from UKGI which had raised 
historical outperformance, an apparent incremental £26m of benefits and the 
underlying performance of the budget being worse. He asked what we would do if we 
accepted a higher budget and then the team were significantly behind at end of Q1 as 
we wanted a budget that would be motivating for the Team while representing a 
challenging target. POL had a reasonably fixed cost structure outside of its legal costs. 
The real unknown issue was revenue. We could accept, for example, a higher 
assumption for Travel, if we took a view that that market would pick up significantly 
but a £60m budget was significantly higher than the £38m proposed. AC noted that 
the legal costs were an important issue but did not change the position on trading 
profit. There was a question of what levers we had to improve performance but AC did 
not think these existed to increase trading profit by an additional £10-20m and was not 
clear what we could do differently as an executive team. Tom Cooper suggested there 
should be a range to reflect a range of possible outcomes with outperformance not 
achieved until the top of that range had been reached; he felt it was a mistake not to 
set out the legal costs in this document and have a full discussion about this now. AC 
noted that we also had to reflect that we had a number of declining business lines and 
Max Jacobi reported that he had taken the UKGI team through the benefits, which 
were not entirely driven by project benefits. We had tried to be clear on how project 
benefits flowed through the business. TP noted that we needed to understand the 
declining elements clearly. 
TP noted that POL had consistently taken people out of the business over the last few 
years and struggled to understand any inefficiencies creeping into the business. NR 
reported that POL had around 3,500 employees, 1,000 plus worked in DMBs and circa 
800 worked in Supply Chain but, at previously discussed, there were reasons for not 
progressing with options for outsourcing now. Ultimately, we wanted to reach a figure 
of c 1,600 — 1,700 employees. NR agreed that we needed to manage the legal costs 
differently and we would be addressing the issue. 
Carla Stent noted that there was material uncertainty around a number of factors and 
this made it difficult to produce a budget. We should work with the knowledge that 
we have, focus on investment spend, set a trading profit target that was stretching but 
achievable but look at this after the first quarter and second quarter and review the 
remuneration position following this. Tim Parker noted that we either accepted the 
fixed costs or we did not. We may not have the right answers on Mails and Banking but 
the team had provided their view on this. The one element we could take a view on 
was Travel and adjust the budgets if our assumptions on this were wrong. We had to 
back the Team and TP did not think there should be a range of figures. Al Cameron 
noted that the profit drop from FRES last year was circa £30m and the Travel market 
would not revive in Q1 this year but we could be clear on the profit assumptions for 
FRES and this was a binary output. TP noted that it was clear that there was disquiet at 
BEIS about an outcome that was lower this year than last but he was not comfortable 
with increasing the assumptions as much as proposed by BEIS. Al Cameron added that 
we were not assuming that we would make less money on a like-for-like basis this year 
than last year. We had sold the Telco business and had included f9m for declining 
business areas. Our starting point was £29m down. Dan Zinner added that we had an 
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existential threat posed by the litigation and we had to fix all the issues we were 
uncovering. The cost structure would come under more pressure rather than less. Tim 
Parker noted that he would like to reach a position that the BEIS Team was likely to 
support. 

The Board AGREED that a range of scenarios/ outcomes should be included for FRES and 
this would be worked through over the next few days. Otherwise, the draft budget for 
2021/22 was APPROVED for submission to BEIS. The assumptions for Mails, in particular, Action: AC/ 

would be reviewed at the end of 01. The legal costs for HMBU would be addressed. Mi 

6. Strategy Updates 

6.1 Banking Framework 3 

Owen Woodley introduced paper. Today's focus was on agreeing a general approach to 
the next stage of the discussions with the banks and developments of the pricing 
framework. There was a "sweet spot" between the provision of counter services and 
maximising the value of the services provided, as well as addressing the reaction of the 
banks to BF2 and developments of alternatives to Post Office for deposits and 
withdrawals. Banking services were critical to POL revenue flows. 

Martin Kearsley reported that the income for Postmasters from the provision of banking 
services had increased over the past few years. BF2 generated circa £190m a year. A range 
of £715-745m was included over three years for BF3 and the thinking behind the range 
was explained. It was proposed that we move from a stepped approach for numbers of 
transactions to a curve which was designed to encourage volume and moving withdrawals 
closer to a market rate to increase our competitiveness and discourage any banks from 
leaving the Banking Framework. Santander was likely to take up the option to stay on BF2 
rates. We wanted to avoid providing the banks with an ultimatum and to improve levels of 
trust. The final deal would be brought back to the Board for approval in June 2021. 

Nadia Farr explained the approach to the work Accenture had undertaken. Phase 1 had 
been focussed on external findings and we now had a good overarching view of the 
market trends. There had been a deep dive into the views of the banks on the counter 
service role POL provided and Accenture had looked at the alternatives for service 
provision the banks had in place or could develop. Postmasters generally thought 
remuneration was fair but thought the framework could be more consistent across the 
banks. Services and what the fee covered was a more significant issue for the banks 
generally than the fee itself. There were some counter cash alternatives in place which 
were more established for withdrawals with ATMs and cashback, which was experiencing 
a revival. The threats came where solutions could compete with the branch network and 
where variable unit pricing was available. 

Phase 2 of the work was the design phase with the objective of developing a more flexible 
service. 

Martin Kearsley noted that some retailers, such as Hendersons and Morrisons, were 
having their cash delivered directly. In addition, Government was moving rapidly to allow 
cashback with purchases through the Paypoint trial. The top five banks in the Framework 
were looking for a net neutral or better position reflecting the "lock-in" pricing option 
available for those in BF2 when moving to BF3. There had been a series of external 
engagements to guide us through the development of the model. 

A number of points were raised and addressed: 
• Tom Cooper thought the proposed approach made sense in aggregate, including 

reducing withdrawal pricing. However, he thought that the changes proposed to the 
framework fee were problematic because as our volumes declined in the future we 
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would have no mechanism to reduce our fixed costs which still needed to be covered. 
We should also address the AML issue and provide an incentive for the banks to 
support full compliance and be able to provide a positive message on supporting a 
reduction in financial crime. Martin Kearsley reported that changing from a step 
system to a curve was to incentivise volumes by removing cliff edges. Our cost base 
was between £65-70m and we would be recouping more than this. The proposal was 
to put a cap at £90m and above this sum a fee on a per transaction basis that was 
favourable to the banks. Our assumptions were that the trade received could generate 
up to £109m. We still had the option of not including a cap. Tom Cooper noted that he 
was not convinced of our cost base estimate because of our Supply Chain and IT costs. 
This amounted to effectively providing 11,500 branches for free and he could not see 
why we should cap our income. We were providing a service and in doing so should 
not place ourselves with fixed costs we could not cover. Al Cameron thought that 
maintaining a position that we had a cost reflective base would be difficult unless we 
could be clear how this was comprised and how we were going to drive efficiencies. If 
we stopped providing banking services we would still have a network and the costs 
associated with running this. We needed to give the banks some incentives to 
participate in BF3. 

• Tim Parker noted that the view had been that Barclays was the bank most likely to 
pursue alternatives to Post Office services and asked whether this was still the case. Al 
Cameron explained that the banks' position entering BF2 was that they were keeping 
Post Office profitable. How satisfied or otherwise the banks were with our proposals 
would affect their approach in the discussions on BF3. 

• Carla Stent remarked that when we had increased pricing for BF2 the banks had asked 
whether this was the "thin end of the wedge"; she asked whether our views on the 
banks' perception of this had changed because that could affect the structure we 
proposed. In addition, customer service had been raised as one of the "pain points" for 
the banks so it would be helpful to understand how these concerns had been 
investigated and addressed in the next report to the Board. 

6.2 PUDO 

Owen Woodley noted that the paper set out the position with the Amazon trial, the next 
steps in expanding this service and our work to secure DPD as a further partner. It had 
been announced that the CEO of DPD was leaving so we would need to see if this had any 
implications for our discussions. The team continued to develop the proposition and look 
at integration with Horizon. 

Mark Siviter noted that PUDO was at the core of the strategy to make up market share as 
we entered MDA2. There was a roadmap for digitisation and we were working through 
the required mitigations as we entered MDA2 with variable pricing and the removal of the 
exclusive relationship with Royal Mail Group (RMG). RMG had reacted as was expected. 
There had been promotions for their Click and Drop service which was targeted more at 
social senders than small businesses; the latter was where the opportunities lay for Post 
Office primarily. The team were starting to see the numbers for more of the market as 
they had conversations with other potential partners. Hermes was promoting its service 
through free collection from people's doors and had already increased its market share. 
Post Office's job was to work through our strategy and de-risk any steps RMG might take 
that reduced Post Office's fees. The team were focussing in on: 1) what we needed to do 
to support the new network model with frictionless customer journeys and switching out 
of the Horizon system that made more services available 2) expanding the digital platform, 
including Drop and Go but with some additional elements such as E-Bay integration and 
taking more control of the digital capacity; 3) giving consideration to building an online 
sales channel. The plan was to come back to the Board in July 2021. It was true that we 
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were late in joining the market but the principal reason for this had been our previous 
exclusivity deal with RMG. Our Mails work still represented c70% of the market. 87% of 
Postmasters were better off under MDA2 agreement on a like- for-like basis. 

A number of points were raised and addressed: 
• Lisa Harrington asked about financial integration, operational robustness and 

feedback on the developments from Postmasters. Tom Wasilewski reported that 
those branches participating in the Amazon trial were averaging 3-4 items a branch 
per day. We were still at an embryonic stage and were seeking to extend this 
capacity in two areas: 1) inbound parcels with customer collection and, 2) customer 
drop off. Other services were harder to run and less predictable. The team were 
running a co-creation group with Postmasters to consider solutions for managing 
capacity constraints and how to address problems that arose. Integration with the 
backend systems was being worked on over the next month. LH asked how we would 
obtain assurance that the system was working, particularly if it involved Postmaster 
remuneration. TW noted that the Amazon trial was a separate stream of work 
running on separate devices but we wanted to integrate our PUDO services with 
Horizon. Al Cameron noted that this would be a major piece of work. Remuneration 
integrity was a significant element of the SPM work and the SPM team had been 
having conversations with the PUDO team but a lot of new requirements had 
emerged from these conversations and we needed to come back to the Board with a 
view on this. Carla Stent noted that we would need to weigh up the risks and returns. 
AC would bring back a paper to the 3 June 2021 Board meeting covering PUDO Action: AC 
integration with Horizon, cashless branches and SPM integration. Tom Cooper noted 
that Payzone outlets already operated without cash and asked whether we could 
leverage this opportunity. AC agreed that we needed greater integration with 
Payzone but needed to consider legal and competition issues carefully. The options 
for greater integration with Payzone were going to be discussed by the GE in April 
2021. 

• Tim Parker noted that there seemed to be significant activity in the PUDO market, 
including Hermes increasing their market share significantly. Mark Siviter thought 
that an optimal position for Post Office would be to continue providing RMG 
Universal Service Obligation (USO) products, expanding our service with Amazon and 
introducing another partner, such as Hermes, but via a longer-term framework 
agreement. 

The Board NOTED: 
i. The launch of the Amazon Click and Collect trial 
ii. The roadmap and releases for the PUDO project. 

6.3 SPM 

Zdravko Mladenov provided a progress update. There had been a significant amount of 
activity across the business and we were due to launch 400 non-Horizon locations on the 
1 5L of September 2021. The SPM Team was being developed by pairing internal and 
external expertise. A governance model had been agreed with UKGI/ BEIS. Approval of the 
multi-year business case would be sought from the Board on 3rd June 2021 which would 
then be sent to BEIS for review over the summer. Programmatic and technical assurance 
work would be undertaken on the SPM work, including on remuneration calculations. The 
focus over the next three months would be putting in place the 400 non-Horizon locations 
and developing the business case. 

A number of points were raised and addressed: 
• Lisa Harrington asked how the SPM work fitted with the Belfast Exit plan. Zdravko 

Mladenov reported that we needed to rebuild some of the elements that we had 
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originally thought could be "lifted and shifted" from the Belfast data centre as a black 
box. Jeff Smyth and Zdravko Mladenov had been in regular discussion and agreed 
that the migration of elements could only happen once but did not yet have all the 
solutions in place. This issue did not relate to the database which was being taken out 
of Horizon. 

Action: ZM 
Zarin Patel noted that the Board would want to have a deep dive into the business 
case before approving it as this was going to be one of the biggest decisions it would 
be making. Lisa Harrington added that we should bring the board together to show 
the work taking place with live demos. 
Carla Stent asked about when the Board would have sight of the assurances on the 
programmatic and technical aspects of the Programme as this that would help the 
Board to sign off the business case. It was confirmed that the assurance work would 
be paid for by POL but both POL and UKGI/ BEIS would receive the advice. It was 
proposed to "piggyback" this work on existing controls using existing providers. Carla 
Stent advised that care needed to be taken to get this right as the approach described 
had not always been successful in the past. 
Lisa Harrington asked whether the team had sufficient resources, noting that there 
had not been significant simplification of the product sets. Zdravko Mladenov 
reported that we were proceeding well with the resource requirements for the 
technical team but more resource was still be needed in other areas. 

The Board NOTED the progress update on the Strategic Platform Modernisation (SPM) 
programme and APPROVED a drawdown of £4.68M to deliver a range of concrete 
outcomes and deliverables until June 2021 including (a) continuing the technical 
development to launch the 400 new 'Horizon-free' Express propositions; (b) completing 
the multi-year business case for UI<GI/ BEIS; (c) completing the future Device and 
Peripherals Strategy; (d) scoping the legal changes required to commercial agreements 
affected by Horizon; and, (e) identifying the options to deliver better Branch MI to 
Postmasters in the next 12 months. 

Independently facilitated Board review 

Catherine Stalker introduced the Board review for 2020, noting that the objective was for 
the Board to be able to ask questions about the report and discuss what it wanted to do 
next in light of the recommendations. The headlines were that the Board had good 
foundations on which to build notwithstanding the pressures of recent times, with a focus 
on resolving past issues. A clear strategic direction had been set. All directors were 
aligned on the goals for Post Office. There was a good range of strengths and expertise on 
the Board with a strong Chair, good working relationships and a good company secretariat. 

Five areas of focus were recommended: 

1) determining where the Board wanted to spend its time with a clear forward 
agenda. 

2) dealing with succession challenges, including making time to discuss the executive 
team who were critical to the future of POL. This should include the Board 
spending time with Nick Read so he could use the Board as a sounding board and 
so the Board had insight into the pressures on individuals. 

3) Putting in place a timely plan to manage the succession of some long-standing 
board members and to integrate new members, including the two new postmaster 
NEDs. 

4) time needed to be spent on culture. One means of acquiring information on this 
could be a culture dashboard. The NEDs also needed to get out and about more 
once they were able to. This had happened less than on some other boards 
Independent Audit had reviewed. 
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5) there had been good development of the Risk Management framework but the 
Board needed to stand back from the risk processes and structures to look at the 
impact and the value. Risk management needed to add value to how things were 
running in the business and a learning culture needed to be developed. 

A number of points were raised and addressed: 
• Carla Stent noted that we had devoted a lot of time to risk so it was sobering to 

consider how much more needed to be done; she had had conversations with Al 
Cameron and Nick Read about this and the approach that might be taken to drive a 
more operational approach to risk management. 

• Zarin Patel noted that "grounded trust" was a good phrase and we had been more risk 
averse that we might otherwise have been because of the changes taking place and the 
Public Inquiry, but we needed to take a shift in the direction as proposed in the Report. 

• Lisa Harrington noted that she agreed with the points made in the report, including 
needing to get out and about more. The relationship with our key stakeholder had not 
been commented upon much and that had surprised her. Catherine Stalker explained 
that Independent Audit had reviewed many organisations that were overseen by UKGI. 
There was an inherent conflict in being a shareholder director but the POL Board was 
managing it in the best way possible. Tom Cooper's participation was valued by the 
Board and, like a private equity director, he had greater involvement and access to 
more information than other directors, but there was no suggestion that changes 
should be made. 

• Tom Cooper noted that he understood the points raised on culture but there were 
some limitations to this. It was hard to "get your arms around" culture. One could 
state your ambition and what you wanted to achieve but it was difficult to check and 
assess whether the organisation was actually doing this. Tim Parker thought that the 
authenticity of management was critical to culture. People had to see that what you 
were saying was what you were actually doing. We needed to talk much more about 
Postmasters as a Board. We were only beginning this shift in focus but over time we 
would capture people's hearts and minds. Changes in culture were never 
instantaneous but all of us wanted the culture to change. Catherine Stalker agreed 
that culture was driven by the management team and that it was hard for a board to 
stay in touch with this but nevertheless there had not been evidence in the papers and 
discussions on culture coming through to the Board as a significant topic. A focus on 
culture would be both data driven and through the individuals reporting to the Board 
(e.g. the Group People Officer and the Head of Internal Audit) and there was also the 
"sniff test" of seeing how things operated on the ground. Richard Sneath added that 
useful discussions could be sparked by the Board asking the executive how they drove 
the right behaviours which also brought alive what was happening on the ground. 

• Al Cameron noted that he had been reflecting on how we had spent our time as a 
board, the agenda we were driving, and the time spent responding to requests. Some 
of the legal issues were very important but we also needed to recognise that BAU and 
strategy were key for the longer-term success of the business. Tom Cooper noted that 
the Board would nevertheless need to spend time overseeing the management of the 
compensation schemes. Tim Parker noted that while much time had been spent on 
reviewing individual cases referred to the Court of Appeal this had helped us set 
parameters for the approach to future cases and to reach the conclusion that the 
appeals should not be opposed in the overwhelming majority of cases which had been 
vital. Boards only had a finite amount of time and the theme of the Report was that our 
aspiration must be to focus more on BAU and strategy in future. Colleagues were keen 
to revert to a more strategic view. TP also agreed with the points raised around 
succession planning and talent in the Report. 
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Carla Stent asked what Independent Audit's advice would be as we brought the new 
Postmaster NEDs on board. Richard Sneath noted that Independent Audit had 
experience of pension trustee boards. It would be important to make sure that the 
Postmaster NEDs were fully involved in the Board's discussions and decisions and their 
contributions were encouraged and heard. Tim Parker agreed that the Postmaster 
NEDs must be treated as equal players and would try to get the right balance between 
encouraging contributions while recognising that it took some time to get up to speed 
if you were new to a board. Catherine Stalker added that it could be beneficial for 
existing NEDs to go on some of the induction visits with the Postmaster NEDs to help 
forge those relationships. 

Tim Parker referred to the "quick wins" included in the Report. Some decisions, such as Action: VB to 
holding the ARC and Board meetings on the same day, had been to try not to impinge too include on July 
much on people's diaries. However, all of the points were worthy of consideration and we agenda 
would will be following up on the recommendations positively and review these again in 
July 2021. 

8. Approvals 

8.1 Annual Governance Report 

The Board NOTED the following to which no changes were proposed: 
(a) The Delegated Authorities from the Board, including subsidiary companies and 
liabilities and indemnities (full document in Reading Room, summary in Appendix 1) 
(b) The delegations in place for the authentication of the Company Seal (Appendix 2) 
(c) The Board Committee Terms of Reference (ToR) reviews and the Review of Matters 
Reserved to the Board (full reports in Reading Room, summary in paragraph 4) 
(d) The Directors' Register of Interests (Appendix 3). 

The Board APPROVED the Authorised Signatories to which changes were proposed 
because of changes in roles and responsibilities (Appendix 2). 

8.2 Network Strategy, including DMB Funding 

The Board: 
APPROVED the exit and replacement of 57 DMB branches in 2021/22 at a cost of 
£18.9m, generating f4.4m annual recurring benefits. 
NOTED the progress in developing new light-touch formats and plans for further 
piloting and roll-out during 2021/22. 

Nick Read reported that next month we would announce the end of the moratorium of 
franchising DMBs which was the right thing to do strategically to move to a fully franchised 
organisation. 

8.3 Procurement Risk Exceptions 

a. PREN29 — Public Affairs Services 

The Board APPROVED an extension to an existing non-compliant direct award by an 
additional 3-month term to Lexington Communications Ltd for the provision of specialist 
parliamentary and government advice. This was required in order to maintain service 
continuity in relation to the public inquiry. 

The existing contract for the provision of advisory services in relation to ongoing and 
potential inquiries had a value of up to £173,000 (until July 2021 - £101,000 having been 
spent to date) but now required a further extension for an additional value of £332,889. 
The total value of the spend for the Services would be £505,952. 

b. Delegated Authority Request — Microsoft Enterprise Agreement 
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The Board: 
APPROVED the award of the contract to Microsoft Limited for the supply of Software 
and Services up to a value of £12.5m with a forecast cost of £8.85m over a 3-year 
contract. 
DELEGATED AUTHORITY to the Chief Information Officer to finalise and approve the 
final agreement as Contract Owner in accordance with the commercial terms set out 
in the paper presented to the Board. The contract would be executed by an approved 
authorised signatory. 

c. Delegated Authority Request — Property, Facilities Management Services and 
Security 

The Board: 
• APPROVED the award of the contracts for: hard Facilities Management Services; soft 

Facilities Management Services, security Grapevine Services (Planned & Reactive 
Security Services - Alarm Monitoring & Maintenance, Criminal Intelligence etc) up to a 
value of £150m*, with a forecast base cost of £74.5m (f14.8m p.a. aggregate 
excluding project related work) over a 5-year contract (being an initial term of 5 years 
for lots 1, 2 & 3 with a further 3-year extension option available for lot 3 (at a cost of 
—E18.6m excluding project spend, for years 2026-2029)). 

• DELEGATED AUTHORITY to the Group Chief Finance Officer to finalise and approve 
the final agreement as Contract Owner, in accordance with the commercial terms set 
out in the paper presented to the Board and including the permitted three one-year 
extensions in due course. The contract would be executed by an approved authorised 
signatory. 

*advertised OJEU maximum value. 

It was noted that the business case should come back to the Board if the projected spend 
was significantly higher than that shown in the paper. Al Cameron noted that we expected 
the spend to fall as we reduced our property footprint. 

d. Delegated Authority Request — Media Planning & Media Buying 

The Board: 
APPROVED the award of the contract to CARAT Limited for the supply of Media 
Planning, Buying and Attribution services up to a value of £65m*, with a forecast cost 
of £48.2m over a 5-year contract (being an initial term of 2 years, plus three 
permitted one-year extensions). 
DELEGATED AUTHORITY to the Chief Commercial Officer to finalise and approve the 
final agreement as Contract Owner, in accordance with the commercial terms set out 
in the paper presented to the Board and including the permitted three one-year 
extensions in due course. The contract would be executed by an approved authorised 
signatory. 

*advertised OJEU maximum value 

The OJEU process to aggregate POL's Media Planning and Buying services had concluded. 

Al Cameron reported that spend in this area included all the aggregator spend. Nick Read 
explained where the responsibilities in this area lay in the business and we would come to 
the Board to look at this work again in due course. 

e. Delegated Authority Request — Affiliates & Aggregators 

The Board: 
• APPROVED the award of the contract to AWIN Limited for the supply of Affiliates and 

Aggregators Network and Management Services up to a value of £50m*, with a 
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forecast cost of £23.7m over a 5-year contract (being an initial term of 2 years, plus 
three permitted one-year extensions). 
DELEGATED AUTHORITY to the Chief Commercial Officer to finalise and approve the 
final agreement as Contract Owner, in accordance with the commercial terms set out 
in the paper presented to the Board and including the permitted three one-year 
extensions in due course. The contract would be executed by an approved authorised 
signatory. 

*advertised OJEU maximum spend. 

This OJEU process - a separate Lot under the Media OJEU — had concluded delivering 
POL a compliant and direct contract without agency margin overhead. 

f. PREN31 — Digidentity 

The Board APPROVED an extension to an existing non-compliant contract by an additional 
13-month term to Digidentity Ltd, from 31 March 2021 to 22 April 2022 for the provision 
of "Verify Services" (online identity registration service) to Post Office, required in order to 
meet Post Office contractual obligations to UK Verify. 

It was AGREED that our plans for developing our digital identity service would be included 
on the agenda for the July 2021 strategy sessions. 

8.4 PCI Compliance Programme 

The Board APPROVED: 
£4.1m additional funding for the PCI Compliance Programme (taking total programme 
funding to £19.9m). 
up to an additional £3m to be made available if required. These funds would need to 
be requested, with justification, for approval by the Investment Committee. 

Carla Stent noted that the costs of the PCI Compliance Programme continued to increase 
and asked whether we were seeking to contain the Fujitsu costs. Jeff Smyth reported that 
our confidence in the completion of the contract was growing and we were now into the 
banking pilot phase. There were not many "unknowns" left but it was always possible that 
we would identify further areas that required PCI compliance. 

8.5 Fujitsu Horizon Negotiation 

The Board: 
• APPROVED the award of the extension to the term of the Fujitsu Horizon Agreement 

for the supply of Application Services from 1 April 2023 ("Extension CCN"). 

The duration of the extension would be for a further 1+1 year period (one year was 
contracted from execution of the extension and extended the agreement from 1 April 
2023 to 31 March 2024, the optional extra year could be committed to no later than 31 
March 2023 and extended the agreement from 1st April 2024 to 31 March 2025 
(together the "Proposed Extension")). The forecast spend was estimated at £21.3m p/a 
(£42.5m estimated total), some spend was variable and demand based, and there was 
no minimum commitment. 

• DELEGATED AUTHORITY to the Chief Information Officer to approve the extension as 
Contract Owner in accordance with the commercial terms set out in the paper 
presented to the Board and including the permitted 1+1-year extensions in due course. 
The extension(s) would be executed by an authorised signatory. 
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It was reported that we would be publishing a Voluntary Ex-Ante Transparency Notice 
(VEAT) notice, following which there could be challenge but we would be publishing a s72 
notice setting out the legal justification for the approach taken. 

8.6 Belfast Exit 

The Board: 
• APPROVED a drawdown of £9.03m to fund project activity until the end of October 2021. 

This would deliver migration of the Horizon database to AWS and the Branch cutover, 
whereby all branches would be connected to AWS rather than Belfast. The programme Action: VB to 
would return to Board in September 2021 to confirm delivery progress and propose next include on 
steps. Board forward 

• NOTED the revised approach to the migration which split the remaining delivery cost agenda 

(cfl9m spend to complete) into two priority sets; Priority One being mandatory to avoid 
the cost/risk associated with running Horizon on out of date, unsupported software during 
the 2021 peak trading period and Priority Two completing Belfast datacentre exit (and for 
which options to replace rather than migrate would be investigated as a way to avoid cost 
duplication with SPM) 

• NOTED the engagement of an external consultancy to validate the division of scope into Action: VB to 
two priority sets and to support POL efforts to optimise Priority Two scope delivery with an include on 
update/recommendation to the Board in June 2021. Board forward 

• NOTED the updated project milestone dates. agenda 

It was noted the Jeff Smyth and Zdravko Mladenov were discussing the Belfast Exit 
Programme and the SPM Programme and the interfaces between the two regularly. 

Noting and governance items 

9.1 Health & Safety Report 

The Health & Safety Report was NOTED. 

9.2 Mails Regulation paper 

The Mails Regulation paper was NOTED. 

9.3 Telco sale and completion update 

The Telco sale and completion update was NOTED. 

9.4 Historical Matters Business Unit Report 

The Historical Matters Business Unit Report was NOTED. 

9.5 Postmaster NED appointments 

The Postmaster NED appointments paper was NOTED. 

9.6 Sealings 
The Board APPROVED the affixingof the Common Seal of the Company to the documents 
set out against items number 2031 to 2056 inclusive in the seal register. 

9.7 Future Meeting Dates 

The future meeting dates were NOTED. 

9.8 Forward Agenda 

The draft agenda for 3rd June 2021 was NOTED. 
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10. Any Other Business 

Independent Director with a legal background 

Tim Parker referred to Tom Cooper's note regarding appointing an independent director to 
the Board with a legal background to help provide further oversight of the work on 
historical matters, including the administration of the compensation schemes; TP asked 
for the directors' perspectives. Tom Cooper explained that the new director might be a 
General Counsel of a large company who understood governance and could provide a legal 
challenge, including on cost issues to the HMBU team which was not led by a lawyer. This 
experience and oversight were needed, not just in relation to the Historical Shortfalls 
Scheme but also for the criminal cases which could continue over a number of years while 
needing to free up Board time for the BAU and strategic matters. BEIS would not remove 
responsibility from POL for oversight of historical matters. 

A number of points were raised, including: 
• Al Cameron agreed that the work and costs of the external legal teams needed to be 

managed carefully but did not understand why that should be a Board position. It also 
needed to be recognised that there was an independent panel dealing with the HSS 
offers. Tom Cooper noted that the HMBU controlled most of the activities and BEIS did 
not want to have day-to-day responsibility for these issues. 

• Zarin Patel thought it made sense to have a legally qualified director on the Board as 
the position for the Board could become more complicated with the civil claims; 
however, with the Postmaster NEDs there would be a large Board and we needed to 
make sure that we appointed the right person. We did not want to create a shadow 
General Counsel and so needed to work through the practicalities of how this role 
would work. 
Carla Stent noted that she was reassured that this individual would be an independent 
director. Our structure as a Board would need to be considered if we were going to 
split ourselves into sub-committees to allow the Board to focus more on strategy. Tom 
Cooper noted that the Board should not need to spend nearly as much time on 
individual litigation cases in the future. A Board sub-committee on historical matters 
could allow Board meetings to focus on BAU and strategy. NR agreed that the day-to-
day management for historical matters was not right yet. It would need to be 
determined how we would expect the new NED to operate and what their 
accountabilities would be as well as needing to resolve the underlying executive 
structure. NR saw the overall benefit of having a lawyer on the Board because of the 
contractual issues that needed to be resolved. 
Tim Parker noted that the large amount of public money at stake meant that BEIS 
needed to have confidence in the approach we were taking. We wanted someone with 
relevant expertise akin to Lisa Harrington's in IT and transformation which enabled her 
to have input into the IT and SPM teams' work which the other NEDs could not. Tom 
Cooper confirmed that this would be a non-executive role and he envisaged the time 
commitment being somewhere between that of the Remuneration Committee and 
ARC Committee Chairs. Nick Read would need to decide the best construct for the 
executive deliverables. Tom Cooper would discuss the proposed approach with Lisa 
Harrington in more detail outside the Board meeting. The appointment request to BEIS 
would need to be made before the next Board Meeting. A Panel from the Board would 
have to interview the shortlisted candidates following the advertising and shifting 
processes. 

Internal Audit fees 

The Board APPROVED an increase of £150k in internal audit fees for the 2019/20 financial 
year. 

Page 16 of 17 
STRICTLY CONFIDENTIAL 

F, ^, 204 POOL Board Meeting 03 Lure 2021 -03/36/'21 



UKG100041682 
UKG100041682 

Tab 2.1 Minutes frc. a: too FVk;roh L21 

POST 
OFFICE 

POST OFFICE LIMITED BOARD MEETING 
Strictly Confidential 

There being no other business the Chairman declared the meeting closed at 16.15 hrs. 

11. Date of next scheduled meeting 

3rd June 2021. 

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

Chairman Date 
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REFERENCE ACTION ACTION OWNER DUE DATE STATUS OPEN/CLOSED 

Board Meeting 28 January 2020 

10.2 Payzone Bill Payments Limited he Board asked that assurance was provided that Veronica Branton to The proposal is on hold. We have completed a Open 
- Capital Equity Injection Request he capital equity injection proposed was a tax relay to Payzone significant reappraisal and investment reduction 

efficient arrangement before consenting to approve, exercise and are awaiting a final decision on 
2020/21 change spend approval. Upon receipt 
of this, we will return to the Board with a 
recommendation for the funding arrangement 
between POL and PZBP. 

Board Meeting 24 November 2020 - - - _  _— __— _— __ — _ - — _— — — _ _ _, — _I 

7. Historical Matters Business Unit clan Salter to relay to To close 
report 'n Foat Ic 

b) 
REDACTION 

I • 

Additional Board Meeting 07 December 2020 '~

Funding / Historical Shortfalls I Cameron reported that there were not any pension I Cameron Discussions have taken place with Linklaters and Open and 
Claims Scheme elated considerations; he did not think that there the Compliance team. We have obtained ongoing 
a) sore specific regulatory reporting requirements, but confirmation that the pension regulator does 

hat position would be checked, not need to be informed and in reviewing POL's 
regulatory obligations we have not identified 
any requirements for POL to inform its 
regulators of its financial position, but it was 
suggested that a thorough exercise is conducted 
so certain key contracts are being collated and 
reviewed to ensure certain obligations haven't 
been missed. We'll then go through the relevant 
documents with Linklaters. 

Board Meeting 26 January 2021 

5.1 Strategic Platform loan Zinner and Zdravko Mladenov were asked to Dan Zinnerl Zdravko This action is in progress and will be presented To close 
Modernisation (SPM) rovide more detail to the Board as to why exiting Mladenov to Board on 03'a June as part of the larger 

Horizon was the right thing to do, allowingthe Board review of the SPM business case and plans. 
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o properly consider this and make a decision. 
5.3 Pick Up Drop Off Services Ken McCall requested that hard to place branches an Zinner To be factored into the carrier and network To close 
(PUDO) ere considered in corner and network discussions, discussions. 

oting it would be helpful if the carrier approach The aim of the PUDO strategy is to make as 
ould offer something to these branches. Dan Zinner many branches, including hard to place, as 
as asked to look into this possible available to clients. While we will use 

pricing and the commercial agreements to 
incentivise maximum use of the network this 
will need to be balanced against the reality of 
customer demand, branch suitability (capacity 
and capability) and carrier operational coverage 
and economics. 

Board Meeting 30 March 2021 

4. CEO Report o schedule a discussion at the Board on the eronica to flag with The agenda for 3'd June has a number of Open 
Postmaster consultation and the sense coming out of manda Jones and add to decision items so we didn't have enough time to 
his that some Postmasters would prefer to be orward agenda include a discussion on the consultation. The 
mployees. proposal is to schedule this discussion separately 

and Amanda is providing some dates for a 
session that would include the CEO of 
Quadrangle who supported the consultation 
process. 

5.2 Budget Plan for 2021/22 

a) o look at delta on Mails at the end of Q1 trading to I Cameron/ Mac Jacobi The budget was revised to include stretch profit To close 
test whether our assumptions were too conservative assumptions for labels by fgm and FRES by £6m. 

We will include an analysis of the position on 
„,,,,„, •;•,„„<'- , ...~„,::~,_,„~.;:,, ,„ ; ,.. ':,,,„ ,,„„;-".. Mails and FRES trading in the July financial 

......... ..:...............:... .... <:. .. ,......:.... ... ;. .. .. .. .. ...." performance report to the Board, where an 
adjustment to the stretch will also be reviewed. 

b) o provide an overview of the declining elements in I Cameron/ Mac Jacobi 
he budget. 

6.1 Banking Framework 3 o explain how customer service concerns raised by lartin Kearsley Covered in the BF3 paper included on the 3rd To close 
he banks had been investigated and addressed. June Board agenda. 

6.2 PUDO o produce a Board paper on covering PUDO I Cameron to take Paper to be included on the Board agenda for Open 
ntegration with Horizon, cashless branches and SPM orward 27Th July 2021 
ntegration. 
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6.3 SPM o have a deep dive onthe 5PM business case in dravko Mladenov Paper included on Board agenda for 03r0 June To close 
dvance of a decision being sought. and discussions held in advance with a number '..

of NEDs. 
7. Independently facilitated Board o include an item on the recommendations from the eronica to include on July Item included on the forward agenda for the To close '..
review Board review on the July Board agenda 2021. genda Board meeting on 2715 July 2021. 

8.3 Procurement Risk Exceptions: 
a) Media planning and buying Media planning and buying services. To provide an A noting paper will be submitted to the Board Open 

services overview or have a presentation to the Board on meeting on 2715 July 2021. 
here the responsibilities for media planning and 
uying services lay in the business. 

b) PREN31 - Digldentlty o include an item on the development of our digital eronica to include on July Included as a strategy session for 271 / 2815 July To close 
identity service in the July 2021 strategy sessions. genda 2021. 

8.6 Belfast Exit 

a) o include an item on the progress of the Belfast Exit eronica to include on Included on the forward agenda for the Board To close 
Plan and recommended next steps on the September nptember agenda meeting on 28th September 2021. 
Board agenda. 

b) o include an item on the engagement of an external eronica to include on We will revert with findings at July Board. To close 
onsultancy to validate the division of scope into two orward agenda Included on forward plan. 
riority sets and to support POL efforts to optimise 
riority Two scope delivery for the Belfast Exit Plan. 
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Tide. Non-Executive Director     03rd June 2021 Appointments 

Author- Veronica Branton, Company r~~ 5b_ra Tim Parker, Chairman Secretary 

Input ht. Decision 

The Shareholder has given consent to the following appointments which the Nominations 
Committee recommends to the Board. 

The Board is asked to APPROVE the appointment of Elliot Jacobs as a Non-Executive Director 
of Post Office Limited for a period of three years from 6th June 2021 to the nearest Board 
meeting three years from that date. 

The Board is asked to APPROVE the appointment of Saf Ismail as a Non-Executive Director of 
Post Office Limited for a period of three years from 6th June 2021 to the nearest Board meeting 
three years from that date. 

The Board is asked to APPROVE the re-appointment of Carla Stent as a Non-Executive Director 
of Post Office Limited for a period of two years from 28th January 2022 to the nearest Board 
meeting two years from that date. The Board is also asked to APPROVE that Carla Stent 
continues to serve as the Chair of the Audit, Risk and Compliance Committee during her re-
appointment period. 
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o GL. Chief Executive's Report Ksetli 
ate 3rd June 2021 

f € t[ orro Nick Read, Group CEO ponsor: N/A 

Input Sought: Noting 

Items enclosed in this report are for the Board to note and advise if any further 
discussion/information is required. 

cutivo Summary 

It is unlikely that in its long history the Post Office has ever endured a period of such intense 
scrutiny, as it has over the last six weeks. The fallout from the Court of Appeal judgment on 
the 23rd April, the scale of the criticism and the conclusions of the Appeal judges will stay 
with the organisation for years to come. Post Office was variously described in the summary 
as egregious, oppressive, obstinate, complacent and self-interested. It is not difficult to see 
how the conclusion of Limb 2 was determined, once this judgment is digested. As the 
judgment described "the same failures occurred week after week, case after case - systemic 
failures which were never challenged in any paperwork seen by the court...the longer it went 
on the more self-serving Post Office Limited became". 

It is probably too early to really assess the impact upon the brand. Not least because there is 
still plenty more mileage in this desperate story. The movement of the Inquiry to a Statutory 
footing will prolong closure by at least 18 months and most commentators think it highly 
unlikely that Sir Wyn will conclude his report in the Autumn of 2022. The overturning of 
criminal conviction cases will last even longer. How our stakeholders - postmasters, 
colleagues and potential recruits, as well as customers, commercial partners and the 
shareholder react - is difficult to gauge. What is clear is that no potential rebuilding can really 
begin until blame and compensation are addressed. Arguably blame will in part be covered by 
the widening of the scope, remit and powers that Sir Wyn has demanded. Stakeholders 
appear to believe so. My appearance at the APPG (and the questions I received) certainly 
supports this theory. Compensation needs to be seen through three lenses - the GLO 555, 
HSS payments, and the overturned convictions. The speed, transparency and simplicity with 
which we can execute this will go a long way to addressing trust. However, it is here that I 
have least confidence. The determination of the Government to distance itself from 
discharging its duties - the Minister has repeatedly said that "compensation packages are a 
matter for the Post Office" - is concerning, given we have no funding. The drag on the 
business of stumbling through this phase should not be underestimated. A repeat of the HSS 
experience, which paralysed the business, would be unforgivable. 

You will see in our initial strategy paper that I believe the business will need to change 
direction if it is to survive. We must resolve and fix the past. This is more than just 
operational and IT fixes but deep cultural change. This will be deeper, take longer and be 
more expensive than we at first envisaged. We will need to invest in the brand to re-establish 
our one key USP - consumer brand trust. We were much loved, albeit customers could not 
quite articulate why, and we need to rediscover it. We need to be clear on our purpose and 
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the shareholder's principle objective; A network of 11,500 branches adding to the social fabric 
of the country. A social obligation and an infrastructure that underpins communities across 
the country. We need to win back the trust of postmasters. We have made good progress 
over the last 18 months but the experience of the last 6 weeks and the mistimed consultation 
of MDA2 have revealed the fragility of this relationship. Postmasters feel brow beaten and we 
are battling against 10 years of "does our partner have our best interests at heart" as one 
Postmaster remarked to me. We have much to do to regain their hearts and minds. It will be 
critical to find a model that aligns the needs of the shareholder, POL and Postmasters. 
Remuneration will be central to this. 

Yet despite this backdrop the business has remained resilient. The field team in particular 
have faced into an extremely difficult environment with great stoicism. The commercial teams 
have made genuine progress in developing the business; The Amazon trials are going well, 
we have made commercial and operational progress with DPD and are on track for PUDO 
trials in July. BF3 and the longer-term strategy to be the solution for cash are particularly 
exciting, as we will discuss later in the meeting. Our strategy to win over the banks, treasury 
and the regulators has been well received. The Yoti deal is delivering and our plans around 
relaunching our travel business have come together comprehensively and we are ready. We 
have also made good progress with SPM and will be ready for trials later in the summer and 
will have 400 Express branches up and running by April 2022. 

Visible leadership and communication have never been more important. The organisation 
needs belief. It needs confidence in a credible vision and in a route out of this crisis. It needs 
a balanced perspective on the issues we are encountering, and it needs calm decision 
making. My focus is to try and provide this - through our colleague and postmaster 
conferences, by articulating our intent to 2025, our new ways of working and our six core 
priorities, through regular 10@10's, SLG meetings and getting out to meet postmasters and 
commercial partners. As a Board we need to shift our focus from assessing the past to 
supporting and driving organisational health and effectiveness in the present and for the 
future. This is very much the emphasis of the content of this board meeting. 

P or c c } 

Although P1 saw the end of formal lockdown in England, the UK was still under strict 
restrictions during the first half of the period. IMRG reported huge declines in online 
retail growth as customers returned to high street retailers. Springboard also reported a 
significant increase in retail footfall after the first week post-lockdown ending. The levels 
reached were only achieved two months after the first lockdown ended last year, 
meaning physical retail has returned far quicker than expected. 

As a result, Mails performance was below budget, with trading revenue down £4.4m 
(13%) to budget and £3m in Trading Profit; led by Labels and Special Delivery. 
Performance was strong in week 1 whilst lockdown was still in place however, there was 
a reduction in growth thereafter across the product portfolio. 

In P1, Banking, Payments and Travel have met budget. In Banking, deposits have grown 
strongly as lockdown begins to ease. Withdrawals are slower, but this is to be expected 
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with highly cash dependent areas such as Northern Ireland and Scotland sti l l in full 
lockdown. Further recovery is expected as the hospitality industry and further regions 
fully reopen. 

4. Overall we achieved profit expectations for the month through upside on cost lines 
(mainly timing or one-off related). This included lower levels of postmaster 
remuneration flow through, and we will therefore be monitoring Mails trends carefully 
from both a postmaster and profit perspective. 

The trends in P2 continues on a similar theme. Footfall numbers remain on average at 
9.5m, 5% lower than planned and income is similarly depressed on the back of Mails 
under-performance. We have failed in the Network to meet target consistently over the 
last 6 weeks and this will see Postmaster remuneration also fall backwards. 

6. We are on course to open discussions with the Board on the 3rd June around our 
Strategic Plan submission and related funding bid later this year. 

We are still working to a draft 21/22 budget whilst further material is finalised for UKGI 
on the Historical Matters element of the budget. 

Cash €vcr~ ru kitf 

8. P1 has seen all three business areas (Banking, Payments and Travel) meet budget. 

9. Banking Services performance in P1 was £0.2m favourable to budget. The strong 
recovery seen in 2020/21 continues into P1, with further growth in withdrawals and 
deposits. Business deposit volumes and values are slightly adverse to budget, but this is 
offset by a reduction in the Santander credit for corporate deposits (which we charge at 
a lower rate), showing £0.2m favourable overal l for deposits. 

10. Banking Framework 3 discussions continue to track to the previously presented plan, 
and further updates will be provided at a separate session later in the Board meeting. 

11. The Community Access to Cash Pilots have all launched successfully, including two new 
'BankHUBs' which opened in Rochford and Cambuslang. Both received favourable media 
coverage as well as positive footfall. 

12. In Payments, key top-ups and seasonal growth has driven consistent performance in 
Period 1 and the introduction of new payment terminals, offering faster processing for 
Postmasters, has been well received. 

13. The Travel business continues to face into the effects of Covid-19, although strong 
performance in Moneygram and Postal orders shows money transfer is still much 
needed. Preparations are underway to ensure a fast start to the travel business once 
Government guidance becomes clearer. We have incentives and distribution plans in 
place alongside the re-registering of branches with HMRC ahead of the launch. 
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14. Mails performance in P1 was behind budget by £3m in trading profit. The stretch against 
the Labels product created an adverse variance of c£1m in trading profit (£2m in 
revenue terms) and this gap will likely recur throughout the year (c.10% of Labels 
annual revenue target). In addition, the budget hypothesis was a gradual ease out of 
lockdown rather than the more dramatic reduction in sales as seen during P1. The Q1 
budget has an additional £5m revenue (£2m in P1) gap with the biggest declines coming 
from higher basket sizes as business returned to physical channels. 

15. Following Investment Committee approval, the PUDO business case will go to Board on 
3rd June 2021 to authorise a further £2.41m (in addition to current approved spend of 
£2.86m) for FY21/22 to deliver PUDO (Total project spend: £5.27m). 

16. Post Office is submitting a response to Ofcom's Call For Inputs regarding the review of the 
regulatory framework of Postal Services on Thursday 20t'' May. Ofcom will consider and 
publish the responses over the summer, and the formal consultation process will begin in 
the autumn, with the date yet to be confirmed. 

f u 7- r(3u~' mz9 r1~`li aft cira li F1:   Iu iiiid Identfty 

17. Trading has been positive in P1 across the platform products, with all lines of business 
on or ahead of budget for revenue and trading profit. 

18. In Insurance, the new business market for General Insurance (Motor and Home) is 
subdued, but retention is performing better, and we are focussing on maximising value 
whilst maintaining policy count. We continue to focus heavily on the FCA changes to 
pricing rules being implemented in January 2022, which could have a wide range of 
commercial outcomes. Modelling suggests outcomes are likely positive for Post Office 
Insurance in the first year or two, but we are focussing on agility and flexibility to cope 
with what will be a very dynamic market. 

19. There was a very small upside ahead of budget in Travel Insurance sales in the early 
weeks of May, but no sign of any significant market recovery. We continue to monitor 
the RAG status of individual countries, but our intelligence suggests there remains some 
consumer reluctance to travel overseas. 

20. Credit Card volumes are significantly ahead of budget, with a new commercial 
arrangement (Capital One responsible for all marketing activity and costs) working well 
and channels such as Facebook performing strongly. A branch trial of mobile lead 
generation via text or QR code (with Postmaster Remuneration via embedded FAD 
codes) is live and results will emerge through May. 

21. Bank of Ireland's outlook has improved, and the partnership has been reinvigorated. 
This is due to an agreed plan to maximise joint-venture profit with a focus on value over 
volume. Our savings balances are getting smaller, but higher joint-venture incentive 
payments look likely, and we are protected by a minimum income guarantee. 

22. We have built and launched the EasylD app within the Yoti partnership in digital identity. 
The in-branch tablet capability is in development and on track. We have made progress 
with GDS to enable our Verify service (extended earlier this year) to be provided by the 
Yoti partnership rather than Digidentity. The partnership is working well, and in addition 
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to completing technology builds, there is a necessary focus on converting capability into 
utility and revenue. 

1 ,©',[r[, 

23. We held a virtual Postmaster Conference on the evening of 27th April attended by 500 
Postmasters where I set out my strategic intent to 2025 including the aspiration to 
create a profit sharing model. A Q&A session followed where we addressed over 50 
questions. It was clear the big questions for Postmasters are MDA2, how to remunerate 
fairly, preventing cannibalisation of existing Post Offices whilst growing the network and, 
the uncertainty of how trading will play out this year. 

24. Consulting with Postmasters on the proposed new remuneration rates for MDA2 has 
been a priority for the field team since mid-April. As of 21st May, 7,333 visits/calls have 
been completed with the intention that all of the network will have been engaged at 
least once, by end of w/c 24th May. These 1-1 engagements with Postmasters have been 
supplemented by 2 NFSP hosted events, w/c 10th May and 4 regional events w/c 17th 
May, to provide an opportunity for Postmasters to ask questions about the impact of the 
new MDA and also to give context to the competitiveness of the Mails market and the 
challenges and opportunities for Post Office. Whilst we expected there would be a 
negative reaction from c14% of Postmasters who are modelled to be potentially 
adversely affected by the proposed new rates, we have experienced a strong reaction 
from Postmasters across the board in 3 areas, specifically; 1. Proposed Special Delivery 
rates 2. Proposed Parcel Force rates and 3. questions about the time period used for 
modelling. This reaction is borne out of an underlying mistrust of POL about our real 
intentions for remuneration, founded on years of remuneration erosion and reductions. 
On 21st May we communicated a decision that we will delay the implementation date of 
MDA2 by a further 3 months until 1 April 2022. This will allow for better engagement, 
explanation... and listening. The current consultation process will conclude on the 6th 

June, after which there will be several months of detailed quantitative and qualitative 
analysis to form recommendations, prior to sharing with Postmasters in September. 

25. As part of the formal Postmaster consultation exercise that took place earlier this year, 
Postmasters told us that there were six top priorities for improvement: Remuneration, IT 
systems and processes, Communication, Training, Access to senior management and 
finally, greater innovation and the establishment of Postmaster working groups. Co-
creation sessions, facilitated by Quadrangle and led by senior leaders and Postmasters, 
have now taken place across all six priority areas, allowing us to seek further specific 
feedback on improvements and test potential solutions and new ways of working. These 
sessions have provided us with useful insights which will feed into our improvement 
plans over coming months and we will continue to engage and 'co-create'. 

26. The consultation survey itself revealed that around a third of postmasters feel 
unsupported by Post Office and do not feel valued. We'll be monitoring Postmaster 
sentiment regularly throughout the year, using Quadrangle to conduct short surveys to 
measure changes in sentiment and overall Postmaster experience as a result of 
improvements and tangible actions implemented. 

27. To further strengthen our engagement with Postmasters, a new Postmaster Director role 
has been created. This role will champion the importance of the Postmaster at all levels 
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within Post Office and lead activity that drives Postmaster and trade body engagement, 
interactions, improvements and cultural change. It is our intention to actively seek a 
current serving Postmaster to fulfil this role and a recruitment campaign will be launch in 
early June. We will also be looking at specific secondment opportunities - 3, 6, 9, 
months in duration - to get postmasters into the centre to support on projects and help 
shape future solutions. 

Postmaster Service and Su wort 

28. In line with the Government easing of lockdown restrictions, field teams returned to face 
to face visits in mid-April. Their primary focus has been on MDA2 whilst supporting 
Postmasters to maximise growth in business banking, with the reopening of non-
essential retail and hospitality. Additionally, alongside the impact of localised bank 
closures, we have been preparing to kick start Travel Money and Travel Insurance in our 
largest branches, to coincide with the traffic light system for overseas leisure travel. 

29. Good progress has been made in finalising Postmaster Support policies. We now have a 
suite of policies that define our relationship with Postmasters on key issues. These have 
been underpinned by a series of process improvements, for example; making changes to 
the settle centrally functionality on Horizon - allowing Postmasters to settle any balance 
centrally where there was previously a minimum limit of £150. We have fixed the issue 
in Horizon that was not allowing low value transaction corrections to be issued to 
branches. This has enabled credit transaction corrections, being processed by the branch 
reconciliation team since 28th January 2021, to flow through to Postmaster accounts. 

30. We have launched Postmaster satisfaction surveys for the Branch Support Centre and IT 
Digital Service Desk. These surveys are sent by email and replace the telephone surveys 
that have been in place since November 2020. The response rate is significantly higher 
and early satisfaction measures from the Branch Support Centre (the first area to 
launch) are encouraging with 88.5% of Postmasters satisfied or very satisfied with the 
service received in Period 1 (from 209 responses). 

Traci fr r[r atilu 

31. Ahead of discussions commencing with Government later in the year on our future 
funding, which we expect to be part of a 3-year Spending Review in the autumn, we 
have prepared a paper for the Board which sets out our recommended strategic 
narrative, three year financial forecast and outline funding request. This paper covers a 
lot of ground and it represents the start of our engagement process with you, which we 
expect to continue over the summer in the run up to a targeted approval in late August / 
early September. Following the Board meeting, we will pull together an engagement 
plan to allow for more detailed discussion on areas of particular interest to make sure we 
are able to respond to your input fully in our final recommended plans. We also plan to 
cover a number of these topics at our July Board Away Day. 

32. I set out the core strands of my vision for POL in colleague and postmaster events in 
recent weeks and this has provided us with a framework to look at our priorities and 
direction. This is covered in detail in the paper but, in summary, our principal focus is to 
provide redress to postmasters for POL's past mistakes. We aim to work with 
Government on how we approach and pay for this, but it is clear that we are unable to 
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fund these costs, and the uncertainty we face is still causing distraction and disruption to 
our running of the business. Second, we must establish a sustainable platform that 
allows us to move forward. In particular, instead of pursuing profit as our primary goal, I 
believe it is right that we double down on our commitment to protect service provision 
and grow the network, and for us to invest so that we can maximise policy outcomes for 
our shareholder. I look forward to our discussion at the Board on what I consider to be 
an ambitious plan, but one that hits at the very core of what, after the past twenty 
years, we absolutely must be doing. 

33. In more near-term transformation activities, our P1 Change spend was £12.3m, £2.9m 
below plan, mainly from proactive management decisions to delay DMB strategy 
announcements and delays in CIO and SPM programme spend. HMBU programme 
spend was higher due to the timing of spend on legal fees and consultancy fees. Full 
year requested Change spend is under constant review with Investment Committee as 
P2 forecast indicates a 16% increase above the £169m budget. This is actively being 
managed and a common occurrence. P1 Change Benefits were £6.8m, £0.7 below 
budget mostly due to incorrect phasing for closed projects within Financial Services, this 
will be corrected in P2. Full year forecast is still on budget. 

34. In P2 we have 121 actively tracked "projects" (any CapEx is tracked as a "project"), 8 of 
which are on-hold. In P1 and P2 we've seen 5 new projects commence, and 16 projects 
close (including SuccessFactors 1&2, Panther and FJ Exit.) Our Change Group resource 
requirements have continued to increase, mostly in HMU, SPM and the recently created 
Postmaster Service Improvement Programme. We have a total of 187 Change Group 
contractors in P2 compared to 75 in March 2020 (pre-covid levels of activity); our total 
P2 Change Group resource pool is 12% employee (FTE/FTC) and 88% contractors, 
whereas 12 months earlier this was 35% employee/65% contractors. 

ro i t ,. ~ !jv r 

35. The major focus of our Network Delivery team during Q1 is on re-building the network to 
over 11,500 branches, given that our current waiver expires at the end of June. The 
open network stood at 11,441 at the end of April following a net increase of 26 in the 
month. Plans are in place for opening or re-opening over 100 branches by July to close 
the remaining gap and offset expected closures. 

36. Preparations are continuing for the piloting of our new Express proposition in up to 50 
locations over the next 3 months, with the first tranche scheduled to go live in the w/c 
21st June. The pilots will test small footprint technology and a simplified product set 
(PUDO and bill payments) designed to operate alongside the main retail counter. In the 
first instance they will be hosted in a combination of existing Payzone locations and new 
branches with Strategic Partners such as Co-op and WH Smith. 

37. We have paused announcements on DMB exits until at least mid-June to allow time for 
meaningful dialogue with the CWU on their alternative proposals (due to be submitted 
by 24 May) and to enable us to manage the interdependencies with wider stakeholder 
risks, including Starling. While this will delay benefits delivery, this will be partly offset 
by our plans to commence a voluntary redundancy exercise across the DMB network to 
adjust staffing models in light of changing customer demand (a cost of £1.2m with 
£700k recurring benefit). 
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38. Following the recent process of engagement with all remaining 'Hard to Place' branches, 
94 have opted to stay on their existing contracts (effectively moving to a similar status 
as Community branches and removing a liability of £8.5m) leaving 277 still to find 
replacements to enable them to exit with compensation. Based on the current pipeline of 
prospects we expect to deliver 18 replacements during Q1 and up to 97 by March 2022. 

39. Beyond the current consultation of MDA2 remuneration, the next phase of work on 
network strategy is reviewing our wider commercial and contractual framework with 
postmasters, with initial conclusions to be discussed at the July Board awayday. 

tray egc Prt:i  s

40. The management of financial stability and risk profile within our top Strategic Partners 
has been implemented and shared with ARC. This profiling process, which includes 
financial (facts), trading (trends) and a wider commercial (overall) lens, has highlighted 
an 'amber' risk for WH Smith, McColls and Mid-counties Co-Op. This was expected and 
is being monitored monthly both internally and with the partner themselves. 

41. Our Strategic Partnership team, recently re-organised and under the new leadership of 
Katie Secretan (ex Costa), is developing a roadmap to deliver professional partnership 
management. In practice this means greater routine and rigour, building engagement 
and enhancing commercialisation (i.e. focus on data and insights to drive trading) to 
enable joint business planning. This includes the increase and realignment of resource, 
the upweighting of capability and a clear definition of roles and accountabilities to deliver 
a tiered approach of support to our partners based on their size, scale, brand/purpose 
alignment and strategic potential. There are early successes in the joint plans 
developed to trial new formats and propositions with WH Smiths, Co-op, Rymans, 
Henderson (Spar NI). Additionally, this new focus has enabled network growth 
conversations for places where our blueprint gaps can be filled. For example, we will 
place 5 Express trial locations with Timpson in blueprint locations across central 
London. At the same time the Strategic Partnership team is working to build changes to 
our internal processes to manage our Partners on a corporate basis, given their needs 
are different from individual postmasters and they have a greater capability to add value 
to our Network. This is an area of particular interest and opportunity for me (given my 
Nisa experience) which is underdeveloped at present. There are 1400 branches in the 
Strategic Partnership group. We should have an ambition to grow this by 30%. 

IDG

42. Improvement Delivery Group (IDG) and the wider Post Office team continue to make 
good progress against the planned improvements. A total of 48 Oxblood red items 
(those with highest priority due to detriment) have been delivered since the judgments, 
with 41 having been internally audited as complete. We are on track to deliver the vast 
majority of planned improvements due for end May 21. Two Oxblood improvements are 
held pending a decision on the scope of the HSS (a specific Board paper is being 
prepared on this), and another is only a couple of weeks behind following the need to 
reconsider the Post Office approach to appeals panels. For these remaining 
improvements, good underlying progress has been made and whilst not on track for end 
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May, we do expect to complete them shortly, having taken a little more time to ensure 
we get the right outcome. 

43. Looking forward, we have 14 Red items (those with potential to cause detriment) which 
are due for delivery by August 21 and we will of course be progressing the resolution of 
historic detriment alongside. More details are contained in the IDG paper in this pack. 

rice iiz sfuie ® LSL"tt€arPy 

44. We had a major lottery incident that impacted branches at the start of April. The 
incident was caused by the closure of a project impacting master data. The resolution to 
the incident was slow and Postmasters were impacted by errors made in attempts to 
correct the issue in their accounts. To finally resolve the issue 15,768 transaction 
corrections were issued (taking transaction corrections to 27,660 in Period 1 — normally 
c12,000 per period). 

PC! S 
45. Partner Testing and UAT has completed and there are no open software defects that 

prevent the deployment of the solution into Model Office. The solution is being deployed 
into Finsbury Dials Model Office for 2 weeks before the solution enters the branch live 
piloting phase. Both the Model Office and live-pilot are tracking 2 weeks later than 
forecasted with Model Office testing now scheduled to start on the 1St June 2021. The 
delay was due to Fujitsu testing taking an additional week and an issue with the 
exchange of encryption keys between Ingenico and VocaLink. Assuming the live pilot 
progresses to plan with no major issues, our critical path to starting full branch estate 
migration is dependent on Santander completing the migration of their interface to POL 
onto the VocaLink network, which is due to complete early July 2021. Santander are still 
reporting green on this task but there is a (new) potential risk given their recent 
nationwide outage issue affecting their entire retail banking state which could have 
change management knock on effects. We have requested an urgent session with their 
Retail CIO to gain delivery date assurance and ratification. 

eHfest Drgjta Centre Ioud fvUrtion
46. Our delivery plan continues and involves the migration of the Branch Database, BRDB, in 

3 phases with the first stage scheduled to complete 25th May 2021. At this point, the 
data from the primary BRDB database in Belfast will be continuously and synchronously 
copied to a new AWS cloud hosted BRDB instance. This enablement will be followed by a 
period of extensive testing to validate the integrity of the data before moving to phase 
2. The second phase involves the further data migrations to use the AWS BRDB as the 
live production source & destination for 3rd party client files which are processed via the 
Post Office Data Gateway (PODG) and this is scheduled to complete by 30th June 2021. 

47. Aside from the BRDB there are 2 other key workstreams. Firstly the migration of the 
Branch Access Layer (BAL), which is the main system that 'orchestrates' customer 
journeys by either directing transactions for persistence in the BRDB or in some cases 
routing requests to 3rd party clients for real time transactions. The migration of the BAL 
is a fundamental enablement task to commence counter migrations to cloud, however 
progress is slow due to: 
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A limited pool of Fujitsu SME resources with the deep knowledge of the BAL. This is 
further constrained by resource contention conflict to support other priorities (like 
HIJ/Inquiry) 
Limited amounts of suitable existing test artefacts resulting in the need to create 
new test material from scratch. 
Contention over the use of limited test environments with other POL projects and 
programmes 

48. The request of FJ was to complete the migration of the BAL by mid-July 2021 to allow 
the migration of branches to complete before the POL estate wide change freeze starts. 
This will now not complete in time and the current estimate for the completion of this 
work is early September 2021. The other key workstream is the migration of the 
applications that deal with 3rd party integrations. Following analysis work conducted by 
AWS and POL Cloud Office, we are pursuing a route to migrate this functionality out of 
Horizon. A proof of concept is underway where this approach is being trialled for 3 
clients; Mails Track & Trace, DVLA, and an internal Horizon supporting interface. This 
revised approach has the clear advantage of allowing the interfaces to be re-used by 
SPM and will further reduce the scope of services that POL relies upon from Fujitsu i.e. 
Horizon scope reduction. External assurance work has also started to validate the 
approach taken by the team to execute the migration. The primary focus is to validate 
the approach Fujitsu are taking with the BAL, to provide independent assurance on the 
database migration approach, and to further validate the client integration proof of 
concept approach/outcomes. 

49. Jeff Smyth and I are planning to visit to the data centre in Belfast in June and will be 
meeting with key Fujitsu executives during the visit to discuss our ongoing workstreams. 

Branch & D t1 et 1t 
50. B&DE continue to build the capability required to deliver SPM along with other business 

programs. The team has grown to 44 and where roles are enduring we are building out 
long term capabilities through permanent resourcing. In parallel, we have launched a 
"Scaled Development Partner" procurement using our Digital Services Framework to 
ensure we have appropriate technical support and scale for delivery. 

51. For SPM, our most immediate focus is the September Express Proposition Go-Live. 
Enablement encompasses many workstreams: Retailer settlement, Payzone & Finance 
integration, Agent Remuneration, Master Data Management integration, Royal Mail Track 
and Trace integration (in conjunction with Belfast Cloud Centre of Excellence) and 
Product Journey Engine (PIE). Device selection has been delayed due to the Device team 
focus on Amazon PuDo device selection and testing. Market re-engagements is imminent 
with parallel planning for procurement activity. 

52. Other projects progress: Multi-Carrier PuDo has made excellent progress. A cross-
functional team has worked with DPD and is currently in e2e testing and is gearing up 
for an early June go-live. Amazon scaling-up is continuing in parallel. In sourced ATM 
solution design is complete for Back Office integration and management with build 
activity underway. In Identity, DVLA integration testing is completed, SIA work has 
started and Passport journeys will be re-enabled in early June (HMPO controlled pause). 
We are also exploring opportunities with the Department of Health to support vaccine 
passports. 
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Busines Tr nsformatic Unit 

53. Good progress continues within the Business Transformation Unit (BTU). The SPM 
programme is progressing towards a late September launch of the first Express branch 
with non-Horizon technology. The next big milestone is having 400 Express locations live 
by April 2022. In parallel, the business transformation part of BTU is kicking into gear 
with the focus being on "Project BAFTA" - a targeted, cross-functional effort to 
modernise our branch accounting and cash management processes in tandem with the 
'build' of the Horizon-replacement software. 

54. On Branch Hub, our online portal for engagement with Postmasters, the team launched 
this month the first MVP release of its "Branch Performance and MI" module with 
encouraging trial results. The module is aimed at providing Postmasters with direct 
access to sales, transaction and benchmarking data, which will allow them to more 
profitably operate their businesses. 

if 

55. 55. We launched our new Ways of Working on 27th April at the 'We are Post Office' Colleague 
conference. Our 3 new Ways of Working are:-

4e mmrrr err. i=,a : i r I'iip 
® NY° airy Qr1 to-ry 
® We r!eliver 

56. These each have 6 supporting statements to provide guidance on the expectations of 
each pillar - these will be used to build out a behavioural framework that will define the 
behaviours for colleagues, managers and leaders in Post Office that will be used to 
supplement performance, development, recruitment processes. Our Ways of Working 
are wrapped around with our 'We are Post Office' colleague commitments where we 
celebrate Diversity and Inclusion, encourage Learning and Growth and champion care 
and support. 

57. The embedding planned, linked to Postmaster engagement, is currently being 
developed. 

58. Our "We are Post Office" campaign continues to embed and bring to life our new Ways of 
Working. Activities include People Manager workshops to establish the new Ways of 
Working, video campaigns from GE sharing the commitments they have made to each 
Way of Working along with regular stories to celebrate and reinforce the new Ways of 
Working. Our internal intranet has been updated to create a Culture Hub providing 
colleagues and managers with the tools and information to support the Cultural 
transformation. 

59. The 'Week in the life of a Postmaster' workshops have been attended by all support 
function colleagues. 90.7% of colleagues rated their session either good or excellent. 
Before watching the films and having the discussions, on average, colleagues rated their 
Postmaster knowledge at 6.51 out of 10, which increased to 8.56 out of 10 after seeing 
them - a 20.5% improvement. Follow up material is being provided to GE direct reports 
to continue the conversations in their team meetings. 
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Future of the orikp9ece 

60. As we emerge from the pandemic and await further guidance in June on how social 
distancing will affect us, we are looking at the Future of the Workplace and how this will 
look and feel. We have asked all colleagues to complete a survey to provide insight into 
the how they are feeling about remote working, the new ways of working we have 
implemented during lockdown, such as Empower hour and shorter meetings times, as 
well as their thoughts on the purpose of our office spaces. 

61. Early results indicate a large majority are supportive of continued remote working, 
however that needs to be balanced with managing team and human interaction. Plans 
are to use the summer months to test and learn scenarios, with a full return to the office 
with the new ways of working planned for September. 

onus E05hm"-r1t

62. Once again, we have failed to start the new financial year with a bonus scheme. This is 
particularly disappointing given there were no schemes last year. However, we continue 
to work with the Shareholder to set and agree the appropriate measures for the bonus 
and long-term incentive for 2021 that is suitably stretching and aligned to our strategic 
intent and priorities. This will be discussed at the next Remuneration Committee 
meeting in July. 

Director a tirneret©rt a ort 

63. Work is ongoing to finalise the Directors Remuneration Report which will include 
disclosing the CEO Pay Ratio for the first time this year. Approximately 70% of 
companies have published their CEO-to-worker pay ratio, with the median ratio at 37:1. 
The highest CEO pay ratio is 723:1 and the lowest is 11:1. We anticipate Post Office to 
be at the lower end between 12-14:1. 

g on jocLm dcocris ne 

airdddustroa,d ' hut 

64. Pay ewerd 21/22 - CWU have issued their pay claim for 21/22 financial year. 
They are asking for 3% increase to basic pay, a 1 hour reduction of the full time working 
week, 2% improvement to employer pension contributions, improvements to MtSF (I.e. 
collectively agreed) redundancy terms, improvements to contractual annual leave and a 
commitment to introducing a collective defined contribution pension scheme (as in Royal 
Mail). We have delayed negotiations until June to allow us to focus solely on Project 
Starling. With such demands, we can anticipate a dispute later in the year. 

65. Pensions -.Project ranc — We met with the Unions on 18th May and agreed that 
we would issue a high-level communication to indicate to members that errors (still to 
be fully quantified) have been made by POL that we are keen to correct and ensure the 
correct benefits will be paid to those affected. This is slightly earlier than we would have 
preferred but by communicating now this will mitigate the impact of Union 
communication that they are insisting are issued and allows POL and the Trustees to 
take the lead with messaging to members. 
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66. Separate communications will be sent by POL, RMPP and the Unions on 1 June albeit 
with prior viewing. The relationship with the Trustee has improved in recent weeks, with 
engagement with the Chair directly at a meeting in early May, which has led to a more 
collaborative way of working. The Pension Administrators expect to be able to start the 
corrections to member benefits in September hence there can be no individual 
communication on impact until the Autumn. We continue to explore how to meet the 
buyout date of 31 March 2022. 

rF©JrCct iit 

67. We will have a live update during the Board meeting as negotiations are still ongoing. The 
current situation (24 May) is that despite intense discussions and negotiations with the 
CWU, we could not agree terms to allow for a joint application to postpone the Employment 
Tribunal. Although we applied in our own capacity for a postponement, the Judge is going 
ahead with the ET on 7 June. We are clearly now working on our trial strategy, in parallel 
with further engagement with the CWU. We wil l share our proposed approach at the Board 
meeting. 

68. With the agreement of the Prime Minster, Minister Scully has converted the Independent 

Inquiry to a statutory Inquiry, which will officially take effect from 
1st

 June 2021. Sir 
Wyn will remain as Chair and given the substantive change to the Terms of Reference 
will be allocated more time to undertake his work, and we expect the inquiry to publish 
their main report in Autumn 2022, rather than summer 2021. BEIS believe even this 
date is ambitious. 

69. The inquiry will complete its planned engagements throughout May, but public hearings 
that had been expected to take place in June will be delayed. They will not occur before 
October and are most likely to be delayed until the New Year. 

70. Sir Wyn will publish a progress report in September. This is unlikely to have any 
'findings' but will have more detail on his approach and plans given the statutory footing 
his Inquiry now has. 

71. As a response to this development, we will be reviewing the construct of the HMBU. 
Firstly to detach the operational and IT fix workstreams and get them embedded back in 
BAU. The IDG will manage these processes along with GLO conformance. 

72. We will then upweight the Inquiry team to reflect the greater legal footing, formality and 
information gathering expectations that will be put upon it. This team needs to be more 
proactive in its dealings with the Secretariat. 

73. Finally, we will reshape the prosecution assessment and compensation workstreams to 
ensure we make the governance, reporting and oversight more effective. 

74. Declan will roll off in July and we will bring in different skills which have more emphasis 
on legal expertise, government experience, compensation scheme management and 
stakeholder building. 
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Commtfflcaons overview and Pik

75. As mentioned earlier, along with Amanda Jones, I have spoken in the last month at two 
NFSP events which formed part of their Annual AGM and annual conference. There was 
no shortage of topics to address, but the main areas of interest centred on our strategy 
and understanding the Future of the Post Office, as well as discussing MDA2 and the new 
deal with Royal Mail. I have the next working group session with Minister Scully and the 
NFSP on 26th May, where we will cover both of these areas as well as how Post Office will 
emerge from lockdown and the restrictions of Covid-19. 

76. I spoke at the All-party parliamentary group (APPG) on 18th May, chaired by Marion 
Fellows MP. It was a wide-ranging meeting and broadly positive. Interestingly the spirit 
was more collegiate than usual, with a desire to help. Questions included; How can we, 
as parliamentarians, help you get cut through with Government on compensation and on 
addressing Fujitsu. A new approach. 

77. I wrote to Secretary of State Matt Hancock to bring to the Government's attention our 
new identity services partnership with Yoti and our potential to make a substantial and 
effective contribution to a safe return to international travel, for both business and 
leisure purposes. As a result of this, I had a useful initial meeting with Lord Bethell of 
Romford, the Parliamentary Under Secretary whose portfolio covers test and trace 
technology. The meeting was an opportunity for Post Office to (i) introduce the 
Company's wider identity service offer as a pillar of our future business model; (ii) 
further explore and demonstrate how the EasylD App can be integrated into the NHS 
App for the purposes of identity verification and configured to enable users to verify 
their specific Covid-19 vaccination and test credentials to third parties; and (iii) discuss 
further areas of strategic alignment with identity services. Further dialogue is expected 
as we explore mutual possibilities. 
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Tt Project Starling at 03,d June 2021 

Laurence O'Neil, Senior Legal 
Dan Zinner, Group Chief Authors- Counsel - HR & IR / Rod Campbell, Sponsors; 
Operating Officer Project Starling 

I_ -i~~IIJiL i ht Decision on Trial Strategy 
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01 Jun 2021 Supplemental Witness Statement Exchange 

07 Jun 2021 Employment Tribunal Hearing commencement. 
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Strategic Plan - Discussion 03rd June 2021 

Max Jacobi (SFP&A Director) Al Cameron (Group Chief 

:ati'hoR . Tim McInnes (Strategy and Finance Officer) 
Dan Zinner (Group Chief Transformation Director) 
Operating Officer) 

We believe that the Government is most likely to run a 3-year Spending Review this year, 
probably during the Autumn. In preparation for this process, we agreed with the Board in March 
that we would share our views on Post Office Ltd.'s (POL's) priorities for this period, alongside 
and associated financial plan (inclusive of funding requirements) at this Board. This is informed 
by our last plan, approved by the Board in August 2020, as well as our learnings over the past 
18 months which have taught us a considerable amount about what we need to do to rebuild 
trust across the postmaster community, and not just those affected by the GLO. This paper is 
therefore designed to start a conversation with the Board and our shareholder that we expect 
will conclude at the end of August with an agreed Strategic Plan for POL and an accompanying 
funding request to UKGI. That will allow sufficient time for the plan to be due diligenced by 
UKGI's advisers and for approvals, prior to the Spending Review itself. 

The final paper will have three components to it: 

• Our vision and narrative, laying out where we have come from and most importantly 
what we want to concentrate on over the coming period (including where this is different 
from one year ago). 

• The key components of the financial plan that we believe flows from these priorities. 
• Additional detail and clarity where needed to answer questions from the various parties. 

Being the initial step in this process, the focus for 03 June should be: 

• Our vision and narrative. 
• The key components of the financial plan. 

We recognise that this plan will evolve over the coming months as we work to form a consensus 
with the Board and UKGI. We will also work through an external assurance process with UKGI 
and add further detail as required in support of the final bid document to UKGI. 

Some elements of our plan will necessarily deviate from those discussed in last year's SR Bid 
(before it was rephased and reduced in scope to one year, and Telco proceeds were reprioritised 
to support the cost of the HSS). We have learned a lot from the pandemic, about what should 
matter most and what we are capable of, and this has informed our thinking. Alongside this we 
have clarified our priorities and how to deliver against them. We also have more information to 
base a post Covid trading outlook on (although there is still uncertainty). We expect there to 
be debate about our proposals and we welcome the dialogue and scrutiny. 
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What is Our Vision and What Do We Want to Achieve? 

A"stainable Post Office Network 

1. In recent postmaster and colleague communications we have been clear that addressing 
the past is our #1 priority and that, over the next four years, our forward-looking strategy 
will be concentrated in seven principal areas. 

1. Prioritise strong, trusting 
A New and Respectful Partnership with Our 

and rewarding relationships with 
Postmasters 

our postmasters 

2. Grow our network, making sure 
~ A Network Meeting the Needs of Consumers, 

we have the right services in the 
V' Small Businesses, Postmasters and Communities 

right locations nationwide 

3. Innovate in mails, working with 
A Clear Leader in the UK Retail Mails and Parcels 

more carriers and delivering more of ::° Market 
what consumers and SMEs want 

4. Secure free, convenient and N 
[Q A Critical Role in the Future of the UK Cash and 

reliable access to cash in 
Banking Industry 

every community 

5. Build commercial partnerships 
A Focused Portfolio of Services Supporting 

to launch new products and services j Income and Footfall Growth 
in our branches and online

6. Invest in new branch technology 
A New IT Platform That Supports Our Network 

for postmasters' and online for 
and Postmasters' Work

their customers 

7. Create value for our shareholder 
A Sustainable Post Office Network, for the 

with a successful, sustainable 
Shareholder and Postmasters. 

and efficient business 

First and foremost we will prioritise building the right relationships with our postmasters, 
establishing a partnership where we not only listen and communicate better but also where 
we give postmasters what they need to run their branches, the right support and 
commercial partnership that their hard work deserves. We will also comply fully with the 
GLO and put in place the controls framework we need to make sure something like this 
can never happen again. Where we encounter trade-offs — such as in relation to availability 
of funding, organisational and senior management capacity, or where elements of our 
plans are not perfectly aligned — our relationship with our postmasters will take 
precedence. This is because we firmly believe that resetting and investing in our 
relationship with postmasters is the critical component in us having a trusting partnership, 
creating a sustainable post office network and achieving, successfully, our shareholder's 
desired policy outcomes for our business. 

We admit that we fell far short of where we need to be with our postmasters in recent 
years, and that is why we need to act. Mr Justice Fraser's findings in the GLO and the 
work we have undertaken subsequently to this paint a stark picture, where a focus on 
profit, gaps in capability, weaknesses in systems and controls and an unsupportive culture 
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have led to postmasters not feeling respected, remuneration that is constantly under 
pressure and liabilities that we are having to rely on the shareholder to fund. This must 
be fixed. 

4. Linked to this, we must also shift how we talk about profit. Through recent discussions 
with the shareholder, as well as our postmasters, we know that delivering a profit at the 
end of the year is not our principal goal. As a business that has continued to rely on 
external funding as profits have increased, and also given the vulnerabilities that have 
now been exposed, this focus does not present an accurate picture of our strength, 
sustainability or performance. Our network matters most and we must do what it takes to 
make it sustainable. While profit is not and should not be inconsistent with this, our past 
has shown that a focus on profit does not serve POL, our postmasters or the shareholder 
well in the long run. 

5. To achieve this, we need to invest in our people, capability and culture as wel l as the 
technology, the support, the systems and the processes required for branches and for POL 
itself. As part of this postmasters must also be rewarded better, receiving an equitable 
share of the network economics. We should be held to account on how we spend our funds 
and invest in the business while clearly articulating this to postmasters. With two new 
postmaster NEDs on the Board, we will be more transparent in this area. 

6. We must of course also have a business that can support itself and, subject to the priorities 
we set out in this paper, the demands placed on us by our shareholder and other 
constraints we face, we should also minimise our need to call on the public-purse for 
external funding. We will therefore do what we can to generate funds that can be used to 
invest in sustaining and developing our business, and generate surpluses that would allow 
us to reduce our need for subsidy, though in the near-term this will not be our primary 
ambition. We are, however, proposing to self-fund around 70% of investment activities 
as the plan stands. 

7. In this plan we are proposing: (i) a subsidy of £50m a year, which is flat on prior years 
and means we are absorbing the expected cost of responding to Project Starling (this is 
still materially lower than the estimated £70m annual cost of us discharging our network 
obligations, excl. other costs associated with public ownership); and (ii) a total change 
spend programme excl. funding of historical matters of £474 million, of which we are 
seeking support of £140m from the shareholder. 

8. Our targeted outcome in 24/25 will be a sustainable network run by an appropriately 
rewarded and well-supported population of postmasters, delivering critical services in 
every corner of the UK. The social and economic value we deliver will have increased and 
we will also be supporting government's stated goal of delivering a national recovery from 
the pandemic, supporting jobs, businesses and economic growth. 

ci1'i1ar11ging~ = G' 1~; rl t jnA L gs from the Pandemic 

9. Since we were separated from Royal Mail in 2012 our shareholder has invested more than 
£1.3bn in our modernisation, principally to remodel the network through Network 
Transformation, and to position our business for success in Government Services and 
Financial Services, but also to reduce and make our cost base more flexible. While Network 
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Transformation delivered what it set out to achieve, investing in more than 7,000 Main 
and Local post offices and demonstrably pulling the network into the 21st Century, the 
commercial outcomes that were expected did not materialise. A coordinated strategy to 
win government business failed, as Departments across Whitehall sought to digitise and 
cut costs, pulling business away from the network. Our plans to build a competitive in-
branch Financial Services proposition also struggled against the tide of the wider financial 
services market which was more competitive than planned and which shifted increasingly 
away from physical interactions, and due to our partnership with Bank of Ireland not 
delivering what we needed from it. 

10. As a newly independent business in 2012 we also lacked the foundations to succeed, in 
terms of relationships, culture, technology, business intelligence and process maturity and 
we did not invest enough in these areas. Our recent history has exposed these weaknesses 
very publicly. 

11. Over this period our other businesses, particularly mails, cash and banking, bill payments 
and travel did perform far better than we thought though. Our relationship with Royal Mail 
remains strong and we have grown together as the UK market for parcels has expanded, 
and the risk of Royal Mail disintermediating in-branch business has also been slow to 
emerge. Through the banking frameworks we have grown footfall, income and profit 
significantly and we now have the opportunity to position ourselves at the centre of the 
UK cash market in a way which was unthinkable only a few years ago. Bill payments has 
also proven to be more resilient than expected and, supported by our acquisition of 
Payzone, we have built market share in this footfall and cash generative market. And in 
travel, despite disruption and innovations from new entrants and our established 
competitors, we remain the market leader in foreign exchange and we also now control 
more of the travel insurance value-chain allowing us to create value in ways not possible 
before. 

12. Therefore, while we do have a modernised network and can point to a number of 
commercial successes, we do not necessarily have a network or a business that is oriented 
to deliver for postmasters, or to meet the needs of communities, consumers and small 
businesses. In addition, postmasters have not benefitted from the promised footfall or 
income from higher-value services that they were expecting when Network 
Transformation began, and particularly when the then government committed to the post 
office network being the 'Front Office of Government', and instead they have seen a 
number of long-established services withdrawn and income from running their branch 
come under pressure. This has also damaged trust. 

13. This background context was a key ingredient in our network and wider strategic work in 
2020 which remains valid today, and as such the commitment to building a sustainable 
network that we are making is consistent with the priorities, outcomes and strategic 
objectives set out in our August 2020 funding submission (see Appendix 2). Our 
experiences over the past 18 months have however also influenced our plans, showing us 
where we have strengths, and can have more confidence in our ability to deliver, but also 
where we are weaker and therefore need to have discipline in our planning. 

14. During the pandemic our newly reorganised executive team showed that with focus and 
the right structure we can work across teams effectively to deliver ambitious goals; in 
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March 2020 we pivoted quickly in response to the first lockdown getting PP&E into the 
network fast and ramping up support to postmasters, including for remuneration, and this 
has won us considerable goodwill. During the past year, with considerable senior 
management engagement, we also delivered a new 10-year contract with Royal Mail, we 
launched the PUDO trials and the CACP pilots, and we completed the long-planned sale of 
our Telco business. These successes have all also shown us that, as a business, we have 
finite capacity to deliver and that we must be disciplined in our approach to change if we 
want to succeed. With HMU we also learned that where things matter, we cannot delegate. 
Progress with the HSS has not been as fast as we would have liked and the scale and 
complexity of this unit, as well as the impact it has elsewhere in our business, means we 
must keep its activities close. We have learned from this experience and are addressing 
these challenges now. 

15. Our work over the past year, and particularly our recent experience with the MDA2 
changes, has also shown us that the relationship we have with our postmasters is far 
weaker than we first thought and that it wil l take more than compliance with the GLO, 
better support and communication and higher remuneration to rebuild trust. We need to 
rebuild our relationship with our postmasters from the ground up and earn back trust over 
time. The GLO and the recent Court of Appeal ruling also shows that our brand as retailer, 
franchisor, supplier and employer of choice has been severely damaged and if we want to 
re-establish our former position, we again need to invest time and resources. Finally, we 
have also identified a need to drive a change in our culture, to engage more openly and 
collaboratively with our colleagues and to build capability in a number of key areas if our 
plans are to succeed. This includes not only our ability to drive change but also how we 
work once that change has taken place, with POL taking more ownership of our operations 
in-house. 

16. Finally, looking forward, we must accept that a large part of senior management's time 
this financial year will be focused on supporting the delivery of the statutory Post Office 
Horizon IT Inquiry as well as planning and implementing its recommendations and that 
this will have repercussions on our capacity to deliver elsewhere. As outlined above, the 
past 18 months have shown that if we try to do too much or we delegate where it is not 
appropriate we risk failure; for the inquiry to succeed, and in the best interests of our 
network, postmasters, colleagues and shareholders, this is not a gamble we believe we 
should take. 

'A  Lk V.., -«r a Sustainable Post Ovfk [ .. : ~G 

17. Given what we have learned over the past 18 months, the starting point for our strategic 
plan is different today compared to what we expected it to be last year when we submitted 
our funding request, and while there is clear continuity in our plans we are now proposing 
to go further in some areas while pulling back in others. Our commitment to a sustainable 
network cuts across all parts of our vision, and to repair our relationships with our 
postmasters and rebuild trust, positioning POL as a modern sought-after franchise, a lot 
needs to happen. 

We will embed new ways of working within POL and, through the Postmaster Service 
Irn11Ifli.r. Improvement Programme, overhaul how we support our postmasters on a day-to-day 

• basis, improving communication and listening, training and on/offboarding, 
continuous improvement, dispute management and supply chain and stock processes. 
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We will continue to exit from our DMBs, find solutions for our hard-to-place branches 
and respond quickly to the outcome of Project Starling, while at the same time 

• selectively deploying new propositions and automation. This will drive efficiency and 
• top line growth, but also, by solving a number of long-established challenges, deliver 

a more sustainable network, more franchisable formats and easier-to-manage churn. 

We will consolidate our #1 position in the retail parcels market by building on our 

Iy 
third-party parcel pilots to extend this service more widely across the network, work 
with more carriers and offer more services. We will also explore investing in digitising 
the mails journey to simplify the postmaster and customer experience, to retain more 
volumes in branches, as well as options to sell mails products online. 

We will complete the migration of BOI's ATM estate and launch BF3, strengthening 
our role as the leading provider of cash and basic banking in the UK, with a focus on 
underserved communities. As banks continue to close branches in the period the • 
importance of our role will rise and coupled with investment in automation, we will 
make sure we are optimally positioned for opportunities presented by BF4. 

We will remain committed to our core bill payment and travel businesses but also 
explore the development of other commercial opportunities, in existing as well as new 

flI markets, using a platform model. This will bring together our retail brand and network 
with partners investment and product capability, to create new profitable growth 
opportunities for postmasters and POL. 

We will give postmasters the technology they need, replacing Horizon, launching 
• Branch Hub 2.0 and investing in new data capabilities. This will deliver a more intuitive 

• i.I. and easier to train POS system, simpler branch operation and administration, clearer 
comms channels and better business intelligence and management information. 

We will bring our transformation journey to an end, creating long-term social, 
• economic and financial value by embedding the right culture and behaviours, building 

out our capabilities and putting in place the right systems, controls and processes - 
in branches and in POL itself - to operate, sustain and develop our network. 

18. Since much of this change will take time to deliver, in the immediate term, we also plan 
to put in place a new profit-sharing arrangement that will allow postmasters to participate 
in our recovery from the pandemic and our commercial growth. We are also conscious 
that without us delivering tangible benefits to postmasters in the near-term - for instance 
in the form of higher remuneration, new technology, improved service levels or process 
improvements - our ambitions to rebuild trust will lack credibility and likely falter. A profit-
sharing arrangement is therefore an important step to take. The details of these 
arrangements will need to be agreed with the Board and our shareholder however we 
envisage it could deliver a minimum level of growth in remuneration at a group-level year 
on year, and also be a mechanism that rewards all postmasters regardless of tenure, 
format or location. 

19. We also know today that not all of these activities will benefit postmasters directly, and 
some may even disadvantage selected branches, however they are all steps we believe 
we must take to secure the delivery of a sustainable network. 

• Network Growth: the plan seeks to grow the network to around 12,000 branches 
(c.4.7% net growth), strengthening coverage in key urban markets where we have 
fallen behind the competition in terms of convenience and accessibility for customers. 
This should improve our ability to secure new carrier relationships, capture growth in 
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the expanding PUDO market and win new customers, growing footfall and postmaster 
remuneration network-wide. It should also enable us to manage network churn more 
effectively, reducing the dependency on high cost Outreach to meet network numbers 
targets. While the strategic imperative is clear, we are acutely aware that at the local 
level the opening of new branches will cause significant concern for existing nearby 
postmasters. We are seeking to address these concerns through three steps: (i) 
careful selection of new locations driven by data on customer demand and competition 
to pinpoint those areas where a new site should help grow our market share; (ii) using 
our new, lighter-touch formats rather than full-service solutions to drive the majority 
of the network growth, thereby limiting the scope for cannibalisation (the parcels 
volumes expected in our new Express format accounts for just 1.6% of the 
remuneration of a typical Mains branch and 5.5% of a typical Locals - so even in the 
unlikely worst case scenario that all of this volume came from nearby branches the 
impact would be small); and (iii) re-establishing an appeals panel with the NFSP to 
review any cases where a postmaster does believe a new branch has had a material 
impact on their business, to enable us to identify suitable mitigating actions. 

• Building Partnerships: Although we aim to prioritise our commercial investments in 
areas that will drive footfall into the network, some growth opportunities open to us 
will be direct to consumer, bypassing branches and delivering no direct benefit to 
postmasters. These areas do however remain part of our strategy since they typically 
require low levels of investment and management bandwidth, are cash generative and 
they help to diversify our revenue. Postmasters will still gain, from the profit share as 
well as from the investments the income we generate allow us to make in our 
infrastructure, but we are also committed to working with our clients, such as Yoti, 
and postmasters to explore ways in which branches can play a more active role. This 
could be as a sales channel, through innovations that unlock opportunities to deliver 
services in-store or simply by supporting the brand that these revenue streams are 
leveraging. 

20. In the immediate term our current plans do not offer up any large-scale cost 
transformation, in relation to staff or non-staff costs, and we have also dialled back our 
ambitions around our network strategy, as we have only limited organisational capacity 
and, likely lack access to necessary funding. Since 2012 we have made significant progress 
in reducing and restructuring our cost base and in transforming our network but to do 
more, particularly at scale, will now be costly, complex and, in many instances, also 
controversial with our colleagues and postmasters. We have already rescoped and delayed 
a number of initiatives set out in the plans we put to our shareholder in August 2020, 
including some headcount reductions and the start date for when we will begin the next 
phase of exiting our DMBs, principally in response to funding pressures caused by the 
HSS, handling concerns with our Unions and limits on senior management capacity. These 
challenges remain and given the important work we have identified to rebuild relationships 
with our postmasters we have decided to reprioritise and place less emphasis on certain 
programmes. This revised emphasis is therefore reflected in our plans. 

21. The Board have in the past discussed significant headcount reductions, at levels materially 
lower than the circa 3,100 FTE's we have today, as well as challenging management on 
reducing non-staff costs. Delivering a material impact here is complex, costly and takes 
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up a significant amount of senior management time that cannot then be deployed on other 
activities. More importantly these activities are incompatible today with delivering a 
sustainable network. Investing in capability and culture is difficult when people are fearful 
for their jobs from staff cuts, and putting in place the technology, the support, the systems 
and the processes we require, at the same time as we are transforming core operational 
functions to take out non-staff costs, materially increases execution risk on both sides of 
the challenge. This does not mean we will not prioritise efficiency and reducing costs where 
we see opportunities to do so, but it does mean we will not actively take on these projects 
where we believe they pose a risk to what we are prioritising elsewhere. 

22. We welcome input from UKGI's assurance advisers to inform whether we can take a 
different approach here and whether there might be areas for savings however, in recent 
years, new opportunities have not been identified as part of this challenge process. In 
addition, we still believe that there are significant benefits to be realised from changing 
our appetite to contract, legal or procurement risk, however we understand that there is 
limited appetite to explore this. 

23. In our network strategy, and in response to the concerns raised with us by postmasters 
around cannibalisation, we have scaled back our plans to add branches where we believe 
there could be opportunities to do so, and we will also be converting fewer Mains to Locals 
than originally planned, mitigating saving on investment but also forgoing financial 
benefits from these changes. The current network structure is a legacy of Network 
Transformation and while its shape will need to change, if we are to meet the needs of 
consumers and small businesses today and ultimately also deliver a truly sustainable 
network, we are proposing to do this more slowly and over a longer period of time. This 
refocusing also frees up management capacity to deliver other parts of our network plans 
and reduce execution risk, in particular in relation to our DMB programme and 
implementing changes that respond to Project Starling (incl. risk reduction activities). Less 
change in the network also means the team are better able to support other initiatives 
across the business - in particular our mails and cash and banking strategies, and the 
delivery of SPM and Branch Hub 2.0 - where successful delivery is critical to us achieving 
the sustainability we are committing to. 

24. Our plans to deliver a sustainable network by 24/25 are ambitious but necessary and, if 
successfully achieved, will deliver material benefits for postmasters, in the form of a 
transformed relationship with POL and increased remuneration, and our shareholder, in 
the form of better policy outcomes and positive financial value. With a sustainable 
network, subsidy should also be starting to decline and our need for investment funding 
will also be much lower, at a level serviceable not through grants but by loans from our 
shareholder. It will also mark the end of POL's transformation, and for the first time since 
our separation from Royal Mail in 2012 we will have put in place the right foundations, 
and the flexibility the business needs, to respond to any future challenges. 

Fp.a co dUo o isiro - ,:ga t 

25. Over the past year we have had a series of discussions with our shareholder about the 
funding of historical matters associated with the GLO and we understand that it wants POL 
to hold the front line of public accountability for past wrongdoings and, where possible, to 
bear a material share of the costs. In discussions following our funding settlement we 
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agreed to pay of our own funds towards the cost of the HSS (i.e. the original forecast 
cost of the scheme) as well as= more proceeds realised by the sale of Telco than had 
originally been forecast. We are also funding all project costs, which go far beyond 'legal 
costs'. Once these funds have been used, the project costs spent, and in the absence of a 
material outperformance by POL, or a direction from our shareholder to 'strip' out further 
value, we cannot afford to contribute more to the costs of funding the past if we are also 
committing to deliver a sustainable network. 

26. Moving forward we will therefore be asking our shareholder for a clear financial separation 
between our past and our future. As a business we expect to bear the costs of establishing 
strong, trusting and rewarding relationships with our postmasters, as well as the cost of 
legal advice and any new costs associated with Project Starling (supported by an increase 
in subsidy where necessary), however in the coming years we still expect to face very 
significant and unaffordable claims, from: (i) the HSS and any associated litigation if the 
scheme is unsuccessful; (ii) postmasters who were wrongfully convicted and who seek 
compensation; (iii) risks related to the treatment of the December 2019 GLO settlement; 
(iv) other areas that have been identified by our improvement activities and, given the 
recent change in the statutory nature and scope of the Post Office Horizon IT Inquiry, 
which we expect to arise in the coming months; and (v) potential settlement and wider 
costs associated with Project Starling. While we could put ranges on these, uncertainty is 
high, though we are sure that, in aggregate, they are beyond what POL can afford and so 
we will need shareholder support to fund them. We will also look to the shareholder to 
fund future process costs associated with these, in line with established precedent in the 
public sector for similar schemes. Payments will need to be made fully, fairly and quickly 
for justice to be seen to be done, and for POL and Government to manage reputational 
risk, particularly in light of recent changes to the scope and legal standing of the Post 
Office Horizon IT Inquiry. 

27. It is not in the shareholder's interest for POL to continue to face uncertainty regarding the 
funding of these claims, since not only will the obligation to fund ultimately fall to the 
shareholder in all scenarios, but continued uncertainty undermines operational decision-
making. It is also a distraction for management who need to focus on running the business 
and remedy past failures, while also delivering a large-scale programme of change. 

What Financial Plan does this translate into? 

28. At a headline level we are growing profits beyond pre-Covid levels whilst also supporting 
the Network and Postmasters: 

Revenue 955 957 855 .870 892 925 Revenue 810 875 855 870 892 925 
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Otherincome 13 4 0' 0 0 0 Otherincome 13 4 0 0 0 0' 
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29. The summary walk-throughs in this section will focus on our progress from 20/21 to 24/25 
(and will exclude Telephony impacts), however, appendices 3 through 8 provide further 
business unit level detail on all financial lines across all years. 20/21 numbers are draft as 
we are still closing out year-end procedures. 

30. Against our draft 20/21 performance we expect to grow profitability by £66m. Although 
there are several moving parts to this story, they have four main components: 

• Trading recoveries and growth of £113m; 
• Staff related cost savings of £26m; 
• Infrastructure cost increases in IT as we build capability and transition to SPM of 

£33m; 
• Increases in postmaster renumeration of £38m as a result of profit sharing and 

potential new network contracts (PNNC/Starling). 

EB1IDAS e e . Telco) from 20121 to 24/25 

31. We are making less profit in the outer years than previously discussed in last year's draft 
bid: 
• Our trading expectations are higher, but we are not targeting reductions in Marketing 

and Network non-staff costs alongside this; 
• As discussed earlier, although we are still making back-office headcount reductions, 

they are not at the high levels discussed last year; 
• Profit-sharing and PNNC were not in last year's discussions. 
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OFFICE 

S. eid Trading NCS Cost Challenge POM/CID P ofit SlIiarc PNNC Other Latest 

32. We are, however, signposting a similar exit point, albeit a year later than previously 
discussed (adjusting for the Telephony sale. 

Revenue 819 853 844 Revenue 36 17 48 
Cost Of Sales (31) (30) (23) Cost Of Sales (11) (8) (8) 
PM Rem (398) (408) (401) PM Rem (9) (30) (52) 
FRES 15 19 20 FRES (7) (10) (6) 

Other Income 2 1 0 Other Income (2) (1) 0 
Staff Costs (137) (107) (102) Staff Costs (23) (42) (43)' 
Non staff Costs (216) (211) (214) Non staff Costs 14 3 1 

'L% P P! I El l'Ji .~ 

33. Note that 24/25 was not previously discussed in last year's SR bid. 

34. Against our 21/22 stretch budget of £52m, we are signalling a slight decrease in profits 
for 22/23, to £45m before growth in the outer years. Whilst we are expecting trading 
growth (and associated P&N costs from opening up the Network fully) and further cost 
saving benefits, the first year introduction of Profit Share and PCCN costs outweighs this 
growth (our current budget assumes no impact on 21/22, although MDA2 will likely put 
pressure on this). 
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Trading P&N Other 
20/21 EBITDAS ©Mb & 00 wfft Sh e & PNNC 24/25 EBFTA5 

35. Our revenues are expected to increase by 14% over the period on a like for like basis. 
Over half of this growth is expected to come from Banking volumes, with the rest driven 
by parcels growth in Mails and a recovery in Insurance. The loss of POCA revenues is the 
only material reduction expected. 

l . ef I 1 t~.a°

36. Alongside our growth in revenues, we are predicting a corresponding growth in 
postmaster remuneration of around 12% over the same period. We will see Banking 
and Mails outstrip the lost remuneration from POCA closing out, with overall trading 
pushing up renumeration £43m (inclusive of shifts from DMB and Network programs). 

37. Our planning assumptions include £28m of profit share (25% of EBITDAS) in 24/25, 
however, this translates to a £21m increase versus 20/21 levels, as it offsets against the 
£7m of top-up's paid as part of our Covid response last year. We are also signposting 
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£10m of increased renumeration relating to PNNC, however, this is an estimate and could 
be higher (up to £30m). These costs have the potential to erode our options on profit-
sharing and/or investment self-funding. 

1 I I i : ̂ fill   i /21 to 24/25 

450 
10 

21 
,
.® _ '~•~ 

470 (8)
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9 

Bank ing&,ATM DMB&:Jettiork PNNC Other 
20f71 Mails PrrAt Share POCa 24/25 

38. Alongside trading growth, the additional profit share element allows average renumeration 
per franchise to grow each year from 21/22, but only to a level slightly above those of 
14/15. While the decline between 14/15 and 19/20 was driven by our transformation of 
the Network, we should be conscious that Postmaster running costs will continue to 
increase. 

42 42 

40 

38 

36 

34 

32 

30 

Cost8 

39. Staff costs are currently expected to fall by a net 13% under the current plan - with 
three main drivers: 
• DMB exits will reduce staff costs in Postmaster & Network. 
• POM/OD work is currently positioned to target a further £8m of savings beyond those 

already delivered. 
• Increased capability costs from HMBU, BTU/SPM and CIO. 
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Staff Costs (exci. Telco) from 20/21 to 24/25 
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40. Our non-staff cost base is expected to grow, by 9% against 20/21 levels. Trading related 
increases from revenue growth and recovery drive this - accounting for £16m (around 
90%) of the increase. This also includes £3m of Government Services savings through 
moving away from AEI booths and a further £3m benefit from closing out POCA. 

(195) (5) 

(13).,.,.,,.,,.,.x, ,, .,
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(213) 
.. . ._ _.... . . . __ . ...... .. 

20/21 AEI F'.3C PO 1;mt' . rig '- AT`Jl "c&N BTU 2.4125 

Thvetmeits 

41. We are currently proposing on investing £474m over the next 3 years. Excluding Historical 
Matters program costs this represents investment of £464m and assumes no further 
settlement costs are borne by POL beyond the £89m agreed for 21/22 alongside £27m of 
program costs. 
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24 16 14 11 66 41 1.Relationshipwith Postmasters 
2.Network Locations and growth 34 43 54 14 144 110 
3.Innovatein Mai ls 4 5 13 11 32 28 
4.Access to Cash 10 8 5 7 31 20 
5.Commercial Partnerships 3 2 2 2 9 7 
6.New Branch and Onl ine Technology 59 91 98 53 301 242 
7.Shareholder value 5 12 (12) 2 8 2 

8.Historical Matters/CCRC 134 5 5 - 144 10 
9.Other 12 6 3 3 24 12 

10.Past Project - - - - - - 

Grand Total 286 188 183 103 759 474 

42. Against our Strategic Strands we are concentrating the majority of our resources on New 
Branch and Online Technology, and Network investment, in line with our priorities 
discussed earlier: 

E.hlti• , B inc aru t~nSne ~cl logy 

i -nO s td  a ,th Hi—
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3.Innovate in Mails 

$.Access to Cash 

90 her

b.Historical Phatters/CCRC 

5.Commercial Partnerships 

7.Shareholder value

43. Within this portfolio of investment, 70% is represented by the largest 10 projects: 

Strategic Platform Modernisation 

e
6.New Branch and Online Technology 19 45 64 l 22 I 150 131 

DMB Strategy 2.Network Locations and growth 17 17 't 26 59 42 
Legacy risk branches 2.Network Locations and growth 12 11 - 23 23 
Copper Stop Sell 6.New Branch and Onl ine Technology 1 5 8 8 21 20 
Business Development & Innovation 3.Innovate in Mails - 10 10 20 20 
Back Office/Core/Colleague 6.New Branch and Online Technology - 10 3 5 17 17 
Horizon Issues Judgement : 8.Historical Matters/CCRC 8 6 6 5 24 17 
Counter Cash Automation 4.Access to Cash 1 4 4 7 16 15 
POL Data Platform (POP) , ; „ ; 6.New Branch and Onl ine Technology 4 6 6 2 18 14 
Network Maintenance 2.Network roratinns and growth 3 4 S 4 16 13 
Grand Total 53 107 142 62 364 311 

Appendices 9 & 11 give further detail on our investments and their associated benefits. 
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What Support are we Requesting? 

lG Fi Viz' 

44. There are two areas of financial support we need to make decisions around: Investment 
Grant and Network Subsidy Payments (NSP). 

45. On NSP we are aware the shareholder is keen to see a future decline in support levels; 
however, our current proposals keep payments at the current annual figure of £50m per 
annum. As mentioned earlier, we are still maintaining a loss-making portion of the 
Network that costs more than £50m, and are actually predicting the costs to service it to 
increase as we respond to the IDG and Inquiry recommendations. We are also forecasting 
costs relating to PNNC from changes in government policy. 

46. For Investment Grant funding continues to be based upon a request that allows us to 
maintain our Security Headroom cashflow at a suitable level (historically agreed to be 
around £100m), while still self-funding as much investment as possible from our profitable 
operations. 

47. We are currently modelling £140m of incremental investment grant to fund a wide-
reaching programme of change. While this maintains a reasonable level of Security 
Headroom across the period as a whole, there is are lower points in 23/24 where our 
investment levels cannot be replenished by profits until the following year. We may 
therefore need to review the pace and phasing at which we deliver change, however this 
is something we constantly do already. 

Security Headroom Bridge 

Security Headroom Brought Forward 157 113 126 76 
Cash flows from trading 87 90 117 137 
Cash flows from investment activities (19) (88) (150) (110) 
Movements in payables (23) 11 (17) 28 
Movements in non-qualifying assets (3) 0 0 0 
Net HSS settlements (88) 0 0 0 
Security Headroom Carried Forward 113 126 76 132 

48. Facility Headroom declines over the period, and although it is not expected to breach, it 
is lower than we would normally like in 24/25. This is driven by increased levels of Network 
cash (forecasted to spike slightly in 24/25) to facilitate the larger levels of Banking 
volumes alongside the offsetting effect that our POCA business provides. This is something 
we will be reviewing further as we work through the coming months. 

Facility Headroom Bridge
,i 

Facility Headroom Brought Forward 324 235 208 130 
Cash flows from trading 87 90 117 137 
Cash flows from investment activities (19) (88) (150) (110) 
Movements in payables (10) 11 (17) 28 
Movements in current assets (60) (39) (28) (111) 
Net HSS settlements (88) 0 0 0 16 

Confidential Facility Headroom Carried Forward 235 208 130 75 
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49. Further review of our Facility and Security Headroom positions will therefore need to be 
done as part of our route to a formal SR bid, as they will need to be improved by 
rephasing of investment or increased levels of funding. 

50. Appendix 10 gives fuller detail on our cashflow outlook. 

51. Net Assets remain negative over the period (as expected), however, do steadily improve 
over the period as our profits recover and we unwind our litigation obligations, potentially 
being close to parity at the end of 24/25. After the recent work conducted earlier this 
year, we do not currently consider net liabilities to be an issue as long as there is a plan 
to return to net assets in the long term and work within our various agreed terms. 

1.L I i 
Netassetsb/f (M:8) (86) (90) (53) (39) 
Operational (inc subsidy and interest} 55.8 95 91 117 144 

Depreciation/ amortisation ,I impairment (128.4) (102) (71)' (59) (60) 

Exceptional spend (excl. HSS programmes) (48...5) (7O (72)' (24) (33) 
HSS Programme Spend (50.9) (52) (11) (11) (5) 
HSS Asset 65;4 
investment funding 12.5 100 40 0 
Sale of Telco - net proceeds 64.2 0 O ([I) 
Sale of Telco •- net liabilities (9.1) 
Dividend payment 01 

Net assets cff (85.4) (90) (53) (39); 7 

52. We are proposing to self-fund 70% of our investments, however, this is only feasible if we 
limit funding related to HSS and CCRC as discussed earlier. If we do not do this, then 
clearly the quantum of funding required will need to be higher to deliver the same agenda. 

In summary then: 

n Est e airs ;  ii7 

Next Steps 

Next Steps 

53. We will take the Board's questions and feedback on this document and respond or organise 
further discussions as required through the coming months. We will also work with the 
assurance team from UKGI over the through June and July. A further update is then due 
to be discussed with the Board in August. 

17 
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Appendix 1: Bridge from Last Year's SR Bid to Settlement Amount 

In August 2020 we set out in our original funding submission a request for £402m over three 
years from the shareholder, comprising £302m in 21/22 and £50m in each of 22/23 and 23/24. 
At UKGI's request we rephased this, to avoid being funded in advance of need, and in our final 
funding submission we revised our proposal to £252m in 21/22, £100m in 22/23 and £50m in 
23/24. This £402m request was made up of £150m subsidy (£50m a year) and £252m 
investment funding. 

Contrary to expectations the December 2020 Spending Review was for only one year (21/22) 
and in this POL received a £227m settlement, comprising £50m network subsidy and £177m 
investment funding. Compared to the £252m rephased bid for 21/22 on its own this was a 
positive outcome. Since that settlement was agreed however POL has been required to make 
significant contributions to the costs of the HSS, which were not anticipated, comprising • • 
of own-funds and a £32m contribution from the Telco sale. 

• Own Funds: In POL's original submission we signalled an expected reiLr.tt.rspend in 20/21 
on the HSS (the estimated cost of the scheme at that time) but left open who would be 
responsible for funding this (discussions were already taking place at the time with the 
shareholder about unaffordability of these and other settlement costs for POL). The 
requirement to fund  was therefore not included in our plans that were submitted to 
the shareholder, and by taking on this obligation POL has had to reprioritise 21/22 
investment plans to accommodate the change. 

• Excess Telco Proceeds: In POL's original and final funding submissions we assumed we 
would retain the Telco business but that, in the event it was sold, we would reflect this in 
an updated budget at the start of 2021 including the amount we would be able to contribute 
towards the cost of the HSS. The plans that were submitted in early 2021 therefore reflected 
the settlement from HMG plus the = POL expected to retain from the sale 
proceeds (i.e. realised was to go towards funding the HSS, with 
representing foregone profit, marketing savings and reduced Telco capex over three years). 
In early April 2021 UKGI changed the methodology to be used to calculate the proceeds POL 
could retain, resulting in POL having to allocate all net proceeds from the sale to funding 
the costs of the HSS. Although we have been told that this _should form part of any 
future funding bid (i.e. as it applies to foregone profits in future years), it impacts cash 
today and as such has caused a further reprioritisation in our 21/22 investment plans. 

Taking these - .. . nbudgeted changes into account the settlement reached with the 
shareholder for 21/22 reduces to - D • (47% lower than our request of - •- •and 30% 
lower than the publicly announced - . . . 

Based on discussions with UKGI in the run up to the Spending Review as well as at the Board 
on the treatment of Telco proceeds, our baseline funding ask for 21/22 and 22/23 carried over 
from discussions last year is therefore £182m, comprising £50m subsidy across two years, 
£50m investment funding `rephased' out of 21/22 and £32m Telco proceeds. This assumes no 
change in our operating environment, any increase in the costs associated with remedying the 
past or any additional costs associated with meeting our network or service obligations to the 
shareholder. 
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£302m 

(E5®m) 

(E25m) £227m 

i (E35m) 

(£32m) 

Original Bid Rephasing Impact Rephased Bid Negotiated Settlement w/ less own-funds less excess Telco Adjusted 
(for2l/22) Reduction with BEIS Proceeds Settlementw/ 

BEIS BEIS 

Appendix 2: August 2020 Priorities, Outcomes that Define Success and 
Strategic Objectives 

August 2020 Priorities: 

• Providing easy, nationwide, physical and digital access to customers for cash, parcels and 
other key services; 

• Supporting postmasters to thrive through a combination of training, support, simplification 
and pay; and 

• Driving the business to be self-supporting through investment, cost reduction and 
commercial progress. 

Outcomes that Define Success for POL in August 2020: 

• A national infrastructure of more than 12,000 branches, distributed nationwide to meet our 
current access criteria, which supports the growth of small businesses across the country, 
especially in areas that need it most. 

• A different relationship with postmasters, served and enabled by POL, helping to support 
and grow their small businesses. 

• Free national access for consumers and small businesses and SMEs to cash, Mails and bill 
payments. 

• Support, care and commercial opportunity for vulnerable and marginalised people and 
communities, critical to the levelling up agenda, guaranteeing support for rural and urban 
deprived areas. 

• A Post Office structure that can invest sufficiently in the business from its profits, enabling 
some profit sharing with both Government and postmasters. 

Confidential 
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• Fewer and shorter car journeys than any alternative service provision, contributing to the 
Government's ambition to reach net zero carbon emissions by 2050. 

Strategic Objectives in the August 2020 Proposal 

• Extending our Royal Mail (RMG) agreement and expanding into the parcels market across 
the UK, enabling small businesses in every town convenient access to sending and receiving 
parcels. 

• Delivering a 3 Banking Framework which sustains access to cash and facilitates easy cash 
deposits for local businesses across the UK; and remains highly profitable while reassuring 
the banks that they can continue to outsource to us. 

• Re-building our broader travel business post CV-19. 
• Reducing the costs and management support for other businesses including Mortgages, 

Savings, Identity, Telco and Insurance. This will involve re-negotiating and further reducing 
our relationship with Bank of Ireland, 

• Reducing our cost base (excluding postmaster remuneration) by a further 11% and our 
headcount to 1,600-1,700. 

• Closing all directly managed branches to reduce the cost to serve. 
• Delivering a new relationship with postmasters where we are simpler and cheaper to deal 

with, are far more supportive and engage in a mutually beneficial, commercial partnership, 
enabled by technology. 

• Replacing postmaster contracts with modern versions, consistent with the GLO and ensuring 
that postmasters cannot be confused with workers or employees. 

• Increasing automation in the network without funding kit ourselves. 
• Replacing the Horizon system and its Fujitsu support arrangement by 2023 or as soon as 

possible. 
• Growing a Post Office network to above 12,000 branches for the first time in many years as 

we open substantially more flexible formats across the country, meeting the needs of 
customers, clients and, of course, our postmasters who are the face of the Post Office. 

• Opening up the possibility of a dividend payment to Government, matched by postmaster 
profit share. 

20 
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Appendix 3: Contribution Detail 

Business Unit FY (19/20) 

Banking Services& ATMs 92.9 

Banking, Payments and Transactional 
Products Central 0.0 

Central Commercial 
.x :x......_......... 

.x....................... _ .. 

(3.3) 
Centrally Managed (7.2) 

CIO .... . ............. .................................. (97.7) 

Commercial Planning & Strategy 0.0 

Communications  (3.3) 
Credit Cards 1.7 

Customer Experience (17.5) 
Finance (10.4) 

FS, IDS and P01 Central (2.3) 
Government Services 14.3 ........................................................................................................... _ . 
Historical Matters 0.0 ............................... ............. 
Identity Services 4.3 .......................... ....... 
LCG .•...... <.x..xx.•.•...•.•.x (70) 
Mails 121.1 

Mails, PUDO, Retail and Branch Identity 

Services Central (1.6) 
Mortgages/Savings/Loans 26.9 

Payment Services & Payzone ....................:. . 9.9 
People (12.7) 

.x.;....•.• •.•.•.•.•.•.•.•K.•.•.•K.•.•.•.•.•.•.•..•.•.•.,.•.• POCa ::: :x.x;°;°.x.x=...x.x......... ..... ..............................x ' 1.4 
POI 15.7 

Postmaster & Network ra
xxy.. . 

(29.2) 
Property (23.4) 
Retail / Lotto & Gift Cards 11.5 

Supply Chain (32.6) 
Telephony .......................r..........r....................................._ ........ .. .. .. .. .. .. . .. .. .. . .. .. .. .. .. .. .. .. .. .. .. 36.8 
Transactional Financial Services ............................................................--

62.3 

(blank) 0.0 
Banking, Payments and Transactional 

Products 10.4 

Mails, PUDO, Retail and Branch Identity 

Services 1.8 

FS, IDS and POI 21.6 .......................................................... 
Business Transformation Unit 0.0 

Grand Total 184.6 

FY(20/21) FY (21/22) FY(22/23) FY (23/24) FY (24/25) 

129.4 136.8 145.8 154.9 156.7 

(0.2) 0.0 0.0 0.0 0.0 

(2.8) (1.5) (10.4) (18.5) (22.3) 

(19.3) (6.6) (27.6) (31.0) (36.7) 

(92.9) (110.7) (110.3) (113.2) (114.9) 

(1.3) (1.5) (1.5) (1.6) (1.6) 

(3.7) (5.3) (4.8) (4.7) (4.7) 
2.1 3.6 4.2 4.5 5.0 

(16.5) (16.6) (17.0) (17.2) (17.5) 
(15.0) (17.4) (17.7) (17.9) (18.2) 

(1.8) (0.7) (0.9) (1.1) (1.2) 

2.4 4.0 7.3 8.9 8.3 

(0.0) (4.0) (4.0) (4.0) (4.0) 
5.9 1.4 3.4 4.1 7.7 

(6.5) (7.6) (8.1) (8.1) (8.1) 
127.4 145.6 142.5 147.1 154.2 

(1.0) 0.0 0.0 0.0 0.0 
10.6 10.6 12.6 12.6 13.1 
9.7 8.4 8.7 •r" 8.4 8.3 

(10.0) (10.0) (8.5) (8.3) (8.1) 

(8.7) (11.7) (9.0) 0.4 0.4 
(0.2) 2.4 6.9 10.3 14.0 

(62.4) (27.5) 2.0 (20.1) (48.2) 
(18.6) (20.2) (19.8) (18.2) (17.1) 

6.5 7.2 5.6 5.9 6.5 

(33.8) (34.7) (28.5) (33.7) (33.7) 

26.2 0.0 0.0 0.0 0.0 
30.4 47.0 46.3 . .......................... 51.2 _.. 56.8 

0.0 0.0 0.0 0.0 0.0 

6.7 10.9 6.0 2.5 0.0 

2.7 12.3 5.6 2.9 0.0 
4.2 2.3 1.8 1.3 0.0 

0.0 (0.8) (1.9) (12.8) (10.6) 
69.7 115.6 128.8 104.5 84.0 
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Eb Tu (, .. u/ '1 to 24/25 

Appendix 4: Revenue Detail 
+' EEEEeEE ......................._.............._........._ 

.:
... . 

Business Unit 
.... :........... 

FY (19/20) FY (20/21) FY (21/22) FY (22/23) FY (23/24) FY (24/25) 

Banking Services & ATMs ; 164.8 204.9 232.2 251.6 264.6 268.6 

Central Commercial 0.0 0.0 0.0 

Central ly Managed  ............................... . .... . 5.5 3.0 3.1 2.1 1.8 

Credit Cards 2.3 4.8 3.9 4.7 5.2 6.0 

Government Services 33.7 13.6 18.5 19.9 18.4 17.7 

Identity Services 4.4 9.9 7.0 5.5 5.6 8.8 

Mails 346.0 397.2 406.8 405.1 416.7 432.7 ...... ........ . ....... ........ . .................................................. 
Mortgages/Savings/ Loans 31.3 13.1 13.0 15.0 16.0 17.0 

Payment Services & Payzone 30.6 29.4 27.8 27.8 27.0 26.5 

POCa 21.7 14.5 11.0 2.3 1.2 1.2 ....... _ .................................................... 
P01 ra 48.3 23.8 28.9 37.7 43.6 50.2 

Retail / Lotto & Gift Cards 41.3 34.7 34.7 34.4 34.5 34.3 

Supply Chain .. 9.6 8.5 9.4 8.9 8.8 8.7 

Telephony 144.4 142.4 0.0 0.0 0.0 0.0 

Transactional Financial Services 70.7 57.8 58.5 57.4 58.7 59.5 

Grand Total 954.6 957.5 854.7 869.6 891.7 925.4 
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Appendix 5: Staff Detail 
.ras a.~~~i: .•.~.~ .•..• ..v .:: ..'~ .•.. a. w w a z ~xx. . ,. : . . a. .+ , emu . ...... .... .. ... ... .. 

Business Unit  FY (19/20) FY (20/21) FY (21/22) FY (22/23) FY (23/24) FY (24/25) 
Banking Services & ATMs (1.9) (2.0) (2.1) (2.1) (2.2) (2.2) 
Banking, Payments and Transactional 
Products Central 0.0 (0.2) 0.0 0.0 0.0 0.0 
Central Commercial .x :x......_......... ........................ (0.6) (0.5) (0.5) (0.5) (0.5) (0.5) 
Centrally Managed (14.6) (17.4) (14.1) (8.3) (6.7) (6.7) 
CIO ......,,......„. ................::.......,..„ , (9.7) (7.7) (11.7) (13.5) (13.7) (13.9) 

Commercial Planning & Strategy 0.0 (1.3) (1.2) (1.2) (1.2) (1.3) 
Communications ` (2.4) (2.7) (2.5) (2.3) (2.3) (2.3) 
Credit Cards (0.2) (0.2) (0.2) (0.2) (0.2) (0.2) 

Customer Experience (6.5) (7.1) (7.3) (7.6) (7.8) (7.9) 
Finance (10.0) (9.9) (11.6) (11.8) (11.9) (12.1) 
FS, IDS and P01 Central 0.0 0.0 0.0 0.0 0.0 0.0 
Government Services ............................................................................................. . (1.7) (0.7) (0.1) (0.1) (0.1) (0.1) 
Historical Matters _.'M1..:„;' •.•. ;.•.° 0.0 0.0 4.0 4.0 4.0 (40) 
Identity Services (0.0) (0.6) (0.6) (0.6) (0.6) (0.6) 
LCG ,.,,,;.,.<.x..xx...x...x ..................................._. ,_ 5.0 4.9 5.5 5.7 5.7 (57) 
Mails (1.2) (1.4) (1.7) (1.7) (1.7) (1.8) 

Mails, PUDO, Retail and Branch Identity 
Services Central (1.6) (0.5) 0.0 0.0 0.0 0.0 
Mortgages/Savings/ Loans (3.1) (0.7) (0.4) (0.4) (0.4) (0.4) 

Payment Services & Payzone .................. (4.3) (4.4) x''(4.2) .__.. (4.1) (4.1) (4.2) 
People (7.3) (6.1) (5.9) (5.0) (4.9) (5.0) 
POCa (0.4) (0.1) 0.0 0.0 0.0 0.0 
POI (4.8) (4.5) (4.8) (4.9) (5.0) (5.1) 

Postmaster & Network ' `(63.3) (58.8) "' '50.4) (43.0) (32.5) (28.2) 
Property (1.4) (1.2) (0.8) (0.9) (0.9) (0.9) 

Retail / Lotto & Gift Cards (0.1) (0.0) (0.3) (0.4) (0.4) (0.4) 
Supply Chain (29.7) (28.2) (29.6) (28.3) (27.1) (27.0) 
Telephony (1.0) (1.0) 0.0 0.0 0.0 0.0 
Transactional Financial Services (0.6) (0.4) (0.3) (0.4) (0.4) (0.4) 
Business Transformation Unit 0.0 0.0 (0.7) (1.9) (10.3) (9.1) 
Grand Total (171.3) (162.4) (160.3) (145,8) (144.6) (139.8) 
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Appendix 6: Non-Staff Cost Detail 
. . . ...,,. .~.. ..~.... ~.. ..~. .... .... ~~. . ,. :: . .~~. .~;~, emu . ...... .... .. . ... ... 

Business Unit   FY (19/20) FY (20/21) FY (21/22) FY (22/23) FY (23/24) FY (24/25) 
Banking Services & ATMs (5.4) (6.4) (9.8) (16.4) (18.1) (19.8) 

Banking, Payments and Transactional 
Products Central 0.0 (0.0) 0.0 0.0 0.0 0.0 

Central Commercial (0.0) r`' '(0.0) ;%' ' 0.0 0.0 . .,.;.. 0.0
Centrally Managed 2.6 2.2 4.3 1.1 1.3 1.2 

CIO (88.0) (85.2) (85.7) (82.9) ei...; (84.6) (85.0) 
Commercial Planning & Strategy 0.0 (0.0) (0.3) (0.3) (0.3) (0.3) 

Communications (0.9) (1.1) (2.8) (2.5) (2.4) (2.4) 
Credit Cards (0.4) (0.9) (0.0) (0.1) (0.1) (0.1) 

Customer Experience (12.3) (9.4) (9.2) (9.4) (9.4) (9.6) 
Finance (0.4) (5.1) (5.8) (5.9) (6.0) (6.1) 

FS, IDS and P01 Central 0.0 0.0 0.0 0.0 0.0 0.0 
Government Services (7.1) (6.0) (7.6) (5.6) (3.0) (3.0) 

Historical Matters 0.0 (0.0) 0.0 0.0 0.0 0.0 

Identity Services (0.1) (0.5) (2.0) (0.1) (0.0) (0.0) 
.....:.:.:. :.:.:.~:.:.:.:.:.:. 

LCG EEx.n:E<ExEExx:E.x6EEx 2.0 ( ) 1.5 ( ) 2.1 ( ) 2.4 ( ) 2.5 ( ) 2.4 ( ) 
Mails (4.8) (6.7) (5.3) (4.4) (4.4) (4.5) 

Mails, PUDO, Retail and Branch Identity 

Services Central (0.0) (0.5) 0.0 0.0 0.0 0.0 

Mortgages/Savings/ Loans ... . . . . .. . . . ... . . ..... . . . .. . 0.1 (0.2) (0.5) (0.5) (1.0) (1.0) 

Payment Services & Payzone ............... (3.0) (2.2) (2.4) (2.6) (2.6) (2.7) 

People (5.4) (4.0) (4.1) (3.5) (3.4) (3.2) 

POCa (4.4) (3.3) (3.0) (0.6) 0.0 0.0 

POI (18.4) (13.6) (13.9) (15.7) (16.8) (18.2) 

Postmaster & Network ' (17.0) (15.6) (17.0) (19.3) (21.1) (20.0) 
Property (22.0) (17.4) (19.4) (18.9) (17.4) (16.3) 

Retail / Lotto & Gift Cards (0.9) (0.5) (0.2) (0.6) (0.7) (0.4) 

Supply Chain (14.8) (14.4) (12.9) (14.7) (15.4) (15.4) 
Telephony (34.7) (31.3) 0.0 0.0 0.0 0.0 
Transactional Financial Services (3.2) (2.8) (1.9) (2.5) (2.3) (2.4) 

Business Transformation Unit " 0.0 0.0 (0.1) 0.0 (2.5) (1.6) 
Grand Total (242.4) (226.4) (201.9) (207.8) (212.6) (213.0) 
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Appendix 7: Postmaster Renumeration Detail 

Business Unit FY (19/20) 

Banking Services & ATMs (63.0) 

Banking, Payments and Transactional 

Products Central 0.0 
Central Commercial :x......_.........:...................... (2.6) 
Centrally Managed (0.7) 

Credit Cards .............n ........................,... (0.0) 

FS, IDS and P01 Central 
......................_.................................................... 

(2.3) 

Government Services (10.6) 
Identity Services (0.0) 

Mails (218.9) 

Mails, PUDO, Retail and Branch Identity 

Services Central 0.0 

Mortgages/Savings/Loans .................... (1.4) 

Payment Services & Payzone (12.1) 

POCa . _ .. . .. .. .. .. .. .. .. .. .. .. .. . .. .. .. .. .... (12.9) 
Retail / Lotto & Gift Cards (28.5) 

Telephony (1.4) 
Transactional Financial Services (32.9) 

Grand Total (387.3) 

Appendix 8: Cost of Sales Detail 

Business Unit FY (19/20) 
Banking Services &ATMs (1.6) 
Centrally Managed 0.1 

CIO ......... ......... .... ...... ......................... . 0.0 

Credit Cards 0.0 
Government Services (0.0) 

Identity Services (0.0) 

Mails x..., 0.0 
Mortgages/Savings/Loans 0.0 
Payment Services & Payzone (1.3) 
POCa (15.8) 
POI . ......................................... (9.5} 

Retail / Lotto & Gift Cards . ............................................................. (0.4) 

Supply Chain 0.0 
Telephony (84.2) 
Transactional Financial Services (0.1) 

Grand Total (112.7) 

FY (20/21) FY (21/22) FY (22/23) FY (23/24) FY (24/25) 

(65.8) (81.3) (84.0) (86.2) (86.7) 

0.0 0.0 0.0 0.0 0.0 
(2.3) (1.0) (7.4) (12.1) (14.3) 
(7.1) 0.0 (22.5) (23.0) (33.0) 
0.0 (0.1) (0.2) (0.5) (0.7) 

(1.8) (0.7) (0.9) (1.1) (1.2) 

(4.5) (6.9) (6.8) (6.4) (6.3) 
(1.1) (1.3) (1.4) (1.0) (0.4) 

(261.8) (254.1) (256.5) (263.5) (272.2) 

0.0 0.0 0.0 0.0 0.0 

(1.6) (1.5) (1.5) % (2.0) (2.5) 

(11.9) (11.5) (11.2) (10.7) (10.3) 

(8.8) (4.7) (1.1) (0.8) (0.8) 
(26.7) (26.5) (27.8) (27.6) (27.1) 

(1.0) 0.0 0.0 0.0 0.0 
(16.6) (17.2) (16.9) (18.6) (20.2) 

(410.9) (406.7) (438.3) (453.4) (475.6) 

FY (20/21) FY (21/22) FY (22/23) FY (23/24) FY (24/25) 
(1.3) (2.2) (3.2) (=,:) (3.3) 

0.0 0.0 0.0 0.0 0.0 
0.0 (13.2) (13.8) (14.9) (16.1) 

(1.5) 0.0 0.0 0.0 0.0 

(0.0) 0.0 0.0 0.0 0.0 

(1.8) (1.7) 0.0 0.0 0.0 

0.0 0.0 o.a x., 0.0 0.0 
0.0 0.0 0.0 0.0 0.0 

(1.2) (1.2) (1.1) : (1.1) (1.1) 

(15.2) (15.3) (9.7) 0.0 0.0 
(5.9) (7.7) (10.1) (11.4) (12.8) 

(1.0) (0.6) (0.1) 0.0 0.0 
0.0 0.0 0.0 0.0 0.0 

(91.2) 0.0 0.0 0.0 0.0 
(0.1) (0.1) (0.1) (0.2) (0.2) 

(119.0) (42.0) (38.2) (30.8) (33.5) 
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Appendix 9: Investments Detail 

Spend Detail by Strategic Strand: 

1T 

- 1.Relationship with Postmasters Horizon Issues Judgement I 771 5.9 5.8 5.0 24.3 I 16.6 

Service Oriented Central Sup. Branch Hub 3.7 4.9 4.4 2.0 15.0 11.3 
Postmaster Service Improvement Programme 58 3 0 2.0 2.0 12.8 7.0 

j Other smaller Property Programmes 2.0 2.1 1.9 1.8 7.8 5.8 
a Other smaller People Programmes 2.6 0.4 - - 2.9 0.4 

" •' " "~ Other smaller Supply Chain Programmes 2.7 - - - 2.7 - 
Other smaller Postmaster 0.1 - - - 0.1 -

1.Re lot ionship with Postmasters Total •,24, 4 n
\ 42.2 - 2. Network Locations and growtt DMB Strategy 16.7 16.6 25.6 58.9 

Legacy risk branches - 11.8 11.4 23.2 23.2 
NetworkStrategy- Hard to Place Branches 9.3 7.9 1.7 18.9 9.6 
Network Maintenance 2.9 3.7 5.4 4.0 16.0 13.1 
Basic/Express & M2L 2.7 1.4 5.2 5.4 14.7 12.0 
Outreach Optimisation - 1.2 3.4 3.4 7.9 7.9 
Other smaller Network 2.2 0.5 1.0 1.0 4.7 2.5 

2.Network Locations and growth Total , , ;, n ?, 33.8 43.1 53.7 13.7 144.3 110.4 
- 3.Innovate in Mails _. Business Development& Innovation 10.0 10.0 20.0 20.0 

_ I Mails - PUDO 2.4 4.6 2.9 1.0 10.9 6.5 
zr` 

3.Innovate in Mails Total '
Other smaller Mails 

w .... : 
15 
3.9 

- 
4.6 

- 
12.9 

- 
11.0 

1 5 
32.4 

-
28.5 

- 4.Auess to Cash :'s Counter Cash Automation 1.3 3.8 3.6 7.1 15.8 14.5 
ATM Ban king Strategy 9.2 40 1.8 - 15.0 5.8 
Other smal ler Banking Services&ATMs 0.0 - - - 0.0 - 

4.Access to Cash Total 10.5 7.8 5.4 7.1 30.6 20.3 

- 5.Commercial Partnerships Other smaller Mortgages/Savings/Loans 0.5 0.5 1.0 1.0 3.0 2.5 
Other smaller POI 0.8 1.0 1.0 2.8 2.8 
Other smal ler Government Services 1.6 0.1 - - 1.7 0.1 
Other smal ler Payment Services & Payzone 0.4 0.3 0.3 0.3 1.2 0.9 
Other smal ler Credit Cards 0.2 0.1 0.1 0.1 0.5 0.3 
Other smaller Identity Services - - - - - -

5.CommerdalPartnershipsTotah 2.6 1.9 2.4 2.4 9.3 6.7 
6.New Branch and Online Technt Strategic Platform Modernisation 19.5 45.0 64.0 21.6 150.1 130.6 

Copper Stop Sel l 0.9 5.0 7.5 7.5 20.9 20.0 
Other smaller CIO Programmes 8.4 4.0 3.5 4.0 19.9 11.5 

[ Belfast Exit 15.9 3.2 - - 19.1 3.2 
s POL Data Platform (POP) 3.7 5.6 5.9 2.3 17.5 13.8 

Back Office/Core/Colleague - 9.7 2.7 5.0 17.4 17.4 
( POD Replacement Devices - 12.5 - - 12.5 12.5 

Fujitsu Gap + IPR - 10.0 10.0 10.0 
SAP CFS contractexpiry - - - 8.0 8.0 8.0 
Risk and Resilience 1.4 1.9 1.9 1.9 7.1 5.7 
Project Driven Test Environment FY20 2.4 2.4 1.0 1.0 6.8 4.4 
ITSecurity Programme FY21 0.8 1.8 1.8 1.8 6.2 5.4 
PCI Compliance 5.5 - - - 5.5 

6. New Branch and Online Techn ologyTotal ,,., rz „_ 58.6 91.1 98.2 53.1 301.0 242A 
- 7.Shareholder value Post Office Operating Model (POM) 4.1 4.0 - 8.1 4.0 

Future of Stock 3.9 3.8 - - 7.6 3.8 
Other smaller Supply Chain Programmes 5.3 1.8 7.1 7.1 
People Placeholder - 3.0 3.0 6.0 6.0 
Controls Framework 1.5 3.5 - - 5.0 3.5 
Other smaller Property Programmes 1.8 1.0 0.8 0.8 4.4 2.6 

a Other smaller People Programmes 1.8 0.9 - 2.7 0.9 
Other smaller Finance Programmes 0.3 0.8 - - 1.1 0.8 
Other smaller Payment Services & Payzone 0.0 - - 0.0 
Other smaller CIO Programmes - - - - -

s Other smaller POI (0.0) - - - (0.0) 
"' Sale Of Assets (8.1) (6.8) (17.3) (2.2) (34.3) (26.2) 

7.Shareholder value Total 5.3 12.5 (11.7) 1.7 7.7 2.5 

- B.Historiwl Matters/CCRC HM Settlement- POL Funded 89.0 - - 89.0 
Historical Shortfall Scheme 21.8 - - - 21.8 - 
CCRC/Prosecutions 13.1 4.3 4.0 21.4 8.3 
Other smaller Historical Matters Programmes 6.3 - - - 6.3 - 
Legal/General Advice 3.4 0.9 0.8 - 5.1 1.7 
Other smaller Historical Matters Settlement 08 - - - 0.8 - 

S.Historical Matters/CCRC Total 134.4 5.2 4.8 - 144.4 10.0 
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POST 
OFFICE 

t4 

- 9i3Yar Central Change team FY21 I 1.6 1.8 1.7 171 6.9 5.3 
Other smaller Supply Chain Programmes 2.6 1.8 - 0.5 5.0 2.3 
CT vacant leaseholds & CT onerous property contracts 1.5 0.7 0.7 0.7 3.5 2.1 
Other smaller LCG Programmes 2.8 - - - 2.8 

Other smaller PCI 1.5 0.5 - 2.0 0.5 
Other smaller Payment Services & Payzone 0.3 0.7 0.7 - 1.7 1.4 
Other smaller People Programmes 0.6 0.3 - - 0.9 0.3 
Other smaller Finance Programmes 0.4 - - - 0.4 
Other smaller POCA 0.3 - - - 0.3 -
OthersmallerMails 0.3 - - 0.3 
Other smaller CIO Programmes 0.1 - - - 0.1 
Other smaller Strategy and Transformation Programmes 0.0 - - - 0.0 -

OthersmallerMarketing - -
OthersmallerPropertyProgrammes - - - - - 
Other smaller Retail / Lotto and Gift Cards - - - - - 

Other smaller Postmaster - -
OthersmallerTransactionalFinancialSeervices - - - - - 

z Other smaller Digital - - - - -

Other smaller Telephony Programmes (O.0 - (0.0) 
Other smaller Central Programmes (Oil - - - (0.0) -

9.OtherTotal 12.0 5.9 3.1 2.9 24.0 11.9 

Grand Total 285.7 188.3 182.9 102.5 759.4 42 

134.6 79.5 15.9 - 229.9 95.4 - 8.Historical Matters/CCRC HM Settlement BEIS Funded 

Historical Shortfall Scheme- BEIS Funded - 13.5 2.3 - 15.8 15.8 
Overturned Hlstonceal Pros erut ins- BHS Funded - 46 30 5-0 12 / 12.1 

8.Historical Matters/CCRC Total 134.6 97.6 21.2 5.0 258.4 123.9 

Grand Total 134.6 97.6 21.2 5.0 258.4 123.9 
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Spend and Benefit Detail by Portfolio 

21/22 22/23 23/24 24/25 21/22 22/23 23/24 24/25 

Current Current Current Current Current Current Current Current 
SPO Portfolio Project Name 

Forecast Forecast Forecast Forecast Forecast Forecast Forecast Forecast 

Cost Cost Cost Cost Benefits Benefits Benefits Benefits 

Banking, Payments & Other ATM Banking Sic a tegy 9.2 4.0 1.8 15.0 5.9 11.2 10.6 10.2 

Brit sh Gas - - - - - 1.0 0.9 0.8 0.5 

Brush Gas (4000) 0.3 0.3 0.3 0.3 1.2 0.5 0.5 0.4 0.3 

Co m tooni:yAccess to Cash Pi lots 0.0 - - - 0.0 - - - 

CouiterCashAutomation 1.3 3.8 3.6 7.1 15.8 (0.1) (0.4) (1.9) (3.6) 

International Payments (WI)) . . . . . . . . . . . . . . . . 0.8  . . . 
ITSys terms _ 0.1 0.1 - 0.2 

Payzone (4000) 0.0 
_ 

0.0 

Pa Yzone (Panther) 00 - 0.0 0.4 0.7 1.0 1.5 

Pa Yzone Cl - ent Caiboa riling 02 - 0.2 0.1 0.2 0.2 0.2 

Pay; ten to System Upgrade 02 - 0.2 

Pa Yzone OLD Devices - 0.6 0.6 - 1.2 0.5 1.1 1.1 

POca Exit 0.3 - - - 0.3 _ _ _ - 

Banking,Payreents &Other Total 11.5 8.9 6.4 7.4 34.1 8.5 13.5 12.1 10.1 

IT Platform Enablement Acce nture Oack Olhce contract expiry - 40 [.0 - 
Ac to  Back Office Cont "act Renewal - - 2.5 -

ATOS Exit 0.5 - - - 0.0 0.0 0.0 0.0 0.0 

...... Bark O}hce Ira nsfornatior Programme -_- - - . - - 1.4 1.4 1.4 1.4„ .......>, x ...... 
.''. Back Office/Core/Colleague 9.7 2.7 5.0 17.4 

Batch messaging and Consolidation (PODG), 02 0.2 

Belfast Exit 15.9 32 - 19.1 (0.6) 3.1 7.3 i.3 

BPOpen Berk  
'✓ . . . . . . . . . . . . . . . . . . . . . . 

01 
. . _ 

0.1 
. . . 

BP Payment Regul atory-SCA 01 - 0.1 - 

leech Device Replacement               - - - - 

CDP rep ocure rent - - 0.9 0.9 0.9 0.9 

Connectivity Networ'< 20 1.2 1.2 01 1.5 1.5 1.5 
..x...x....,....... x ................. x

Co F.,e Stop Sel  09 5.0 7.5 7.5 20.9 

C c. to r p n me 'e p i a ce me 'it .......... .... 03 - ......... - 0.3 .. ... 00 01 01 .... 0.1 ........., 
...........s........ ................... <......... ..:>: ... <... .. Corr cc MD%I (Codual Activity) 1.0 1 1.0 - 

F.x.x.x.P..........x Cw:'. re s-Fnv rr. rime nt 
01

0.1 

„.„.x.„.„.„.„.„.„.,«„.„, ~ •"• ••,.. Cyher Ris :. Assess merit 01 - 0.1 - ..... 

...". 7191 
 
15 1.0 - - 2.0 

11 ,1tsfi? Deloi it ,'Red Team Review 02 

.... 
- 

... ... 
- 0.2 - 

DMARC 01 0.1 (0.0) '', (0.1) : ... (0.1) (01)_....

EUC Branch Deployment - - - - - - 0.7 0.7 0.7 - 0.7 

EUC Cloud Migration 0.4 : - - - 0.4 0.1 0.1 0.1 : 0.1 

EUCReprocurement 3.7 1.2 - - 4.8 (0.1) 0.4 0.4 : 0.4 

F1 Exit 0.0 - - - 0.0 - - 

ForgeRock/Broadleaf upgrades 0.1 0.1 - - 0.1 - - - 

. Fujitsu Gap 0 lPR - - - 10.0 - 10.0 - - - 

:! Fujitsu negotiations Everest - - - - - 3.5 2.2 - - 

GLO Horizon Ito eroe rtions 0.8 - 0.8 

.".'.'.„."""""""'"'"' IT 5e cur tr Progra nn e - - - - (0.3) (0.3) (0.3) (03) 

TS i t P n„n mmc FV20 05 - - - 0.0 0.5 0.5 0.5 05 

Security Progra mine FY2 0.6 1.8 1.8 1.8 6.2 (0.2) (0.4) (1.0) (1.6) 

I Security. Service Now Module 0.0 - - - - 0.0 (00) (0.0) (0.0) (0.0) 

, JO IT Transformation Prog'am m - - - - 2.6 2.6 2.6 2.6 
.:.... ....< .... E...x. x ............:o:...x.x.~....a.• ..:. 1J e rsR ovrs Da s vei OD - - ... 

00. .. - 
).x.x.x .............-'x..................x x...'.. MSI, Sc 'ches 

 01 
__. 

0.1 

PCI Comp lance 55 - - - 5.5 (3.7) (5.3) (5.0) (5.0) 

P  Rr Plaremr. nt 7 reS - 12.5 - - 12.5 

.".•.".".":":":":": "'" " """" "' POL Data PlatformlPDP) 37 5.6 5.9 2.3 17.5 

Project Dri Yen lest Iry - c, rile r. F021 24 2.4 1.0 30 6.8 - - 

<""' R&R. AccentOre Migration to Azure  0.5 0.5  0.5 0.5 

R&R. JOE yr ry, for Ca unters 00 - - 0.0 - - 

R&R.Proje. ct Ma n a ger FY20 . . . . . . . . - - -. . . 

R&R. ProjE ct Ma n age r FY21 

__-... 

0.1 - - - 0.1 - - 

-.._- ,.....x  ':.,,. R&R. sir ly Vii ii  Replacement _... ........ 0.D -  - - 0.0 - -_-- ..x.x. x. 
:....... •'' 

............ ........... ..... 
T&R. Win10 02 

...._... ... ... .... ... 
02 

... 
- 

........., 

.!!.•........, cc' ii liters - - - 1.2 1.2 1.2 1.2

;•.•...•.•.*.•.•.•.;;•;•, Risk and Resi lience 14 1.9 1.9 1.9 7.1 - - ....................... 
`x '",........:.`.'."x" "„t'< 

............. ............ ............... 
Safe Haven Exit - 

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

....... 
- 1.0 1.0 

... 
1.0 

.........: 
1.0 

<,.. '. .-.. ,.... .... <,.. ..> .'. SAP [PS on11 xpiry - 8.0 8.0 _

SAP Renewal, CFS Upgrade 1.0 1.0 

SIC N node into Vernon 0.1 - - - 0.1 - - - 

Ser:Iceoiente d Central Sup. Branch Hub 37 4.9 44 2.0 15.0 02 02 02 0.2 

StrategicPl alarm Modernisation 
__ __... 19.5 45.0 ......___... 64.0 21.6 150.1 (0.6) i (1.9) (10.3) ........__ (81) .........: 

Sungard Replacement  - - 
,. 

.; - ,... .. - .... .. ....., 
W in 10- Devi ce Refire s h 

.. . ........... . . 
0.5 

.....:. .... . ... . .. ..... . . 
0.5 

IT Platform Enahleeneet Total I % % %%„%%" „'f i':':':9i : ":' ':':' j €; 1IIg .;. `::'N:I.R 
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21/22 22123 23/24 24/25 21/22 22/23 23/24 2-125 

SPC Porttml'u Projec3.karfie 
Current Current Current Current Current Current Current Current 

Forecast Forecast Forecast Forecast Forecast Forecast Forecast Forecast 

Grant Cost Cast Cost $eneOts Benefits Benelite Benelits 

Mai s, Travel, IS & Other AEI Exit 1.3 0.1 - 1.4 :31.2 3.0 3.1 33 

Balance Transfer Guarantee 0,2 - 0.2 0.2 53 0.3 0.9 

Blackhawk Grftcard implementation  - _ 1.5 0.8 1.0 1.3 ..... , x... _ 

5 113 13 1 .; Business Development& Innovation - - 100 10.13 01.2 - -

__ Controls Framework - Ma ils 03' - - - 03 - - 

Credit Card Product/Distribution development - 01 01 X03 0.9 -. - -

_. Credit Cards in Branch - - 0.1 - 0.2 0.2 '
0.2_ 

CreditCards F ApprovaiAuthorisation - 0.5 05 05' 0.5 

E..'s.....:.`.'........l ..:........ .........: Dangerous Goods 7e[h. lmProsemena 2D/01 0.2 . - - - 02 - _ . 

_ _ _ _ 1.9 
..............x:y"!„x"xnx„ „x.. 

Drop &G  Online Journey Efficiency 08 - - - 05 32 04 07 0.7 

• .... Qudu Creek Upgrade Dl 0.5 - - 23.6 

.; Eagle Balancing line Cl 0.5 1.3 1.D 3.@ - - 
E..,x.x.x..4.x ..............x.x 

FL'A. Pricl rig . ......... .... 
.... 

..._ @5 - - - 0.5 

....,.,::, .... ....iittiii:iittitiirtiiititriiiiirriiiiiltiiiiOrii HMRC fee FX branch Changes - - - . - 0.9 0.9 0.9 0.9 

Home &Tl pricing & Data Analytics fM0rpheu4 - 31 0.3 0.9, ISO

Home Insurance Tranctorrnation [Nemesis - - - - - i5.:' 3.1 [ 2.5; (2.2,1 

identity Products Modernisation 0.2 O0 - '- 03 D3 0.3 1,1 1.1

;...E........... Identity Products Modernisation- - -

;; IIdent'ry Services Partnership - - -- - - 124 05 0.5 7:8: 

lOS in Branch Verification - - - - 0.8 ::116 OS' 0.1 

Mario- PUDO 2;4 - 46 29 1.0 - 199. 07 4.3 75 135 

.; Malls Strategy '.0:0 _ _ .. 0.0 _ _ _ __. 

;? MDAZStarnpsstodc 0.0 - - - 03 - - 

Peregrine. - - -- - - l24, 8.2 15.9 19.9 

Pill Regulatory& Compliance Change @.$ - .- - 06 0.2 3:7 0.8

Protection Supp<ier Revlevr 03 - - 03.  - -

RMG Commercial Model& Aem Fallout 05 - - -' 0.5 C21'p - -

:° Severn (Gedit Cards) - - - - 2.9 3.3 3.7 4.3, 

Telco Strategy P........MrM (:t:II...............:. 

:.„-I..............E......• ..„.... TIC  improvement !Cronus II( - 07 1.3
... x._ ... 

Continuous tmprovernent (Cronus Ill 
......... 

- 
.. 

3 
... ....... 

Travel & Home Insurance. CA Programme - i1.1'• D1. 03 0.5 
E..".'.'.'. x'.'.`.„.'.'.„.' .. 
E..„.•HHer ,.•.•.•.•.•.• •.". Travel & Home Insurance Cl programme 11 ,... ........................ .... ..........:._ .... - .._ 

....... 
8 7.0 10 .. ..... 2.8 ..... - - 

Travel Hub - - - - - i1: ..- [:.=:• i1.5 ~. 

API to Tablet migration 1510. DVLAI 

Mails. Travel• FS & Other Total I 80 6.7 15.0 13.1 42.6 2.2 21.1 59.1 50.6 

- Organisational Effectiveness CDRC - - - - - 0.5 0.4 0.4 0.4 

; Covid-19 Response 111,. _ _ _ 03 23 24; [2.3; 

Culture Transtcrmation 2.6 0.4 - - 29 - 1.1 tC 11 
E..•.•.•.•. •:•:•:•:•.•.•.•.. .. Dolt OQ Fnabteinent :..,................I..........x 

_ 
0.1 - - 0.1 __.. .. :..:..:.....:. .::.:, ...::. ............ ...................... . ..._ 

Future of the Workplace __... __ - _-  - - .. . - - 
P ..........::................... 
„;.„...„.,;,....;;,„,........... .~;' HOT gn Operating Model - - - - - 05 0.5 0.5 D.5 

E ........... ..............................::. People OD Enablernent 
'_ _.... __ 

0.6 
_ 

0.3 - 1.5 - 0.6 0.7 0.7 
€...........:x.x.x.....x.s..::..x.x.x.x.s.x.x .; 
..................i .......................^.'.: People Flacehaider - - 3.0 3.6 6.0 - - - 

. ...,::.,...  Post Office Operating Model (POk9)  4.1 4.0 - - 81 10.2 14.3 15.1 15.1 

Post Office Operating Model 1POMl 32241 l"+= - - - •- - - - -
PostOfficeOperatingModel (POM) 4000 'CII - - . 00 

... 

- - -

...,,irir 
....... 

.........'; Project.ssurance 

--- 

.06 0.3 - 04. _ _ 

°...... x ................... PSSCSuccessFaus rs Enhancements OAF -- 04 00 D.J. 0.1  111-

SLf1 _ _ _ _ _. a.2 4,2 412 4.2. 

SLC2 - - - - - 2.3 23 2.3 29: 
SLC3 - [31}. 17.0) 2.3 2.3 2.3 r23: 
5LC4 Dad - - - 0.1- 14 14 14 14 

Success Factors Phase 1 - - .- - 3.4 3.4 0.4. 3.4 

_,. .......... .............,.. .. ........::, uccessFactors-Phase.2 

- 

- - - - 01 : - 0.1. D.1 0.I 
_ Talent and''.'Capa0IIlFI Transformation 0.7 - 0.7 -

Organitotsoul Ffie:tiuenetc Total I 9.1 53 5.0 3.0 20.1 224 27.2 29-1 30.4 
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21122 22/23 23/24 24/ui Vi 21/27 72/23 23/24 2442'

SPO Portfolio Project Name 
Current Current Current Current < Current Current Currett Current 

FMeeaSt Pateraat Forecast Farecart FPree250 Far0005t [attract Forecast 
Cult Cost Cora ',:::::;C4Ft::::: Benefits Benefits Benefits Benefits 

•'. Pashadster kNfRyark Breath Support Model - - - - 11.5 6.5 0.5 11.5 

Crown Network Shape  - - - 
-....... . - 

- 
........... 
- 5.6 5.6 5.6 5.6 

CT vacant leaseholds&CT onerous property contracts 1.5 0.7 0.7 0.7 3.5 5.8 58 5.8 S.8 

OeveI ping Cap 6ilides - - - - - 0.8 1.D 711 1.6 -
'..« ....c..E........... 

DIOR Strategy 167 156 25.6 58.9 101 141 19.9 234 :.

Field Restructure - - - - 1.2 1.2 1.2 1.2 
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Appendix 10: Cashflow Detail 
v 

/ 

.. .. 

Security Headroom Bridge 

Security Headroom Brought Forward 157.3 113.0 126.2 75.9 

Trading profit (exc FRES) 44.0 38.2 64.5 80.0 

Network Subsidy 50.0 50.0 50.0 50.0 

FRES dividend (0.0) 8.5 8.8 13.9 

Financing costs (6.6) (6.4) (6.3) (6.7) 

Other gains and losses 0.0 0.0 0.0 0.0 
Cash flows from trading 87.4 90.4 117.0 137.2 

Investment funding 125.0 100.0 40.0 0.0 

Investment loan 52.0 0.0 (7.0) (7.0) 
Capex (74.0) (105.5) (98.6) (65.0) 
Exceptional spend (121.8) (82.9) (84.3) (37.5) 
Cash flows from investment activities (18.8) (88.3) (149.9) (109.5) 

Movement in client payables 19.6 7.5 19.6 (8.4) 

Movement in postmaster payables (5.7) 5.3 (33.7) 36.2 

Movement in otherpayables and provisions (36.5) (1.6) (3.3) 0.2 

Movements in payables (22.7) 11.2 (174) 28.0 

POMS cash (2.6) 0.0 0.0 0.0 

Inventory 0.0 0.0 0.0 0.0 

POMS and Payzone debtors 0.0 0.0 0.0 0.0 

Movements in non-qualifying assets (2.6) 0.0 0.0 0.0 

Movement in HSS provision (113.0) (40.0) 0.0 0.0 

Movement in HSS asset 25.4 40.0 0.0 0.0 
Net H5S settlements (87.6) 0.0 0.0 0.0 

Security Headroom Carried Forward 113.0 126.2 75.9 131.5 

Facility Headroom Bridge 

Confidential 

Facility Headroom Brought Forward 
Trading profit (exc FRES) 
Network Subsidy 
FRES dividend 
Financing costs 
Other gains and losses 
Cash flows from trading 
Investment funding 
Investment loan 
Capex 
Exceptional spend 
Cash flows from investment activities 
Movement in client payables 
Movement in Santander client payable 
Movement in Postmaster payables 
Movement in other payables and provisions 
Movements in payables 
Network cash 
Cash in bank 
Inventory 
Receivables 
Movements in current assets 
Movement in HSS provision 
Movement in HSS asset 
Net HSS settlements 
Facility Headroom Carried Forward 

324 235 208 130 
44 38 64 80 
50 50 50 50 
(0) 8 9 14 

(7) (6) (6) (7) 
0 0 0 0 

87 90 117 137 
125 100 40 0 
52 0 (7) (7) 

(74) (105) (99) (65) 
(122) (83) (84) (38) 
(19) (88) (150) (110) 

20 8 20 (8) 
13 (0) 0 0 
(6) 5 (34) 36 

(37) (2) (3) 0 
(10) 11 (17) 28 

(39) (21) (34) (110) 
(2) 0 0 0 

0 0 0 0 
(19) (19) 6 (1) 
(60) (39) (28) (111) 

(113) (40) 0 0 
25 40 0 0 

(88) 0 0 0 
235 208 130 75 
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sir°.'! 1 

1Kde. Banking Framework 3 ('BF3') Heedaj D>we, : 3rd June 2021 

Martin Kearsley, Banking Owen Woodley, Group Chief 
Product Portfolio Director

~rt ,rW 
Commercial Officer 

Input Sought: Decision 
The Board is asked to please authorise the Banking team to: 

i. Release the proposed final BF3 commercial offer to all existing partner banks; 
ii. Continue discussions with Government and industry stakeholders about strategic 

alliances that may deliver a longer-term multi-year solution; 
iii. Make further adjustments to the commercial offer if required within the pre-approved 

range post 30th June 2021. 

P cu Go ;tine i w ; O' ersight 
1. July 2020 Board meeting presentation on approach to BF3 
2. January 2021 Board meeting noting paper on BF3 background, plan and progress 
3. Executive and Board NED one-to-ones held throughout February 2021 
4. GE socialisation 17th March 2021 
5. March 2021 Board meeting decision paper authorising a BF3 commercial `range' 
6. GE socialisation 26" May 2021 

BF3 commercial and contract proposals will be released by 30th June 2021. Each bank will 
decide by December 31't 2021 whether to remain in the Banking Framework or to terminate. 
Following key bank discussions, Government meetings, and stakeholder activities in the past 
few months, we are expecting full engagement, and no leavers, as we move from Banking 
Framework 2 ('BF2') to BF3. We have a growing conviction that a strong strategic partnership 
supported by legislation will continue to Banking Framework 4 ('3F4'). 

The final commercial offer of £731m proposed here is centred in the range previously approved 
(£715m-£745m total 3-year revenue, based on assumed volumes). 

In presenting and discussing this offer with banks, and coordinating a series of CEO to CEO 
meetings, the major banks are increasingly signalling an interest in a strategic partnership with 
Post Office for a longer-term solution to access to cash. Successful engagement and 
collaborative work in this area will optimise our income and reinforce Post Office as central to 
cash and banking for the next 7-10 years. 

Included in this update paper is a short expansion on those strategic steps and wider 
discussions, as well as a description of emerging industry activity in this space. 
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Questions addressed 

1. What was banks' reaction to the initial BF3 Commercial Proposal? 
2. How have we addressed bank feedback? 
3. What would we like to propose to the banks at the end of June? 
4. What is the Post Office position regarding any requested changes post June? 
5. What is the developing market context? 
6. What is our longer-term strategic thinking? 
7. How will this proposal impact Postmasters? 

Report 

Question 1: What was banks' reaction to the initial BF3 Commercial Proposal? 

The March 2021 Board review included feedback from Accenture regarding areas of 
concern felt by all banks after BF2, including service and commercial challenges that were 
important to address. This created a strong guide to our presentation of the initial BF3 
commercial proposal. 
We subsequently published our opening commercial position with the Banks on the 7th

April. This was £745m over three years and assumed all banks accepted the BF3 terms. 
This was at the top of our agreed negotiating range of £715m-£745m. 
We held an industry-wide presentation of this proposal and then commenced engagement 
with banks one-to-one. We have met with all key banks on this basis at least once, and 
with the biggest banks three to four times. 

4. Feedback on our proposal varied by Bank but overall: 
a. The approach to BF3 has been far better received than BF2, with greater 

engagement and transparency. This has been echoed in CEO-level meetings. 
b. Mid-tier banks have reacted positively, recognising small improvements in their 

pricing over the three years compared to BF2 pricing. Larger bank reactions 
have been mixed due to their more complex structures. 

c. Framework fee changes have been welcomed, including the principle of a cap 
(which was increased following the debate at the March Board). Banks restated 
their position regarding access to and transparency of our cost base in any future 
discussions on minimum fees. We continued to push back on exposing any of 
our cost base. 

d. Improvements in the withdrawal fees to encourage greater volume landed well. 
e. The increase in deposit fees has caused difficulties, in particular for Santander, 

which makes the greatest use of our low corporate rate for deposits today. This 
was expected and had been factored into our opening position. 

f. We proposed two options for cheque handling: 
i. retain the existing service, but with price increases for sustainability; 
ii. a new, more sustainable cheque service to replace our existing one. 

g. Banks selected the first option and new pricing is now incorporated into the total 
proposal. 

h. Banks also continued to raise concerns about the legitimacy of many low-value, 
non-round ('LVNR') withdrawals occurring within our network. 

i. The encouragement to move to card-based transactions was welcomed, and 
several have now enquired about moving to a Chip/PIN based solution. 
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5. Banks have assessed our assumptions regarding their volumes leading us to be more 
confident in our modelling baseline volumes. This process helped us identify a small 
number of unintended consequences which we used to justify revising our proposal. 

6. Al l banks recognised the improved approach to BF3 pricing, but Santander would still be 
significantly worse off under BF3. We have worked with them closely to address that gap 
in our final proposal and believe they may now choose to move to BF3 pricing as a result. 

Question 2: How have we addressed bank feedback? 

7. Following feedback from the banks and clarification of volume assumptions, we made a 
revised proposal on 7th May. 

8. We accepted the banks' choice regarding retaining the existing cheque service, but 
significantly increased our pricing to make this more sustainable. We signposted to banks 
that while we will continue to deliver this service as-is during BF3 we will replace this with 
an updated solution by the end of BF3. 

9. For deposits, we modified how deposit volumes are counted towards the discount tiers, 
making the approach fairer for banks as they increase their usage and start using self-
service in the future. We have reduced the ad-valorem rates by 5%, which lessened the 
impact on those banks who use the corporate rate today, and therefore improved 
Santander's overall position. This has further encouraged Chip & PIN development which 
will help address the AML challenges we face. 

10. In withdrawals, Post Office is responsible for ensuring that our service operates correctly 
and within the agreed rules. To take the LVNR issue off the table and a reason for banks 
to walk away from withdrawals, we proposed to not charge for any non-round withdrawals 
under £10 (i.e. £3.28) while in parallel addressing any non-conformance through our area 
manager teams. This equates to c.9% of our withdrawals, or c.1.5% of our total revenue. 
These withdrawals will continue to count towards our framework fee in recognition that 
over time our non-conformance processes will result in only legitimate transactions 
remaining. 

11. To bring Santander to a net neutral position in BF3 we introduced volume discount tiers 
for the change giving service that benefitted its Corporate bank almost uniquely. The 
additional benefit being that this pricing structure is now consistent with other banking 
products. 

12. Al l other elements of the proposal agreed at the March Board remain unchanged. Appendix 
1 depicts the pricing adjustments made since the opening offer. 

Question 3: What would we like to propose to the banks at the end of June? 

13. Following our revised proposal almost all banks are now commercially the same or better 
under BF3 than they are under BF2. This is illustrated in Appendix 2. 

14. We do not propose making any further commercial proposals to the banks before issuing 
our final set of prices at the end of June. We have shown that we have listened, addressed 
concerns where we can, and from our one-to-ones we believe that most banks' internal 
business cases will point them towards accepting BF3 pricing. This final proposal 
maximises the value from BF3 whilst de-risking losing any members, simultaneously 
establishing the platform for BF4. See Question 6. 
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1F 

15. Our final offer will generate £731m in revenue during BF3 and c£268m in trading profit. 
It will also generate c£203m in Postmaster renumeration. This remains within the range 
agreed by the Board in March. This proposal includes a framework fee cap set at £95m, 
£5m higher than we presented in March, and based on our volume projections will be 
achieved during the final year of BF3. Please see the Profit & Loss Forecast in Appendix 3. 

Question 4: What is the Post Office position regarding any requested changes post 
June? 
16. Our proposal at the end of June will be definitive and we will remind banks of the 6-month 

governance period. In that period, we neither expect (nor will we accept) any further 
commercial challenge. 

17. However, between June and December during the banks' internal governance period there 
may be examples of contractual requests for change based on variations in law, examples 
such as: 

a. AML changes - currently subject to much wider industry and Government review 
b. Payment Systems Regulator ('PSR') variations on [BA guidelines - 

recommendations from PSR continue to evolve 
18. Our intent would be to consider those if/when published, and embed any approved 

wording changes, unless significant commercial impact is implicit. 
19. If a bank approaches us with a 'unique to bank' commercial challenge, we do not propose 

to change our commercial model. 
20. Should a wider challenge appear from multiple banks which would impact the totality of 

the agreement, we may make judicious modifications within the original range down to 
£715m - subject to existing delegated permission given to the CEO and CCO in March. 

21. If such a challenge should take the entire agreement outside the range approved, then 
we will revert to the Board for further authorisation. 

22. During the CEO to CEO meetings held in March and April 2021, consistent themes including 
seeking a broader strategic alliance emerged, due in part to the collegiate nature of our 
existing relationship, but also reflecting on the wider 'Access to Cash' debate and the 
looming legislative and stakeholder agenda, which is growing in intensity. To put this next 
stage in context, the following short sections describe various steps being taken. 

Question 5: What is the developing market context? 

Legislation

23. The Treasury ('HMT') is preparing legislation to protect cash as banks close branches by 
enforcing provision of alternative means. HMT's view is that regulated banks should ensure 
all their channels conform, and since the market is too fragile to rely on self-appointed 
groups (such as the Ceeney/Postings proposals described below), legislation is needed. 
Despite emerging bank resistance, HMT is adamant that the legislation will extend the 
existing regulatory framework to mandate the banks to protect access to cash. 

24. Government and industry regulators (FCA, PSR) and consumer groups (Which?, CAB) 
continue to press for legislative pace from HMT to ensure access to cash is supported. 
Appendix 4 shows the latest FCA statement regarding cash, protection, direction to banks 
regarding the support of cash, Post Office, LINK and other key providers. 
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25. The challenge we have repeatedly pushed HMT on is the slow timing of any legislation, its 
absence from the Queen's Speech on 11th May 2021, and no apparent progress since it 
was stated in the March 2020 budget. We understand a white paper is looming in June, 
from which suggested law will be proposed and taken through Parliament. 

26. The CEO of UK Finance, David Postings and the Chair of the CACP trials Natalie Ceeney 
have partnered with the top 5 bank CEOs and Nationwide - who have all enthusiastically 
committed to join a 'clearing house' model to agree, fund and support solutions being 
deployed in struggling communities. On the surface, this is a notable step forward, but 
HMT, other stakeholders and Post Office find many issues hiding within. A specific one is 
that this group is seeking to mandate how cash services are delivered, and how much 
they would be willing to pay. That is not welcome by HMT, and clearly seeks to constrict 
delivery based on banks' directions rather than the wider market. 

27. We and LINK (both named in the paper as key partners) have welcomed the paper in its 
role in 'helping the debate' but remain wary about bank intentions. 

Pilots and Competition 

28. Several hundred further bank closures have been announced in the last few weeks, and 
this will continue through 2021. Remaining branches are increasingly being automated, 
so true counter services are under continued threat. 

29. Volumes and values of Post Office transactions continue to firstly recover (for withdrawals) 
or surpass (for deposits) pre-Covid levels as the footfall increases and bank closures 
continue to impact the market. The increases we are seeing align fully with our projections 
in the business case previously presented. 

30. The Community Access to Cash Pilot ('CACP') has now successfully launched with Post 
Office at the very heart of all eight locations. In two locations (Burslem and Rochford) we 
have launched pilot automation services for self-service deposits, and in two locations 
(Cambuslang and Rochford) we have opened a brand-new concept branch, a BankHUB, 
sharing space with banks who can meet with their customers day by day. 

31. Other solutions are also being trialled by other (non-Post Office) providers - such as 
Cashback Without Purchase ('CWP') which has now been given legal approval and will 
generate competition to Post Office withdrawal services. Other solutions are app-based, 
connecting customers who seek cash with small businesses who are holding excess. 

32. The initial response to the BankHub launches has been overwhelmingly positive and is 
already leading to further discussions with banks about potential future models and 
partnership. 

33. In terms of deposits, banks are now deploying 'smartsafes' into their small corporate 
customer sites to enable real-time credit for cash, without needing either a bank branch 
or a Post Office. We also expect trial of a VISA deposit scheme to commence this summer. 

34. To that extent, we are facing more competition than before, but the two key service 
providers are, and will remain, Post Office (for branch cash in and out) and LINK (for 
ATMs) . 

Question 6: What is our longer-term strategic thinking? 

5 
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35. Our planned engagement included a series of CEO to CEO meetings starting in mid-March. 
The initial meetings were 'functional'; good, but guarded, awaiting detail, and feeling wary 
of our plans. With the declaration of our round one commercial model, followed up by 
further CEO meetings, the tone was noticeably more engaged, strategic and detailed. The 
key theme emerging from those sessions is a clear desire to create a long-term fix to 
cash, in parallel with the various other initiatives (HMT/FCA, Ceeney/Postings, CACP 
output) where banks are interested in a multi-year (perhaps 5-10 years) commitment 
with Post Office to ensure access to cash. Further themes include a desire for Post Office 
to 'do more' regarding AML, although the solution to that is industry-wide, with banks 
solely owning the regulatory requirement to monitor money laundering challenges. A final 
theme consists of 'improving service standards and training', something that we have now 
included into the contract. 

36. The intended legislation that is possibly emerging from HMT will see a specific mandate 
placed on banks to ensure their channels fulfil the needs of the communities they serve, 
potentially based on geographical coverage. This is not what the banks want, preferring 
regulation/legislation to be placed on the channels (Post Office, convenience stores, 
supermarkets etc). Our understanding is that HMT and FCA/PSR do not believe this is 
achievable due to the breadth of what that entails, so will make this a bank challenge. 

37. Our strong engagement in CACP has also led to wider discussions that could see our role 
expand from cash to also including hosting bank staff to provide community banking. This 
creates a strong opportunity to re-enforce our role at the centre of communities providing 
face to face services and is well aligned to our purpose. It also creates the potential for 
further revenue streams for Postmasters, both directly through banking and through 
additional footfall. 

38. The combination of CEO to CEO meetings, output from the Bank Senior Working Group, 
and the likely legislative output, are illustrating a desire to commit to a longer-term 
solution. Our position is to confirm BF3 in preparation for a wider discussion to carry on 
almost immediately to resolve whether we extend the BF3 term or migrate to a remodelled 
BF4 for the longer term. 

Question 7: How will this proposal impact Postmasters? 

39. Banking is strategically important for both Post Office and Postmasters, representing the 
second biggest source of remuneration. Our BF3 proposal is forecast to maintain all banks 
within the framework ensuring that Post Office branches remain the go-to location in a 
community for cash for all customers. Volumes are expected to increase compared to 
today, delivering additional renumeration and footfall. 

40. Total Postmaster Remuneration from BF3 is forecast to be c£203m. This number could 
change following the Post Office strategic review of Postmaster remuneration given the 
£268m profit generated by BF3. 

41. As well as the direct benefits to Postmaster remuneration, BF3 will create an environment 
where automation of our network for banking transactions can be funded, either directly 
by the profit generated, or jointly with bank partners. This will increase the capacity of 
our branches, the speed of processing and reduce errors, all aiding Postmasters to run a 
more successful business. 

6 

Strictly Confidential 

88 of 204 POL Board Meeting - 03 June, 2021-03/06/21 



UKG100041682 
UKG100041682 

Tab 6 Banking Framework 3 pricing framework 

Risk Assessment, Mitigations & Legal Implications 

A legal risk note has been added to the reading room for review. 

LJEJ L llflg 

Fhtal2023-25 Revenues, £M 
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Modelling based on all banks moving to BF3 pricing, including Santander. 
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, Fb 4

c; ; F CA /Pi PSR, Joint s dement 
Access to cash and banking services remain vital for many consumers and businesses. Our 
Financial Lives Survey in 2020 found that 5 million adults use cash for most of their 
purchases. The pandemic has led to more people becoming familiar with contactless card 
payments and internet shopping. 

The overall decline in the use of cash makes it more expensive to maintain the existing 
infrastructure that supports it. However, as we move out of the pandemic, cash continues to 
serve a socially useful purpose for many communities. Following a fall in ATM withdrawals of 
40% year-on-year across 2020, withdrawals have started to increase again since restrictions 
have begun to ease. 

Although our data shows that most people can access cash easily now, there is a need to 
maintain access to cash and banking services for those that still need it, particularly 
vulnerable consumers. At the same time, a critical part of maintaining this access will be 
supporting others that can to transition to digital and other alternative ways of banking and 
making payments. 

This challenge requires industry, government and regulators to act. We are monitoring trends 
and supervising firms to make sure access is available and we will use the tools at our 
disposal to ensure this happens. 

We expect individual firms to protect the ability of their customers to access cash and other 
services that meet their needs when they close branches. We welcome the industry's 
proposal to work together to protect access and develop long term solutions, while ensuring 
they comply with competition law. 

We support the government's commitment to protect access to cash through legislation and 
we will have a role in supervising that legislation. 

Cash must remain available 
Cash use is declining but remains an important way many people and businesses buy and sell 
their day-to-day goods. The FCA and the PSR are committed to ensuring that cash, and the 
infrastructure that supports it, remains available for those who need it. 

This includes new and innovative ways for accessing cash, such as banking hubs that are 
being piloted, alongside more traditional routes of bank branches, ATMs, cashback from 
retailers and cash services over Post Office counters. 

What the FCA and PSR have done about cash 
During the pandemic, the FCA and PSR worked with industry to address the challenges of 
ensuring cash access for the people who want to use it. This included analysing data, sharing 
best practice, and agreeing actions to ensure continued access to cash. As a result, even at 
the height of the crisis no more than 0.1% of the UK population lost access to a source of 
cash within 3 miles. 
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The FCA and PSR partnered with the University of Bristol last year to produce a 
comprehensive assessment of cash access across the UK. We found that 95% of people are 
able to access cash in urban areas within 650 metres and in rural areas within 3.5km. Bank 
branches, ATMs and Post Offices all form part of this important infrastructure. 

Under the Post Office national access criteria, 99% of the population must live in areas within 
3 miles of their nearest Post Office, and 90% within 1 mile. In addition, the PSR's oversight of 
LINK ensures that LINK continues to maintain a broad geographic footprint of free-to-use 
ATMs. 

In September 2020, the FCA published guidance setting out expectation that firms should 
consider the impact of branch and ATM closures on their customers' everyday banking needs 
and consider the availability and provision of alternatives. We have been supervising branch 
closures closely, assessing plans based on risk of harm posed to consumers. 

In January 2021, we asked banks to pause closures where they are unable to meet the 
expectations laid out in the guidance due to the coronavirus lockdown. 

Legislation to protect cash 
Last year, the government announced its intention to legislate to maintain access to cash in 
the long-term. That legislation will support infrastructure into the future and provide a 
framework to protect access to cash. 

Our expectations of firms 
We expect individual firms to play their part in protecting the ability of customers to access 
cash and wider banking services in ways that meet their needs, particularly vulnerable 
customers and SMEs. 

Individual firms are responsible for making sure that when they close a branch or ATM in a 
local area, there are alternatives available to provide services at a standard of service that 
meets the needs of the customers using that branch or ATM. Firms will need to consider the 
ability to withdraw and deposit cash, safety, accessibility and opening times. 

To meet these responsibilities, over the short-term firms are likely to rely on the current 
alternatives to branches to a large extent, such as Post Office and LINK services. We think 
there can be significant benefits from making the most of, and where necessary enhancing 
the existing services and policies. Over the longer-term there wil l also be scope for firms to 
use other alternatives and innovations. 

Industry activity and regulatory expectations 
We welcome the commitment from industry to take forward action to protect access to cash 
and close gaps in provision in a way that complies with competition law. This work should 
also take account of regulatory and legislative developments and does not replace the 
individual responsibilities of firms. 

We also welcome the wider financial services industry actions to identify new ways to support 
local community access. Innovative new methods are already being piloted across the 
country and we are keen to see the outcomes of this work and how these solutions can be 
applied more widely. 
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The FCA and PSR will continue to work in an open and transparent way with consumer bodies 
and the firms we regulate to achieve our desired outcomes, including using the full range of 
regulatory tools available to us where appropriate. 

Following on from our work with the University of Bristol last year, we intend to publish an 
updated assessment of the UK's cash infrastructure in the summer, alongside the FCA's 
recent consumer research into cash use. Furthermore, the PSR will shortly publish its review 
of Specific Direction 8 (SD8). 

11 
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UHHVE C' 

BOARD T 

Multi-year business case to 

Title, 
BEIS for the Strategic Platform  mtec 3rd June 2021
Modernisation Programme 
(SPMP) 

, , JrYthnnn Zdravko Mladenov, Business Sponsor: Nick Read, Group CEO Transformation Unit 

Input aught: Approval 

The Board is requested to approve proceeding with the Strategic Platform Modernisation 
Programme (SPMP) multi-year business case for approval by BEIS. The Board's review and 
approval of this case is a requirement established by UKGI and BEIS to trigger their own 
further review and approval of the case. Sign-off by BEIS' Permanent Secretary is expected 
by August 2021. 

Approval by the POL Board of the multi-year SPMP business case does not translate directly 
into funding disbursement, does not change previously agreed SPMP deliverables and does 
not commit to any future deliverables. Requests for funding drawdowns and agreement on 
deliverables will come to the Board in separate tranches and following the regular Post Office 
governance process, with the first tranche planned for the late July Board session. 

The current cadence of reporting SPMP progress at Board meetings also remains unaffected, 
but a separate, additional reporting process to UKGI and BEIS has been already instituted. 

revlous Governance Cversgt 

GE and Board updates on SPM: 
Nov '20 • The Board endorsed the creation of the Business Transformation Unit 

(BTU), part of which becomes the SPM programme. See Appendix A for 
details. The Board endorsed two main SPM objectives: (1) short- and long-
term tech-enablement for the POL business (e.g., new formats and 
Postmaster propositions; optimisation of customer journeys); (2) 
retirement of the Horizon platform and exit from the main FJ contract. 

Jan '21 • The Board noted the early progress of SPM as part of BTU and endorsed 
the proposed aspiration to deliver 400 new branches outside of Horizon 
with the Express format by end of FY21/22. 

Mar '21 • The Board noted the progress update on the programme; specifically the 
successful programmatic and technological ramp-up, reflected in agreed 
governance cadence with BEIS and in the accelerated 'build' of the 
software solution to allow for 400 new, 'Horizon-free' Express branches to 
open by March 2022. The Board approved a drawdown of £4.68M to 
deliver a range of further concrete outcomes and deliverables, including 
continuing with tech development and completing the multi-year business 
case for UKGI/BEIS, covered in this submission. 
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The focus of this paper is on the costs and benefits of the SPMP programme. The Reading 
Room will contain the following further materials: 

- Full Business Case; 

- Executive Summary for the Board; 

- PowerPoint presentation covering main elements of this paper and the Executive 
Summary; 

- External Programme Assurance Report by Deloitte - note that while the Deloitte 
work was conducted collaboratively with POL's Internal Audit (IA) department, the 
report at this stage does not include a cover note from IA. 

These Reading Room materials offer more depth than this paper can cover on the following 
topics: 

- Context on Horizon - specifically, what are the financial and operational challenges 
that Postmasters and POL face with the current system? 

- Options analysis - specifically, what options have been considered to address the 
Horizon challenges (including retaining Horizon)? What are the different sets and 
subsets of evaluation criteria? What is the recommendation? 

- Scope of SPMP - specifically, what has been included in addition to the "Do 
Minimum"? What optionality exists to decrease or increase further the scope and at 
what cost? 

- Costs and benefits of this programme - specifically, beyond the direct financial 
benefits (e.g., IT OPEX savings), what are the indirect benefits for Postmasters and the 
rest of the POL business? 

- Design and Delivery plans - specifically, what are the main design and delivery 
principles (e.g., "Designed with Postmasters, for Postmasters")? What is the 
overarching SPM architecture? What is the delivery timetable? How are delivery 
activities structured? 

- Device Strategy - specifically, what types of devices will replace the one-size-fits-all 
Horizon counter in the short- and long-term? 

- Risks and mitigations - specifically, what are the major risks, which stakeholders 
would be most affected if those risks materialise, how are we proposing to mitigate 
those risks? 

- Lessons Learned from the past - specifically, what are the lessons from the attempt 
to execute a similar transformation with IBM? What are the lessons from other major 
POL IT programmes? 
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Questions addressed 

1. What is the funding request for SPMP and how does it break down? 

2. What is the rationale and detail behind the contingency/risk provisions? 

3. What are the benefits and payback period of the investment? 

4. What is included in the 'scope' of this funding envelope? What optionality exists? 

5. What external assurance has been provided for this case? 

Report 

'iriJ h- t; r-i '?r i- ` P`_J< 1 r'i? 

1. The multi-year SPM business case sets out a total projected new cost of £174m over 
three years between 2021/22 and 2024/25. This funding is split between an estimated 
£56m CAPEX, £66m Exceptional and OPEX of £10m. 

OPEX represents only 8% of the total and covers "dual run" costs with Horizon, i.e., the 
costs to run and support the new core trading platform once elements of it have gone 
live, but before rollout is fully completed. Once rollout is completed, the full OpEx costs 
to run the new core trading platform will become BAU costs, replacing existing Horizon 
OPEX. 

2. The £174M envelope includes a contingency of £36m and £12m in costs for iVAT 
(bottom-up estimated at "9%) and SPO Levy (1%). The proposed figure excludes £6m 
already approved by the Board for early, 'no regret' activity: 
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3. Expected phasing of costs over the five-year life of the programme are as follows, by 
expenditure type: 
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POST 
0FFICE~ 

Ca Ex 1.0 15°2 18.7 20.6 - 55.5 
OpEx - 0.8 2.1 7.5 - 10.4 
Exceptional - 13.4 22.9 27.2 2.7 66.1 

1.0 29.4 43.7 55.3 2.7 132.0 
iVAT/SPO 2.6 4.0 5.2 0.3 12.1 

1.0 32.0 47.7 60.5 3.0 144.1 
Contingency 36.1 

Previous spend -5.8 
Total 174.5 

4. The chart below illustrates the break-down of the funding by main category and sub-
category: 
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5. The contingency of £36m represents an approx. 30% increase on the base project cost. 
This figure of 30% was arrived at by using an "Optimism Bias" assessment, 
recommended by HM Treasury and modelled using Treasury-provided historical data for 
different cost categories in comparable programmes. The programme elements 
compared include complexity of technology, degree of innovation required and 
complexity of current and future contract structures. 
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6. Therefore, an "Optimism Bias" that averaged 30% was allocated against most element 
of the SPM multi-year cost model, excluding already incurred costs. 

7. This Treasury-informed contingency is a top-down figure. From a bottom-up perspective, 
the programme modelled scenarios around the principal known risk of delivery slippage, 
which would then result in a delay to rollout and programme completion by April 2025 
(instead of April 2024). 

The table below shows the components of slippage costs; 

Technology Design and Build costs increases 
(primarily dual-run OPEX costs and IT leadership £11.5m 
costs) 

Cost of extended migration / deployment £3.1m 

Business costs (Commercial, Finance, Operations, £1.2m 
Procurement) 

Programme and business process transformation £1.5m 
overhead 

f 17.3m 

Thus, within the £36m contingency, we have a 'known unknown' SPM risk funding of 
£17.3m, with a further £18.7m to cover 'unknown unknown' risks. 

Whet are the benefits and pa yback period of the programme? 

Noting that a range of indirect non-financial benefits also exist (for details, see Appendix 
A and Reading Room materials), the financial benefits of SPMP have been categorised 
into direct and indirect. Direct financial benefits are those, which are directly created by 
SPMP and will be achieved through this programme alone. Indirect financial benefits are 
those, which other projects or activities will achieve having been enabled by the new 
core trading platform and its devices (e.g., revenue and profitability growth by the 
introduction of new products or the changes to the branch network). 

Indirect financial benefits have not been quantified as part of this business case and are 
not included in the benefits and payback calculations. 

10. With regard to direct financial benefits, SPMP will deliver direct financial benefits 
stemming from the reduction of IT operating expenses (e.g., internal operation and 
management of the new core trading platform - see Appendix B), as well as 
substantially lower 'cost of change' compared to currently with Horizon. 

11. Current direct financial benefits are projected to total £24.7m per annum: 
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Direct Financial Benefit Amount Explanation 

Reduction of core platform £18.6m IT savings are expected to be made across several 
run costs p/a. areas once the new platform is implemented, 

these include: 

• Infrastructure costs 

• Core Platform application support 

• Device Operating Systems and 
Management Application 

• Branch Device Costs 

• Supply chain (printer ink and paper) 

Reduction of change costs £6.1m CapEx and exceptional costs incurred to make 
p/a. changes to Horizon (e.g., PCI-DSS or Belfast Exit) 

are expected to be significantly lower due to: 

• the inherent flexibility of the new system, 
e.g., less resource will be required to make 
changes, and 

• the differential in the cost of a salaried 
internal member of Post Office staff versus 
the high margin Fujitsu rate card charges 
incurred today 

12. These benefits have been calculated in a robust, bottom-up way, through a joint effort 
by the SPMP programme, the IT team and Post Office Finance. At this early stage, 
however, they should stil l be treated as preliminary and not guaranteed. The estimates 
will be reviewed annually, with increasingly more mature figures provided to Board on a 
frequent basis as part of the regular SPMP-Board reporting cadence. 

13. For modelling purposes, the programme has assumed that direct financial benefits start 
accruing only in FY 24/25 due to the low probability of capturing any further savings 
against the Horizon contract (post-Belfast Exit) earlier than the contract exit date. The 
savings assume the planned rollout occurs in line with current plans, i.e., delivery delays 
will also delay benefit capture. 

14. Realising only these direct financial benefits results in an overall investment payback 
period of X5.8 years (without spending the contingency) and —7.3 years (with spending 
the contingency). 
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15. The principle components, recommended by the POL management team to comprise the 
scope of the programme are: 

(a) The "Do Minimum": replacement of the Horizon system in all branches, including 
devices and peripherals where needed (e.g., printers); 

(b) Only "Must-Do" business transformation: the modernisation of 
product/customer journeys and core underlying processes ("Postmaster journeys") that 
affect the Postmaster experience with the core trading platform (e.g., cash 
management) to the extent that those are required to avoid building the Horizon 
replacement as a 'copy/paste' of Horizon. 

(c) An "Enhanced" deployment, migration, Postmaster engagement and 
communications package: examples include training primarily in-person and in-
branch; extensive support on the day of migration for a branch (e.g., full day in-person 
support); extensive post-rollout support known as day-after, week-after, two-weeks-
after hyper care; budget for external professional comms support; extended capacity for 
the internal business change and change management team; Postmaster financial 
compensation for missed revenue due to the estimated 4-hour non-trading window for 
migration; 

(d) Minimal funding for Mails Automation: in total, approximately £3m has been 
included for the design, purchase and deployment of 660 self-serve kiosks for Mails 
products only. 

Appendix C provides further detail. 

16. The programme is based on an aggressive timetable to complete by March 2024, thus 
ideally allowing for Horizon contract exit earlier than March 2025, but also containing a 
year of 'buffer' Fujitsu support. Key target milestones are the completion of a 'slim 
counter' with Mails and Banking by June 2022 and of the 'full counter' by December 
2022. Rollout is then expected to commence in early 2023 via pilots and initially by 
small groups, then slowly ramping up to 100 branches migrated per day and 
completing by March 2024. 

See Appendix D for details. 

17. The cost modelling is based on the assumption that the Horizon replacement solution is 
developed under POL leadership through a mixed sourcing model - i.e., leveraging a 
combination of POL permanent positions, day rate contractors and resources from 2-3 
external partners. Under a mixed 'build-buy' model, some components are presumed to 
be purchased off-the-shelf; examples include a payments module or a module to 
process legacy pre-paid bill payment transactions. 

18. What is explicitly not in the scope of this funding proposal: 
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a. Digital Mails - the programme does not cover the provision of an online platform 
for Mails services; 

b. Network planning and operationalisation of new branch formats - for example, the 
programme does not costs of RMG collections for Express and Basic formats, or for 
additional credit management teams; 

c. Non-SPM BAU IT costs, including Horizon running costs and IT change costs 
associated with Horizon; 

d. Postmaster contract replacement - the programme does not cover the replacement 
of contracts for Postmasters, but will collaborate with the Network Optimisation 
programme to leverage the technology rollout as an impetus for new contract 
adoption. Such a collaboration won't result in material cost increases for SPM, 
although may pose risk to the March 2024 timetable. 

e. Data and reporting - the programme presumes all data and reporting will be 
handled via the POL Data programme or Branch Hub. Branch Hub is also presumed 
to be delivering the Postmaster Journeys that relate to reporting of branch 
performance and other branch management information. 

19. A view of the options at a high, strategic level is provided in Appendix E. 

At a more tactical options level, the management team has made a series of decisions to 
include or not include various modules and components. These decisions represent our 
scope recommendation to the Board, but each one be reversed. 

Appendix F outlines the main tactical options and associated costs. 

20. In addition, the programme team is targeting a "Top 10" list of opportunities to reduce 
total programme costs further; however, at this stage, we are unable to commit to 
greater reductions against those items. The "Top 10" are: 

# Opportunity Description 

Reduce the number of counters from 23,000 to 
1 Device Reductions 19,000-21,000 

Achieve a 3-5% vacancy rate for relevant 
2 Vacancy Rate positions 

Convert contractors into permanent roles 
3 Contractor conversion (where applicable) 

Contract the appropriate deployment and post-
rollout hypercare work as a package with 

4 Outsource deployment external provider 

Buy a "Base EPOS" (including recurring license 
costs) and upgrade it, including with the bespoke 

5 Buy a "Base EPOS" POL-specific components already built 

Re-use the external, third-party integrations 
6 Belfast Exit Integrations developed under Belfast Exit 

8 
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Tab 7 Strategic Platform Modernisation (SPM) 

Reduce Bill Pay development costs due to 
outsourcing of Legacy Pre-Pay Build; reduce the 

Legacy Pre-Pay and other 'difficult' cost to transfer other 'expensive' products 
7 product costs (APOP Payout and Postal Orders) to SPM 

Minimise support needs for PM Compensation 
and Cash Management, and move it away from 

8 Back Office Costs Accenture 

Reduce license costs paid to non-core third party 
providers; optimise AWS Hosting Costs in steady 

9 Hosting and license Costs state 

Reduce consumption of contractor CCOE 
platform engineers and shift to permanent 

10 Cloud Centre of Excellence shared roles 

What external assurance has been provided for this case? 

21. An external programmatic auditor, Deloitte, was engaged with a scope defined by UKGI 
and BEIS. The report is included in the Reading Room. 

Deloitte interviewed 10+ key stakeholders inside and outside the programme and 
reviewed a wide array of programme documentation, including the cost models and 
delivery plans. Key findings suggest scope for improvement primarily in the areas of 
programmatic setup and the integration with broader POL strategy, but flag no major 
concerns with the funding proposal itself. 

22. The Deloitte team worked closely with POL's Internal Audit (IA) function, which is 
producing an audit of the programme in parallel. That audit will be presented at the next 
ARC meeting, but because of the condensed timelines for this business case, the Deloitte 
report does not currently include an IA cover note or a Management Response. Both will 
be presented at the next ARC meeting. 

23. In addition to external assurance, the SPMP team has worked closely with Internal Audit 
to identify the lessons learned from previous large-scale technology programmes at Post 
Office and from the failed attempt to retire Horizon with IBM in 2016-18. 

Appendix H provides an overview of the main lessons from the IBM experience, which is 
the closest 'comparator' to SPMP. 
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L 7 OPE C savings assessmet 

in £k ('000s) 

p ,p p p p 
Category Belfast Exit SPM 

Infrastructure 1,861 1,372 

Variance 

489 

Core Platform Application Support 21,963 11,535 10,428 

Device Operating System & Mgmt App 1,096 728 368 

In-Branch Support and Device Costs 10,578 6,127 4,451 

Paper and Ink Costs 4,195 1,110 3,085 

Back Office Support - 264 -264 

Currents end ost Ex ected S end ost

TOTAL 39,693 21,136 18,557 
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will r irate all €stirs to the n !atforrn by March 2024, allowing Horizon to b retired 
Hey nebwark milestones enel71ee try SPtAP bur out of SPhMP 56ope 0 SPM1P m:ilcetones

play 2021 _  Jan 2022 ._. _... _.. .. 
` Jan 2023 Jan 2024 

_ 

Deployment 

190p 21, -Jan 22 Mar 22 Jut 2022 Jan 2023 Mar 2024 
Fuel Eeprasa1 first Bascs'' 400 Express Sti.m counter , Deploymert of full Deployment 
t rani*. Go Live bnaneh GoLive bianthevLuve deployment begins count ef acme's cermpletel 

(TBC} , network begins Horizon ready 
to be reti red 

Sep 21 Dec 2021 Jan 2022 Jun 2022 Dec 2022 
Tech infrastructure Tech infrastructure Prototype counter Slim counter Ful I counter 
tooExprereformat for Beeclormat avauta;bleasproof available availabto 
available available of concept: 

~c. 
Traa r in,~h},[perC?re aflCX en118trCrtd soloporl 

Sep 21 Jan '2.2 Jun 22 Sep 22 Dec 2022 A select subset of key 
-Preliminary PLL High level deployment Subset dim training POL IT op model Full training iuflestunesand 
IT op mcdel strategy defined materials;ready support defined materials ready activibesareshown 
defined High level training here; this plan is far 

strategy defined from exhaustive 

fthe Express ffotmat off er2ayZoneretai'ers the oppwtupity to accept prrpaid Malts fetters and paeaelsl using rime sot roars on IheiPay Zone dev ice 2 Basics branches wall be 
table to process the majority of marls products usrngteyaanedevice and rs[I be able to accept payment for Made products 

.€Jr•JrlDri•Jrh I ,,.rd_ r csl_I ..,s , lY r I ;l.i I`-fI U, I ii I I I.EJkN,A;.IUSEON 
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Append  F® I. i_ ~j ,a _ ~ q~ 

0 
Our approach enables significant optianallty, with irange ct" `menus itf ms that c in 

added or removed from the currently proposed sec s (113) 

• POL 1R A4Ds • Add 1,5 1 PQp I Ap devices inC uding development anal purchas of hard ; srs Guest 
faradding 1,Sdt0 Payzcne RADs is significonthi Povrpr and can liki y tie absorted in the 
programme costs. particularly if those replace existing counters 

• Extor+de~1 + Apprrpxingat4 dtrut Ling the co.t dnf prngraemrmatie extr nag aggyranc tcn pro'+ids for niora 
ext Anal „ : " frequent and deeper delivery assurance {'Dave you really progressed as much as you

$*,1WrilrhC7~ $a'i You hnwe7'). 

• Asa resift of the need to rc i out the ne's IT system, each branch will to "c^:osed for 
Provli.sIioq fir approx 4 haurs. These closures +ni'l not to all at the cares time, but — cfife'tivety — POL 
1nti1 trading ill he suspended for4 hours total tiler the course pf 1 2-15 nnanths. 
1, o rrenm er cr at 

reVe00Q This funding is a provision to compensate POL fortost rerenuo due to that Closure.. 

Pro aramrne and c (Don't aUt)•Add an enhanced' programme manage anent and business transformation layer 

IT oversight - to the current r-esourcing Flan ramp as include addirg a senior; veteran 17 oversight Payer 
on top of POL's Branch and Digital Engineering tearmr adding I additional 'S piss Knife' 
transffrt'maticxn team. adding additional programmatic and tachnical assurance 

I, (' ,hlFl "+l s I,A,t. *N)( OMf+et1"= t';1A1 I YS FNm- I1I - , FOR PCU f.)F 1cE Ir 1 PMA1.US( d)Itlt Y 14M, d Fa 
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1Zemoaf? the nccrF ployment. migration and Postmaster engagement package, 
xa nF.es include shift of training pvartlally to online and reductions in- the scope of the 

past-rollout support ('da;4 after" and "seek after"), the capacity of the Posrma;tar 
engagement team and the budget for external comets associated with the migration 
reduction in the capacity of the internal business change team 

• ~e-yoape Remove the provision torexterrai Legal Counsel and Compliance PTEst assumes no 
egal end further ajork required folio sing the cument contract reviec+ and no need for Ch ca Data 

+:arnplfance Protection and Fraud Cr mes norripliance FTC's,Leaves —IM in Legal and Co pianee 
srJpp©rt Gudg [ 

Reduced buernoes tr ' Reduce the scopes of the finance {Project B:AFT4.) and ops process rare ae reduce the 
transfornta{son funding for eommereiel resource heck fit to focus on pro-duet icurney s 
scope 

Reduce counter 
device 

.' Pieeume loser grade specifications for the ne.v counter set, such as a a ler counter 

spc,trc lions 
Screen and non=integrated Scale and printer (i.e., nol space=se ing; 

Reircive'expen+i+te 
productu' 

(Look atAPOP or',V Do not rn~rare the'APOP Payout and Posta Orders products 
from Horizon 
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Our a'pproac enables signifi nt o tionailty, with a range of
added or remove from the currently proposed scope (313) 

11 

Expanded %' • An expanded, dedicated internal chanan management unit l-5 FTFstfarthe -uratien cf 
interri^nl change th€ craggimme (3 year) 
mens rtient 
tP 

Remove 6~i4 mails seUserve machines, inc:utiing the aeveleGment and purchase cr 
Mails 3elf hard are Installation costs, ncVding removal ofexi5dng S$KS, is not inciubed, but can 
S ertvlce ikely be absorbed, p5 Ii u;arly it done in contunction i^a'.ln brooder scout and if these 
to@Vl~>sy tie•.iCes repace existing counters. Must rote that's ithoul 't Fib option, alt existing SSKs 

mu:bt be deuOrnnutsioned after Mar 2024 (i) 

G'I;;:iN1l.O NFAI.A.SIDCoMMFRC4Au.1.YSE.NS11I 1 r: t- l I i- 1:s: '— I hU [.i]aF CSI.. ' 
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Appendix G: Main risks to delivery 
m 

whiic1-'i will be rn naged casing standard pr€ jramme risk management approaches 

Programme risks will be
managed using 

established CEF risk 
management framework 

Risks will beeaptured and 
seoredin programme risk 
register, wilappropriato 
mitigating actions 

Risks will be allocated a 
single owner 

Risks wilbe morutored 
weoklybased on scout 

N'—'PLon ihtigapicrrs 
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Early impact aswaatten*. robug 9Copo Hiatt 
rcquiaomoil and change conhoI proce s 
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throughgowerrumce 
output tcsuno-comprehensive lra6ning 

_.•:.......: 
forumsas required • Post Orbiee lack teenmical eapabalily to dOtwer • Ongoing rosourca protding to ensure intamat 

e. lution and roonupel and exAemail rowrtasdeliv9r cnpabnhty 

inadequate training pros-lion affects Erainilug doveleped in parallel to s3lution, 
•• • -••> •mplementanron hyper cafe provided 
I plunge Excellence Frarrres:urk 
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Appendix H: Lessons Learned from the IBM Experience 
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Tab 8 Financial Performance Report 

■ 

Tot : April 2021 (P1) - Performance 
sleeting Date: 3rd June 2021 

Overview 
Max Jacobi - Strategic Financial Al Cameron - Group Chief Author: 
Planning & Analysis Director 

Sp®s~r® 
Finance Officer 

Input So
Discussion & Noting of P1 performance. 

Previous Governance Oversigt 
N/A 

ExeculUve Summary 

The purpose of this paper is to summarise our Period 1 financial performance, with further 
details and analysis provided in the accompanying reading room slide-deck. 

Key items of note are: 

• Mails profits were (£3.0m) lower than budget, with trading down particularly in Labels 
where the initial response to lockdown easing has been faster than we predicted. The 
additional stretch in the labels budget contributed around £lm of this shortfall; 

• Banking deposits and withdrawal volumes have continued to grow broadly as predicted, 
with a small but welcome improvement in business deposits now showing; 

• Postmaster remuneration is down on budget in period, predominantly due to the shortfall 
in Mails. Year on year remuneration is flat, with last year including the impact of lower 
trading but Covid top-ups; 

• FRES profit share made a slightly lower loss than expected, with additional stretch 
phased from beginning of Q2, with travel volumes still too low to take a view on the peak 
summer outlook; 

• Branch Numbers for P1 increased by 26 to 11,441 The current waiver of 11,250 expires 
at the end June, which means we need to be above 11,500 for the July outturn; 

• Security Headroom increased more than forecasted to £249m, being boosted by lower 
investment spend in month and higher banking volumes in the final week of the month 
than predicted. 
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Tab 8 Financial Performance Report 

• is or

1. Overview 

1. Mails trading was adversely impacted by lockdown easing, particularly in Labels. Additional 
budget stretch enhanced the adverse variance in period. Banking deposit and withdrawal 
volumes were in line with budget and continue to grow. Credit Card volumes remained 
strong. Postmaster remuneration is below budgeted levels due to the adverse Mails trading 
performance. We have accrued c. £llm of costs centrally to reflect incomplete goods 
receipting across the business. 

Actu a'

h+fad !s 35.3 Sg.i

Reta;!, Lottery &Gift Cards 3.2 S.G 0.2 0-6 23°5 
Government 5er~ ices .:1.7: 1.2 <(0.0) 1.1 7345 
Banking Ser ces & TMs 20:9 20.7 0.2 3:9 23% 
Transactlona! Flnancla 1 Services 5.2 5.5 J0.2 22.0 23%.

Payment Sery ces 2,7 2.3 0.4 0.3 1296:. 
Poca 1.0 1.0 0.0 !C5; i251'~F: 
Mortgages, Savings & Loans 1.2 11 0:f C.2; t °6} 

Credit cards 0.7 0,5 0.2 0.6 746% 
PC insurance 2.e 1_5, 0.5 0.2 8% 
ldent.7ty Services 1.1 C;8- 0.3 0.2 2895 
Supp:y Chan/Other 1.7 1.0' 0.6 0.7 78% 

Total Revenue 75A 78.8 (2.4) 16.5 28% 
Cost Of Salles .~i C.fl 1;=.•  `s5}: 
PM Rem - Var+ab e {S .6;1, i3~.7' .11 T.B), (5% . 
P11 Rem - Fixed & Other 14.7) 1;5.2;1 3.5 2.3 
FRES 03 0.1 11.% 
Oth€r Income 0.3 0.0' 0.0' (C.6 i4 aa7: 
Gross Margin 37.0 38.2 (i:)) 14.8 
Staff Cost 1 .^r.:i 1 .g' 1..,.=1 1 i (0%) 
Non staff Cost iii8.ci 1.29.9 1.5 Ii_.71 1'30';r 

Totals serheads ::•,_ t?2 ` 1 3?? 1.E 1 ̀ s.r'i y6%) 

Trading Profit 4.4 4.4 1;0.1;1 13.1 150% 

Network Subs`dy Payment 4.8 4.8 0.0 0.0 0' 
EBITCA 9.2 9.2 (23.1;1 13.1 334% 
Deprec;at'cn 0.7 7%

interest (C.5 (C.6) 02 0.4 45'.S 
Change Spend i3.?i i9. i. 0.5
Prot On Asset Sales 10.2_'1 10.31 10.31 10.71 112% 
Profit 6eforeTax tiG:4r 19,2) (3.2) 13.4 56': 
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2. Highlights 

2. Mails performance was below budget in P1. Trading revenue was down (£4.4m) to budget; 
led by Labels and Special Delivery. The labels budget stretch accounts for c. £2m of this 
revenue downside. The revenue performance has translated into a P1 trading profit of 
£12.1m which is (f3.0m) lower than budget. The period had two weeks still in lockdown 
with performance still strong in week 1. There was a slowdown in growth thereafter across 
the product portfolio. Home Shopping Returns average weekly volumes were flat month 
on month and have not been impacted as much by the lockdown lifting as the other 
products. 

E 

Parceiforce 

Labe 's 
Home Shopp'ng Return 

nternat-ona Pr"or t a, & Standard 
Sned For 

Speciai .Qe,PVery 

Stamps 
Other - rad'ne 

Total Mails Trading 

.Actua Budget gar ante VcV

21 2.0 C.1 0.4 22?0 

14.8 19.4 {4.5) 5.6 68% 

2.5 2..4 Z.1 1.0 71% 

4.7 4.3 8.4 2.5 146% 

C.1 8.3 (0.2) f1.7 f92% 

5.7 6.1 10.3) 2.7 91% 

1.5 1.5 W'a.a (C1.C3 (1°ai 

2.0 1.9 0.1. 0.7 5430 
33.6 33.0 14.47 i1 53% 

3. Banking services performance in P1 was £0.2m favourable to budget. The strong recovery 
continues into P1, with further growth in withdrawals and deposits. Business deposit 
volumes and values are slightly adverse to budget, but this is offset by a reduction in the 
Santander credit for corporate deposits (which we charge at a lower rate), showing £0.2m 
favourable overall for deposits. 

4. Bill Payments has seen upside in Energy £0.1m, Telecoms £0.1m and Resellers £0.2m in 
P1. Energy has benefited from cooler than forecast temperatures in April and all sectors 
have seen a greater than expected recovery since 12th April. 

5. Credit Cards revenue in the period was £0.2m favourable to budget, driven by volumes 
being 39% up against budget with income per policy in line. Strong volumes are due to 
strong market demand, and the implementation of a new commission structure that enables 
optimisation of channels (including higher cost channels). 

6. Insurance has seen a good start to the year with Travel Insurance starting to show small 
signs of recovery although from a low base (branch sales recommence in May). Motor and 
Home are trading ahead of budget. Protection also had a good start to the year following 
on from a successful Q4 campaign. 

7. Cost of Sales was (£0.7m) adverse driven predominantly by increased Verify transactions, 
with corresponding increased revenue within Identity Services. 
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POST 
OFFICE 

8. Postmaster Renumeration was below budget in period, predominantly from adverse 
Mails trading performance, which drives the bulk of PM Rem. 

P1 PM Rem 

---- -- - --- - ----- --
I, 

Area 

Mai ls 3.8 

Retail„ Lottery & Gift Cards 0.6 

Banking Services & ATMs 1.3 

Transactional Financial Service 0.2 

Payment Services 0.2 

POga (0.2) 

Other (6.0) 
Total eae ee aan (0.2) 

9. Year on year total remuneration is broadly flat as increased trading in P1 has been offset 
by the Covid top up payments made last year. 

10. Total overheads are favourable to budget with c. £0.5m genuine savings and the 
remainder timing related. As a result of goods receipting across the business not being fully 
completed; we have accrued c. £5m of costs in overheads centrally, along with c. £3m in 
cost of sales and c. £3m in Postmaster remuneration. 

11. Security Headroom increased by £92m to £249m at the end of the Period 1, driven by 
receipt of the £61m equity funding and the £52m term loan. This is offset by timing of 
postmasters and salary payments. Security Headroom ended £31m above budget. We 
remain in a net liability position. 

12. Investment expenditure (excluding historical matters) of £6.6m was £3.9m lower than 
the budget. This is predominantly from DMB strategy delayed announcement and delayed 
spend in CIO and SPM programmes. 

13. Network numbers closed on 11,441 at the end of P1, an increase of 26 from year end. 
April represented the second consecutive month of network growth, with a cumulative 
increase of 42 since February reflecting the continued easing of Covid restrictions across 
the country. The current waiver, at 11,250, expires at the end of June, which means we 
need to be above 11,500 for the July outturn. The plan remains very tight at this stage, 
but we are monitoring the numbers closely and have identified contingency measures to 
mitigate against any risks which materialise. 

Th .:rt- LI 
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Title: Historical Matters Report M tMeeting Oahe. 3rd June 2021 

Author® Declan Salter, HM Director Spors , a Nick Read, Group CEO 

biTt atwZs I! 

lt ' gbt.- Noting 

To note the Report, including the accompanying HM Finance Report and Shine-a-Light. 

urrr 

I now attend Improvement Delivery Group (IDG) and it is really encouraging to see the progress 
and change in attitude to resolving issues properly for Postmasters and accepting challenges 
to the status quo. The Inquiry timescales has put focus on POL's improvement timescales and 
the change to a statutory inquiry will allow even more of this genuine progress to be 
maintained. 

Similarly, challenging KPMG on the holistic issues with Horizon whilst POL delivers the quick 
win changes is delivering significant impact in our service to our Postmasters (see below) but 
importantly these changes are now being designed in conjunction with a PM user forum. 

Supply Chain is establishing an improvement programme to tackle the various issues raised 
mainly from the internal reviews but also shine-a-light, and the initial focus is on delivering 
significant changes quickly but with PMs engaged as they already do with the Cash Centres. I 
have been asked to become involved to challenge their decisions and apply pressure to assist 
prioritisation and urgency. 

1. POHIT Inquiry - Following the announcement by Paul Scully in the House of Commons 
on 19th May, the Post Office Horizon IT Inquiry will be converted to a statutory footing 
from 1st June. 

2. The Inquiry timeline has increased. Rather than completing in Summer 2021, it will 
provide a progress report in August 2021 and is expected to deliver its conclusions in 
Autumn 2022. 

3. Sir Wyn Williams will remain as Chair of the Inquiry under an expanded Terms of Reference 
that is expected to place more emphasis on the events and processes leading to historic 
prosecutions. Sir Wyn is developing the detail for these terms of reference and will publish 
a new Statement of Approach (004) in early June providing more information on scope 
and any changes in approach that arise from its statutory powers. Further details will 
follow in September to cover the Inquiry processes during the period October 2021 to 
Autumn 2022. 

4. Oral hearing sessions will not take place before October 2021. 
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5. Sir Wyn has stated that he is grateful for the level of assistance that Post Office has 
provided to the Inquiry to date. Because of this, we expect that relations with the 
secretariat will remain supportive and collaborative. We wil l work closely with Sir Wyn and 
his team in the coming weeks by continuing to host interactive Teach-In sessions and 
provide supporting materials. 

6. In parallel, we are working with our legal and consulting partners to understand the full 
implications of these changes. 

7. HI] / CI] Operational Improvements - HM is tracking the actions from internal audit 
from both GLO Common Issues and Horizon Issues judgments, and working closely with 
BAU and IDG (Deloitte Postmaster Journey) and incorporating the queries from Shine-a-
Light. Rapid interventions have been planned to address issues identified from KPMG's 
Forensic IT work but both KPMG and Fujitsu need more focus to complete the audit of 
Fujitsu's controls before comfort can be provided. 

8. At the request of the Improvement Delivery Group (IDG), a Sign-Off report is being 
produced by solicitors Norton Rose Fulbright working with Deloitte / KPMG to provide a 
legal view of GLO-compliance against the Court's two judgments; this should be available 
to submit to the Inquiry as evidence of the progress made. 

9. Horizon Improvements that will be felt by the Postmaster include: 

✓ Postmasters are now able to raise a dispute directly from the counter terminal; 
✓ The end-to-end investigations process is more transparent to Postmasters, 

following a standard methodology with measurable SLAs; 
✓ 45 of 62 Known Error Logs (KELs) have been closed - improving the robustness 

and reliability of Horizon 
✓ Improvements have been made to make remote and privileged access of 

Postmaster accounts more secure. 
✓ the process for making reference data changes now takes account of Postmaster 

impacts with greater functionality for PMs built into ServiceNow. 
✓ setting up a Postmaster IT working group to engage Postmasters in the design of 

changes and improvements to Horizon. 

10. Historical Shortfall Scheme - A total of 421 shortfall-only offers have been made to 
date as part of de minimis cohorts. Of these, 381 have accepted (as at 20th May 2021) 
and 369 of these have been paid a total of £1.5m including tax. 

11. A detailed re-plan is being undertaken with input from both UKGI and HSF to include the 
new additional governance steps requested by UKGI. The "Operational Agreement" has 
now been built on and a detailed process map of all integration and approval points 
agreed. The impact of the POL Board decision that all claims should be fully investigated 
is being assessed and a revised timeline is currently being drafted. 

12. The independent panel is to start considering the precedent setting test cases at the end 
of May, following review by POL, POL Board, UKGI and BEIS SteerCo. 

13. Sadly, I report that a further claimant has died since submitting an application, bringing 
the total of such cases to 9. 
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14. Stamps Scheme — This has closed with 226 applications; estimated total payments will 
be c.£1m. This is considerably less than the initial estimate (£3.5m) and HM is currently 
requesting authority to commence offers/payments which, when approved, should result 
in the majority of eligible claimants receiving an offer by the end of June 2021. 

15. Horizon modifications have been implemented (principally to replace "Ghost Sales" with 
'Stock Adjustments') and other improvements enabling the finalisation and issue of a new 
online Stamps and Stock Guide for Postmasters, similar in style to the Postmaster Support 
Guide issued last summer. A Stock review update was carried out by Compliance and the 
report on its findings is undergoing final review internally before wider circulation 

Criminal Cases, Appeals 

16. The total number of overturned historical convictions is now 47. This includes 39 that were 
overturned by the CACD on 23 April 2021, 8 cases at Southwark Crown Court (2 on 14 
May 2021 and 6 on 10 December 2020). POL successfully opposed 3 cases at the CACD. 

17. The CACD has received a further 39 applications to appeal. Post Office will have to respond 
to 30 of these by 30 June 2021.1 A hearing in the CACD to set the directions for the 
further conduct of the appeals is likely to be scheduled for July 2021. 

Criminal Cases, Potential Future Appellants (PFAs) 

18. The focus for this workstream is now to provide material to notify PFAs of their rights of 
appeal, and to provide disclosure of material identified through the Post-Conviction 
Disclosure Exercise to those who seek to engage the appeal processes. 

19. There are currently 601 PFAs who have not yet started the formal appeals process, albeit 
some have already engaged legal advisors. A mailing has been issued to the majority of 
the non represented PFAs to advise them of our disclosure duties that may affect their 
historical conviction. A number have already responded and are completing the initial 
identification and verification process. There are a small number of letters still to be issued 
pending verification of contact details. Peters & Peters are liaising with the solicitors for 
the represented PFAs, and those PFAs who respond to the mailing. 

Post-Conviction Civil Claims 

20. Following the CACD Judgement, apology letters have been issued where a conviction has 
been overturned. 

21. To date, 6 claims have been received following the quashing of the historical convictions. 
Herbert Smith Freehills has begun exploring with Hudgells, solicitors who represent 4 of 
the claimants, the best way to manage these claims, and will look to open a similar 
dialogue with Aliant, solicitors for the other two claimants. Hudgells has not yet quantified 
their clients' claims. Aliant has partially quantified their clients' claims at £1.9m and £766k 
respectively.' 

Of the remaining nine cases, two were not prosecuted by Post Office so it will not be the Respondent, and the remaining seven 
may need to be considered by the CCRC before they can be referred for appeal. 
Z Aliant has not yet quantified its clients' claims for exemplary damages, increased costs of living, loss of business, loss of 
pension contributions, and loss of future earnings. 
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22. The Board has decided to offer interim payments to those whose appeals were successful, 
excepting those where the appeal was unopposed solely on Public Interest grounds. HM 
will manage this process in conjunction with HSF. 

23. The Board has decided to establish a sub-committee (membership is to be confirmed), 
whose remit will include monitoring progress of the operational improvements being 
undertaken to conform with the GLO Common Issues and Horizon Issues judgments, 
oversight of HSS claims, determining POL's responses to future criminal appeal cases (in 
both CACD and Crown Court appeals), and overseeing POL's response to civil claims that 
follow the overturning of convictions (including the funding for such compensatory 
payments). Draft terms of reference for this sub-committee are now being prepared. 

Ff n nce 

24. Report attached, broadly on budget for end of year (despite the increase in workstreams) 
due to ongoing savings being made but the volume and complexity for next year is 
affecting the future budget. Stringent challenge on all costs is underway, commencing 
with understanding simpler ways of working (particularly with external lawyers) and not 
reverting to external resources as a default. As an example, a plan for commoditising the 
future CCRC/CACD is being prepared. A full paper will be brought to Board to report in 
detail on the legal costs and improvements. 

Significant i ® 

25. 

26 

27 

Crown Court Appeals (of Magistrate Court convictions) - As opposing these requires a 
re-trial (which in itself is unlikely on Public Interest grounds) then the majority of these 
292 historical cases might appeal; if the CCRC refers every historical appeal case 
mentioning 'Horizon" or suggesting POL coercion then the proportion of cases overturned 
wil l be high. 
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Shine a LI ht - (Project Dashboards are in your Reading Room) 

28. Postmaster Detriment remediation This issue is the obligations we owe to current 
Postmasters where Post Offices now recognises a detriment has, or could have occurred, 
to advise them of this issue and remediate it and might also need to be applied to former 
PMs in some instances. 

29. This applies to new issues discovered and to other issues affecting our processes after the 
introduction of HNG-A and before the problem has been stopped or fixed. The rationale 
for this "gap" period is that all current PMs were notified of the HSS but only able to claim 
for any loss that effected their branch before the current Horizon version was introduced. 
Our obligations mean we must advise them of these issues and remediate their loss. 
(Former PMs who suffered a loss in this period are not owed the same obligations but 
could always claim for any loss if they chose to do so). 

30. There are currently several issues that fall into this category; we have commenced work 
to determine the quantum and effects of individual PMs (obviously more issues could be 
discovered) and then we shall determine how best to communicate and remediate these: 

• ATMs; 
• £150 'Make Good to Cash' & "Settled Centrally"; 
• Postmaster Suspensions; 
• Forged Sterling Bank Notes; 
• Out of Date Foreign Currency; 
• Maintained Error Limit. 

31. Postal Orders (New Issue). If a Postal Order is spoiled during the sale process it voids 
the Postal Order for any further use, it does not cancel the sale (therefore Horizon still 
expects payment). The sale will only be cancelled once an Existing Reversal is completed 
using the transaction session ID. When this is not done there is a detriment to the PM 
but no loss to POL. We are just scoping how this can be changed in Horizon, how the TCs 
can be suspended for this whilst we do and scoping the remediation (quantum 
"£300k/year). 

Other points to note: 

32. A review on HSF's recent update on the claim against Fujitsu will be provided when 
analysed fully internally; 

33. A paper on Legal costs controls (for the HSS in particular) will be provided when Al 
Cameron and I have held further discussions with HSF; 

34. A further separate paper will be provided to Board on the necessary structure of the 
project and resources to support a statutory inquiry. 

5 
Confidential 

POL Board Meeting - 03 June 2021-03/06/21 123 of 204 



UKG100041682 
UKG100041682 

Ni0. 
0 

p
N 

A 

0 

Hstorca Matters Ek= u) ~ s Unit - ci V Co ;pr il 2021 

Actual v Budget Summaey 

fm Acluat. Bader V40.1.. V n ce
Programme -Change 5.6 4.6 (1.0) 5.6 4.6 (1.0) 
Settlements 0.2 1.0 0.8 0.2 1.0 0.8 
Programme - OPEX 0.3 0.4 0.1 0.3 0.4 0.1 

Total 6.1 6.0 (0.1 6.1 6.0 0.1 

Actual v Budget by Project 

-o :_, 0I '0toll Scneme 2.5 1.8 (07) 
- esl:dgment 1.2 0,5 (08) 
., :d l, ,,i c, l ConvlRm io 0.1 0,3 01 
^gaChoraloe l cdvine 0.3 03 (0,1) 

POHIT ,gciry 0.4 0.1 (0.3) 
,qrd P..I~ncns 0.0 0.0 (0.0) 
l~dcia ~eviev; 0.1 0.0 (01) 
COO 0.0 - (00) 
.. 00& :ne 
_ m,o. ment: vnarez 

0.0 
D.1 

0.0 
D.1 

0.0 
Do 

lOCal ,. ,. 5.6 4.6 (101 

,1011 0 11201 00 0 u .

2.5 1.8 (O. t I 
L2 0.5 (C.3) 
QS 0.3 111 
Q3 0.3 (01) 

2.4 0.1 (03) 
00 0.0 (00) 
0.1 0.0 (01) 
150 - (00) 
0.0 
Ql 

0.0 
O1 

00 
00 

5.6 4.6 (1.0) 

(P- 'elativi[y. I i rid 
Profea costs front end loaded, budget flat 
4lvty. Engagement strategy ee be developed. 

now complete 

team. Additional Lexingtoo/HSF Costs. 

--:0000 .•S"fE00 
~~papppaaps~ay'IIppppya~~~~p~r~p~~pppp~EP~~~~~~~ 

~'::~I:aiINalCllLa3 

®~~ ®_ 

111111101 :l1A'11111101r'1",:i:101010011( )1001101x01011'i01x'v,n6001x'101x'10011x'1x'I 

Total 46010 6.1 6.0 (0,1) 6.1 6.0 (0.1) 

Post 00)080

J d 
a 
CD 
S 

O 
0 

\ ( l 



UKG100041682 
UKG100041682 

Hstorca Matters Bu = ss Unit S m 1mry (1+11 Forecast) 

1+11 Peogeomauc Coat Foeeeset Sommeay 

Legal 39.9 36.3 18.9 7.9 5.0 108.0 

Other 10.4 16.8 10.4 7.9 5.0 50.5 

Total Current Forecast (1+11) 50.3 53.0 29.3 15.9 10.0 158.5 

Total Prior Forecast (12+0) 50.3 48.7 29.2 15.9 10.0 154.1 

Variance 0.0 (4.3) 0.0 0.0 0.0 (4.4) 

1+11 Programme Cost Forecast by Project 

r22.1 13.1 4.3 4.0 x43.5 CCRC/Prosecutions 

Judicial Review 0.2 0.1 - - 0.3 

Post GLO Small Projects 1.8 0.1 - - 1.9 

POHIT Inquiry 0.8 0.9 - - 1.7 

Aged Balances - 0.5 - - 0.5 

Legal / General Advice 4.6 3.4 0.9 0.8 9.7 

Historical Shortfall Scheme 16.5 21.8 13.5 2.3 54.1 

Overturned Historical Convictions 3.3 4.6 3.0 5.0 16.0 
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1+11 Settlement Cost Forecast by Project 
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1+11 Summary Notes 

➢ Overall forecast increased by £4.3m 

➢ HIJ Project costs increased by £1.9m based on current spend 
profile. Awaiting detailed project forecast 

➢ HSS Scheme costs increase due to revised forecasts from HSF. 
Awaiting additional information 

➢ Forecast excludes operational costs (£4.Om in 21/22) 

➢ 0l-Ii Settlement forecast removed until accurate assessment 
12+0 49.5 48.7 29.2 15.9 10.0 153.3 avallabls 

varienre I (4.31 - 14.311 HSS Forecast increased to top end estimate 0) 
'') 
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0.1 0.3 0.2 Low activty. Engagement strategy to be developed. 
0.3 0.2 (0.1) 

0.4 0.0 (0.3) Beachcroft LLP redaction team. Additional Lexington/H5F Costs. 

0.1 0.0 (0.1) 

3.0 I 3.1 I 0.0 
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° Titll ° 
HM Director's report - Historical 

Meetiin D asr__ d 3 ' June 2021 Matters Historical Shortfall Scheme 

~ntlihiho - Declan Salter, HM Director Sponsor- Nick Read, Group CEO 

Input Sou t® Decision 

To Decide the Scope of Shortfall Loss 

To Decide upon Late Applications to the scheme 

1. 

2. 

0 

1 Historical Shortfall Scheme, Consequential Loss Principles and Guidance 

Confidential 
1 

POL Board Meeting - 03 June 2021-03/06/21 127 of 204 



UKG100041682 
UKG100041682 

&L, j V 9i,tsar~-al vV r_I _n~rt 

4. 

5. 

/l 

ire  Late Appcatons 

10. 

11. 
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Tab 10.1 External Auditor Fees & Scope of Engagement (2020/21) 

S 

Ut C. External Auditor Fees & Scope of Meeting 3 June 2021 Engagement (2020/21) Lat< o
Tom Lee (Financial Controller) Sponsors® Alisdair Cameron (Chief 

Financial Officer) 

Input S ught. Decision 

The Board is requested to review and approve the scope and proposed fee structure for the 
audit and assurance work to be performed by PriceWaterhouseCoopers ("PwC") for the financial 
year ended 31 March 2021 ("FY20/21"), being £100 per hour (estimated total at c.£870,000) 
for audit fees and c.£140,000 for agreed upon procedures work plus possible fees for a further 
piece of work on network numbers reporting to be agreed by Finance (with no further Board 
approval required). 

Previous Governance Oversiyr~t 
• Approval received at Audit, Risk & Compliance Committee (ARC) on 18 May 2021. 

Eycutive Surrrrary

PwC have been the external auditors for the group of companies headed by Post Office 
Limited ("POL") since January 2019. During this period, and specifically for the financial 
years ended 31 March 2019 and 31 March 2020 they have performed the following services: 

a. External audit for the group, company and subsidiary financial statements. 
b. Agreed upon procedure activities in relation to: 

• Royal Mail Revenue 
• DVLA activity 
• BEIS facility reporting 
• Bank of England Note Circulation Scheme controls 

2. In March 2021, PwC were reappointed as external auditors by the ARC and Board for 
FY20/21. 

FY20/21 Scope: 
3. The planned scope of work for FY20/21 is in line with that performed historically, with the 

external audit services being in line with regulated requirements and the agreed upon 
procedures following the third-party contractual terms to which they relate. Note, PwC have 
already presented their detailed proposed external audit scope for FY20/21 to ARC during 
FY20/21 for approval and therefore further details regarding scope and timings are not 
presented here. 

4. The only potential addition is a further agreed upon procedure in relation to SGEI / Network 
Numbers reporting to the Department of Business, Energy & Industrial Strategy (BEIS). 
The terms and scope of this additional item are currently being agreed between POL and 
BEIS, along with a discussion as to whether PwC as external auditor should perform the 
work or whether a tender exercise should be performed. 

FY20/21 Fees: 

Confidential 

130 of 204 POL Board Meeting - 03 June, 202 0313C121 



UKG100041682 
UKG100041682 

Tab 10.1 External Auditor Fees & Scope of Engagement (2020/21) 

5. Fees for the agreed upon procedures will remain in line with historical rates, being c. 
£140,000 (excluding the potential additional item). 

6. Fees for the external audit have been subject to discussion between PwC and management. 
When PwC tendered for the audit, the audit fee agreed was significantly less than that which 
has subsequently been charged. POL have paid out a significant level of overrun fees due 
to changes in scope and complexity within POL (acquisitions, sales, significant judgements 
and estimates, going concern complexities, delays in signing etc) and increased regulatory 
scrutiny within audit resulting in additional work required by PwC. PwC are also under 
internal pressure to ensure the audit remains commercially viable for them and as such 
their rate of return for the work is being scrutinised. 

7. Given the historical experiences around agreeing an assumed fixed fee which subsequently 
changes by up to c. 50%, a proposal has been set forward in FY20/21 to move away from 
a fixed fee to one which is based on a fixed hourly rate and monitoring of hours. The 
proposal is for POL to agree to a fixed rate per hour of £100 based on an estimated total 
hours incurred by PwC (across all group companies) of c. 8700. Giving an estimated fee of 
c. £870,000. 

In order for POL to agree to this, it is suggested that PwC should bear some of the risk 
around additional hours and therefore POL and PwC management will be monitoring the 
hours, delays, reasons etc throughout the audit. Management and PwC will work closely on 
monitoring the run rate of hours vs the estimated total and take action to try and mitigate 
additional hours being incurred as needed. 

Request: 
9. The Board is requested to approve the approximated level of fees (c.£870,000) and the 

basis of fees (£100 per hour) for the external audit and the agreed upon procedures fees 
(c.£140,000 plus the additional item) for FY20/21 as set out above. 

2 
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Tab 10.2 Post Office Operating Model 

Title: 
Post Office Operating Model (OD 

Meeting Date: 03 June 2021 and capability) 

Au
~~~ ~' 

Daisie Jope, Organisational ru 
° 

Angela Williams, Interim 
Design Director

S
Group Chief People Officer 

Input Sought: Decision (Funding Approval) 
Following agreement with the Group CEO and GE, the Board is asked to approve an additional 
£2.91m (exceptional spend) to progress the next phase of Organisational Design work and 
strategic operating model review, in line with the newly launched seven strategic pillars, 
through to December 2021. This next phase builds on the new GE and Senior Leadership Group 
(SLG) structures to ensure we have (1) bedded the structures down fully, making any tweaks 
where required (2) build capability in niche, skilled areas where we require greater talent, e.g. 
leadership roles and IT/Data talent. 

PreViOUSS Governance Oveirsig ht 

September 2020: £11.8m to deliver Tranche 1 (Ti) changes by December 2020. Ti stood up 
the new functions, changed reporting lines to have clear functional accountabilities and stood 
up the new Group Executive structure. 
November 2020: Additional £0.6m required to continue to fund the Organisational Design 
Programme Team costs until the end of March 2021. This was a short case to initiate the design 
and preparation of a second phase of activity. 
January 2021: Additional £5.94m to deliver Tranche 2 (T2) of reorganisation and plan FY21 
approach. 
Spend to date: Total POM spend to stand up new functions, Group Executive, SLG and below 
layers across the business (via Tranche 1 and Tranche 2) is £18.34m. 

Executive Summary 

In the last three years, a variety of Post Office programmes have significantly reduced staff 
cost, resulting in a total staff reduction of 1900 FTE at Post Office. This was mainly achieved 
through reducing the number of DMB branches and network transformation field teams 
(1160 FTE reduction due to DMB closures), in addition to reviewing the management 
structure (which is scope of this programme). 

In this time, the scope of this programme consolidated management activity across Post 
Office and streamlined processes and activities, through finding clear efficiencies. The 
organisation needed this - it was cost heavy and duplicative. Following this significant FTE 
reduction, without future investment in technology, systems and data, we will struggle to 
reduce staff numbers further. Structural "quick wins" are no longer an option to release 
heads. 

As part of the change of Group CEO, in FY19/20 and 20/21, in Tranche 1 and Tranche 2, we 
established a new Post Office Operating Model, stood up a new Group Executive and aligned 
the majority of SLG roles underneath. The Post Office now has a good structural template for 
success, with capabilities grouped in functions around the customer, postmaster and 
employee, ensuring that it's very clear on who is responsible for decision making at Post 
Office. 
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Post Office has now launched a new purpose and a vision to 2025, all underpinned by seven 
strategic priorities, with three Ways of Working to focus delivery. 

To deliver this strategy, there are several clear enablers that need to be considered. One of 
which is our new People Strategy, with a clear delivery roadmap, which has been created in 
support of the above. Please see People Strategy on a page below: 

People St t v 
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For the Organisational Readiness pillar of the People Strategy, we have identified that Post 
Office must now turn its attention to optimising capability and talent within our operating 
model. This assumption was further compounded in discussions with Board members in 
March Board where we discussed talent and capability gaps at leadership levels within our 
new operating model. 

Having completed Tranche 1 and Tranche 2 which stood up the new operating model, we 
have agreed with the Group CEO and GE that the OD team now needs to focus on a 
strategic organisational review to ensure the capabilities are in the right place to deliver 
the Strategy on a Page. The scope of the review will identify and present recommendations 
on how we must build a better organisation, with the right resources and capabilities in the 
right places, so we're set up for a sustainable, successful future. 

As part of this strategic review, we also propose to widen the scope of the programme to 
review overall cost reduction, identifying opportunities for entire workforce optimisation. This 
pivots our measure of success from FTE reduction to overall "cost to serve." In this way, 
we believe we can achieve significant savings to the business through more effective 
workforce planning - rightsizing our reliance on contractors, consultancies and suppliers. 
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Proposed DeHverabes 

Scope of Next Phase of Activity: 

Please see below for an early assessment of whether our current operating model is fit to 
deliver against the seven strategic pillars to meet our 2025 vision. This assessment is 
reinforced through early scoping with the Group CEO and GE members, and it indicates that 
we need to reinforce structures in the following areas: 

Strategic Pillar 

1. We prioritise strong, 
trusting and rewarding 
relationships with all our 
Postmasters. 

2. We will grow our 
network, making sure we 
have the right branches 
in the right locations 
nationwide. 

3. We will innovate in 
Mails, working with more 
carriers and delivering 
more of what customers 
want and small 
businesses need. 
4. We will secure free, 
convenient and 
reliable access to cash in 
every community. 
5. We will build 
commercial partnerships, 
to launch new products 
and services in our 
branches and online. 

6. We will invest in new 
branch technology for 
Postmasters and online 
for their customers. 

7. We will create value 
for our shareholder with 
a successful, sustainable 
and efficient business. 

OD work to date in Strategic Review 
Tranche 1 and 2 Required in 21/22 

Ti: Network and 
Postmaster Teams 
SLG stood up 

Ti: Network and 
Postmaster Teams 
SLG stood up 

Ti and T2: 
Commercial structure 
complete with PUDO 
capability built 

Ti and T2:----
Commercial structure 
complete - Banking 
team capability built 
Ti and T2: 
Commercial structure 
complete - 
Commercial SLG 
engaged 

BTU SLG stood up but 
team is built through 
suppliers and 
,contractors, Longer 
;term operating model 
required to deliver - 
key critical skills can 
then bed into the 
business 
Overall staff cost 
significantly reduced 
through Ti and T2 
programmes 

Build RACI across 
Network and Postmaster 
Teams 
Ensure capability and 
leadership is bolstered 
and fit for postmasters 

Build RACI across 
Network and Postmaster 
Teams 
Review Strategic 
Partnerships and Networ 
Propositions team to 
ensure fit for future 
Review talent and 
individual capability in 
roles 

Review talent and 
individual capability in 
roles 

Assumptions for 2025 

Inquiry complete and outputs realised 
Transition from DMB to franchise 
complete 
New formats for postmasters / 
customers are defined - capability 
required 
Engagement plan with postmasters 
prioritised
Network strategy understood 

New Mails structure is fit for purpose 
Ongoing build of new commercial 
relationships 

New Banking structure is fit for 
purpose 

I Finish and embed Commercial product set remains the 
(Commercial structure by same, even if commercial partners/ 
: building Digital, Custome contracts alter 
Contact Centre and Commercial digital growth capability 
MI/Analytics common required 
capabilities 
IT Target Operating Exit Horizon 
model worked through - IT/Data/MI capability required in-hous 
core IT vs historical IT vs IT TOM predicated on ability to review 
future of digital platforms IT supplier model 

Shift dial from FTE 
reduction to overall 
workforce optimisation - 
reduce reliance on 
contractors / suppliers / 

Supply chain operations remain in-
house 
Cultural change embedded 

As above, the Seven Strategic Pillars will be underpinned by enablers, one of which is our 
People Strategy: 
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Enabler 

In partnership with the 
business, we will invest 
in attracting, retaining 
and developing great 
people to ensure the 
organisation has the 
capability to be fit for the 
future. 

OD work to date in Strategic Review 
Tranche 1 and 2 Required in 21/22 

Ti and T2: GE and Critical skills and talent 
SLG stood up, with identification required 
clear functional 
accountabilities in 
place 

Assumptions for 2025 

Cultural change embedded 
Succession planning embedded 
Clear corporate strategy embedded 
Change and transformation 

IT capability fit for future 

We therefore propose to start a third phase of Design work between July 2021 and December 
2021 which delivers: 

1) Strategic Review of robustness of talent and capability in the organisation to 
deliver 2025 vision - the strategic review builds recommendations and next steps for 
22/23 and beyond 

• Work through proposed "end state" targets and the roadmap to get us there - shifting 
emphasis from "FTE reduction" to overall "cost to serve". How can we reduce 
contractor/supplier/ consultancy spend, thus increasing our in-house capability? 

• Begin 'tagging' work to align project / BAU resources working on Seven Strategic Pillars, 
ensuring we have the right talent in the right places to deliver. 

• Activity gap analysis of critical skills needed to deliver Seven Strategic Pillars. 
• Put in place a clear organisational design strategy and plan, aligned to strategic plan to 

2025. 

When planning this strategic review, the team identified opportunities to deliver value early 
and often throughout the roadmap to 2025, by working in partnership with the business 
to agree any outputs that can be deployed earlier whilst also planning out a path to value for 
more complex, longer term deliveries. 

2) Implement backlog of "non-discretionary" 21/22 OD work agreed with GE 
members: 

Working with each GE member, being mindful of their limited capacity across 21/22, we 
identified a "backlog" of "non-discretionary" organisational design work that they agreed they 
need to complete in their functions in 21/22 to be able to deliver their individual targets. We 
therefore propose to kick off design workstreams as follows: 

• Commercial Team: Customer Experience (CX) is the final segment of the Commercial 
structure to be completed. The CX team was set up to be a common capability for all 
Commercial Products to draw down on. However, we don't yet have a clear structure or 
set of deliverables for the team. Instead, each area of CX has its own KPIs, measures of 
success and way of reporting. Instead, we need to work through the design and bring 
the teams together to ensure smooth trading. 

• Network and Postmaster Teams: Embed the GE-2/3/4 structures and ensure they 
are fit to deliver against Postmaster needs. Clear roles and responsibilities need to bed 
in with a thorough RACI that flows from Commercial. 
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IT Target Operating Model (TOM): There is a fragmented approach to IT across the 
organisation with partial capabilities spread across multiple GE responsibilities. We 
propose to design a clear IT TOM in order to enable the organisation to meet its 
deliverables. 

Data TOM: There are no clear design principles for the Data Strategy at Post Office. A 
piece of design work is required to identify which operating model we want to adopt - 
centralised vs. Decentralised, etc. 

• Support Functions: Some support functions haven't been right-sized according to the 
new GE accountabilities, and as per the Ti and 12 announcements. We therefore propose 
some short sprint re-calibration design work to ensure they are lined up to support the 
customer and postmaster facing areas of the business. 

3) Delivery of Known Changes and Planned Team Closures (Tranche 3): 

Whilst we are seeking funding, there are a suite of known and planned team changes that are 
currently in Design as a result of Ti and T2 proposals. This roughly equates to two small key 
workstreams for a Tranche 3 (T3) delivery: 

Localised and targeted changes to teams, resulting in a reduction of 15 net roles at 
£0.5m annualised saving, £0.2m FY21/22 saving. 
Partial closure of the Historical Matters Business Unit (HMBU), following the completion 
of part of their deliverables for FY21/22 Q3. Those in HMBU that are working on the finite 
piece of work with regards to claimant resolve on HSS or HI] will wind their work down 
in Q3 (known to them) before entering a redundancy process. The OD Team will support 
this partial closure owing to our expertise in this field. It should be noted that we plan 
to retain any critical skills / legacy knowledge as part of this 'closure' - this will be built 
into our design plans. 

To note, these have been seen and approved by Group CEO and GE as they are limited "effort" 
and require minimal business engagement, whilst bolstering how the Ti and 12 changes have 
embedded. We therefore propose to just "complete" these small changes whilst we are 
undertaking the wider strategic review. The proposals are low key and will not be considered 
"large scale transformation" whilst the business is prioritising other urgent deliverables. 

M ~ urs t ac s 

Providing the Board agrees with the high-level deliverables as outlined above, we will now look 
to define the measures of success for each OD workstream, complete the strategic review and 
return with a recommendation on next steps for Organisational Design with an agenda item at 
the July or September Board. 

Please note: Receiving Group CEO and GE approval of scope on 19th May 2021, left insufficient 
time to attend PRB and IC prior to this Board submission. The project team agreed with SPO 
and Strategy + Transformation Director to submit this paper for June Board in order obtain 
high level funding approval, thus avoiding delay to Organisational Design review start. Detailed 
business case and updated benefits realisation plan will be provided to PRB and IC during June, 
for final detailed scrutiny and approval. Details of the submission dates are shown below: 

Board engagement is proposed as per below - articulating the Organisational Design review 
within context of the wider People Strategy: 
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• SPO Governance and funding approval: Final approvals for this funding (including T3 until 
end December) - PRB (cl5th June), IC (prior to end of June). 

• July - Sep 2021 - Informal meetings with the Board members to "kick the tyres" on the 
Organisational Design review, ensuring we have your buy-in before sharing our findings 
and recommendations. 

• 2811 September 2021 - Board discussion on OD Strategic Review Outputs and 
Recommendations for implementation approach. 

• SPO Governance and Funding approval - informed by the proposed delivery approaches, 
we will agree with SPO an appropriate date to return to board for funding approval in 
November/December. 

Cost and benefits will continue to be validated as we prepare these submissions and may 
therefore increase/decrease to a variance of 20%. Following Investment Committee approval 
standard Change Project tolerance policy will apply. 

Board is asked to approve an increase to the POM budget for the next phase of activity by 
£2.91m. As we have some cost to return from our last phase of activity (£0.16m), we have 
used part of this to offset our ask and to cost as efficiently as possible. To note, we have 
significantly downsized the size of the OD team required to deliver the next phase of design 
work - we no longer require a larger Implementation team like we have in Ti and T2. 

Early estimate of cost as follows: 

T3 VR cost (HMBU and other local tactical 
VR Cost f16.03m £18.68m £2.65m changes) 

Recruitment E0.54m EO.47m (£0.07)m Savings on T2 recruitment offsetting T3 costs 

Programme costs to Jul 2021 E1.76m £1.67m (£0.09)m Savings on T2 delivery cost 

Programme costs - Aug - Dec 21 - £O.43m £0.43m Design Team costs 

Expected costs £18.34m £21.25m £2.91rn 

Risk sse rie- i ".7 1 jl it i ris & Legal Implicatons 
Careful consideration of risks alongside other priorities of the Post Office have been considered: 

Risks 

Risk of insufficient leadership resources to support organisational review given Inquiry 
pressures. Mitigation: the backlog of 21/22 OD work was proposed by GE members 
taking this into account. They have identified resources to support on the organisational 
review and have deemed the review an important piece of work to deliver on their 
objectives. 
Internal capability might not be strong enough to deliver 2025 vision. Mitigation: 
recruitment costs are built into our model to account for the buy up of niche external 
skillsets. 

Issues /Constraints 
• IT TOM heavily predicated on existing supplier contracts. This means that some structural 

recommendations that are made (e.g. in-source) might not be possible without a long 
lead time. Mitigation: our planning has taken this into account. 
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• OD team are programme funded and current perception of team is a redundancy 
function. Mitigation: It is crucial that we re-focus the team on building a fit-for-purpose 
organisation that is enabled in achieving its strategic priorities whilst transforming the 
organisational culture, that we have clear management and board support for this and 
that we communicate this well. 

Other Otun C„jli  G 

Stop the project - Not recommended 
From early assessment, we do not think that there is the right leadership capability, 
niche ski l lset and succession plans in place to deliver our 2025 vision with our current 
structure. 
Whilst undertaking the strategic review, we propose to also strengthen the structural 
design of more short term work, e.g. customer contact centre. In the event that we do 
not start this piece of work, the customer contact centre will remain in place as-is, 
providing poor customer service and creating a greater pressure on our postmasters to 
resolve customer product complaints. 
We would miss the opportunity to further embed and build upon T2 changes - especially 
in the Commercial, Postmaster and Network and Support Function Teams where further 
work is needed to embed the changes made in Ti and T2. 

II ` -yt Steps Pq_ 
fl  m I n 

From a programme perspective, we propose the following deliverables: 

21/22 Q2: 
o Build deliverables for each OD workstream on the backlog, agree scope, benefits 

realisation plan and measures of success, including phasing and delivery. 
o Build the overall strategic plan for OD to meet Seven Strategic Pillars 
o 28th September Board - showcase strategic review recommendations and 

road map. 
21/22 Q3: 

o Kick off strategic review recommendations. 
o Commence implementation of Tranche 3 changes, e.g. consultation commences 

for partial HMBU closure as follows: 
Start of consultation: early October 
End of consultation / benefits realised: end of December 
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oAppendx A®Er kdowi of cots o 

Benefits delivered and costs to deliver Tranche 3 expected to be: 

Commercial & Marketing 8 0.95 

Network and Postmaster (7) (0.01) 
Finance - Core (2) (0.31) 
Supply Chain 1 ' 0.11 

People - OD 2 0.29 

Corporate Affairs and Comms r<> 1 0.11 ........ ...... ...... ...... ......... ... ...... . . . . .. . . . ..... . . ... . . .... . . . .. ...... ... ...... ............ .. ...... ... .... . . 
HMBU (25) (1.60) 

.o a: .., ~..., 

Strategy & Transformation 7 (0.04) 

C I~ 3 i1r 1 ! 1 I I'VI j 1 ~ Y 

Tranches I and 2 0.28 16.54 1.67 18.49 

Programme Team Aug to Dec 21 0.43 0.43 

T3 Delivery - Known and Planned Team Closures 0.19 2.14 2.33 

- I 

Tranche 3 is embedded in our overall Strat Plan submission, alongside the benefits delivered in Tranches 
1 and 2. Further activities OD embedded within the Strat Plan to be validated as part of People Strategy. 

Tranche 1 & 2- Existing Approval 0.57 

Tranche 3- New Approval 2.76 

Future tranches 0.84 4.03 

Total POM Strat Plan Costs 4.16 4.03 -

Other OD Projects 1.44 1.70 

Tranche 1 & 2- Delivered 9.93 10.34 10.34 10.34 
Tranche 3 -Approval  request 0.17 0.47 0.47 0.47 

Future tranches 0.05 3.53 4.30 4.30 
POM Strat Plan Benefits - Cost Reduction 10.15 14.33 15.11 15.11 

Tranche 1 & 2- Delivered 2.05 2.05 2.05 2.05 
Tranche 3 -Approval  request 0.02 0.04 0.04 0.04 

POM Strat Plan Benefits - Reduced project/Capex costs 2.07 2.08 2.08 2.08 

Other OD Proiects (0.06) 0.47 0.67 0.67 

8 
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Title® Matters Reserved to the Board & I
Meeting Det I 3 June 2021 Committee Terms of Reference 

° Author® Rebecca Whibley, Senior Assistant onsore Veronica Branton, Group 
Company Secretary S Company Secretary 

Input Sought: Decision 
The Board is asked to approve: 

1. the revised Matters Reserved to the Board; 
2. the revised Audit, Risk & Compliance Committee Terms of Reference; 
3. the revised Nominations Committee Terms of Reference; and 
4. the Remuneration Committee Terms of Reference (no changes); 

effective from 4 June 2021. 

Previous Governance Oversight 
• The Matters Reserved to the Board and Committee Terms of Reference were last 

approved in 8 April 2020 by the Board. They are subject to annual review. 
• The Annual Governance Report presented to the Board on 30 March 2021 included 

changes the appendix 2 to Matters Reserved to the Board, which were approved. This 
report outlined that there were no further change to the Matters Reserved to the Board. 

• The Audit, Risk & Compliance Committee (ARC) reviewed and approved the changes to 
its Terms of Reference on 30 March 2021, subject to approval by the Board. 

• The Remuneration & Nominations Committees reviewed and confirmed their Terms of 
Reference as drafted on 9 February 2021. The Board noted that the result of these 
reviews required no changes to the Terms of Reference on 30 March 2021. 

Executive Summary 
1. In April 2020, the Board adopted revised Matters Reserved to the Board and Committee 

Terms of Reference following the adoption of revised Articles of Association and the 
Framework Document between Post Office Limited, UK Government Investments (UKGI) 
and the Department of Business, Energy & Industrial Strategy (BEIS). The Matters 
Reserved to the Board and Committee Terms of Reference all set out a requirement for 
annual review. 

This annual review has now been undertaken by each Committee and the Board also 
considered various governance matters (delegated authorities, authorised signatories) 
which are incorporated in the appendices to the Matters Reserved to the Board on 30 
March 2021. Following these reviews, a consolidation exercise has been undertaken to 
ensure the Matters Reserved to the Board have incorporated the changes and that any 
changes proposed to the Committee Terms of Reference have been mirrored in the 
Matters Reserved to the Board. 

All documents have also been sense checked to ensure they reflect current practice and 
any developments over the last financial year. This is particularly the case for the 
Nominations Committee Terms of Reference, which have been amended after review by 

Confidential 

140 of 204 POL Board Meeting - 03 June 2021-03/06/21 



UKG100041682 
UKG100041682 

Tab IU. Matters TSeserved and Tennfs of Reference ooharigevl: 

the Committee itself,' to reflect the recent appointment of Tom Cooper to the Committee 
and the oversight by the Committee of the appointment of the Post Office Limited 
Shareholder Representative for the First Rate Exchange Services Joint Venture (which 
has recently arisen due to the existing Shareholder Representative leaving the business). 

4. Accordingly the following changes have been made to the following documents: 

1 The Committee's review concluded that it has met its responsibilities under the Terms of Reference and that no amendments 
were required, however, the appointment and FRES Shareholder Representative matter arose after this review. 

2 
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Change Document Reasoning/comment 
Revised list of authorised Matters Reserved to the Board This list was approved on 30 March 2021 by the Board. 
signatories (appendix 2) 
Removal of reference to banking Matters Reserved the Board para 8 Approved at the ARC as this Committee does not approve banking policies 
policies xiv & Delegated Authorities Table as these do not exist. Treasury Policy is approved by the ARC. 

para 3.6 
ARC Terms of Reference para 7 

Reference to the Board's role in Matters Reserved to the Board xi, Alignment of both documents to each other & the Risk Policy. 
risk management and risk xii (footnote) & Delegated 
appetite/policy approvals Authorities Table para 3.8 The Risk Policy was approved by the Board on 7 January 2021 via written 

resolution. This policy includes the approach to risk appetite and with 
ARC Terms of Reference pars 13 separate statements being developed for different risk groupings. The Board 
and 16 (footnote) delegated authority to the ARC to approve each of these risk appetite 

statements by its written resolution on 7 January 2021. Please note that the 
revised Terms of Reference presented to the ARC did not include the change 
to requiring approve of the risk appetite statements but this has been agreed 
with the ARC Chair. 

The policy also included a requirement for the Board to provide oversight of 
(and direction on) the management on the key strategic business risks that 
could threaten the delivery of the Post Office's strategic objectives with the 
ARC advising the Board of the key strategic risks it should have regard to. 

Addition of requirement for ARC Matters Reserved the Board para 8 Alignment of all documents to each other. 
to approve Group Key Policies in xxxviii (new) & Delegated 
line with the Group Key Policy Authorities Table para 3.10 (new) In practice, the ARC approves most Group Key Policies, but this was not 
Framework, including the Tax (Tax Strategy) & 6.9 (Group formally in the Terms of Reference. The Group Key Policy Framework has 
Strategy and that the ARC can Policies) (new) also recently been revised and was presented to the Committee for approval 
amend this Framework from time on 18 May 2021 (to be subject to annual review moving forwards). 
to time ARC Terms of Reference para 18 

Some policies require Board approval under the Group Key Policy Framework 
but this was not in the Matters Reserved to the Board. 

Revision to the current Matters Reserved the Board para This change reflects the appointment of the two Postmaster Non-Executive 
composition of the Board 15 Directors and the new Non-Executive Director with legal expertise. 

Review of Internal Audit ARC Terms of Reference para 35 This change was proposed by the ARC Chair and approved by the Committee. 
Function: removal of the word It is in line with best practice and proportionate given existing oversight. 
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annual and confirmation that this 
review should be once every five 
ears 

Addition of a flag to consult the Board Delegated Authorities Table This flag highlights the need to consult the Procurement Policy for the 
relevant entity's Procurement pars 4 (footnote) relevant entity when any goods and services are procured and, particularly, 
Policy the requirement under the Post Office Limited Procurement Policy to seek 

approval for Procurement Risk Exception Notes from GE and Board in certain 
circumstances. 

Cross referencing to change Board Delegated Authorities Table Clarification of notes column to make more helpful for users. 
spend approval and Shareholder para 4.5 & 4.11 
Consent requirements. 
Numbering Nominations Committee pars 30 Renumbering as existing numbering was incorrect (missed out a number) 

onwards 
FRES Shareholder Nominations Committee pars 30 It has been agreed that the appointment of the Shareholder Representative 
Representative (new) for the First Rate Exchange Services Joint Venture shall be approved by the 

Nominations Committee and an appointment was made in May 2021. This 
change therefore reflects actual practice. 

Amendment to number of Nominations Committee para 38 Following the appointment of Tom Cooper to the Committee the requirement 
members of the Terms of Reference for the Committee to consist of three members is 

incorrect. This reference has therefore been removed to reflect that it shall 
consist of at least two independent non-executive directors such that there 
is no maximum number limitation. 
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POST 
OFFICE 

5. The Remuneration Committee has reviewed their Terms of Reference and concluded that 
the Committee has satisfied that the responsibilities set out in the Terms of Reference 
have been met during the 2020/21 financial year and that no changes were required to 
the Terms of Reference. Given the requirement for annual review, the Board is simply 
asked to re-approve these Terms of Reference as previously drafted. 
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Appertdce (available in the Reading Room) 

1. sR 0d v6-"'d V n e is or'ved to Lion L. .nod (clean) 

2. R:nvod f'tAnnc ko sc v°oJ to ] c Lt nrAV (track changed) 
3. f' v se-1 L,,le L nJ aL:jjdl , ojr tics ToMe (appendix to Matters Reserved) (clean) 
4.  v u orr To ogat,2d r _Vtirc ritdin. a aMe (appendix to Matters Reserved) (track 

changed) 
5. f1:. ., SOS_ s`` ]..l(. ti Risk n_ To i` : i may;:: Tolrns. fl..........: (clean) 

6. Te . .~eul . ..Lid'r iLLo -- ftCoi o . sil iuu! . Corn ri ittee TT rns 0f R rereo n e (track changed) 
7. Aud . TM.f 

C 
` .PVT, ; lOu Ci..rn i, s01i:too T .. rui of Lefk.r, rono '3 .........e sLed to 

h Tarr, ittorn: (report and review table only) 
8. Povised Nornirnattoris (rmrnhit ee Ter n fm r°rf ,..f,,7 en _.O (track changed) 
9. ResTed M r: irn Lh ,es Corn milt ̂  a Terms of . r.tn .rt no (clean) 
1O.Remuroratiori Commuittea Terms of Eofere,nne (unchanged save for date of 

approval amended) 
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u[40,ana PUDO Update 3rd June 2021 

Mark Siviter, Mails and Retail Owen Woodley, Group Chief 
Product Portfolio Director Commercial Officer 

Input Sought. Decision 

Following Investment Committee approval, the Board is requested to please authorise a 
further £2.41m (in addition to current approved spend of £2.86m) for FY21/22 to deliver 
PUDO (Total project spend: £5.27m). 

Pre iou Go verma nce Oversight 
• July 2020 Board 
• January 2020 Board 
• March 2021 PRB 
• March 2021 Board 
• May 2021 GE 
• May 2021 Investment Committee 

Last July, the Board approved the decision to deliver our recommended Mails proposition, 
PUDO. Following the Amazon trial launched in March 2021, Post Office is now at a pivotal 
point in its implementation of PUDO and requires further investment to proceed. 

Following Investment Committee approval, the PUDO business case submission requests 
authorisation for a further £2.41m (in addition to current approved spend of £2.86m) for 
FY21/22 to deliver PUDO (Total project spend: £5.27m). See Appendix 1 for the financial 
breakdown. This will be used to deliver: 

a) Commercial agreements with existing and new carriers; 
b) Interim PUDO devices to support the growth of the Amazon operation; 
c) Implementation of second carrier, DPD, and technical integration into Horizon; 
d) Enhancements to in-branch journeys for customers and Postmasters, operational 

improvements, branch support and training; 
e) Back-office integration and automation of client billing and remuneration processes 
f) Marketing and brand approach for multi carrier PUDO; 
g) Income target FY21/22: This investment request offers an estimated revenue 

growth opportunity of c.£1.5m for this financial year. 

Questions addressed 

1. How will this investment be used? 
2. How will this investment support the plans to implement further carriers? 
3. What is the benefit for Postmasters? 
4. What are the next steps for the implementation of PUDO? 
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Report

Question 1: How will this investment be used? 

1. This business case will fund the technological and operational developments needed to 
move our PUDO strategy from the current trial with Amazon, to an operation at scale 
across the network, specifically: 

• Horizon integration for DPD allowing Post Office to support customer pick-up and 
drop-off services; 

• Interim PUDO devices needed to support the expansion of Amazon across a wider 
part of the network; 

• Back-office integration enabling the automation of branch data, billing and 
Postmaster remuneration; 

• Development and deployment of in-branch operational processes, training 
material and post-go-live branch support; 

• External legal support for commercial contracts and changes to Postmaster 
agreements; 

• Marketing and promotional activity to increase consumer awareness and drive 
customers into branch; 

• Organisational capacity in the form of external strategy expertise and the project 
resource needed to deliver the changes. 

2. Without this investment, the PUDO initiative will remain limited to the current 200 
branches until July 2021, after which, in the absence a clear route forward, it is expected 
Amazon and DPD would withdraw interest in accessing Post Office branches. 

Question 2: How will this investment support the plans to implement further carriers? 

3. The majority of the requested investment is for infrastructure and organisational capability 
which will facilitate the future onboarding of further carriers. This includes the Horizon 
integration which, although tailored specifically for DPD, includes functionality that will be 
reusable with future clients, subject to confirmation of their exact requirements and 
testing. 

4. The automation of back-office processes is a critical development to increase the speed, 
flexibility and accuracy of integration with all carriers, while reducing the workload and 
consequent cost of current manual alternatives. 

5. The exception is £0.5m requested for interim PUDO devices required for the expansion of 
Amazon into the network pending the availability of the final SPM Retailer Accompaniment 
Device. This represents a sunk cost but is essential to sustain the relationship with Amazon 
and facilitate the expansion of their services across more branches with the associated 
financial and Postmaster benefits. 

Question 3: What is the benefit for Postmasters? 

6. The implementation of PUDO is a crucial step towards making Post Office the destination 
for all mails, regardless of carrier. For Postmasters, this is a clear demonstration of Post 
Office's intention to capitalise on the non-exclusive nature of MDA2 and support their 
creation of thriving businesses. 

2 
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7. Postmasters will recognise that customers choose to use Post Offices already as points of 
delivery or for home shopping returns. Enhancing this customer proposition will increase 
footfall for Postmasters, especially as more carriers are onboarded. 

8. Postmaster remuneration is being aligned across carriers to avoid any incentivisation 
towards one partner over another. This business case has assumed £39m (Total project 
FY21/22 - FY24/25) but this assumption could change as a result of the wider Postmaster 
remuneration review now underway. 

9. In addition to the benefits PUDO offers to Postmasters listed above, in the form of 
increased volume, footfall and income, this investment will provide the following specific 
benefits: 

• Simplified operational processes through familiarity of using Horizon and/or 
simple handheld devices for Amazon 

• Easier onboarding and enhanced training support 
• Consistency and accuracy of remuneration from automated back-office processes 
• Improved MI and support wrap from data collection, manipulation and reporting 

Question 4: What are the next steps for the implementation of PUDO? 

10. In order to demonstrate progress to our stakeholders, including Postmasters, and deliver 
our financial benefits, our intention is to launch Amazon and DPD at scale (defined as >1k 
branches each) in the network in time for Christmas peak 2021. 

11. A mid-trial review with Amazon's management took place on 19th May 2021, in which 
they confirmed their satisfaction with trial performance. Post Office will work with Amazon 
to finalise the specific number of branches, subject to agreement, in the coming weeks. 

12. In parallel, we have commenced commercial negotiations and are finalising the technical 
details needed to support DPD. This will include the addition of un-deliverables and home 
shopping returns service options in addition to the existing click and collect currently being 
trialled. 

13. We expect commercials to be agreed with both partners by the end of June 2021, with 
branch recruitment and training taking place throughout July and August. Due to the 
number of branches involved we expect Postmaster onboarding to be undertaken in 
tranches, resulting in a lead go-live during August and September 2021. 

14. As a result of the high profile of this operation for clients, Postmasters and Post Office, a 
close support wrap will be in place over Peak to ensure operational reliability. The support 
wrap is the MI and operational team in place to monitor network performance. This will 
support branches if they experience technical or operational issues such as excess capacity 
or broken hardware and identify and investigate missing scans or items for carriers to 
ensure maximum service levels for customers. Each item is scanned and monitored by the 
carriers to an exceptionally high standard, so they can recognise where in the pipeline 
failures occur and expect immediate resolution. This support wrap is being built with BSC, 
and the new MI is funded by this business case. 

15. Initial discussions have already started with the next wave of potential clients, with the 
intention of onboarding them from Q4 2021, using the capabilities delivered through this 
investment. 
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APPENDIX 1: INVESTMENT REQUEST 

• Investment request for this Business Case phase 2: £2.41m 

• Existing approved funding: £2.86m 

• Total funding for 20/21 and 21/22: £5.27m 

Breakdown of £5.27m funding for project FY 20/21 FY 21/22 Total Total 
Numbers shown in £k Spend Type 01 02 03 04 01 02 03 04 FY20/21 FY21/22 

Total 

Project resources Opex/Capex 9.24 87.94 46.70 90.72 261.90 261.90 
13.90 

177.90 177.90 234.60 
15.00 

879.60 
141.43 

1114.20 
156.43 Software development scaling Amazon Capex 15.00 127.53 

Software development: Branch Location Data 

Service Capex 32.00 278.80 143.20 32.00 422.00 454.00 
Carrier 2 Integration Capex 279.00 162.00 0.00 441.00 441.00 

IT hardware Capex 130.00 390.00 0.00 520.00 520.00 
Consultancy Exceptional 1155.00 105.00 1155.00 105.00 1260.00 
Deployment Capex 1.40 2.00 6.00 1.40 8.00 9.40, 

Legal Opex 13.20 18.00 80.00 20.00 31.20 100.00 131.20 
Marketing Capex 0.00 12.00 15.00 0.00 27.00 27.00 

Support model Capex Capex 8.00 8.00 0.00 0.00 0.00 16.00 16.00 
Support model Opex Opex 22.50 54.00 54.00 54.00 0.00 184.50 184.50' 

Marketing Opex 200.00 0.00 200.00 200.00 
Expenses and SPO levy Opex 40.00 32.60 21.41 5.34 5.34 40.00 64.68 104.68 

Reoccuring Opex Staff costs Opex 163.13 163.13 163.13 163.13 0.00 652.50 65250'. 
Total 9.24 101.14: 46.70 1352.12 1702.45 1258.54 400.36 400.36 1509.20 3761.71 527092'. 

• Future years beyond 21/22 up to 25/26; 

o £8.8m further Capex spend 

o £5.3m further Opex spend (BAU staff costs over 5 years + onboarding costs for new carriers) 
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APPENDIX 2: BUSINESS OBJECTIVES 

Size of the opportunity This strategy offers cumulative income opportunity of c.£59.9m p.a. by 2025/26 at an estimated DPC of 50% 

Deadline This business case is requesting for funding until the end of March 2022; in order for Post Office to onboard the first two 
carriers. 

IIjdI ,LI Ii liii ikJI,hr S 

Post Office has no direct relationship with retailers 
Secure a direct relationship with the largest carrier Trading relationship with other carriers to build 

or parcel carriers other than RM 
in the UK market outside of Royal Mail, and other relationships with multiple carriers in the PUDO 
carriers market 

Post Office and our agents only have operational To prove the viability of opening network access to Ability to work with and operationally deliver non-
experience of handling Royal Mail parcels third party operators. RM items and PUDO propositions in the network. 
We are reliant on Royal Mail volume for all our Secure incremental income from the second Overall income from 3ro parties over 5 years: 
PUDO income, biggest carrier in the parcel market, and other Incremental income opportunity of c.f59.9m p.a. 

carriers by 2025/26 at an estimated DPC of 50% 

Current in-branch process/experience only Informs the business on operating changes that Operational CSFs met without deterioration in 
supports one carrier partner are needed to be made or factored into the new service quality to customers or existing RM 

network design in order to succeed in PUDO processes 
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APPENDIX 3: FINANCIAL SUIIIARY 

Opex 
Exceptional
Canex 

Total Funding 1.5 (3.1) 4.6 (2.9) 1.0 13.1 (13.1) 
Impact on EBITDAS 0.5 2.6 4.8 9.1 17.0 17.0 

Including 
Intangible Tangible Benefits 

......._Benefits ........ ... only 

rn

.............. 
1.1 1.1 
4.0 4.0 

ii ' -

RO •
17.3 17.3 

-466.1% . .........

54.0 J 54.0 

:Gross Income 1.5 11.0 17.6 29.8 59.9 
Revenue Growth 1.5 11.0 17.6 29.8 59.9 
Revenue Retention 

:Cost of Sales 
!Total Direct Contribution 
i130er3t00 Expenses O Ex 

Project Related 
Recurring Increase 
Recurring Decrease 
Agents Pa 
Avoidance 

Trading Profit 
lTrading Profit [O/) -

Capital Expenditure CaEx 
Pro ject Related -
Avoidance 

Exceptional Expenditure   - .. ....................... ................................ 
Project Related 

Net Cash Flow 
;Cumulative FCF 
FCF without Avoidances 

;Cumulative FCF w/o Avoidance 

€Discount Rate 12.0% 
Quantity of year to include 

:Mid- erod discounting factor 
[Discounted Cashfiow with Intangible Benefits 
i Discounted Cashfiow with Tangible Benefits 

1.5 11.0 17.6 29.8 59.9 
(0.3) (1.5) (8.4) (12.8) 20.8 (43.7) 
(0.3) (0.5) (0.8) 

1.2 (1.3) (1.4) (4.0) 

(1.0) (7.2) 11.5 (19.4) (39.0) 

(0.3) 0.0 2.6 4.8 9 1 16.2 
0.0 0.2 0,3 " 0.3 03 

0.1 23 i (4.6) (2.9) (1.0) - (11.0) 
0.1 (2.5) (4.6) 2.9 1.0 1 1.0) 

(1.2) (0.1) - - - (1.3) 
1.2 0.1 (1.3) 

1.5 (2.6) 2.0 1.9 8.1 4.0 
1.5 4.1 (6.1) (4.1) 4.0 4.0 
1.5 2.6 (2.0) 1.9 8.1 4.0 
1.5 4.1 (6.1) 4.1 4.0 4.0 

1.00 0.89 0.80 0.71 0.64 
1.00 1.00 1.00 1.00 1.00 

- 1.00 2.00 3.00 4.00 
(1.5) (2.3) 1.6 1.4 5.1 1.1 
(1.5) (2.3) 1.6 1.4 5.1 1.1 

0I'I•Ir
Software - Internally Developed 3 (1,987:5) 
Software - Purchased 3 
IT Hardware 5 (9,345.0) 
Motor Vehicle 5 
Plant & Equipment 10 - ................................ 
Fixtures & Equipment 7 
Land 10 
Intangibles 10 
Open (1,438.7),..._.
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-Capex -Other Other - (£0.0m) (£0.0m) (£O.0m) (EO.Om) 
Resource (blank) - (£O.om) - - -

POL-Contractors (£0.1m) (£1.1m) - - -

POL-Permanent (£O.om) (£0.5m) - - -
Accenture - (£0.2m) - - -
Atos - (£O.im) - - -

-ITHardware (blank) - - (£4.6m) (£2.9m) (£1.Om) 
cc - (£0.5m) - - -

-Software CC (EO.Om) (EO.Om) - - -
-.Support/MaintenancPOL-Contractors - (£O.Om) - - -

POL-Permanent - (EO.Om) - - -
Exceptional -:Other Other - (EO.Om) - - -

- Resource (blank) - (EO.Om) - - -
Consultancy (£1.2m) (£O.1m) - - -

-One timeOpex -Other Other - (£O.Om) - - -
Resource (blank) - - - - -

POL-Contractors (£0.1m) - - - -
POL-Permanent (£O.lm) - - - -
POLPermanent (EO.Om) - - - -

(blank) (blank) (EO.Om) - - - -
Support /Maintenanc POL - Permanent - (£0.2m) - - -

Atos (£O.Om) - - - -

POL - (£0.Om) - - -
Infrastructure Other (EO.Om) - - - -

POL-Contractors - (£O.Om) - - -
-legal POL- Permanent (EO.Om) - - - -

Legal External ( 0 -rr7) 

Legal POL - ( 0.`.m) - - - 
Communication Other - (€0.Om - - -

Communication POL - (&O. rn - - -

RecurringOpexlncrea -Resource POL-Permanent - (Coo. Ln; - - -
Total Grand 
T, 

(El m; (£k ( 4 tnm ( ~~;riiJi (El Om) 

rl 
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040;uy® Health & Safety Monthly Report 1r-: 3rd June 2021 

Martin Hoperoft, 

ti ® Director of Health & Safety, r9 Al Cameron, 
Environment and Business Group Chief Finance Officer 
Continuity 

T ,.~t Sought. Noting 

The Board is asked to note the contents of the report. 

Previous Governance Oversght 
• GE Safety Board 12th May 2021, next meeting scheduled 23 June 2021 

Executive Summary 

In Appendix A we summarise the Key Performance Indicators over the last few years. We have 
included a comparison for Period 1 (April) with last year and this shows a return to a pre-Covid 
level of incidents. During lockdown, incidents reached the lowest level on record and our 
assumption is that people were more thoughtful about their behaviour. Safety Board agreed 
safety campaigns should be supported in Supply Chain and Directly Managed Branch (DMB) by 
safety champions. 

We continue to respond to the risk due to Covid-19, taking appropriate action to ensure the 
health and safety of employees and postmasters whilst delivering key services to customers 
and we monitor and respond to the most recent Government guidance and lockdown 
restrictions across the UK. 

We have updated our advice and risk assessments, communicating to our people and sharing 
with Postmasters to remind them that social distancing, managing queues and use of PPE will 
be critical to ensure branches remain open. We have supported the return to work of essential 
field roles, continue to consult with Unions and review risk assessments. 

The current level of employees who have tested positive or are required to self-isolate has 
reduced during that last quarter in both Supply Chain and DMBs from the peak level seen in 
January. There have only been 13 positive results reported for POL employees since February, 
compared to 90 reported in January alone. 

Following recent publication of Government roadmaps for relaxing restrictions, we have re-
assessed PPE requirements to ensure there is sufficient supply and have supported the return 
of clinically extremely vulnerable employees. 

The Department for Business, Energy & Industrial Strategy (BEIS) and Department of Health 
and Social Care (DHSC) recently encouraged employers to set up workplace Lateral Flow Test 
stations or provide kits for home use. We registered Post Office onto the scheme following 
assurances from the DHSC regarding liability and data protection and we ordered and received 
a supply of 35,000 free kits at the Swindon Stock Centre for employee use. We are currently 
piloting the process in Supply Chain, in DMBs and across the field teams. The DHSC are 
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continuing to develop a distribution model for franchise retailers and we await new T&Cs and 
information for that model. In the meantime, Postmasters have been encouraged to signpost 
to the Universal local order scheme for the public and smaller retailers. 

Whilst we have paused a short term return to the Office (Finsbury Dials, Future Walk, Bolton), 
we are continuing to offer our Covid-secure workplaces to those with exceptional circumstances 
and are piloting a small number of 'essential' meetings during May and June. We have taken 
the view that our colleagues should not be required to return to office until late Summer and 
we will monitor Government guidance whilst preparing for a gradual voluntary return. 

The number of attacks and robberies remain low, however, we are preparing for this to change 
across the industry when we emerge from lockdown due to increasing levels of cash and an 
increase in unemployment. We have updated our risk profile for branches and Cash Vans in 
Transit (CViT) routes and implemented mitigating intervention, including cash destruction (glue 
and ink) and 'tracker' devices in carry cases and body cameras across 35 high risk routes, as 
advised by Security. We are also scoping an alternative Cennox'lighter' weight carry case with 
cash destruction technology. 

Following successful trials, we have supplied a new preferred helmet and a supply of body 
armour (stab vests). We have made stab vests compulsory on high risk CViT routes (they are 
voluntary otherwise) and have issued a joint statement. 

We have reviewed the findings from the independent investigation of the AEI (Identity Services 
Kiosk) machine fire at Port Glasgow. Whilst the cause of the fire remains inconclusive, we have 
agreed to progress mitigating action. Area Managers have undertaking telephone and site 
surveys to check machines are being switched off overnight and to check the environment 
around the machine, fire-fighting equipment and smoke detectors are present and a visual 
check of the condition of the electrical cable to the machine. The manufacturer's maintenance 
provider is also undertaking additional checks when servicing machines. We have received a 
quote from Thales to replace the privacy curtain with a fire-retardant version which we will 
consider exceptionally for higher risk locations. CBRE have installed a timer switch at approx. 
170 branches where it is difficult to switch off the machine at the socket due to limited access. 

Whilst undertaking these checks, concern has been raised of messy cables and wiring which 
looks unsafe. Property and CBRE have attended 10 branches to test the wiring and have fed 
back their findings to Safety Board. It has been agreed for Property to complete a programme 
for PAT testing counter cables and equipment at all branches in 21/22. 

uestions addressed 

What are the trends on accidents and violence across Post Office? 
Are there any significant risks emerging and what are we doing to mitigate? 

Report 

To mitigate risk from Covid-19, we continue to communicate with employees, Postmasters 
and our customers, providing guidance on following good hygiene principles and raising 
awareness by displaying posters. We continue to monitor Government guidance and 
receive regular updates from our Chief Medical Officer at Optima Health and we are 
providing PPE to colleagues, reiterating safe hand hygiene and social distancing. We have 
provided hand sanitiser stations for customers and have installed perspex screens in 
smaller DMB branches to protect colleagues and enable the opening of additional counters. 
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Tab 11.1 Heath & Safety Report 

4. We review and update Covid-Secure risk assessments and continue to supply Personal 
Protective Equipment (PPE) to DMBs, Supply Chain, essential field teams and Mobile PO 
operators. We provide anti bacteria soap to Postmasters together with guidance on social 
distancing and a supply of posters and floor decals to all branches. Postmasters are also 
able to order PPE directly from our supplier Banner. We continue to provide enhanced 
monthly clean in DMBs, Supply Chain (including vehicle cabs) and Support Centres using 
an anti-pathogen product that is applied through fogging which will continue until Covid 
transmission rates have reduced and employees are vaccinated. We will review this 
position in line with Gov advice as lockdown is relaxed in June and the Gov review of social 
distancing and use of PPE in the workplace. In the meantime we will pilot some limited 
essential' meetings and use of hot desks in Finsbury Dials and Future Walk. 

5. There have been 13 positive cases in DMBs and Supply Chain in the last 4 months and no 
multiple positive cases of Covid-19 reported. Feedback from the NHS Health protection 
teams has been that they are happy with our controls and what we are doing in branch. 

6. We are supporting the Government's Employer Workplace Collect Lateral Flow test 
programme. Kits have been received at the Swindon Stock Centre for distribution to 
employees. We are required to follow strict rules for distribution of the kits and complete 
issue logs. We are currently testing the process at 3 Supply Chain Centres and 6 DMBs 
as well as offering to 270 field colleagues who may visit multiple branches. This is a 
voluntary programme and employees are being encouraged to 'opt in'. The DHSC have 
advised us to signpost Postmasters to the Universal local order scheme for the public and 
smaller retailers whilst the consider whether to launch a 'franchise' distribution model. 

7. We continue to provide wellbeing support to our colleagues, including those who continue 
to work from home and are raising awareness of the support available through our 
channels. Refresher training has been provided to our Mental Health First Alders and 
training for new DMB MHFAs has helped to increase the overall number available to 
support colleagues. A number of campaigns are planned to raise awareness of our 
Wellbeing resources and the MHFA network over the coming months. 

8. Robberies remain low and whilst they slightly increased over Q4 there have been 24 
incidents compared to 42 over the same period in 19/20 with a similar favourable trend 
in weapons, including blades, down to 21 during the last 3 months to P12 compared to 35 
in the same period in 19/20. Work continues on combating verbal abuse and violence and 
the level reported over the past month has reduced to 8 compared to the average of 28 
per month. The Security team has focused on both security health checks and branches 
with high levels of cash over the period with a combination of 173 branch visits and 
telephone conversations and 8 engagement events. We also have 6675 Branches and 
15161 individuals in branch are registered for Grapevine text alerts. 

9. In P12(Mar) there were 8 robberies (12), 4 successful (3) and 8 involving weapons (7) 
with 2 minor injuries (1). There were 0 CViT incidents (1) and 0 ATM attacks (4). 
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10. There were 0 ATM attacks in P12, compared to 4 last year. No ATM attacks this month 
Industry noted increased on previous month, albeit average for year. The majority were 
physical attacks i.e. cutting. Industry ATM attacks are quite geographically spread. 

11. Following a successful pilot, a preferred design of stab vest has also been selected by 
Supply Chain crew. We have made stab vests compulsory on 35 high risk CViT routes 
(they are voluntary otherwise). We are monitoring closely and are insisting that stab vests 
are issued with reminders to our people not to fight back. 

12. There were 6 accidents in P1 (compared to 0 in 20/21), and 2 lost time accidents of 22 
days, both in Supply Chain. Accidents/1000 employees are at 1.82 P1 YTD (0.0 P1 YTD 
20/21). During 20/21 we believe there was more focus and control implemented across 
DMBs and Supply Chain environment during Covid-19 restrictions, leading to a reduction 
of incidents. However, the number of incidents appears to be returning to pre-Covid 
levels. This was discussed at Safety Board and the successful Supply Chain 'hearts and 
minds' initiatives will be stepped up and shared with DMBs. 

13. The Post Office Lost Time Incident Frequency rate (LTIFR - accidents per 100,000hrs) is 
at 0.451 YTD P1, compared to an outturn of 0.083 in 20/21 and 0.150 in 19/20. Total 
lost days per 100,000hrs (LTR) is 4.96 at P1 compared to an out turn of 0.465 at P12 YTD 
in 20/21 and 3.22 in 19/20. 

14. Post Office property is statutory compliant and overall risk is low. All statutory and non-
statutory inspections are being undertaken and remedials are on track. 

15. A serious near miss involving a trunking driver has been investigated by Supply Chain 
Fleet and Operations, including whether fatigue was a factor. Improvements have been 
made to the speed of the investigation process including swifter access to CCTV footage 
and learning opportunities identified. We will engage with our Occupational Health 
provider and push forward with training to raise awareness and other mitigation. 

16. The retender for facilities contracts, which includes safety and compliance is now live and 
will be concluded by Sept 2021. The number and quality of respondents has been high. 

17. We have scoped a new 3 d Party audit in Q4 and agreed at Safety Board that this should 
focus on our response to the threat of violence, robbery and abuse. The Health & Safety 
Executive are particularly keen to support and have provided a proposal to complete the 
work in Q2. This work was delayed due to HSE Covid-19 priorities for Inspectors. 

18. Priorities and targets include; 
a. Focusing resources to the Covid-19 response and work collaboratively to ensure risks 

are controlled and a return to work plan implemented, supported by the Alert Level 
Matrix, risk assessments and social distancing. 

b. Following a successful pilot of a digital accident investigation and reporting tool in 
Supply Chain we have rolled out to DMBs plan further roll out to all business areas. 

c. The Supply Chain Safety Plan is progressing well with safety champions sharing best 
practice and improvement opportunities at safety forums. We will extend the successful 
Supply Chain Hearts and Minds Safety campaign as best practice across the business. 
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d. Robbery Risk Assessment will be reviewed quarterly rather than annually to inform 
decisions regarding mitigation, including iBox technology and Body Armour Stab Vests. 

e. Local risk assessments, safe systems of work and training continue to be reviewed and 
strengthened. Induction H&S checklists reviewed and updated. 

f. Arranged an audit with HSE, scope includes our response to violence and abuse and 
personal safety and security. HSE will progress in Q2. 

g. An Occupational Health MSK expert has reviewed coin and manual handling activity in 
Supply Chain to identify initiatives to reduce risks facing the ageing workforce eg 
equipment, training, process improvement. A plan has been drawn up to progress. 

h. Continue analysing Supply Chain 'commercial driver' telemetry data and driving 
behaviour and improvement through 121 discussions and coaching. New modular 
training for business drivers is being trialled, inc guidance to mitigate risk from fatigue. 

i. Continue developing our team of Mental Health First Aiders and raise awareness of the 
webinars for all colleagues and managers to provide guidance on coping with anxiety 

Financial Impact 

19. The financial impact of the above initiatives has been evaluated / budgets confirmed 

Risk Assessment, Mitigations & Legal Implications 

20. Our highest risks include; violence and abuse aimed at Postmasters and Supply Chain 
crew. The Security team will continue to strengthen and invest in mitigation. We continue 
to monitor carefully during lockdown. We have received the conclusions of our appointed 
forensic fire investigator and the AEI machine manufacturer Thales and reviewed the risk 
to the whole AEI Network following a fire involving the Port Glasgow AEI. To make the 
network safer, we have instructed all branches to switch off the machines overnight. Area 
Managers have completed site surveys to assess any hazards in the environment around 
the machines. 15% branches were unable to switch off the machine due to wiring or 
access issues. CBRE engineers have assessed wiring and installed timer switches. 

Stakeholder Implications 

21. Training should be provided to new directors and where required, to Group subsidiary 
directors, management and colleagues. 

22. Information - directors should consider the Health & Safety information that flows to the 
Board to support directors, subsidiary directors and management teams carrying out 
their duties. 

Next Steps & Timeline 

Safety Board is held 6 weekly with the next meeting scheduled 23rd June 2021. PO Board and 
GE reports will include updates, recommendations and decisions made by Safety Board. 
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T.

Health & Safety 4 year Performance 

Year/KPI 18/19 19/20 20/21 20/21 21/22 

P12 YTD P12 YTD P12 YTD P1 YTD P1 YTD 

All accidents 81 70 40 0 6 

All accidents / 1000 employees 

DMB 

Support 

Supply Chain 

16.9 

16.7 

3.4 

42.0 

18.6 

21.0 

7.5 

33.8 

11.8 0.0 

22.7 0.0 

0.7 0.0 

15.3 0.0 

1.8 

3.4 

0.0 

2.6 

Lost Time related accidents 15 10 5 0 2 

Lost Time related accidents / 1000 
employees 

3.1 2.6 1.5 0.0 0.6 

LTIFR (lost time accidents/100,000hrs) 0.184 0.150 0.083 0.000 0.451 

Days lost due to accidents 245 214 28 0 22 

Days lost / 1000 employees 51 57 8 0 7 

LTR (Accident days lost/100,000 hrs) 3.0 3.2 0.5 0.0 5.0 

Days lost due to robbery (assault and 
trauma) 

280 105 16 0 0 

LTR (Total days lost/100,000hrs inc. trauma) 6.4 4.8 0.7 0.0 5.0 

RIDDORS (Employee) 7 2 3 0 1 
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P1 P2 P3 P4 P5 P6 P7 P8 P9 P10 P11 P12 
LJ CViT Attacks 171 WT Physical Injuries Physical lost time LJ Trauma lost time 

CViT Commentary 
P12 (Mar) 0 CViT incidents 
compared to 1 last year, 1 
successful (0) with loss of £Ok 
(£22k last year), YTD 6 CViT 
incidents YTD (compares to 16 last 
year), with losses of £37k (£159k 
last yr). CViT crime remains low, 
with 6 incidents since P1 (April). 
Crews are embracing the support. 
Providing routing alternatives in 1.0 
higher risk routes by Cash 
Management, driven by dynamic 
risk modelling, and also ensuring 
best use of security equipment is 
being made. No incidents this 
month, 29 Cross pavement 
observations & 6 Premises Attack 
Plans have taken place, 
Industry has a seen a 3 month fall 
in incidents, 2 in P12, both CIT 
focused. This follows a monthly ay. 
of 9 in Q3. 

Robbery Commentary 
P12 (Mar) - 8 robberies compared 
to 12 last yr, 4 successful (3) with 
losses of £37k (Elk last yr). 8 
involved weapons (7) including 5 
blades (4). 
YTD - 72 robberies YTD (130) 
with losses of £266k (£652k). 66 
involved weapons (112), including 
40 blades (65). 
733 fogging kits successfully 
installed via upgrade programme in 
high and very high risk branches. 
Current activity includes 173 branch 
support calls & and visits and 8 
engagement events conducted in 
month. Marginal reduction in retail 
focused robberies, 2 vs monthly 
average of 3 

ATM Commentary 
P12 (Mar)-0 ATM attacks compared 
to 4 last year, 0 successful (0). 
YTD - 11 ATM attacks YTD 
(compares to 35 last year), & losses 
of £102k vs £175k last yr. 
No ATM attacks this month 
Industry noted increased on 
previous month, albeit average for 
year. The majority were physical 
attacks i.e. cutting. 
Industry ATM attacks are quite 
geographically spread 
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• We continue to make strong progress against planned improvements. The vast majority are being completed as 
planned, and for those that are experiencing problems, the IDG is actively engaged to resolve. In addition, Internal 
Audit are assuring each delivery and this too is progressing well, with only a few minor areas requiring additional 
work. 

The main primary issue currently blocking the progress relates to the scope of the HSS, and whether it should be 
expanded to include additional items. This is preventing the finalisation of a number of treatment strategies. A 
separate paper is being prepared to provide the details and seek a Board level decision on the way forward. The delay 
to the treatment strategy is not expected to delay the resolution of the detriment. 

• Since the last Board update, the status of the Inquiry has changed to Statutory. We await guidance from the Inquiry 
team on the next steps (both until the interim report, and then beyond) and hope to receive this within the next two 
weeks. Using this guidance we will then update our preparation plans, including the associated timelines. The change 
to the Inquiry does not change our improvement plans, nor our close focus on maintaining progress. 

The corresponding HIJ conformance review has taken a little longer due to NRF not being as familiar with the Horizon 
improvement work. We expect this to complete in June 2021. 
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Good progress continues to be made on getting improvomcn-s delivered. We're also maintaining pace or completing the audits to demonstrate c~ 

successful delivery. 

From the eudits, we ha°ve identified five improvements where further work is required, and these are (or have been) resolved.

Where we identify additional improvements, they have been added to our tracker and hence the totals below reflect these additions. 

' All improvements tracked: Improvement Status & Postmaster Impact status 

Improvement Status Improvements by PM Impact 
Improvement Status 

62 vs Closed unchecked 
Activity complete but awaiting Internal audit 
assurance review 

Closed checked Activity and subsequent internal audit 
assurance complete 

16 I Pre; ,pdate Previous update ActIvI Activity is either inflight or planned 
_ 06/7521 06/05/21 

131 62 

\ " `

Impact Rating 

Non-compliance with the outcomes of the I 
oxblood Red CIJ ruling and / or where there is a 

\ 
i7

detrimental impact on PMs, where 
. detrimental means any form of PM harm 

Red 
There is potential detriment to Postmasters, 

I Oxblood Red R t}t.".a'. Orange Yellow Total % or a reputational risk to POL 
Active
' 

9 
-~~~- 

44 40 19  112 2 
Orange This change would significantly improve the 

p oked 7 23 22 40 92 2 Postmaster experience 

otal 
41 

57 
75 69 

131 
3 

62 
188 4 

392 10 Yel Beneficial to make this change to improve 
142 

the Postmaster experience 
15 36 33 16 100 

Note: Data presented in these slides is as of 21/05. 
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As the end of May approaches, the vast majority of the planned improvements have been delivered as irte.nded. A short summary of those 
outstanding is contained on the next slide 

Of note, a number of the red RAG items relate to resolving historic detriment and share the same root cause for delay — a decision needs to 
be made on :he scope of the Historical Shortfalls Scheme, Once this decision is made, the red items will rapidly clear and return beck to 
making good progress. Despite the delay, the team are still forecasting that the next phase (repayment of detriment) will not be delayed. 

Active improvements tracked: Postmaster Impact & Current delivery status 

Postmaster Impact 
9 

19 

44 
Previous update 

06/05/21 
o,p 

11 

Current delivery status 

9 

48 

49 

ow Labels Red mber 5reen NS 

2 2 0 

-GrandTotal 
xblood 
ed 5 9 8 
ed 1 
range 0 

cllow 0 

4 
3 

0 

24 15 
16 21 

7 12 

44 39
40 36 
19 11 

otal 6 9 49 48 112 100 
5 8 44 43 100 

Previous update 
06/05/21 

Pb

Note, Data presented in these slides is as 00 21/05. 

Impact Ratings 
n-compliance with the outcomes of the OxblJr 

CI) ruling and / or where there is a 
detrimental impact on PMs, where 
detrimental means any form of PM harm 

Red There is potential detriment to 
,mer - Postmasters, or a reputational risk to POL 

Orange This change would significantly improve 

_ - the Postmaster experience 

Beneficial to make this change to improve Yellow the Postmaster experience 

Delivery Status 
Off track against agreed dates 

Amber At risk against agreed dates 

On track against agreed dates 
Not Started Activities have not yet started 
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Postmaster balance uncertainty is linked to the HAS scope,, derision mentioned on previous sl ide {note, this slid only focusses on deliveries to end 
`r7aVJ 

Appeals and Disputes is flagged red below due to Post Office taking additional time to create and agreed the right format and style for the appeals 
panel . This is an important imorovement and hence the additional time is felt appropriate. This action is expected to compete within the rirst 2 
weeks of June. 

0 
0 
w 0 

a 

CD 

202 

CO 

CO 

53 

• Menroview has been largely completed but is currently being held at red due to an ongoing piece of work looking at a resolution for those 
postrnasters where the do not nacre an eriail d re, =)i l __ ~_cor e details. There are e range of reasons why POL does not have this information. 
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The tab,e below captures the improvements that are scnnerd led to deliver between tune and Aug-1st 21. Some have already 
started, but others are not due to commence unti l a l itt..ie later. For those which are showing as amber, JUG is already 
actively monitoring and assisting where repaired to facilitate progress. 

Oxblood Red & Red Impact Improvement Actions; 12-week activity plan from 1st June- 31st Aug 2021 
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Note: Data presented in these slides is as of 21/05. 
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A range of improvements is being Simplified Financial Assessment including giving a provisional June 21 
implemented to improve Potential New approval so that the suitability assessment (interview) can be 
Postmaster experience reduce drop-outs carried out in parallel 
during the process and reduce the time Change in support team KPIs to measure satisfaction and
taken to onboard a Postmaster. (ON2, ON3, Postmaster Experience 
ON7) Extended support hours to enable support out of normal business 

hours 
A shorter more easily understandable welcome e-mail 

Implementation of a Cross-functional Implementation of a cross-functional training review forum (with August 21 
Training forum to improve Postmaster representation from training schedulers, classroom trainers, Quality 
training (ON6) Assurance Training Leads, on-site trainers, Branch Support Managers) 

to gather feedback on training provision and recommend 
improvements 

Resolve use of inconsistent terminology Definition, agreement and publication of a consistent glossary for use July 21 
including using the same term for different by all Postmaster facing teams to eliminate the current inconsistencies 
purposes (BI9) and support the exercise to harmonise content 

Implement offboarding enhancements to Exit interviews are now carried out for all outgoing Postmasters and Complete early 
ensure the efforts of Outgoing Postmasters there is a process in place to thank them for their service (was due August 21) 
are recognised and their feedback is 
recorded and acted upon (OF4 and OF6) 
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Board Action Tracking 

To consider having 
half a dozen The Postmaster engagement team is in the process of pulling a list together of around 40 key 
Postmaster PM Influencers. 
champions who 

ay 21 could help validate Regional Manager Forums are held monthly to actively facilitate direct feedback. 

the changes made • Co-creation sessions with PMs, following the consultation, have already worked with , 
from their postmasters to generate improvements to the Drop & Go services from the initial sign up 
perspective process, to providing better information and support in how to use the service

To consider and 
confirm how we 
were remediating 

May 21 complaints in a 
timely fashion. 

To provide an 

May 21 
example of the 
Branch Trading 

m.. 

Statement 

Complaints were expected to rise initially as we encourage Postmasters to voice issues and 
complaints, and new initiative were introduced to gather additional feedback. 
In progress Complaints now steady at around 300 at any given time, but many of the items 
captured under the complaints process are feedback and observations, particularly from 
Adopt-an-Area. Team are reviewing whether we can separate to allow more fidelity on 
tracking and action (this doesn't change importance or commitment to resolve, but does 
allow items intendec as complaints to be highlighted) 
Annex C contains some additional detail on complaints 

• Examples of the trading statement, along with all the surrounding documents are covered in 
Annex A. Alongside there is a flowchart detailing the Postmaster discrepancy decision tree. 

Dan Zinner/ 
Richard Taylor 
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Board Action Tracking 

May 21 

May 21 

0 

DZ invited board directors to send ` 
any questions they had following ---- -- ---- -- 

further reflection [on the briefing No further feedback received following the board session 
material to support Inquiry] to
him, Gareth Clark and Jeff Smyth. Process for settle centrally has been included in Annex xxx and is part of the 
The team would come back with explanation for the earlier action around the branch trading statement. 
some examples of what settling 1" 
centrally looked like now. 

ro 

Dan Zinner/ 
Gareth Clark 

For the IDG Inquiry support 
material to show the historical Format for these slides has been update, with the new and old formats shown
position and the current position together in Annex B. Dan Zinner/ 
side-by-side. Gareth Clark 
To have a decision tree approach Decision trees are still being created and the first example is shown for 
with examples at each point of the disputes and settle centrally in line with the actions above. 
decision tree. 

To produce a succinct overview of 
the issues that had attracted 

most• 
The materials are being prepared and are being used in parallel to support the 

criticism in the Horizon system and NRF appraisal of legal conformance. We will provide supporting materials and a; Jeff Smyth, 
the changes that had been  
made. The draft would be shared 

further implementation progress update at the July Boards"" 

with Ken McCall and Tom Cooper.
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Board Action Tracking 

May 21 To include the "top of the 
pyramid" headline issues 
where we needed to 
explain how the most 
egregious failings of the 
historical prosecutions had 
been rectified. 

May 21 
To arrange for the Board to 
see some of the systems 
actually running, for 
example, what happened 
at a month end now 
compared with what used 
to happen. 

May 21 To commission external 
assurance on the key 
systems and processes in 
addition to the assurance 
we had already sought on 
conformance with the 
Judgments. 

Progress has been made against both of these actions (draft pyramid created 
and options identified for Board to see systems), but the recent announcement 
around the Inquiry means we may need to reassess timings. 
We want to ensure the Board has the most up-to-date and appropriate 
preparation for the Inquiry. Given our sustained progress with improvements, 
our story will change (and improve) over time, so timeliness of activity will 
ensure we can support the Inquiry in the best way. 
The Inquiry team will provide some additional guidance within the next two 
weeks and have indicated that they hope to set out if/how evidence provision 
and oral sessions may change. This may therefore change our current 
preparations. 

Dan Zinner/ 
Clark 

Dan Zinner/ Gareth 
Clark 

The timing and nature of the additional assurance activity is closely aligned 
with the Inquiry timescales. We already use our own Internal Audit team 
(supported by Deloitte) to review all completed improvements and will set out 
a plan for any required additional assurance to meet the new Inquiry Dan Zinner/ Gareth 
timescales in the coming month. Clark 

Of note, the GLO conformance work is also underpinning the overall assurance 
of completed actions and is due to complete in June 21. ; --- 

Xl kl k~.:l. k::ll k~.11 k~:ll \89od. 

a
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Post Office has started a process to formally review the actions and improvements delivered, comparing them to the 
requirements of the judgements and hence determining whether POL is now, or will be at a defined future point, fully 
GLO conformant. 

• Board will be aware that over the course of the last few years there have been many reviews conducted, each rightly 
building on the last and drawing on improved Post Office understanding in the intervening time. Whilst each of these has 
delivered recommendations and reassurance on progress, none have formally compared changes with the original 
judgement to formally assess conformance. 

• Following this short package of work, Post Office will 

• Be able to make a determination on its current conformance position 

• Understand any remaining legal conformance gaps 

• Have the reassurance that plans are in place to close those gaps. 

• For those at the Inquiry, this work will enable confidence in articulating our current position and clarity on the specific 
areas which are still in-flight to finalise conformance. 

The work focussed on the two judgements (CIJ and HIJ) and there are two parallel but closely couple workstreams 
delivering an overal l view on GLO conformance 

• The determination of GLO conformance wi l l be made by POL staff. Whilst three external companies have been asked to 
support this work, they will not make the decision. They will only collate the required evidence and analysis upon which 
a decision can be taken. 

15 
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The draft CIJ report, which provides a view on legal conformance, is on track to be circulated to SteerCo for review by w/c 
7th June 21. 

The report will provide an assessment of legal conformance against each of the CIJ themes and an overall view of 
conformance. The following ratings have been agreed by Steerco: 

(a)  Full conformance: It appears that POL has fully remediated the underlying reasons for an adverse CIJ finding 
such that the criticism no longer applies; 

(b) Substantive conformance: It appears that POL has remediated the underlying reasons for the adverse finding 
subject to relatively minor deficiencies (i.e. which do not go to the root of the relevant criticism) which may be 
addressed to ensure `full' conformance; 

(c)  On the path to substantive conformance: It appears POL is in the process of altering its practices to remediate 
the underlying reasons for an adverse CIJ finding, where: 1)the pending changes will, once implemented, 
achieve substantive conformance; and 2)substantive conformance will be achieved in a well-defined period of 
time; 

(d) Need to develop a path to substantive conformance: It appears that POL has not remediated the reasons for the 
relevant criticism in the CIJ, and there is no evidence which suggests substantive conformance is likely to be 
achieved in a well-defined period of time, based on the information provided. 
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Introduction 

The material on the following slides has been provided by Post Office internal teams, 
and contains details around the full process that we follow. 

Given that the teams use this to guide their activities day to day, it is necessarily 
detailed and in places complex, using specific language and terms. 

The material has therefore been provided to Board to give an insight and the 
appropriate internal teams would welcome an opportunity to spend some time with 
Board to walk through any or all of these items to provide clarity and answer any 
questions. 
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Flowchart outlines the process following 
receipt of a Transaction Correct letter, or as If a postmaster wishes to request a 
part of the monthly balancing process if a discrepancy is reviewed/disputed, 
discrepancy is found, further support is provided —see 

next slide 
Green boxes indicate a document/artefact 
being supplied, with examples shown on 
following slides. 

0 

x.. . .i .. 
f_ 

N 

L69f 

t'nat : ,. 

................ . ............ ,

so

..: 

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

> fit. ....> .... ._ . .4,0. 



UKG100041682 
UKG100041682 

r-

o
m 
a 

CD 

w 

Currently in development, but when live 

will provide an option to log directly, 

rather that via BSC 

woo 

Is Postmasters tf: ,; -- iut•w c• ,r.:r,:_ 

rd,,r<r9 rl arm` rh, rH;a 

PosnrastercontaCs Help
L_ Desk 

Post Office Account Call Postmaster No PM to review
Support Team to ident _-- 

Pot to

_ ~̀
Yes 

m 

~Gvetimeo 

-
requiredaction 

cturedpoyments Close Q 

/✓ r troasfer to Tierl i 

Tier 1 —~—' [;temp[ to resoto resolve using KBAs~° Resolved? --- - - Close case 
9 ves `' 

Internal Teams f1 GP itPPI1 B 
- .. : NoG (rlag case lean, Audit riNd team) 

...:...., 

Tier 2 s:: eNe Close case " 
r Yes 

:nvestigote Resolved? Close rose 

No 

Tier 3 i 'q VBc!ip<Re 

Yes 
Resoved? Close case 

' 

No 

Review lOioo ot+s;ces euia. Conrlude No 

Committee 

_ _

If Postmasters fail to respond to Its and letters, the _ on dii{u!ie resn.u;ion vestlgotion 
oisputed7 Close } 

case is passed to the Review committee after 15 weeks Yes 

Independent Panel 
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rEEN_C f= TiB S WPCSRT MK OF 14.FI.AND ATM TRAt4SACT1ON CORRPCTTON 

Lirda Wright 
Bank of Ireland ATM Inurri 
2"; Floor West 
Not Future Walk 
West Bees 
Chesterfield 
S49 1PF 

lbstm istresslpostrnaste r 

Cent Sh/Madam 26. April 2021 

Please see the attached evidence to support the credit gain Transaction Correction fm 311B154) 
that was issued to your office an 20.04.2021 relating to (ill ,): 

The= attatlw_d list only 41)1T155 days that do not match your harison figures to Bank of Irelands 
l ies. Ali other days match and so are not shown 

DISCREPANCY BETWEEN 801 DISPENSED FIGURE AND HORIZON.:EPOIRIES 
Rweream Kei I Ooc. tole lAwoor? a tecel anrency TeeD 

26.03.2021 13,310.00 801 FOLE 263'0312021 
2603.20213 13.310.00-
28.032021 11O60.00 801 STOLE 2300312021 
28233.20213 11.063.00-
20.03.3031 20.03.2021 32,76303 nORIZ%N ENTRY 
20.03.20213 32,700.00 
01331.2021 16,86000 801 TOLE 010)432021 
01J34?021 51 , 16,800.00-
12.04.2023 2.440.00-110! COLE 12/0417021 
1?-64.7021 rS 2,440.00 
131)4.7021 5.43300- 8010143 130404?2071 
11.042023,.1 : 5,430.00 
34.04.7023 3,320.00 801 COLE 340'0412021 
14.04 2021 su 11,113.00-
15.01.2021 16,500.00 HOR77Crl'. ENTRY 
15114,2021... - 16,500.00 

3 •• 11,540.00 

Page 1 

, `aT41f1c, Yus •2aWW: da'  f084kitAAlATi 
4 a0a03 -l~

- 
PDB+'"f4h14Ti ira`+S 

-._ ..... ssaea~ 
. . . '.$''-•t 

av xsa•... hlaT, or.S.c 
. 1:1 .. °[a5 -70 . :0 S•. [..231:3, +ri`r: 

saa:fr+ ~~ .r u+ -+; 3,wa -+o: vo sti'mAU:n sra:as 
1+i0i:4a+ ~+445 ~, 6=DOJ +e. . . . 9JSeraallATr ei3.'S 
150.'.v:~ ia~s+ ;.u9'.0 fp',  90 YNlPaA7Aii },.,y; 
nrw+$[;~ ie569 'aNi 10 pMHI!aiATAtn gg :93+:3 1P 

£8:330 eotemd Mica on =GA3._21 and 39.03.21 
£16.800nnt a in-d for0104.21 
£901nd"'It tmJ 10.60'1 

1 ilAr F1lm al OANry of CR.S60110011 RSTATEo ON I IORIZON 

please check yeur fige'es from your dally slip (this Is your 16:30 to 16:30 flgorel against the 
entry yon ham made on hortaon, to verify this Affcronce. 

if yea do rest agree ye have a rnisbalance to cover this TG please contact the Peel  OFfice 
hetpline on 0333 345 5567 and ask to speak to somerme to help with your ATM balance. 

Thank you 
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FA0. lhe_> os[rnait€r 

3 8.03.21. 

Dear PDshnaster. 

$CC V, 0.1".k. COLArvdfaie 
Sit

.efrtente: CAS-1823. Y 

Please see the attached evrdenrewhich supports the transaction corrector.-br 
12P2229 In connett6onwtkh a ttham t%vaterbp9 done on' the D6,03~ 202,0 as 
requestt& 

Thank yea very reach ter gee,

e yoprD taithfulllC 

Wendy 5n, th 

Enquiries SCPPcrtddvi+sor 
Saruita 6 Support. 
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2. Branch Trading Statement 
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r~... c 'S.~ 
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me 

♦<4_t:2x : ::' : ~. ~: :'o. s..'S._s s. 

a.[, 

..'. cc 

1. A—pt MGhthly 
Branch iradljg 

Strtemen[ I ~ 
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Prorate and Confidential 

BRANCH CODE: 237205 
CUSTOMER ACCOUNT: 3037553 

Lear 

Discrepancy idontjlied for 

Y. nnbraj to see if we can help you twelve o discrepancy of £33.05 which has teen 
fegisterco or, your latest trading statement. Phrase find enclosed a statement shoving the 
total antesM of the dls neparK4 aria a breakdown 05 500 we bellete the total has been 
reached, 

Please per in telu[h with en by calling my team --------- GRO ~ L3enl start by airmen 
you more infarmatian about the Scenes an your statement and Sheila you requre tubber. 

help &nd support cell make sure that tens 3 made aaadpifly to you. 

Investigating the discrepancy 

It you don't tinders end the reason for this discre5ene3, we can help yea Is establish the 
Rely cause at it, 

Please fallow c,ther of tyre apbans be:mv, de0a5d03 ear claethcr inn behave it is a Branch 
Discrepancy or a Transat:on Connection.

a) investigating or disputing a branch discrepancy 

You, stencil 5uppnrt Canine. tml _._...GRO ._._ is peat planet to help etc tx 
InvinitiWe further tn xfenuiv lion tree dlscrepatrcv happened. 

it, pe%een u5, we caret agree On the 'eaten why this discrerancy happened, your 

&inch 5oppori Centre Hill be able to .is, if drspohe for you. 

b) Inveotlgatbq or disputing a transaction correction 

:Thee you recawad your tfarsattion mrractian, the loam that sent It will have provided 
ryou-tip ill their tuitpnonC' Runibtr. if you . liens a query about Inc lra,Kacen cerrec obit, 

Page 1 

tb 

S 

If you have already done this, and cosh to dispute the transatbon correction, the 
Transaction Corrections DfSpUies Team will be able to help. Ream contact. them at 
LIi u~astgam,`a~_—z_SivJa or sag thrum on coo - - 

Accepting the discrepancy 

El, toorre*vcJ Yaw understand and accept the rtil'  FI cl., -:Set my iCa¢n on 
' __ ,_,far at oostmasteracC0uflI 3'•i GRO di,-use is best course of 

actaon air you' r_._._._._._._._._.. 

a arranging payment, or a refund, of the amount;: 
a arranging a deduction from ynur reimrrneretmnhtyn 
a arranging an instalment plan. - - 

Remarnber, snore hart to help. Contacting nvfl nrc p sihls rn r. rnrnuc i_

for us to support you wills your discrepancy, so plcasmc get in @ouch as son". as! 
,

and ideally within the: next seven days` 

Yours srntarely, 

GRO 
fd,Chr [Fi! 41:61VPnt,

cciirrncursi irii Tci rrpertcicccqm 

Or, elo ,,let: 

Page 2 
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Name and address 

Date 

call, w-.nn,e 

ldrtt3o ct _ CAmount 

{. a ].. retire Walk. 

549 OF 
0333 645 1019. 

Your referynco, FAD Recipient name 
Dui iafeiency. Gus REF Addrenc line 1 

hddress line 2 
Town/city 
Postcode 

Thera). t' r~a~d)ng M. aranch Discrepancy, wNilc(e was touted by 
the accelsnee "th.the b t :.ss ircd1eacrion Correction listed above. 

Whilst yon h sno = It 5-Ire IRvest19ated6. etc well not contact you regard" tlue 
pmou t rug u:t 

We'll alrcr respond to yau: .abthln l4days, -but it it luu&i a.lwt cay:rircd nitre time. w. ll 
icr yta kiww. 

Yours sincerely, 

5lgnatuns 

Dispute 
acknowledgement a result 

Name of Accepting a TC 
Traneaeiloft Correction Dispulee Team' 
rtsaute:;e~m_~arn:o4fk.8•sw_-ak 
a.-.payWf6eencv 

k o.vledgem~nt=~ 

L J __ m 

01 

C) 
S 

1 ruture Walk
Cn€st¢rfeld M 

stR tpy
1-133 t:ug,. 3019 a 

.:'eur r_terenee: E4O 
l' a men (Ti,:: SEE 

Date 

F' pear cxx 

Product - IAmount 

Thant you for contacting vs repardinp the Transaction Correction above 

tech aim respond to you vetldn 14 -days bet if a lacks as f .mncy ee nd ,ners tiere, v cell 
tetyau moue. 

von rs 01neere17 

Name 
Trartsactiere Carrecaon Disputes Team 
disputeste pmtofflete nS.uk. 
'ipos:aTantitt 

Dispute 

acknowledgement due to 
a Transaction correction 



UKG100041682 
UKG100041682 

N 

8 

1 F rLrt, Lei r

1 Fµte Wok 
cFruterft[Etl 

UP 1PF 
0333655.1019 

your tlfeldlnnE ': Pan ode 
fleifpvnt nam4 - - Our rerereftto case rot 

Addross Pont 
Adduce. 112 
Towrvaty 
pootrade 

Date 

Dear ore 

Prodi.wt - CArey:ant 

1rdlank you far ra€6cn as s s- help r,gari g tht franeerrier P rracraon aaue. 

Whilst trOorucuni tellrcre._raJl r uui 
IS fd to you Lbl€h to C9my Sat heir try crhit t p 3aft con on. ors°.:X 
dsputo 

Will ails raslxnd to yffi etthin 1e days, br,ht t lneksaxf w mry r.osd usrrre tie roc'rl 
let you know. 

y0urs smcerely 

:Disput7e 
acknow hile 
under in nd a 

Mane 
4ranwetiun Correction Dlaputea Term 

credit d

d!p.nn:rramxo rlrtt,:ecnu 

Recipient name 
Address line 1 
Addtsss line 2 
To a/Goy 
Postcode 

Dane 

Dear xxx 

Product - £Amoutnt 

0 

I 
cc 

I 3 
k xl. yrnr.rrt . al 

L C
l9 

C) 
O 

Clre_fertrulr• 
5=L 1P>

03-=3 6-1 ill 

p' u....rxil'eren e: da'rop'= 

Thank you for eantseting us regarding the 7rarsaetio5 Correction obare 

Whilst your depute is being Inve2lgated, rue •., i not contact you rezar,,htry the 
amount on your account. 

We'll aura respond to youuitbin 14 dais, law faturiwasil wurreynnud mor , t r, oct11 
let yep kxues 

Veers sinr€r€ly 

Dispute 
acknowledgement while 

under investigation 

Name 
T oersecti- Correction Disputes Teem 

at} Irrecrrun:+: pprtntfinp ee,nk. 
pns:effdenrr.s 



UKG100041682 
UKG100041682 



UKG100041682 
UKG100041682 

I 
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At the last Board sessonn, we agreed to reformat the nfar ntive des to consider a 
s.dv IIny-side layout. Acccrdingly, we've amended the sHd s and an exarniale for the 
sle a N anan:ers is provided on the ne °t sliras 
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The Cl) implied a term obliging POL to provide adequate training and support to Operators. 'a 

m 
The Judge also highlighted the need for POL support for Operators throughout the life of the contract, with reference in particular to when new working practices are o 
implemented, and new systems adopted.

I; VVndi W-dS It I:IKe verore: : : : . . . . . . . I . . . : : : : . ; : : I . . . : : : ; : : I : nowN PUS 1L.Cfldflgl Cq

Previously, we only supported the top c3500 branches, typically Mains branches 
via support from an Area Sales Manager or Mains Sales Manager. This was 
further supported by a team of Telephone Support Advisors who made 
outbound calls to branches in-between visits. Most of the network received no 
face-to-face support from Post Office and had no dedicated contact when they 
needed help or support; other than the Network Business Support Centre (now 
BSC). 

This led to a poor relationship/experience between Postmaster and Post Office, 
.and often Postmasters would feel Isolated and unsupported. There was no POL 
support around business development, growing the Postmasters business, retail 
support, advice on branch standards and customer experience; or support when 
things go wrong. Postmasters didn't like the fact that some branches had a 
dedicated support from Post Office and others didn't, it almost felt elitist based 
on the type of branch they operated (i.e., Mains). 

In contrast, the larger branches that did get face to face support (typically 
Mains) would get a monthly visit from an Area Manager, and the smaller 
branches a quarterly visit from a Mains Sales Manger. The roles would very 
much focus on supporting their business in relation to Mails, Travel, Banking, 
Financial Services and Telecoms. In addition to In branch support, these 
branches would also be invited to regional and area training events to further 
support capability development of Postmasters and their teams. 

So as far as a postmaster was concerned the support, they received was a bit 
of a lottery depending on the size of the branch and their appetite to promote 
mainly telephony and financial services (this was the emphasis at the time). 

Area Manager team increased 94 in April 2019. Every Postmaster now has an Area 
Manager dedicated to their branch. In addition, a Business Support Manager role has been 
created to provide early days support for the first 6 months after they are on-boarded. 

A partnership approach in ways of working has been adopted between Area Managers and 
Postmaster with Postmasters driving a large part of the agenda, and activities they wish to 
cover in session. ̀ We're Listening' events have been introduced with area networking 
evenings, where Postmasters are invited for dinner alongside other Postmasters, Area 
managers, Regional Manager and senior POL leaders to proactively discuss and listen to 
challenge face, which also enables peer-to-peer networking. 

Different methods of communication has beer actively encouraged between AMs and 
postmasters including the use of WhatsApp, Facebook etc. 

For any new ways of working or changes to products, transaction and remuneration the 
field teams now work together to communicate to all postmaster in the way and time that 
best suits them either face-to-face or using Microsoft Teams. 

All field teams are now informed of all operational changes in advance and are routinely 
included and asked to provide feedback on the nature of the change and what support will 
be required to fully embed. 
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Develop AM/BSMs retail development skills further in order to 
ensure that we continue to provide best in class support to the 
whole of the Postmasters business, not just Post Office. 
An improved CRM system detailing all Postmaster touch points, 
allowing for an even greater Postmaster experience. 
Being more data driven to target the right level of support at the 
right time, to ensure that we pre-empt any potential issues. 
Further evolve the 'Playbook', to ensure that all field teams have the 
right tools needed to support all Postmasters to thrive. 
Horizon training and annual refresher training for all Area Managers, 
ensuring that we are always able to offer technical support in person 
where needed. 
Postmaster Support Guide under refresh to ensure its relevant and 
up to date. 
Going forward, we will continue to evolve ways of working by 
learning from other franchise businesses to understand best practice 
in terms of how other franchisees are supported to succeed. 
We will continue to understand the needs and demands of 
Postmasters to endure that we are adapting to meet this in terms of;
our team structures and deployment. 

xi 

N 

3 

V 0 
Overwhelmingly, Postmasters value the support provided by their Area Manager. They have 
someone to support them to grow and drive their business forward. Provide support with their 
retail proposition and overall customer experience, as well as someone to turn to when they need 
help or support working in the true spirit or partnership. 
Area Managers also support Postmasters to get things right first time when it comes to 
conformance, ensuring that we always trade in a compliant and customer centric way. 
Area Managers are data driven to ensure that Postmasters have the right support at the right 
time, e.g. if indicators show that a Postmaster needs additional support when it comes to cash 
management, the Area Manager can target support quickly and in a proactive fashion. 
Within the regional structures, we now have the ability to deploy additional resource based on 
Postmaster need, e.g. BSM/Onsite Trainer 

Postmaster Consultation 2021 
One of the most positive feedback in the survey was the strong support provided by Area Managers 
Over half have expressed an interest in being more involved in derision making via working groups 
or local engagement with Area Managers. Half want 'human' contact (phone or f2f) when they have 
an urgent issue iBxmassfu s s.X

The graph below shows the important 
Part that Area Managers played in • 
supporting Postmasters to keep their
branches open during the CV-19 

F 

Pandemic. ~•~ 
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The CIJ implied a term obliging POL to provide adequate Previously, we only supported the top c3500 branches, typically Mains branches via support from an Area Sales 
training and support to Operators. Manager or Mains Sales Manager. This was further supported by a team of Telephone Support Advisors who made 

outbound calls to branches in-between visits. The vast majority of the network received no face to face support 
The Judge also highlighted the need for POL support for from Post Office and had no dedicated contact when they needed help or support; other than the Network 
Operators throughout the life of the contract, with Business Support Centre (now BSC). 
reference in particular to when new working practices are 
implemented and new systems adopted. This led to a poor relationship/experience between Postmaster and Post Office, and often Postmasters would feel 

isolated and unsupported. There was no POL support around business development, growing the Postmasters 
business, retail support, advice on branch standards and customer experience; or support when things go wrong. 
Postmasters didn't like the fact that some branches had a dedicated support from Post Office and others didn't, it 
almost felt elitist based on the type of branch they operated (i.e. Mains). 

In contrast, the larger branches that did get face to face support (typically Mains) would get a monthly visit from 
an Area Manager, and the smaller branches a quarterly visit from a Mains Sales Manger. The roles would very 
much focus on supporting their business in relation to Mails, Travel, Banking, Financial Services and Telecoms. In 
addition to in branch support, these branches would also be invited to regional and area training events to further 
support capability development of Postmasters and their teams. 

So as far as a postmaster was concerned the support they received was a bit of a lottery depending on the size of 
the branch and their appetite to promote mainly telephony and financial services (this was the emphasis at the 
time). 
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Area Managers ®A After 

Area Manager team increased to 94 Area Managers in April 2019. Every 
Postmaster now has an Area Manager dedicated to their branch. 
55M role created to provide early days support (6 months post go live) 
Partnership approach adopted in terms of ways of working with Postmasters 
driving a large part of the agenda 
Adopted an approach of'We're Listening' via area networking evenings, 
where Postmasters would be invited for dinner alongside other PMs, AM, RM 
and senior POL leaders to listen to challenge, but also allowing for peer to 
peer networking. 
New ways of encouraging multi level communication between AMs and 
postmasters have been actively implemented, these include tools like 
WhatsApp, Facebook etc. 
When we have new ways of working or changes to products, transaction and 
remuneration the field teams now work together to communicate to all 
postmaster in the way and time that best suits them (i.e. f2f, teams etc) 
Field teams are now informed of all operational changes in advance 

Overwhelmingly, Postmasters value the support provided by their Area 
Manager. They have someone to support them to grow and drive their 
business forward. Provide support with their retail proposition and overall 
customer experience, as well as someone to turn to when they need help or 
support working in the true spirit or partnership. 
Area Managers also support Postmasters to get things right first time when i 
comes to conformance, ensuring that we always trade in a compliant and 
customer centric way. 
Area Managers are data driven to ensure that Postmasters have the right 
support at the right time, e.g. if indicators show that a Postmaster needs 
additional support when it comes to cash management, the Area Manager 
can target support quickly and in a proactive fashion. 
Within the regional structures, we now have the ability to deploy additional 
resource based on Postmaster need, e.g. BSM/Onsite Trainer 

9 

cu 

C) 
Develop AM/BSMs retail development skills further in order to ensure that we continue to ,: a 
provide best in class support to the whole of the Postmasters business, not just Post r 

'a 

Office. 
An improved CRM system detailing all Postmaster touch points, allowing for an even
greater Postmaster experience.
Being more data driven to target the right level of support at the right time, to ensure 
that we pre-empt any potential issues. 
Further evolve the 'Playbook', to ensure that all field teams have the right tools needed 
to all Postmasters to thrive. 
Horizon training and annual refresher training for all Area Managers, ensuring that we are, 
always able to offer technical support in person where needed. 
Postmaster Support Guide under refresh to ensure its relevant and up to date. 
Going forward, we will continue to evolve ways of working by learning from other 
franchise businesses to understand best practice in terms of how other franchisees are 
supported to succeed. 
We will continue to understand the needs and demands of Postmasters to endure that we 
are adapting to meet this in terms of our team structures and deployment. 

Postmaster Consultation 2021 
One of the most positive feedback in the survey was the strong support provided by Area 
Managers 
Over half have expressed an Interest in being more involved in decision making via working
groups or local engagement with Area Managers. Half want `human' contact (phone or f2f) 
when they have an urgent Issue 

The graph below shows the important " 
Part that Area Managers played in 
supporting Postmasters to keep their 
branches open during the CV-19 
Pandemic. 34 
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More r 5 rc postmaster co pkaint handDn 

We are taking a number of actions to support our postmasters with their complaints: 

• A new postmaster compliant handling policy has been created. A copy is available to all Post Office employees and training has 
been provided to all teams who handle complaints 

• We are encouraging postmasters to raise their complaints with us through regular comms therefore we have ensured we have the 
right resource in place to handle any volume increases 

What happens with the feedback? 

• Data from the case management tool is extracted to produce a live Postmaster Issues and Complaints dashboard 
• Each business area has access to the dashboard and can drill into their area of accountability 
• Service levels are closely monitored along with complaint volumes 
• Each area of the business is being held to account to ensure they are giving best possible service to postmasters 
• Trends are discussed at the monthly Voice of the Postmaster meeting and opportunities identified to fix root causes of issues 

Key metrics: 

• In P1, 85% of complaints resolved were resolved within the 10-business day SLA (vs. target 80%) 
• There are 209 complaints currently open which are over SLA' 

• The majority over SLA are due to the nature of the enquiries coming through the Adopt an Area (AaA) channel - some of 
these are not complaints but requests or suggestions, e.g., asking to be able to track letters and parcels on Horizon for 
customers, asking to be able to sell special stamps (in an outreach branch) 

• We are considering how we can separate complaints from AaA vs suggestions to ensure feedback is handled through the most 
effective channel and to avoid distorting complaints reporting 

1. As of date of analysis: 17/05/21 
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Area Key Insights Actions assigned 
e 

- 

>50% are Royal Mail or 
RMG/PF SLAs and contractual obligations to be reviewed if meeting obligations 

Product Parcelforce failed or 
Weekly communication with RM Complaints link now issued 

missed collections 
Reinstate Power SI missed collections log to validate against RM/PF view 
Service Management meeting with RMG to be held (including complaint review). 

RMG have agreed to make changes to reduce dust and debris when manufacturing and packaging the Queens Head 
Label 
New counter printer QR code deployed which takes postmaster straight to the printer cleaning video. Data to be 

>40% Printer issues of analysed to see if this reduces incident volumes. 
hich 66% caused by Additional counter printers to be supplied to Remote, Rural and Outreach branches as part of our remote spares plan 

IT ust & debris. Historical Engineering supplier to carry out proactive maintenance 
eta indicates these wi l l Specialist cleaning swabs are being piloted. 
ontinue to rise. To explore whether SPM device strategy can be accelerated 

Confirm likely requirements of new printing devices and assess impact of integrating with Horizon with FJ to bring 
implementation forward 
Explore options to design out printing with Product owners e.g., email receipts (in Horizon Improvements phase 2). 

Work is underway to reduce lead-times between branch ordering and receiving stock, target to reduce by 1 day for all 
branch types. 

20% YTD relate to Stock Bank holiday ordering trial underway, previously branches that routine order day fell on a bank holiday, orders were 
Supply chain rdering of which 35% rolled over to the next scheduled day, therefore missing an ordering period. 

mergency orders Additional comms to be provided to PMs when stock delivery dates change. 
Better forecasting of spikes in emergency orders e.g Stamp price increase. 
Christmas Planning underway. 

N 
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Sealings Report 03`d June 2021 

Rubia Khanom, Company 
Secretariat Apprentice ° 

Veronica Branton, Company 
Secretary 

Inir Approval 
The Directors are invited to consider the Register of Sealings and to approve the affixing of 
the Common Seal of the Company to the documents set out against items number 2057 to 
2070 inclusive in the Register of Sealings. 

For the Directors to resolve that the affixing of the Common Seal of the Company to the 
documents set out against items numbered 2057 to 2070 inclusive in the Sealings Register is 
hereby confirmed. 

1 
Strictly Confidential 
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Date Created Post Office Limited Company Number 
26/05/2021 Register of Sealings 2154540 

Seal Number Date of Date of Persons Attesting Destination of 

/ File Ref. Scaling Authority Description of Document To Document Document 
2057 / Power of 12/03/2021 12/03/2021 Power of Attorney granted by Post Office Limited under UK law as a Sarah Koniarski, Senior Assistant Web3 0100960 

Attorney deed, entrusting Beijing Sunhope Intellectual Property Limited to act as its Company Secretary 
agent in relation to trademark number 7207238 for renewal of registration 
and recordal of modification of licensorflicensee. This Power of Attorney 
allows an Agent toad on our behalf in renewing a registered trademark in 
China — this is not a licence to use our brand. Authorised in eCAF1276. 
Web3 reference: C100960. Executed as a deed under the common seal 
of Post Office Limited - this is a Power of Attorney so no counter-signature 
required. 

2058 / Transfer 23/03/2021 12/03/2021 Transfer in respect of Sale of Freehold - Ammanford Post Office, 4A Veronica Branton (Company Womble Bond Dickinson 
of title Queen Street SA18 3DE between Post Office Umited (Transferor) and Secretary) and Alisdair Cameron 

Sumankarar Suntharamoorthy (Transferee). Executed under electronic (Director) 
signature coordinated by Womble Bond Dickinson due to Covid-19 

endemic. 
2059 / 23/03/2021 17/03/2021 Leasehold Surrender relating to 67-70 North Hill, Colchester, Essex C01 Veronica Branton, Company Womble Bond Dickinson 

Leasehold 1 PX between Post Office Limited (Tenant title number EX838549) and Secretary and Alisdair Cameron, 
Surrender Firouzi Investments Limited (Landlord TITLE NUMBER EX587025). Company Director 

Executed under electronic signature coordinated by Womble Bond 
Dickinson due to Covid-19 pandemic, 

2060/ Deed 24/03/2021 24/03/2021 Agreement to surrender a lease of premises at Post Office premises at Sarah Koniarski, Senior Assistant WBD — Returned Direct 
Crown Street, Darlington, DL1 1AB between Newriver Retail (Darlington) Company Secretary 
Limited (Landlord) and Post Office Limited (Tenant). Executed via e-
signature during Covid-19 pandemic and returned direct to WED. Note 
letter of non-crystallisation relating to the same. 

2061 / Transfer 24/03/2021 24/03/2021 Transfer of title relating to Head Post Office, Crown Street, Darlington, Sarah Koniarski, Senior Assistant WBD — Returned Direct 
DL1 1AB. Executed via e-signature during Covid-19 pandemic and Company Secretary 
returned direct to WBD. 

2062 / Licence to 31/03/2021 02/03/2021 Licence to occupy on short term basis - relating To The Area Known As Rebecca Whibley, Senior Assistant WBD 
occupy 38-40 West Street Rochford Essex SS4 1AJ between ROCHFORD Company Secretary 

FINANCIAL HUB COMMUNITY INTEREST COMPANY (licensor) and 
POST OFFICE LIMITED (licensee). Executed using DocuSign 
coordinated by WBD during the pandemic. 

2063 / Transfer 23/04/2021 22/04/2021 Transfer of title - TR1: Surrender of Leasehold Property - Units 9 and 10 Veronica Branton, Company Karima Karger, Legal 
of title (Postal Nos 45-46) Queens Arcade, Queen Street, Cardiff CF10 2BY - Secretary and Alisdair Cameron, 

between POL (Transferor) and Sapphire QAC Holding S.E.N.C. a society Director 
en nom collectif constituted under the laws of the Grand Duchy of 
Luxembourg with number 8159592 whose registered address is 1 Allee 
Sheffer, L-2520, Luxembourg . Executed under e-signature during Covid 
19 pandemic. 

2069 / 25/04/2021 22/04/2021 DISPOSITION by POST OFFICE LIMITED in favour of 83 S LTD Sarah Koniarski, Senior Assistant Kadma Karger, Legal 
Disposition incorporated in Scotland (Registered Number SC105694) and having their Company Secretary 

(Sale) Registered Office at 28 Melville Street, Edinburgh, EH3 7HA (Purchaser) 
in respect of 265 Momingside Road, Edinburgh, in the County of 
Midlothian. (Recorded under seal entry 2069.) Executed under signature 
of an authorised signatory and witnessed. Note: Letter of non-

Strictly Confidential 
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Seal Number Date of Date of Persons Attesting Destination of 
/ File Ref. Sealing Authority Description of Document To Document Document 

crystallisation regarding POL debentures In favour of BEIS and Santander 
accompanyingdis osition. 

2064/ 29/04/2021 20/04/2021 Agreement for the Sale of Leasehold Land with vacant possession Veronica Branton (Company Karima Karger, Legal 
Agreement for Relating to Post Office Premises at 1 Church Street, Exmouth EX8 1AA Secretary) and Alisdair Cameron 

Sale between Post Office Limited (Seller) and Wolfhead Limited (Buyer). (Director) 
Executed under a-si nature durin the Covid-19 Pandemic. 

2065 / Transfer 29/04/2021 20/04/2021 Transfer of Title for Post Office Premises at 1 Church Street, Exmouth Veronica Branton (Company Karima Karger, Legal 
of title EX8 1AA between POL (Transferor) and Wolfhead Limited (Transferee) Secretary) and Alisdair Cameron 

Seal 2065 (Note: Capital Allowances Election also provided.) Executed (Director) 
under a-si nature during the Covid-19 Pandemic. 

2066 / 29/04/2021 27/04/2021 Underease relating to part of the land known as Unit 20 Nursling Veronica Branton (Company Kadma Karger, Legal 
Undedease Industrial Estate, Majestic Road, Nursling, Southampton S016 OYT Secretary) and Alisdair Cameron 

between Loomis UK Limited (Landlord) and Post Office Limited (Tenant) (Director) 
Seal 2066. Executed under a-si nature durin the Covid-19 Pandemic. 

2067/ Licence to 29/04/2021 27/04/2021 Licence to underlet relating to Part of Unit 20 Nursling Industrial Estate Veronica Branton (Company Karima Karger, Legal 
underlet Southampton S016 OYT between AVIVA LIFE & PENSIONS UK LIMITED Secretary) and Alisdair Cameron 

(Landlord) LOOMIS UK LIMITED (Tenant) and POST OFFICE LIMITED (Director) 
(Undertenant) Seal 2067 Executed under e-signature during the Covid-19 
Pandemic. 

2068 / Transfer 29/04/2021 27/04/2021 Transfer of whole registered title with limited title guarantee relating to Veronica Branton (Company Kadma Karger, Legal 
of Titke Post Office Premises at 117 West Street, Fare/ram, PO16 OAA between Secretary) and Alisdair Cameron 

Post Office Limited (Transferor) and City Centric Limited (Transferee) (Director) 
Seal 2068. Executed under a-si nature durin the Covid-19 Pandemic. 

20701 Lease 29/04/2021 29/04/2021 Undedease of whole until 2026 in respect of 117 Stockport Road, Veronica Branton (Company Kadma Karger, Legal 
Manchester M12 6AB between Post Office Limited (Landlord) and Arif Secretary) and Alisdair Cameron 
Matadar (Tenant) Executed under a-signature during the Covid-19 (Director) 
Pandemic. 

Strictly Confidential 
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Tab 11.4 Future Meeting Dates 

Title. Future Meeting Dates LL~~ a- 03rd June 2021 

Rubia Khanom, Company Veronica Branton, Company 
Secretariat Apprentice  ° Secretary 

u 7, ~~~--~h~t° Noting 
The Directors are requested to note the future meetings dates scheduled in respect of Post 
Office Limited Board and Committee meetings. 

1 

Thursday 03 June 2021 10.05 - 11.50 Board (Part 1) 

Thursday 03 June 2021 14.15 - 17.15 Board (Part 2) 

Thursday 10 June 2021 15.00 - 16.30 Weekly CCRC Board Call* 

Tuesday 29 June 2021 10.00 - 12.00 Additional ARC (for ARA) 

Thursday 01 July 2021 15:00 -18:00 Remuneration Committee 

Monday 26 July 2021 09.00 - 11.30 ARC 

Tuesday 27 July 2021 09.30 - 13.00 Board 

Tuesday 27 July 2021 13.30 - 18.00 Board Strategy Away Day - 1 

Wednesday 28 July 2021 08.30 - 16.30 Board Strategy Away Day - 2 

Tuesday 28 September 2021 09.00 - 11.30 ARC 

Tuesday 28 September 2021 11.45 - 16.15 Board 

Tuesday 28 September 2021 16.15 - 16.45 Nominations Committee 

Tuesday 28 September 2021 16.45 - 17.30 Remuneration Committee 

Tuesday 26 October 2021 09.00 - 14.00 Board 

Tuesday 30 November 2021 09.00 - 11.30 ARC 

Tuesday 30 November 2021 11.45 - 16.15 Board 

Tuesday 30 November 2021 16.15 - 16.45 Nominations Committee 

Tuesday 30 November 2021 16.45 - 17.30 Remuneration Committee 

*As agreed at the CCRC Meeting on 02 April 2020, this Board cal l is being set up as a 
reoccurring meeting every Thursday at 15.00hrs. 

Strictly Confidential 1 
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Tab 11.4 Future Meeting Dates 

Monday 24 January 2022 15.00 - 17.30 ARC 

Tuesday 25 January 2022 12.30 - 17.00 Board 

Tuesday 15 February 2022 10.00 - 11.00 Nominations Committee 

Tuesday 15 February 2022 11.00 - 12.00 Remuneration Committee 

Tuesday 29 March 2022 09.00 - 11.30 ARC 

Tuesday 29 March 2022 11.45 - 17.00 Board 

2 
Strictly Confidential 
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Board Meeting Table 2021 

26 January 2021 30 March 2021 03 June 2021 

• CEO Report • CEO Report • CEO Report 
• Financial Performance Report • Finance: Solvency, Budget 2021/22, Financial Performance Report • Financial Performance Report 
• Solvency Paper • Network Strategy update • Strategic Plan 
• Draft Budget 2021/22 • Postmaster Programme update/ Postmaster Journey Project • Banking Framework 3 Pricing Framework 
• SPM • Mails Regulation dlscussleopaper • SPM Multi-year Business Case 
• Network Strategy update • Starling update • Starling update 
• PUDO • People Update • Historical Matter Business Unit report 
• Postmaster Experience • Independently facilitated Board Evaluation Report • Approvals: External Auditor Fees & Scope of Engagement (2020/21); Post 
• Health&Safety Report- including security/eafelytevlew • Historical Matter Business Unit report Office Operating Model Funding; PUDO funding; Matters Reserved and 
• Noting and Governance items • AnnuaIS m Report Tons 

............... . ..............: ., • Noting and Governance items (ind. Microwft Enterprise Agreernen[ • Notin and Governance items g 
Non•Executive Meeting __,. .. ..,„.„_rr,,.  ~. , .............„... •„„.._~ 2021 -24) 

27 July 2021 Strategy sessions -27 & 28 July 2021 28 September 2021 

• CEO Report • Digital Identity • CEO Report 
• Financial Performance Report • Financial Performance Report 
• Independently facilitated Board review actions The agendas for the strategy days are being drafted by Tice McInnes, • Belfast Exit Plan: delivery progress and cent steps 
• PUDO integration Transformation and Strategy Director • Historical Matter Business Unit report 
• PUDO update • Noting and Governance items 
• Belfast Exit Plan: external consultancy 
• Historical Matter Business Unit report Non-Executive meeting 
• Modern Slavery Statement 
• Noting and Governance items 

Non-Executive meeting 

26 October 2021 30 November 2021 25's January 2022 

• CEO Report • CEO Report • CEO Report 
• Financial Performance Report • Financial Performance Report • Financial Performance Report 
• Historical Matter Business Unit report • Historical Matter Business Unit report • Historical Matter Business Unit report 
• Noting and Governance items • Noting and Governance items • Noting and Governance items 

• Annual Report and Accounts 2020/21 • Approval: Code of Business Standards 

Non-Executive meeting 
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