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Network Functlonal Report

Crovwn Netwaork

At the end of Period One, the Crown Nebeork s & 88% of focus incoms target, and 103% of
standard incoms targel, although some ssuss still remain over the phasing or targels which could
snpact on reporied performance. Express mais - infand and infernational - along with travel
monsy, wors all adversely affected by the impact of Hight restrictions during weeks 3 and 4.
The branch managers' FE acoredifation process has started well, with a +80% first ims pass rate
asurrently being achieved on Savings assessments - the first of five training and assassment
iterventions which alt branch managers must complete. This is an intense programme of activily
for braneh manages and 8 on schadule 1o allow the F& iine management {0 transfer from sales
ocapabiity managers o anch managers gt the end of Seplember
1«‘\ pwﬂ;e&i puiling structure and governance around our activities 10 reduce walting Hmss has bean
dabdished. Key milesionss and Largels are being agread. We will be communioating our plans
more widaly over the coming weeks and sseking quick wins o give momentum o the projsct, and
confidence o branch colleagues,
We have also commencad g review of the impact of cur decision 1o take assistant branch
managars sul of 147 of our smalles! vanchas, Overall, the impact appears {0 havea baen well
managed, bt we have some Bsuss over the provision of gover for managers’ holidays, and soms
maiarial vartiations in sales performance which deserve investigation.
Final rem‘acééiatém of impressions Count scores for 2008/10 showed the orown network achieving
87 1% dargel 87%) which was & remendous achievement, using the refurbishment trogramms
as the catalyst, 10 raise the bar on retall stendands right soross the network,
The first cut of Crown stall and nore-stalt cosis for FPeriod 1 shows the nelwork {0 De within
budgest, with staff costs well undsy control
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Opet atamai aqr-a-e rzém m‘; “een reached over he ¢ epiog AR gouipn At with final
corgract agreement wsek commencing 4 May, First asmmiifzz NS ?E&Véi‘ Degurt 1o altow key dates to
e met, 38 sites have besn dentified and sgreed. Any further sites required will be subject o
further negotiation as physical changes 1o WHS sies will be required

Detailed planning has hegun for the establishment of 3 new WHS franchises - Zaling, Huntingdon
and Nomford, Emphasts will be on reoruitment and training of high gualily managers, the early
maximisgtion of customer migration, and short-tary promotion of ravel produsts 1o make the
mast of the seasonal peal 1o sstablish branches in thelr new locations,

Agency Sales Programme

®

A taunch everd was held in April for the REMs/ASBMs 1o axplain the vision, aims and new ways of
working for the naw sales tearn, ASMS spend the next 3 wesks introducing themsslives and
astablishing reigtonships with thelr ranches,
We have now completad a 8 day ssles maodeloroduct induction programme for REMy/ASMs 50
that thet can engage on the sales model as past of branch visils, including on-fine sales coaching.
We currently have 47 of the 80 ASMs regrulted and sssessments of indernal RMG candidates are
continuing during wic 17 May.
The first 3 trave! workshops have now isken place, aimed at the 500 largest travel branches.
Although the focus s on the rave! suite of products, we are glso training them on matls, ¢ fopups
and personal banking withdrawals, This is the nitial launch of our sales solution in ow largest
ranches and the response has been very positive with aver 360 branches attending so Yar and
§5% of altendeas marking the event as 10410 and the rest marking 1 28 § or ¢ with some positive
commants coming through
o Huddersfield (Jackis): "Best workshop Pve Deen o in 188 and fook forward fo follow
up in branch, { will meke sure the sfenderds are adhwred 1o by sveryone and use
coaofiing fo maintain sfandards®
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Acdevies Branch: " feof very motivated and confident {0 coach my feam on the
COMISRHons « § know there Is an necessily fo do s sow and thet we noed fo changs
ooy atffiede o seffing and giving our customers 8 baller service”

The telgphone account managsmeant bial iniial sel up phase is now underway, 3 Telephons
Account Managers have now Deen regruited and fully rained on sales conversations and
caaching the sales model Indlial oall sonpis have been produced. Lefters will be sent to 500 high
neoms remolgfunmenaged ranches 18 May and foliow up calls 1o reconstd bvanches o the
mitiative {0 commencs on 28 May. Initial foous {0 be baseline products and travel

At the end of week §, we were at BE.3% of targel (E195k negative), Travel Money s the biggest
area of the shodfalt 1% E1THIK a@gat ve‘s This has been due 1o the ongoing disruption caused
by the voloano in loeland, Passponts, 105% (E73K positive) and Special Delivery, 101% \£52=<
nositive) are the besl performing prog iu: ______

&)

Network Changs and Devsiopmesnt
Aetwork hvislligengs:

®

Network Numbers: In Aprit we cem;:sfs:»:zed the year end Network Numbers Report, There has
Dean net reduction in open outiats of 88 from 11828 1o 11,858 In the 200810 financial year.
Howsver, when Fiots and Logally Funded siss are taken info account the net reduaction I8 48 ds
dowiy from 11852 o 11,808,
invrsmenial {;hanga Modsiling: The team respondsd o an estimated 10¢ Ingremental
Modaliing requesis from the feld team i Al This i stightly lowver than Aol st year which was
118
Hranch Workload/Efficisnoy Modslling: The Branch Workioad Model uses the Horlzon
fransaction log fo messurs efficiency, sstimate staffing and counter position requiremsnis,
Freviously Hwas only capable of modeliing one branch gt a time angd was very time-consuming o
use. A new Mode! hes now hean developsd which can process the whole netwark and, thareforg,
aflow us 1o extend the scops of work amd raspord more g éﬁ%{% and effictanty o requssis for
workioad mil
Branch Sup
COR wzc‘imn%
business, 1§
e in futurmetwokm ad ¢ L . :
AEL Worlkd s continuing with the AE! Programme Tmsr {0 construct 8 soungd B etwcssk of TR0
DVLA AE! branches. The sim iz optimise the geographics! aocessibility and {o enswre thet
sapacity reflects kely derrzand for the service by area. A high proportion of the branches inltially
selected do not have sufficient space to it the sguipment 80 we have dcwmmﬁ g methodalogy
fo identifying rep ,&mmems for branchsas that gre desmed 1o be no iU We Bave also started
inoldng at how to belp the Programme tearn achieve 3 gond geog apha i spread of the Maxd
units which provids whesichair accessibility.

out in
@ of the private
Hatabase for

Agents Pay & Contrasts:

*

We are seeking {o apply non-compete resirictions onto those services of general economic
nferest (SGED products that are part of AR g, DVLATUKEBA JIPE. This will be communicatad
g the esiate as part of the restrictions re-launch in Junedduly, Thers have begn iasues with
WHSMIth with regards 1o the AR contraQt, resulling In some re-dratling 1o franstfer risk and cost
Theare are also some Bsues with CRTG with regards the roll-out of paystation dirsgt, soms of
these are {7 and some contractual, we are hopsful that both will be resolved by the end of May,
We ars commencing work with Une Stop 1o tnal paysiation divedd settfement al & small numbesr of
their stores, with the prospect ef upio ’22&

We are 3Eo>y o working 1o find a remedy 10 how we would apply non-compete restrictions in any
pannershin with ePgy/Camelol, We have commenced enforcement activity 8t up 1o 400 siteg
whare client intelligencs indicated that there maybe & breach of non-compets restrictions,

Network Relationships:

&

FAY i

oo We have besn unable 10 reach agresmant wilth NFEP on the 2010/11 pay changes and
therefors have wiitllen {0 agents informing them of mafe changes. The NFSP have responded
by indtiating & media campaign, lendad 1o fores PGL 1o back down, The current sifuatinn is
gxdremely unpradictable and we are considering our responas as s imporiant we do not find
ourselves in opposition with the Fed and OWU gt the same time,

Chyvisusty This s disappoirding but the challenging sovironment that POL s apsrating within
means we simply do ngt have any further funding 10 meke available. We have minimised
impact on Agents’ Pay by restricting changes i thase that ars within the existing contract ~
Lol revisions to annust fixed payments, RV tarllff Bowthroughs, and those which are
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gonsaguences of cllent contracts whare incoms has changed as a resylt of POL having 1o hid
competitivaly.
N?’S?
Engagsment
s April’s Negotiating Gommét?me mseling took place on 1314 Apdt and proved (o be a Heely
and eventiul sassion. A wide rangs of toples werg distussad, including:
s The new adverdising campaign
= Hesiriclions polioy
s Mails
= Mol migration issuss
= Travet Updats
= ATH Seourdty and Service.
o Arnsual Cm?&mme (17-18 Mayn {Eg ¥e ma‘i b ag (ﬁ{é’“\f\ ] m\, uunf? r‘ﬂfé on day one was
wil rgosiv

gonferens
= amd{-}" shaved 1o

spared o

s mg%ng e NFSH o e
o the bilt payment markel

Fresdom of Information:

o Significanthy, from 30 Aprll cur extemnat websiis will bhe mpui&im with & Fregdorm of
information ink {undsy Royai Mail Group on the ?sam pagel. This is a positive slep in our
gpproach o complying with the Adt and making  more sty aaq?zéfmwarﬁ for owr customers

o New rgquesis recebved by the FOHsam includes questions reiating 1o our new queuing
SyIems, our restriciions polioy, mobils outreach servics ssues and H’a? axgeptions fund fur
the Metwork Changs Programme. Additionally we are progressing an intemal revisw reiating
{0 8 branch audi report,

Financial Ombudsman Services refervalsr One referral {chargeable case o POL) was

received during Aprll iy refation 1o our "no comnission” policy. We have challenged the

Cmbudsman's decision o accept this a3 a chargeabis case and awal & response

Consullatiors This mondh we have commenesd the consuliation of Park Road Crown Office,

Toxteth in Liverpool H i3 proposed that the branch relocates o the looa! Somerfiald store

feilowing the redevelopmaent of the curent site, whilsl remaining as 8 orown office branch, During

the purdah perlod MPS are not pard of the opinion former communications, however wa plan o

wille 1o the newly elected candidate post electon 10 inform them aboul any current consuliaions,

Ao I ST

Executive Correspondence (ﬂagcases) The executive correspondence team are still recelvmg
some letters from MPs despite the current purdah. Each case is dealt with individually ensuring
that we tackle any relevant customer issues but stay within current purdah guidelines. Internally
we are dealing with requests from subpostmasters who would like compensation in relation to
closures followmg the Horizon issues over the Easter period.

D & c\m P TR T SRET WENTHVE T e (BICRN AT iiansd 28 A,
Hradwel on Sea on 29 April) taking the total in E:swx o ning and nationally 12, Work is
rogressing on five ?m? er sites ~ 3 in Sheffield, 1 in Weaithamstow and 1 in Hackney,

Network Devslopmeant

; ®

Fogt Office sssentials
o To dale we have 43 POes Hye in the Networke Of these, 23 are & second phase of pliots
which arg evaluating new branding (Post Office Loosl), pay model and training package, We
are on &r§ %"z deliver the 35th {Jh'ﬁ%f‘ 2 pilols by 7 May.
oo Weare i ‘Eu raview and map all the currert POs processes 1o ensun
operat m{}% : i1 ; 'd%%ee 3 the hwdgie Change | : & and of
! ol o He i heup e e mode! a3

ﬁ&qeﬂw §3§ { 3 o ;
Foliowing the agresment of the FOLIT o securs ihe‘iec asy f&{ Fary (‘dm W8 878 Qrograssing
the move o the naw site, Consullaticn papers are being filed and the planning application &
i the procsss of being submitted,

o The intemal layout plan has now been finglised, The intemal format Jook and fesl) §s also

nearing complatian,

WWe are currently working on the business case for the remaindsy of the works, Our cusvent

plan is o presant the case (o the POLIC on 31 May.

]




o An inial engagement meeting has been hald between the lemporary agent, Julle Thomas
and Drew MoBride, Onoe we have received the final version of the NDA from legal services,
we will then meel with the lsmporary agent again to share the layvout and formal plans,

s Basios:

o In the last week of Apddl, we mel with Epay / Esso and shared information on branding and the
first cut of potential locations,

oo Ve have now received the final version of the feasibifity study into phass 1 of Basios {stand-
atone paystation) from C&IS. This feasibility was then pressntsd by G&I8 1o the business
change authorily process QCARY, with no significant issues raised

o The business case for phase 1 of Boslos was due o Do presenied at POLUIC on 4 May but has
been withdrawn following the 1211 programme board dedision 1o move Basics o the

reserve activity lish, The following riskgfooncems axist in relalion 1o Basics being moved in

the reserve st

v Thal ceasing now would send a negative messags 1o ePFay that we have already made a
decision (which we haven'h on the strategic aspect (ePsay / Cameiot).

» Roval Mail s now interested and keen o pursue the relall mails produat {(hoxes and
oolviopesh, Hwe do not delbver thig, then there is g risk that they will, under theiy own
branding and possibly with alternalive pariners,

= This activily gives us an insight into ancther nebwork solution that might be apartof g
future toolkil necessary 10 support our strategy which now cannat be progressed,

s  Network Blusprint:

o Foliowing the agreament of the Gravily model business case at the POUIC of 18 Aprd, legal
services have advised a risk thal will reguiirs an update paper going back Lo the PCUC for
approval before we can sign the contract with the supplisr. The issus relatss o POL not
misusing or copying the suppliers P rdghes {due 1o the {fact we gre purchasing 8 hosisd
system). The supplier wants POL o agres 1o a Habilily of up fo £1 million if we breach their
i rights. "Yhe ;p;}i’ér ariging 31}; waniad a £30 Habillty which legal ssrvines have negotiated
R, G g; will cover the fnlowing:

s g drour vhic wxmid result in 1

s hnproved .&g&n{:y Wf*%we hesn working with the mmdi?’e? T and Ha\:‘ K who have
produced a Mook Shop which incorporated the design spacifications from Cave design inchuding
examples of an AED wall, welcome wall, bulkhead el Foliowing the bullding of the "Mock Shop' a
detafled design manual will be ,}mﬁuwd by Cave dasi ijn wioh will Include costings by 'zoneg’.
Wie are currsntly working with the fiekl teams 10 idantify suitabls pllol sitss,

Metwork Change Operations:

s in addition o twoethinds of the Fleid Change Advisors supporting HNG migration, a number of key
gotivities came o fruffion in April, Round 2 of the Wedsh Past Office Diversificgtion Fund (PODF)
genersted 70 applications from Subposimasters wishing o refurbish thelr post office with “ahe
gverage funding request in the range of 218k, The Scotlish Parliament is currently consudting on a
Beottish version of the POLDF which, ¥ introducsd, will make £1m per vear availabie o
Subpostriasters in Scotland o develop thelr post office business for the fulure.

= Disappointingly & largs pen =mi:3e;e of the core & outraach operglions axpernianced on iing servios
disruption again during Aprl and whilst thess appeay {0 have been resolved, the fleid tsam are
siilf dealing with the sflermath ~ cores close to resigning thelr outreach opsrations; customer and
stakeholder complaints and g loss of customers dus 1o the unreliability of the service. In the main,
core & oulreach operglions are quile fragile and any further disruption 1o servics would

undoubiadiy see some cores hand back the keys', therefors it is oritical that we resiors
confidence in this parl of the networke

Network Support

BMaiis: Malls segregation performance for Aprll makes disappointing reading although we are
challenging the reporting data from RML 35 this continues to comtaln anomaliss. This vear is the fingl
vear of the IBA agresment and we are required (o achieve mails targels by March 2011 o avoid
penalties. The way in which mal was sampled al the Hime we agreed targsis was diffsrent fo how #H s
now Being repovied, W now need o revisw this with RML 0 ensure we arent uiraasonably
disadvaniagad. We issued & mails conformanes lsaflet 1o all branches in March under the ‘Branch
Standands’ banner and branches identified through sampling a8 having ssgregation fatiures are being
contaeied individually.
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" Horizon Online:
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* class mai 2nd class mall 1 olass mail Ziwd olgss stamp

s:egreg;ai 0 segregation stamp cancaiiation

cancellation

Targat Actual Targsat Agotugl Tamget Aotual Targat Actual

Aprii 2010 GR.0% | O1.73% | B7.0% Ul as% 1 ousth | ubub% 1 ab 8% | be.08%

Agents Condracts:

s AMelzonby ~ the Police investigation has prograssed leading {o Robin Garbult, Diana’s husband,
peing chargad with her murdss, He has now appeared in oourt and 3 on cemand. Diana's funeral
ook placs on 7 May, was a very dignified service which was exiramely wall atiendsd, POL
was regresented by Lynit Hobbs and Gavie Peacock from Nelwork SBupport and Lasbey Frankiand
from Security, At the request of Diana’s mother a8 donalion has been made {0 Yorkshire &k
Ambulanas in memory of Dlana,

s From 114 May e%wwz subpostmaster contracts were suspended a8 & resuil of shortagss found &
audit and 18 (Ecﬁf‘«"swmf wersil excess of E’i\mk Tegaf the hmmhes hds been
rpopened 1 e % : : baen four
"obmry’ b

« The «3{3(&3 ¥ g\mw?fe‘g% @ 1o deliver oomitimen i partinr e .gza?@?@%deve fopitent
changss are now being sdvertised and sppointmaends gre heing progressad.

s Following he mesting 1o d %c 158 how {0 manags non saies performance in multiples branches
e’y decided o tlemporantly introduce & role 1o review all of the grocesses related o managing
performance i mudtiple p&ii wy branches and make changes o enswe they are it for purpose
hefare we significantly change how wes work with thege partnsrs (o improve our non salss
performance.

e Over 1200 cutbound calls have Deen made (o ageney branches in April using & combination of
admin and field support 1o foous on parfOIMAance &reas ra %gsaag from fafled cash deciaration and
Dranch trading I AT avallahbiiily and Paystation connestivity,

Corformance:

s The seoond branch scovecard was despatched 10 all branches wic 4 May,

s The first stage performance intervention scivity covering failed cash deciarations has begun, i
the required improvement s not delbvared, his will result i visiis o branches, the cost of whic
will be charged o the aganl

s Around 370 agenoy branchss received telephone support in Aprll o ensure they are aware of
f}bu& Mystery Shopper requirements.

+  Ex-BDM locations now included in Apils cutbound call achivity for alleged Home phone miss-sell

and ATM svailshility (208 oslis)

e Ateam of over 300 is available to support migration activity. The majority of the team is made
up from transitional people from network including recently displaced BDMs, Crown surplus and
125 volunteer subpostmasters. All have been trained and are ready to support rollout. However,
the number of transitional people available has started to reduce as colleagues find roles outside
of the business and therefore leave. The longer the delay to rollout the more of an issue this
could become and we are considering contingencies such as trying to recruit more
subpostmasters to the team and possibly not supporting all branches face to face and if we
decide to pursue this approach we will select the branches based on current levels of
conformance and risk.

e The recent pause in HNG activity has allowed the migration support team to target Crowns and
larger agency branches to offer pre-migration support and also complete compliance and
conformance activity. This has resuited in approximately 500 visits being made and some really
positive feedback on the support offered.

¢ The team have completed cash checks at around 750 branches and conformance checks at over
940 branches. To date, four suspensions have arisen from the cash checks.

e \We are revisiting migrated branches to go through with them important recovery information in
case of any further issues. Again, the response to the extra offer of support has been positive and
this is seen as a good way of ensuring that confidence in the new system is maintained. These
visits will be completed by 28 May.

¢ e have also been able to use colieagues from the Horizon Online migration team and the
Network Support field team to provide support in Crown branches over the Easter period.

paystation® CRTG update: The problems experienced with Alliance and Leicester and the supply of

overnight files which have resulted in A&L bill payment transactions not being available via the
paystation® terminal should be resolved by the middle of June. Through the issue of restriction
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waiver extensions we've ensured this issue was not visible to CRTG as this may have caused
reputational problems for us. Around 250 of the 500 CRTG terminals will now go live this week and
the Co-Ops in this group understand that A&L bill payment will not appear on the system until June
2010 with the remaining 250 going live in early June.

Network Support Field Team: Due to delays to Horizon Online rollout field team activity resumed
and in addition to cash and compliance audits we delivered 54 agents transfers in April. These had
initially been on hold as agreed, however, to avoid a significant backlog at the end of migration, we
took the decision to transfer where agents in were in a position to do so and provide classroom and
onsite training

Paula Vennells
Network Director



