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R S.... KH 

Partl ular of fas is with the Horizon stern 

DATE Description Amount Amount 
System personally 

required to paid to POL 
be rnade 

04/02/04 R t starts at Bo b rn and is assisted by PO Trainer J Wilson for two weeks, This training 3824 
was considered inadequate and inappropriate. The trainer focused on being courteous to 
customers rather than checking other essential tasks like checking end of day reports. 
During this week Unusable notes were sent to Leeds Cash Centre. See entry under 31 

_______]March 2004. Another trainer Dave trek over for a d to cover J s absence 
12/02104 During this week we lost .1043.3 .This was due to cheques being sent to the wrong 1043,32 

processing centre. i was expected to settle this amount personally/ After the intervention of 
the Retail Line Manner l Lealey Joyce, the money was put into sus ense. 

18/0210 715.77 
26/02/04 496,55 
03/03/04 91100 
1010310 751 5 
17103104 622.53 
24/03/04 303.36 
31103104 A `phone call received from Leeds Cash Centre accusing me of sending 100 less in 622.52 

Unusable notes in W 1c 4102104. i said I was new to the business but the notes were 
checked by not just myself but two other trainers independently before despatch. The tone 

was threatening. You will pay"l I asked for video evidence. l was told camera was not 
working that day! l asked what do you want me to do now? i was told °Just forget it'.l Turns 
gut there was a thief about in Leeds Cash Centre. l fond later l as not the onl PO with ; 
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an all d un€aable n€te iss€ae. 
07/04104 935,43 
14104104 643.32 
21104/04 772.26 
29104104 Lesley Wlson (RLM) visits to review progress-issues re balance and training and 

Leeds 907.80 
Cash Centre are discussed, 

06/05/04 752.40 
12/05/04 613.65 
19105104 754-60 
26105/04 965.35 
02106/04 David Round (PO Performance Advisor) attends the Wednesday Balance. He cannot find 434.61 

anything wrong with the way I have been carrying out the balance. Advises to settle the 
shortage and star with a clean slate. This is done. 

09/06/04` 
.
,16..22 616,22 

16/06/0 276,64 
13/06/04 135.21 
30106/04 
07/0710 
14107/04 f33o5 
21/07104 812.58 
28/07104 26.5€ 
04/03104 1664.32 
18/08/04 236.90 
18/08/04 236,90 
25/06/04 142,41' 
01/09804 1410.30 
0610910.4 On the 1 11 ̀  and 13 e tern bet three cheques were fra 3 ntely cashed at Brs b€ rn 2276.54 

PO by GRO z. According to the PO we had accepted a Visa Electron card as a 
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cheque guarantee card, 1 was not told the difference at my training at South Shields and 
the trainer never told me daring the training at the P0. In addition, one of my assistants 

. .

1

clearly had no idea, Lesley Joyce (PL ) on one of her visits admitted she did not know the 
difference bet°;een a the aye oarartee card and Visa electron card. 

15109104 On 1 epter t er i was info rrled by Joann e from Chesterfield to keep a lc ok out for; GRO1 0.00 
GRO E 1 told them I was being nformed after the event that GRO had already 

cashed the cheques 
22/09104 555.99 
28/09/04 On 27 epee trier 1 was asked to aY back the £300 cashed by GRO I contacted 19,20 

various people at Chesterfield and Lloyds Bank and the Police re. this issue_ R Needham 
contacted me on November asking for £300. 1 told him the matter was in the hands of the 
Police. On 22Ild November I was told that the £300 would be deducted from my February 
remuneration. 

0/10104 232.63 
13/10/04 1 Patterson (Fujitsu Engineer) visits to upgrade the Horizon System, It may be coincidental 319.76 

but after this visit error notices Char e or Claim in .call ate ed. 
20/1013i,' 

................ ...... ................ ........... .............. ......... .............. .....:.. ...-. 
529.19 

27/10/04
............ 

49 . 0 
03/11104 640.40 640.00 
10/11101 242.49 
17/11/04 210.33 
24/11/04 39T32 
01/12/04 466.31 
08/12/04 435.36 
15/12/04 605.76 
22112/04 498,08 
29/12/04 1 have now paid a total of £3638 32 to the PO to settle error notices Taking out the 93,23 498.08 

legitimate error notices there is nearly £2000 out there owed to me which has not been 
accounted for. 
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As 
12/01/05 
19/01/05
26101105 

th

iistom r put A&L Card into pin pad and requested £100. Horizon system authorised 
rns ction on screen. Assistant paid money and handed over the receipt. (It has not been 
jr practice to look at the customer's receipt when a balance is requested or after a cash 

little latent e customer returns and presents the receipt. The receipt shows the 
ins ctiun has been declined by the customer s  card. 

the customer has the £100 cash, the card is swiped to settle the account. 

10:21 a balance check for the customer indicates £214731. Customer  says it should be 
a4731. 

4 
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A reference number H13804619 is issued. 

On Monday 14/02/05 Joan from A&L rings and confirms that someone will ring on 
15/02/05. Sue Lincoln rings on 15102/05. An explanation is offered to the effect that once 
cash is requested, that sum is taken out of the account by the system to prevent a
duplicate transaction. Usually the system rights itself in 24 hours, 

RB was given various other telephone numbers e.g. Helen Hark at Chesterfield on ;_._.GRO ._.i 

GRO 

On 18/02/05 the customer came in to collect his benefit and confirmed that he had 
received a statement and everything appeared to be in order. 

Despite the transaction history, £100 had left the customer's account at 09:05 on 11th

February 2005 
Horizon enerat d recei pts and tr nsaction to s available for inspection. 

16/02/05 L Bedstraw (Fuiitsu E ineer) attends to base station. 187.25 
23102106 

 
520,26 

02103105 139,03 
10/03/05 Incident 2 T da 22103/05 between 12:00 and 13;00 l"erminal 3 151.91 

Customer requests 60 using his PO Card Account Card. Transaction is authorised as 
normal on the screen and the Assistant hands over the cash. Customer then asks for a 
receipt. Assistant then realises that the system had not generated a receipt. She presses 
`Receipt` on keyboard but the receipt issued is of a previous transaction (sale of postage 
stamps). 

R Bilkhu was on holiday that day but on his return the following day he is made aware of 
the incident and runs off transaction records. These confirm that this particular transaction 
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did not take place. 

RB contacts Malcolm at helpline. Malcolm requests_ the number of the PO card so the 
e ithdra l can be confirmed, This is obtained GRO from the customer and 
passed over t Malcolm. Malcolm is able 

to confirm that no money left the customers 
c count on that day. 
Quizzed by RIB as to how often does this sort of thing happen i.e. screen prompt displays 
`Transaction Authorised' but in fact it is not registered by the system, ,Not very often' was the answer, 

Quite separately RB had asked the customer to ring PO Card Account and request a 
statement. This the customer did and a few days later came in to confirm that no money 
had left his account and offered his card to settle. 

a._ 

16103/ 6 
.......-14 1

23/03/05 293.69 ......... ....... 
3{ 103105 343.03 
08/04/05 408.08 

Contacted a Michelle on Helpline and highlighted Horizon issues. She asked me to insist 
an engineer be called out and test terminals and pin pad etc. A reference number was 
given E 0504060256) and asked to ring NBSC. I did and was told that that was the 
wrong department. I had spent an hour on the `phone. Gave up in the end, Nothing. 

happened with Ref no. 

Incldent3 7th Airfl 2005 10: (Terminal inal 
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Horizon Screen displaying normal Serve Customer cons Customer puts card into pin 
pad.The screen immediately changed over to page 2 of the Smart post screen. 

Incident 4 13~~April 2005 

At about 17:40. Lucy from Horizon rang to inform RB that one terminals had not been 
transmitting transactions for some hours, She requested if the terminal could be shutdown 
and rebooted. RB told her that he was in the middle of balancing and was not prepared to 
interrupt the system 

Discrepancy (shortage) in balance of £95.00. Reported to the Helpdesk at 18:4 

** During the last stages of the balance on 13/04105, the Gateway screen froze. Rang the 
helpl ne at 19:30 and held the phone (listening to music) until 20:10. Gave up and went 
home. 

14104/05  Incident 5, Continuing from Incident 4. Arrived back at the PO at 07 00 to reboot and 503. 1 
rollover. Rang the helpline at 08:00 and spoke to Sheila at 08:10. Explained the screen 
freezing during balance etc, Also asked her to relay a message to the Retail Manger or 
their equivalent. Sheila wanted to connect me to Service Support. I told her there was no 
point as I had already spoken to them and nothing had been done.

Jeanette rang from Horizon-a lengthy discussion followed. I explained the issues and 
expressedmy frustration that no one was willing to help. Jeanette confirmed: 

a) that as the role of the RLM had disappeared no one else was available 

b) but more alarmingly that there were 'hundreds of issues with on-lure 
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Denise from Area Office rang later that day to confirm that there was no one available 
to help. 

Incident 6' 15 April 2005 (Terminal 3 

At 14:43 Operator pressed Smart icon on Serve Customer screen, screen flipped over to 
`Transaction' Settlement' 

At 13:05 Operator in middle of a Transcash transaction. Screen file over 
to. 

`Ask 
Customer to Insert Card' 
Incident 3) 19th April 2005 (Terminal' 3) 

At 16:50 Customer put card in pin pad and entered number. Message on screen ̀Error 
occurred on pin pad transaction not declined'. 

20/04/05 
st 

At 11:26 Lynne from NBSC rang and confirmed that the 60 withdraw! (re incident on 
22/03/05) had not taken place. Explained to her that I knew that but what was she 
prepared to do She confirmed that she could not do anything and that I should make 
formal complaint against Horizon.  This was done Ref. 1113931345. 

8 
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At 12:06 Message on screen: Going into standby` for no apparent reason, System 
switched off and had to be rebooted using Memory Garda At 12:24, message on screen 
`insert memory card'. After putting the card back in again and typing in the code, nothing 
happened Rang helpline on Option 2 and spoke to Rob. Said he would arrange for an 
engineer to come out, Switched off by itself again at 13:05 and had to be rebooted. 
In addition, the smartcard reader on Gateway (Terminal 2) developed a fault. 

Customer ( Mr SH Thomson Card 
--------------------cRO--• -•-•-•-*.....•-•-•-•-•-.-.-.-1 inserted card in Pin 

Pad and entered his number, Number did not register. Tried on other Pin Pad worked OK 
and transaction carried out successfully. 

RB rang Horizon at 13:05. Spoke to Tony. Tony suggested a Pin Pad test be carried out. 
This was done and was unsuccessful, Tony then arranged for an engineer to come out, 

In addition Terminal 1 kept coming up with "Disaster Recovery' messages and several 
times both of the screen kept logging off by themselves. 

The engineer arrived and serviced the Pin Pad. 
In addition he also changed the keypad on the Gateway terminal. 

12) 26m Aril 2005 13:40 Terminal 3 

During a postage transaction the system printed a receipt without giving the option of ̀Print 
Label' or 'Sell Starnes', 

9 
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27/04/05 

Mr & Mrs Plews came in at 16:30 to withdraw cash using their PO Cards. Mrs Plews's 
transaction carried out successfully. Mr Plews put card 

into pin pad and requested £100. 
He put his pin number in as instructed by S Owens. Transaction authorised on screen BUT 
the screen returned to Serve Customer screen i.e. did not allow S Owens to make 
payment and clear the stack S Owens asked Mr Flews if he had removed his card. 'I 
haven't touched the card pet' he said. We could have easily handed out £100. 
The receipt issued was that of the previous transaction-that of Mrs Plews: 

Alison, Area Support Manager (Darlington) rang re: my request for shortages to be put into 
Suspense Account. She reminded me of my `contractual obligations' of making good any 
shortages . I reminded her about the PO ̀s responsibilities as well. It became quite clear 
from the conversation that Alison did not have a complete picture of my problems. She 
terminated the call by saying she would have to come back to me. 
I never heard from Alison a ain until 1  Pebwa 2006. She asked if she could hel . I 
resonded that the matter was now with my solicitors. 

t 11:10 Operator pressed S artp st icon and entered wwig'ht of an item on screen. 
Green flipped over into Transaction settlement. 

1 
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on screen (after a postage stamp had been successfuIy printed) `Printer error 

Smith (Fujitsu Engineer) turned up to change keyboard. I did not report a problem with t 
id ch nnin it did not make any difference. 

11 

08:50 Message on screen 'Continue recovery for no apparent reason. No other 

problems with printer throughout the day —rejecting labels, then printing blank receipts. 
eported to Horizon on Option 2. As instructed cleaned out printers. Worked for a few 

lines and then the same problems restarted. Swapped over printer from T rtin l Same 
wrobler , 

itsu engineer sent by Horizon, Engineer brought with him a new printer but when the 
Vern was explained his view was that it was not a printer problem but more likely a 
t are(s art post) issue. He did not replace the printer. Rang the Helpline again. 
other engineer sent out but a misunderstanding with the time. 
dous Ref no: E0505160366; E05051 60438 and E0505170341, 

Received ived a letter from Linda RodweH (Customer Relations Officer) based In Barnsley 
;sunrise to my nhone call to NBSC on 20th Aoril 2005 re. losses. 

11 
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Ref: Hi3931345, She said an Area Intervention Manager will investigate. Unfortunately her 
letter arrived after the AIM had already been. The AIM(Rachel Oyster) attitude and 
conduct was despicable and a formal complaint was lodged via the N P on 15 May 
2005.. A letter to Linda Rodwell with a copy of the complaint was sent on 22  May 2005. 
Linda Rodwell replied on I rr' June 2005 to say that Lesley Joyce will investigate and reply 
to my concerns. To date I have not heard from Linda Rodwell or Lesley Joyce. 

to 
25/05/05 

Rang Helpline to report the issue re, Tele est cards, Told Christine that I had never 
received the R1 forms for sending these cards back. She admitted that there had been a 
`problem', Ref: H1408383, 

15th June 2005 

w 
is # # w • ~ i:. ~: ~ ~ ~ ' # 

The cash shortage has continued since this time and I regularly have to ask for extra on 
Wednesdays to ensure I stay open! 

12 
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21) 21 June 2005 jTemina!  3)

Serving customer in Srnartscreen. A receipt printed Wthout the system printing a postage 
label or giving the option to sell stamps. 

01106/05  1646.30 
08/06/05 

._  
1679.78 

15/06105 Incident 1 ) 15 June 2005 171253 

Ran out of cash (in part due to reduced rem deliveiries from twice a week to once a week). 
Rang Manchester Cash Centre and spoke to Richard. All blamed on the computer! Told 
him don't blame it on the computer-the man sitting behind it is supposed to be watching 

!that Bowbum is running out of cash and he/she should be doing something about it! Asked 
Richard what should I do now. He said I should close the PO down! I reminded him that 
the PO carries out one single core activity and that is it handles cash-we give cash out to 
customers and take rash from customers_ If we can't get that right we might as well lock 
up and go home. It was up to people like Richard (and his subordinates) to ensure the 
cash deliveries were managed competently and all other factors like larger demands for 
cash since the introduction of the PO card account and the fact that we have lost some 
business customers should be taken into account. We are trying to get customers into the 
PO and Richard is asking me to close and ask the customers to go elsewhere! 

Needless to say, I now have to ensure that I have sufficient cash I check the planned 
delivery and every week I have increase the amount they have planned. 
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Incident 22)16 5n 2005 

Rang Hel ilne and reported the cash shortage issue. Ref H14046942. Emma returned the
call and again just gave me the options available viz. close the P0 etc. 

The cash shortage has continued since this time andf regularly have to ask for extra on 
Wednesdays to ensure I stay open! 

Ir cident )) 21si June 2005 (Temiinal 3) 

Serving customer in Smartacreen. A receipt printed without the system printing a postage 
label or giving the option to sell stamps, 

22/06/05 182457 
29/'06105 1929.45 i 
06107/05 197£x.55 
1 y £07105 

........ ......... ......... 
1971,87 

20107/0 2785,19 
27/07/05 211036 
03/08105 2073.20 
10/06105 2063.35 
17/06105 2371,15 
24/06105 2510.72 
31/08/05 2558.69 
07/09105 

.............. 
2523.95 

14/09105 2696.43 

21/09/05 2912,06 3501.59 
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st 

wo phone calls made to Helpline as follows: 

O tip2 about 18:40. Spoke to Sandra. Explained to her that I had got so far in the 
alancing but could not rollover into TP7. She said because of the discrepancy I was in 
reach of contract. I should close and go home and would not be able to serve tomorrow, I 
std her that the discrepancy was an on-going issue and there was currently a dispute with 
ie POL and was being dealt with via NFSP and as a result I did not see how I was in 
reach of contract when there was clearly a dispute. 

I said, whilst the dispute continued, I wanted to continue serving tomorrow and in order to 
do so could I stay in TP6 or BPOI? She said she would contact me in the morning and 
asked when I was available. I said I was available as and when required. 
A time for her to ring me was arranged for 0800, I was on the premises at 07:15. 
She never rang. 

On Option 30, about 19.30, Spoke to Joanne and explained the rollover issues and 
asked to consider putting the shortage in suspense so I could continue serving the 
following da , he said she could not authorise that and her superior would contact me by 
2200. 1 gave her my home phone number as I would be leaving as soon as the 
Lottery terminal closed (about 20:00). 
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.._ _.._. .,,........E

Incident 5) 22"`' September 2005 

Auditors arrived at 0&20 and shut the PO down to carry out an audit, I was asked almost
immediately diately that they would ask me to settle the outstanding discrepancy to allow the P0 
to open again. I 

said I would not as the matter was in dispute and was being handled via 
the NFSP. Unknown to me at that stage, Rachel Oysten (Area Intervention Manager- the 
one that I had made a formal complaint about) was waiting in the car outside. As soon as 
the auditors finished RO came in and gave me two options 

pay 

up or else she would have 
to suspend me and put some one else in charge at my expense. I made a call to Tony 
Carpenter (Local NFSP Rep) and he advised me to pay as that was the most practical 
course of action. I told RO that I did not have any money at that stage and the money 
would simply have to be deducted from my salary. Subsequently, 3501 59 was deducted 
from my October and November salaries, Needless to say RO relished every moment — at 
one stage even saying `well I am offering you this advice but last time I did that you made 
a complaint about me' 

At the meeting I asked RO that I wanted a meeting with Lesley Joyce. She said that she 
would be filing a report and would arrange that. 

The only letter I have had re: the above episode is from Lesley Joyce on 23rd September 
2005 which merely details deductions from remuneration. 

26) 26th Septern ber 2005 

Message on Memoview accusing me of not complying With instructions re: destruction of 
sold D 1's. 

16 
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Rang the t elpline and told them that not only had 'I cmplied4 had destroyed the D1 as 
instructed but had also put them on Horizon as instructed, r 
Ref: Hi4259423. 

Furthermore the instructions on Memoview to put on Horizon are wrong. 

I0 Iderst 6 6gi' a tenber 2005 

Customer put card in Terminal 3 pin pad @ 09:08 for cash withdrawL System declined. 
Same customer put card in Terminal 2 pin pad at 09.10. Transaction authorised. /h 

26/09/05 1 :2 
05/10/05 ,..... 
12/10/05 
19/10/05 _. ,, 
26/10/05 

_.._ __... .......... ............ ... ......... .......... ........... ......... ................... 

02/11/05 D Ogilive (Trainer) came in to oversee balancing. Could not find anything wrong with what 7. 47 
...... .... 

2747
I was doing. 

09/11/05 62.39 
16/11/05 153.19 34224 
23/11/05 On 28November 2005, 1 received a statement from Current Agents Debt Team' 

Demanding 500 for the issues in September. When I told them that the money had 
already been debited from my remuneration I was told to ignore the letter! 

Still continuing to incur losses for no apparent reason and having had no success at all 
with the local representatives of NF P, I contacted the NF SP headquarters .Evelyn., 
Hei hts, 22 Windeshaw Gardens, Shoreharnon Sea BN43 5 Z Tel;; GRO II and 

I, 
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expUained my problems. 

On 25th November, I was contacted by Jeff Simpson, the North East representative who 
was sympathetic to what had to say but l never heard from him again. 

On the same day I heard from Gareth Hall who apparently mediates- between the PO and, 
NF . He lives at GRO 
Tel ----------- _GRO 

.7 . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

I sent hire afi the i€ r r is with a cover note on 28th November 2005. Other than 
acknowledgingthe receipt (and suggesting that losses may be due to theft by staff) I never 
heard from him again! 

30/11/05 
07/12/05 25,51 
14/12105 (117.26 

12/05 1112 
$ 6/ 12105 

.. ... .. .... .......... ........... 
17.94 

.. .... 

04/01/06 130.27 
11/01/06 144A2 
18/01/06 21799 
25/01/06 Branch Tradin Period 10 Shortage (217.99) settled in cash 217,99 217,99 
01/02/06 Informed Sarah on 2n February re: continuing losses Ref: H1450768 215,99 
08/02/06 Informed Hel lire a airy re: losses, 317.20 
15/02/06 John rang from NBSCtoId him matter now in the hands of the solicitors. 

Sheila from Customer ReIatons rang on 15"' February r . losses. Told her that the matter 
was now in the hands f m y sol citor . 

i 22/02106 Branch °'radix Period 11'-shorts e 345.€t5 settled 1 ca tl 348.85 34885 
01/03/06 48.42 
08/03/08 6', 100.26 

ap_ 

1 
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15103/06 
22103/06 Branch Trading Period 12 Shortage .235.46 settled by cheque 205.46 235.46 
29103106 0.56 
05/04106 0.30 
12/04/06 240,77 
19104/06 109.48 
28/04/06 Reported cash loss of £162:64 to Robert on Helpline at 19:05. Paul rang at 20:00. Said 1 -162.84 

was reporting the cash loss 
03/05/06 
10/05100 
17/05/06 Cash Toss of £337.77.Reported to Martin on Helpline ,Richard rang at 12:00 the following 337.77 

day , Told him that I was reporting it as a matter of concern. 
24/05106 Branch Trading Period 01. Cash loss of £323.45. Settled via cheque 323.45 323.45 

The following day (25th May 06) 1 rang the helpline to inform them of my concerns re: cash 
loss and the fact that I had settled via cheque_ I sought advice to ensure the cheque and 
its settlement via Horizon had been carried out correctly (my cheque would not appear 

under the Daily cheque listing but I had to ensure that It was correctly accounted for when 
it was despatched to the EDS centre. I was informed that I had done everything correctly, 

At close of day, I was devastated to find that I was another £328,00 short. I and my 
colleague recounted the cash, and coins and could not find anything different. I reported 
the loss to Kirsty on Helpline at 17,55. (Ref, H22099331) I was told that someone would 
ring in the morning. Kath rang the following morning. Advised that I carry out a Balance 

report in the evening. Mysteriously, at close of day on 26/05105,the daily cash declaration 
now iindicated shorta. e of £371 How is that ossible? What is oin on here? 

31/05106 15,89 
07/06/06 Carried out the normal end of day reports on Wednesday, The balance snapshot indicated 

a cash loss of £55.63.Oontiunued with the balance, The Balance report indicated a cash 
loss of £74.00 and a massive gain of £663.90 on stamps. Shirley (my colleague) happened 
to recall how in the morning she had rrnmed in cash and stock. However, she did 

1 
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remember being distracted by a customer could not say for certain that all of the stock had 
been remmed in. All the advice notes from Hemel Hempstead and Horizon generated rem 
in slips were checked. it appeared that Shirley had remmed in 7 of the 9 items .The 2 
€ issing were £1000 of £1 stamps and 400 50p stamps So, in total, it appeared that £1200 
was not accounted for but the gain on stamps was only £660.00.All coin, notes and stock 
was rechecked No discrepancies were found. The £1200 worth of stock was remmed in 
and the balance report now indicated a loss of 01290. I rang the Helpdesk and explained 
the problems to Karen Conway (Ref: H221 14370).  She asked me to run a REM in report 
and confirm exactly what had been remmed hi. This was done. Karen could not help 
further and said that she would refer the issue to someone else and they would ring in the 
morning. I explained to Karen that I was not prepared have a loss of £1290:50 because 
once in the system it would disappear in a black hole and I would never see it again. She 
agreed and I finished the balancing process and moved into the next Balance Period with 
a net gain of £576.34_ 
The following morning (08/06/06), 1 received a call from Annette Caddick. I explained all of 
the above and also the background regarding other issues I had had with the Horizon 
system. In summary, she confirmed that she was aware that other SubPostmasters were 
having Horizon problems. She accepted my argument that if I remmed in the £1200,00 
worth of stock I would be sitting on a loss as described above and it would be unlikely that 
sum would be ever recovered. She advised me to sit on the gain and put the money to the 
side. She also advised me to explain my problems to Alan Cook the CEO of POL. I 
explained to her the recent sequence of events viz, the initial losses which I put down to 
new starter learning mistakes which then escalated to 3500+ This sum I was forced to 
pay to continue trading. Annette offered to arrange for an Area Intervention Manager to 
help but when I recounted my experience with Rachel Oysters she was horrified and could 
not believe that POL would have the stupidity of sending the same person to reprimand me 
as the one who I had made a formal complaint about. I also mentioned the NFSP and 
Gareth Hall. With losses now approaching £10,800, and nobody prepared to help, It was 
with great reluctance that I had chosen to file a court action against POL:. Annette was very 
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On 12106/06, 1 noticed on several occasions that when I was carrying out a Recorded 
Delivery transaction on Terminal 2, the Horizon system had not printed a certificate of 
posting. Instead, it had It had flipped straight on to the stack and completed the 
transaction. Initially, I thought perhaps it was a user error but on checking with Ivy 
(Terminal 3) she had experienced exactly the same and like me thought perhaps she had 
pressed the `Label Printed OK'. 
i reported the issue to Horizon Helpdesk on Option 2 (Technical Issues) and spoke to 
Imran,He said I should talk 

to Option 3 (User issues). I said to him that this was a technical 
issue- not a user issue He did not 

seem 

interested. I then rang Option 3 and spoke to 
Barbara-she said it was a technical issue! Ref: H221 16262. 
Sara rang at 14:15 on 14/06/06 and said that Recorded Delivery transactions should no 
longer generate a separate Certificate of Posting, On 29'` June 2006 reported the problem 
Again to Christine because the 

system 

continues to print CoP at random. It is not 
consistent. Either it should be printing a CoP every time or none at all -not when it feels like 
it. ' hat else is it doing randomly'? I have had no response from Christine. 

On 13"' June 2006 at about 16:30 a thin yellow line appeared at the bottom of both 
screens; ̀ On-line banking unavailable'. Shirley Owens rang the Helpline and was advised 
to reboot. This proved to be successful, (Ref: E06061403) 
On 14%h June 2006 at 09,00, same message again. System rebooted and appeared to be 
OK. At 11:30 the same message re-appeared. Tried to reboot the Gateway terminal but 
the system kept asking 'insert card', The card had already been inserted, Rang Helpline, 
They suggested to switch off the power off to the modem under the counter. This was 
done. It appeared to work on the Helpline side but not at Bowbum. Eventually was able to 
reboot without turning the power on at the modem. 
Helpline admitted that the reason why On-line banking was not available was because the 
Gateway at Bowburn kept switching it self on and off They send an engineer within 4 
hours. 
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The engineer arrived at 13:30 and immediately changed the Gateway terminal. It took 
several hours and we lost several hours of business. The engineer admitted that there 
were considerable problems with the system, 

CtyO4 ut4JtneC €] 

On the same day at 10,30, a CoOp customer requested to withdraw cash. After goin0 
through the sequence, the customer was advised by the Pin-Pad to remove the card as 
the transaction had been successful. The transaction successful message appeared on 
,the screen but did not appear on the stack i.e. did not authorise 

payment

-it just 
disappeared off the screen altogether. Tried to run a receipt. No 

receipt 

for the £100. The 
receipt generated was that of the previous transaction at 10:23. 
Transaction had to be repeated (with an embarrassing explanation to the 
cstomer),lf we had acted as per messages on the screen we could have paid out 
the 10 and be sittirr n less cif £1 € t night, 

21106106 After end of day reports, the balance snapshot indicated a cash loss £76.0. Reported to -441 
Melanie. She suggested to continue and run the balance report. This was done and the 
loss now stood at £26441. Reported to Martin at 19.45. Said his colleague will ring within 
the 'hour. Further investigation revealed that 28 PO phonecards (value £280) had not come 
off the system Stock was adjusted and the loss was £4.41 

28/06/06 ' 0.00 
05/07/06 < Peter rang from NBSC re; Recorded delivery slips issue. (See entry under 14/06106) -62.44 

Said it was a Horizon problem. Its amazing-nobody, wants to take any responsibility! 
12/07/06 Our cash loss today stands at 203 72 -20372 
19/07/06 Received an amazing letter from a M Surnion from ET5 Cheque Team (Ref CHX TO -£257,24 

ED S) The letter is  effectively asking me to fork out £1552.62, The background to this is 
that we processed 4 cheques (total value £1552.82) on 06/04/06, These were then placed 
in the EDS pouch and would have been physically collected (and signed for) by the 

. o tman on 07104/06 at midday. No somewhere ere aloe the line this ouch and/or the 
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hegd s have been lost after leaving my Post Office. I am expected to makeup the loss! 
I rang 1 3 Surmon and told him that my responsibility in terms of EDS/Girobank and indeed 
any other pouches finished the minute they have been collected and signed for by the 
Postman or the Cash Delivery Team. The responsibility then lies with the Post Office. He 
then said that it was not POL but EDS. I said I was not interested- It was not m& By this 
time I had retrieved the transaction history and told him that I would fax him the details. I 
made it clear that I would not be settling this amount I had to accept the Transaction 
Correction to move on but I accepted the option to 'settle centrally'. It will be interesting 
see whether it allows me to rollover into the next Trading Period on 261071`06. (All 

details 

were faxed tot urmon on.19107/2006 at 16;.29 
26!07/06 Casa- loss of £37432 Had to pay up in Gash to continue trading. Have no idea where the 364.32 

money has gone. There have been no Transaction Corrections in my favour. 
In a separate development, A&L have changed the design and procedure for despatch of 
Giro pouches. [Up till now they have been picked up by the Postman] The pouches now 
have 'First Class' printed on there-  suggesting that they are to be posted. To clarify I rang. 
Claire at helpline. She was puzzled as well. In view of the Transaction Correction above 
reEDS pouche I made it clear to Claire that I had no intention of despatching these 
pouches by post-if they must be sent by post then it would have to be Special Delivery and 
POL will have to bear the cost. I could not possibly despatch thousands of pounds worth of 
paying in slips and cheques 

via 

ordinary post. Ref: H2. 166601 was given and later 
someone rang to confirm that I could send by post or via the current procedure i.e. 
Postman signing for them. 

02/03/06 On 3r of August I was informed by my local Councillor that Royal Bank of Scotland were 33.53 
proposing to install a free cash machine in Bowbum. He wondered if that would be in my 
Post Office. I said I had not heard anything and besides all the cash was dispensed free of 
charge to the customer in the Post Office. He said that perhaps the machine could be 
installed in the local library or the community centre, I said that it would be a further nail In 
the coffin for the Post Office I rang the Hel lhne to clarify and was told that my Contracts 
Dana er wor ld rtrs me. Still waitin . 
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09103106 
. --. .._....... ._ .. 

-76.60 
16106106 -67.24 
23108106 Although the discrepancy indicates cash gain of £ -76Rtl i is mistake on our part. This -24.00 

is due to a transaction for foreign currency for £600. which was not entered on 
l orizon. "he result i actually a loss of £24, 

8/06 Message on M m ovie : A workstation in you P0 has stopped 
rnunic ti g... .
system was rebooted. 

A workstation disconnected again. Rebooted 

Workstation disconnected at 09:15. Rebooted, 

)8/06 I have received a threatening letter from P0La Debt Collection team to settle 
1552.32. [See entry under 19107106] A discussion followed between myself and 

9dh r (Debt Collection) who then asked me to ring M Surmon, I had to explain again 
this particular issue had nothing to do with me. If cheques have left my Post Office a 
have been lost between leaving the Post Office and EDS centre then it is not my 

)onsibility. M Surmon denied getting the fax sent to him on 1910706. 1 relaxed all the 
1i15. 

Gardener reported that the Gateway computer was making a funny noise. 

30/08/06 -41,33 
06/09/06 The balance was carried out as normal with a loss of 80.93. The system closed down as -60.93 

normal at 19:30. 1(RB) do have concerns about the system failing to complete Cash 
with ravel transactions on at least three occasions this morning at 09:24, 09:37 and 10: 10, -120.90 

on 13/09/06 
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OnLin t kin Problem 

7FC9106 At start of business today, Online banking was not avail ble_ (Failure of On-line 
banking means customers cannot withdraw cash, or check their balance using their PO 
Card and customers from partner banks are similarly affected~ In addition, we cannot sell 
or encash postal orders or top up or issue mobile vouchers and cannot sell Travel 
Insurance. In short, vast majority of our business comes to a halt-also has a major impact 
on retail side of the business as customers withdraw cash to buy lottery, scratch cards, 
cigarettes, confectionery etc.). 
Contacted Helpiine immediately (09,00) on Option 2 [Horizon Technical] and spoke to 
Jimmy. RB was told to go through the usual procedure i.e. re-boot the system whilst 
Horizon checked their side. This was done without success. Call Ref. E060907016 . 
Jimmy did not call back but RB rang at 16.4 0 for an update and spoke to Rick on Option . 
Rick said they were still investigating. Rick said it could take a few days if it was a BT fault. 
Also today at 13:30, RB spoke to Jane on Option 3 (NBSC Business Policy) re: 
compensation for loss of business, Jane did not know but would relay my message to a 
colleague. Call 

let: H14928067. 

08/09/06 Rang Option 2 at 09:00 and spoke to Joe. Investigation ongoing - nothing to 
report. 
Rang Option 3 at 14:00 and spoke to Barbra re: compensation. She said there was 
something in place' for these types of incidents but was not sure about the details. She did 
not offer to find out or refer the call to someone who might be able to help. 

It was becoming quite clear even at this early stage that POL was not really bothered if the 
system goes down. It was left to me (after all k is my business, my livelihood and my staff 
who still have to be paid even when we have no business) to do the ehasinc every few 
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hours for an update. 

Spoke to Darren on Option2 at 15:10. He said that it was a BT fault and BT was 

fi36 Sarah rang at 14:00 to discuss the issue. I expressed my anger, frustration and 
erns at the fact that by now (4 days into the problem) I had probably lost some of my 
)mers forever, Some customers I had to send to a local PO over 1,5 miles away-not 
for customers who are 90 years oldl Others wentto Durham city to the banks-

rely 

what we do not want, y retail side had suffered considerably, Needless to say 
h was very sympathetic but unable to do anything as it was a technical matted 

No update from Option 

X109/06 Some local customers who clearly consider Bowbum PO as their PO and want it 
remain in business contact their councillor, Mike Sayer. Mike contacts me and I give him 
much information as I can He in turn contacts the local MP Roberta Blackman Woods, 

ie representative form RBW's office tries to contact POL but POL will not talk to her. 
early POL could not be bothered to update me so I rang Option 2 at 15:20 and spoke to 
David, Davis reported that last update from BT was on 12/09/06 and it was apparently a 

r Broadband fault but could not say how long it would take to sort out. 

At about 14:00 a Fujitsu engineer turned up at Bowburn PO. I asked him why was at 
Bowburn. 'To change the Gateway base station' he said. I said that I had been told it was a 
BT fault., I allowed him carry on, After spending about 30 minutes he confirmed that it was 
not a local fault Le. base units were OK. His ̀ Consignment completion note' noted that 
'Gateway Multiple... has been non polling for 5 days He commented that ST never admit 
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is now exactly 7 days since we lost On-line banking and we are no further 

Rang Option 2 at 09:40 and spoke to Joe. No change, no update from ST. Later spoke to 
Ken on Option 2. Now being told it is a °3 d̀ Line ST fault'. ST were Mill looking. 

Donna on Option 3 re: compensation. She said that 'it kicks in after 48 hrs' 

rang NFSP at Shoerharn office and spoke to Linda. She said she would contact someone 
}r the technical team at Horizon. Linda came back later to say that the man she spoke to 
ias surprised that on line banking had been down for so long. She said that a GSM unit 
Vill be installed later that day (it was nearly 16:00 at the time) but more likely the following 
lay. O 1 modem is similar to a mobile phone and connects to the network when the 
primary connection is down]. 

109106 Rang Option 2 at 10:30 and spoke to Mark as there was no change and no sign 
a GSM unit. He could give any further information and said he would ask a supervisor to 
g. Sara the supervisor rang at 10:45. She could not give any information and could not 
1p further. Also spoke to Rob on Option 3 Ref: H22213312. No update. 

I rang Linda at NFSP again and explained that nothing had happened and had now lost 
another half a day. She came back and said an engineer would be with us by 12:00, The 
engineer turned up about 13:30 and installed the SSM unit. 

.Dhn rang at 17: 00 from NBSC and tried to help. I outlined the problems to him and 
sentially left him with the following comments: : 

• The customers that I had 
lost

-some probably forever. 
• How do I explain to customers who are in their late 80's upwards and for mare the PO 

2:7 
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card account is their only source of income? 
Why have I not been kept updated? 
If the problem lay with BT (POL admitted on the second day that it was a BT problem) 
then why in this day and age does it take BT 8 days upwards to sort out? 
If M & S or Te co's tills had gone down and the fault lay with ST then the fault would 
have been sorted out within a few hours. 
If On-line banking had failed in any of the Crown Offices, would it have taken 8 days 

.. POL has consistently taken the SubPost Offices for granted. What they do not 
understand or appreciate is that they (the SubPost Offices ) are the backbone of their 
organisation. 

4 Why did it take the intervention of the NFSP to arrange a GSM to be installed in my 
POx Clearly this little gizmo was available-why was it not offered to me in the first place 
for example within 24 hours? 

o Other things went wrong as well. The Cash Management team at Leeds clearly do not 
manage cash. Do they ever look at the Cash Declarations and adjust ? Clearly not. 
Whilst on Line banking was down, they knew we had not been communicating did It 
not occur to them to ring up and find out why? They continued to send cash with the 
result that we were sitting with over £80,000 cash in our safe, At one stage I could not 
physically get any more into the safe's drawer! When I queried, Richard said it was up 
to me to ring up and cancel! 

John was sympathetic but could not offer any help. One thing he did advise me to do was 
to write to Adam Crozier CEO Royal Mail I said but that is Royal Mail- we are talking 
•about POL. 
I said to John, that the issues I was talking about were relatively simple but they smacked 
of gross mismanagement at the middle levels of management. Clearly there are 
employees within POL who are still stuck in the 190`s pre-privatisation era and who think 
they just have to turn up for work without any responsibility or accountability. I am sure 
Adam Crozier has far more serious things to worry about then a simple On Line banking 
issue at Bowburn, 
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20109/06 20109/06 A Mandy rang from Customer Relations at 14:20 to offer her sympathy. 170.06 
No further forward. Settled via 
She rang again at 11:00 on 25th September 2006 to say Fujitsu were aware of the cheque 
problem, 

109106 - +-•4:-5 . T 
28/09/06 -- _GRO--- --- And guess what I have been informed by a John from Horizon that BT 

Broadband is back! I am now re-connected to the Primary AD L And can they have their 
little GSM back. 
41 ell it only took three weeks to sort this one out. 
On 1 October 2006, I decided to write a letter to Adam Crozier re: On-line Bankng issues. 
n "' October 2006, 1 received a reply from Helen Clayton (High Profile Case Officer) and 

then on 1 r November 2006 and 7t November 2006 1 received two letters from Michele 
Graves. These letters clearly explained the result of their investigation. A modest sum was 
paid as a goodwill gesture it is a pity one has to write to the Chief Executive to achieve a 
successful outcome. 

04/10/06 1 have today received a Transaction Correction for £75,00. This is for a CooP Business -52. 6 
cheque encashment carried out on 2l December 20051 This I find really irritating. I have 
already dealt with this issue back in March 2006, 1 faxed ± sent by recorded delivery a 
copy of the Daily Summary Sheet which shows that we cashed the cheque and we would 
have despatched it along with all the other Alliance & Leicester paperwork. This is similar
to the lost cheque issues detailed under 19107106 and 25106/06 l rare the Giro Team and r. 
have reiterated that once paperwork leaves my office via the Postman, I cannot be held 
responsible: It is highly likely the paperwork is being lost at the EDS/A7L processing, 
centres. .. ......... ......... . ........ ......... ........., 

11/10/06 Cash loss of £261,64, Reported orted to a Peter at Hel desk,Ref . 'T 14990226 2R4 61 
16110/06 152.81
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25/10/06 Cash loss of £i528tSetfled via cheque -152.81 152.81 
011/ 1106 < Continuos problems with Pinpads on Terminal 3. Messages `Customer has made an -24 36 

unsuccessful attempt to insert card'. Nothing wrong with the card and nothing wrong with 
the insertion of card into the reader, Card worked fine on the other terminal. Reported to 
Horizon helpdesk 2 on 3g3 November 2006. Ref: E06110308 5. Problem persists Reported 
on 6th November mber 2006'. Engineer sent out to replace the whole unit. Ref, E061 1060405 

~0-811-1/06 -30,4 
14/11/06 An error in inputting i ": Class end 2 ` Class 3 r as stamps has resulted ins gain of 128.00 

£128.00._____
22/11/06 FHB on hohday S Owens carried out the balance.. Even before she started the daily cash -428.68 26.6 

declaration indicated a shortage of £428.68. (Daily cash declaration for the previous three 
days were OK at +1-£10.00), She and 1 Gardener carried out a stock and cash check, No 
difference. Asked for advice from Helpdesk,Told to re-declare stock (Wrong advice given 
by Hetpdeski You do not declare stock, you adjust stock. This was at 19.30 and then again 
at 20:30. S Owens spoke to a Carol and then Anne and Gwen.The only way to trade the 
following morning was to put in £428.68. Upon RE's return checked all receipts etc. 
Nothing out of order So where has this money disappeared to? This loss was reported to 

at 1 ;ors 0111/06 on NE O l° ei line. 
28111106 A new trading eriod and we are already £41.01 shor. £4 .01 
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E at 14:00 on 30111/06 o 1 101ir ..............._._,_. 
29111106 A new tradflgp d and we are lre d 41. 1 short. 41.01 

06/12106 - i1778 

13112106 
20112106 AU week we have been r nr r g OK yet on Wednesday we are 74 short on dally cash 

_16.63 
µ78. 6 £78.45 

declaration, Fin l balance 1 have had to put a cheque in for £76.65 No idea where the 

money!S one 
27112106 start f the week nd are lr d 43,12 short -43.12 

10101107 At 12.29 on 16101107 and for no reason, the counter prints' on T rmi al 2 started to pent -128.73 

receipts for totally unrelated products a. . Kleenex, Ritz, Chips i.e. none PO products, S 

Owens reported the incident to a Dwain on Hephne (Option 2) and then to an Eileen at 

14 35, l e irforr d 0%mens that it was r b bl a Ent r test r d r a t t r 

17101107 . 

24/01/07 Have finally received TransactionCorrection in my favour for £75.00. This refers to ant --169.103 
~~ 

X169.03 

issue involving a Co oP business cheque n shr ent. This transaction and the 

subsequent despatch of paperwork is smpeand straight forward, The incident allegedly 

occurred in December 2005 when POL claimed that paperwork had not been received and 

I was forced to pay £75.00. 1 had taxed and sent by post (recorded delivery) ) phut pies 

of our records (the yellow under copy) proving that we had processed the transaction, The 

top copy would have been sent along with all the other Giros to Alliance & Leicester. They 

« L have now admitt d that e mare ri lit all 9°rr _ 
31101/07 
07102107 Sind week into the TP end we are £65,37 short. No idea. Reported to Paul on Hlplie 

-14.36 
-65.37 

f: H15214367. 

Received a'letter from Alan Cook (MD OL) dated 6th February 2007.The letter detailed 1 
i 

business results and ongoing strategy. The only problem was that the letter had my name 

but the Post Office tit L Stec .lei 

% .-t 
t 
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w ... .. 
February 2007 message via the Horizon offered ri x l n tion e `D e to 

;problem; with our database, the branch name in each address did not match with the 
subpostmasters name, address and postcode'. 
I consider this to be quite a serious issue. At this time there is n ider .ble uncertainty 
about closures of Post Offices, Can you imagine the fiasco if this letter had been any other 
than a business st terr enti 
If they cannot got the simple task of getting a letter from the MD of POL to the Sub 

ePotr tr ri ht then what ho i there for tine Horizon stem ettio the sums ri htl ....... 
14/02107 On 1910212007 15:10 Ivy Gardener servng Customer wanted to make 00 cash -106.80 

deposit, Deposit authorised on screen. When ioon for 'Conbnu& or'Cancel'appeared on 

screen, IG pressed 'Continue'. Recept issued indicated 'Declined'. Sequence repeated 

and was successful. 
21102/07 Cash loss of £188 78 Reported to Kr sty on Helphne Ref: 1122313239 t 19 :50.Discrepancy 18878 1 0.7 8 

settled via cheque. 

Received an interesting phone call from my brother who also manages a Post Office in 
Birmingham had remrned out 2 bags of 1 coins (E1000). The first recipt issued by the 

Honzon system was correct (2 1= 1000). This is the receipt given to the Collecting 

Officer on Delivery/Collect ion day. The second receipt (Branch Copy- which we retain for l 
o years) stated' 1 beg , £500'. My brother immediately phoned the Helpline end was 

told that there had been a problem with the Horizon system and there had been several 

reports that day. He was told to rem one more bag again out again. He told them how 

could he do that IThe system already registered the fact that only one bag had been 

rermmed out.. 

Tuesday 27/02/07Received our Planned Order for cash to be delivered on Wednesdays 

Planned delivery is insufficient so have tried ringing Cash Management  Team without any 

I uo . Phone line contntl en aed, This isar o € rrr; 5fldb 18 creed 
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it previously, Finally, reported to Shaun via the Helpllne. Ref: HI 5248144, 

The following day l received a fetter from Julie Haywood (Customer er Relations Officer) 

offering an explanation about ncon eniefce caused over the last few days'. This letter is 

typical of the way the complaints are addressed. l rang the Helplie and said to Gamma 

stated that this letter was just a farce. How can anyone carryout an investigation within a 

few hours? It seems to me that Julie made a few phone calls and then closed the chapter. 

Reported the farcical investigation to Sheila Ref. H15251567.. Later received a 'phone call 

from Julie Haywood enquiring why l was not hppyf l told her that cash management 

problems were are not isolated incidents. They happen on a regular basis. No particular 

joy with Julie so left it thati 

22/02107 a phone call from a Rosemary Clayton (SP SO) of a PO on isle of Wight. She has 

Thad similar problems with Horiz.on system as ourselves. It is apparently a husband and 

wife team and Rosemary herself previously worked at Nat We t-so no stranger to 

computers and banking system. Tel_......,_.~._Go~

26102107 Problems with PinPad on Terminal 3. Despite going through the test ,the system 

Dept di pfayli g message Dsaster Recovery°. PinPad was eventually  replaced several 

da s later. 
0100 ' h rawest fogs he ahlaeci 

07/0/07 
+3 6 

T4/0 /07 for sonic reason on 'f l 
Fa

(16 March 2007} we have acash lose of 102 accothng to 

the Balance snapshot , Iwasarticularly disturbing because we were not busy that day. 

Recounted cash-no cha figure. On Friday(16th March 2007),  the difference remains 

d
irtually the same at a loss of £96,00, Checked through retained counter receipts for both 

ayssno reasons to suspect. On Saturday 17th March decided to run a trial balance 

(Balance Report). This indicated a loss of nearly £330. (cash an stam s). Reported to 

lelpline Ref. H22332347.The conversation contmued on Monday 20 March 2007) with 

:~aurcan. Sandra also ran (from aver level on f l ilne the a h isualm 



POLOO106935 
POLOO106935 

theft by staff and advsed that I fit cameras etc. She then sent me guidance notes on 

Internal 'rauditheft. 
She further confirmed that'. 
I) the paperwork  submitted by Bo burn was squeaky clean and there were no errors 

outstanding. 
ii) There were rio issues with Horizon 

Problem with the barcode scanner on 17 March 2007. Had to use Terminal 1, Scanne 

r lso d n it r late ors M ondsy Otl March 0 7, efs E 703170306 

21/03/07 The l ss above of 3 6.71 was settled axis ,h ue, 328.71 

28/03/07 W ear to have recovered £230 above' due to an rr r irr gggT r 0 stain S. +3362 

04104/07 4/04/07 Message from Horizon @ 21:2` ; Workstation disconnected --A workstation in 

your PO has stopped communicating with the network. 
10/04107 @08:40. Shirley Owens and Ivy Gardener noticed that there had been a power 

interruption overnight. All three errninal had to be rebooted, Terminal  3 would not reboot 

Message: °Insert memory card, even when card was inserted. At 0845 SO called the 

Helpline on Option 2 and spoke to John, He said an engineer would call, Helpline Ref no: 

E8704100148, Message @ 09:06 via M m i : ̀workstation disconnected', 

Engineer did not arrive until 11:30 the following day on 1 1 April 2007, This caused 

considerable disruption within the PO regards serving customers. The engineer changed 

the ky Iord. 
11/04107 i1/O4J07A customer was served by Shirley Owens at about 13 35 He had his ST 1O 34 

prepayment card topped up. SO took money from customer, completed the transaction; 

cleared the stack and printed a receipt. 
Mr AHineon wanted his Tesco mobile card topped up with £10. SO swiped Mr Allinsons 

card. it appeared on the stacks a ST payment  card. SO was able to bin this uccesfully. 

:She swiped Mr Allinson's card again and successfully completed the 
transaction at 13:41. 

I i irr idsr t i r h l r d tO tyre one described

t O
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Most of the transactionscarried out on the Horizonsystem are reverscle For example, if a 

customer purchases postage stamps tops up rep y nt card (BI, British Gas, 

Northern Electric etc.) and then changes his mind then the transaction can be quickly and 
easily reversed, 
There are some transactions which: 
a) Are riot reversible e.g. Smartcards, These are usually British Gas prepayment type 

cards, Once these are credited «they have to 'b paid for. If the customer does not have 

the means to settle we would withhold the card. 
b) allow atawrr iruta t0 reverse the transaction. Mobile top cps are such

tre se tbons. Once a Mobile card is swiped and topped up or system sner tad 
voucher issued, only fe=e minutes are available to reverse the transaction. 

i jl2001 iL03 j nal 3 Q r, Cisr  hl e Q e s 

Customer(Mrs C On ftths requested to withdraw 1_ , cash using her Barclay debit card. _ 
[Card No -_ GRO 

-. i 

Sort Code ̀  GRO Exp GRO. ccounti__ GRO 

The screen was In Serve customer mode, The stack was dear At the ti €e Mrs Griffiths 

was the sole customer in the Post Office, R S Bilkhu witnessed the sequence of events. 

Customer gave card to Shirley Owens. Shirley Owens swiped the card. Immediately, 
the prkdergeneratedaTesco Mobile Pay As You GO voucher for £10. 

(Card Nos._._._._._._._._._._._._GRo Mobde Nod. GRO 

incident happened at 17:03. Shirley Owens (SO) immediately started to bin the 

,action. The system would not allow this, SO then started the process of trying to 
th tmnsacton Whde she conhnued RSB rang tl e l ei line ors O tion 3 tO s 

M 
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help i r r lr this tr r~ cti r . (1 .. B re li d that ltl r hit was a softwareerror —the 

priority at this stage was to reverse the transactionhence the reason to contact Option 3 

and not Option 2 (Technical issues). 

efforts to reverse the transaction failed. The message on screen stated 
nd Declined  Card was for a different carddprod ct' 

From about 17:05 RS and were continually on the phone to Helpline until 18:00 

seeking advice 
spoke to Sean on Option 3 (Ref: H153 7 3), We had already done what Sean 

suggested so I was transferred to Option 2 to speak to Gary.. It was 17:20 and by this time 

we had lost the £10. it was too late to reverse the transaction. Gary'simmediate reaction 

was that it was a software issue. He then proceeded to talk to his manager who was 

overheard to tell Gary to tell us that it was not a sore issuewhich Gary repeated to us. 

~SO then spoke to a Suki (she would not give her second name because `she was not 

:obliged to under her contract`) who was apparently Gary<s superior. Suki absurdly 

Isuggested that we had `incorrectly carried out the transaction',SO explained to her exactly 

what she had done but Suki was not prepared to listen, 
By this time the queue was forming in the PO and as we only had one functioning terminal 

it grabbed the °phone from 8O. 

I put it to Suki that how was it remotely possible for us to carry out the transaction 

incorrectly? Other than swipe the card we had not done anythir -the system did not allow 

us to do any thing-it generated the voucher  automaticalIy We did not touch the screenwe 

did not even tap a key on the keyboard. 

ki then suggested that it was a previous transaction. I explained to her that as we had 

faith in the system, we always ran off a counter printer receipt even if we sold a stamp, 

is we have done for the last two years. For the record the previous transaction was 

rnoleted at 16:58 and was postagej Isa series of arcels-not reel nt l related to the 
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in question. 

Ki then refused to accept that it was a technical issue and then transferred me to 

t on3. it was now approaching 18:00. 1 then spoke to a Lisa who after listening to the 

Fblem said that it was a t chnical issue! i said to Lisa that i knew that and she knew that, 

18:00 1 decided to terminate  the call as dearly we were just going around in circle. 

18:03 we had to settle the transaction on Terminal l 3 to for the terminal for balance 

ooees. This meant that someone now had 10 credited to their mobile at my e n . 

Mr Allinsors ( ° sco mobile incident described above) come on 19 April 2007, / wanted 

to confirm that it was his card that was topped up again at 1703 i made a 'phone call from 

his mobile to my mobile to log his number and sure enough it was his mobile: 
GRO ._. This is the r obile which was topped up using another customer's Barclay 

Debit Card. 

ii 

Customer put card in Pin Pad KH put her hand on the printer.T e screen flipped over to 

Fujitsu logo. The system had to be rebooted causmg considerable disruption in the P0 at 

busy time. Reported to Horizon lelpdes, Option Advice rboott hich we were doing 

anyway Ref: 
E0704120346. 

SO started to serge customer for a Trariscash payment. After the account number was 

entered, the screen presented the Tr n ash fee as £220.00. This amount is always preset 

to £2.20. 
SO changed the tee to £2.20 and completed the transaction. RSB witnessed this incident. 

Why did the system generate the Trori cash fees £220-00 
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P or no apparent reason, the screen (which had been in Serve Customer mode) locked. 
t would not allow the option of Hom& to allow navigation  to other areas e- . reports menu. 
,Rang Helpii e on Option 3 and spoke to a Sarah. Told that perhaps Horizon was waiting 
for a receipt to be printed from a previous transacti n. I explained that we always printed 
- oeipt after each transaction and in fact we already had a receipt for a Lloyds bank cash 
rithdr :. l for 60-00 @ 1646. The recept was printed again. The reprinted receipt clearly 

stated that it was a duplicate. The screen unkxked itself. Sarah could not explain-it was 
ust one of those thin sl 

16104107 Kathleen Hadley Caught side of base station with a ba of coin. Computer went 
o 

f-had to be rebooted On screen message : 'Lost PMCC'. Had to ring Helplrna Spoke to 
Ahmed Feet; E0704160756. 

16104107 Message on mernoview 13:40, One of your Workeation has stopped 
communicating with the NetworW 
17104107 
Terminal 3 S.Owens serving. Middle of printing Postal Order for £21.98. Message on 
screen: `Printer off lines. Checked cower-OK, Not out of paper. Rang Helpline and spoke to 
Kaylei h: Ref: E0704170881 Owens asked Kaylegh what to do Kaylegh was not sure, 
Eventually S Owens had to take to cash, spoil the PO and reverse the transaction. ti n. 

1610 107Thrughout the week we seem to have been run r in OK with our daily cash declaration 
(+1- z £5.00) then suddenly on Tuesday  for no apparent reason we are 34-00 short. On 
Wednesday the Balance Report indicates a cash loss of 0+ and a stamp loss of 1 8+. 
Combined with the figure from last week the loss now stands at £7017. 
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A Geoff Simpson (NFSP T'e. SRO._._. ) representatwenformedoftheTesooMobde 
incident. This done on advce of another SubPostmaster, Frankly I do not expect anything 
to happen because they P have not done anything r : losses. 

2 iQ4iO7 @ 13:08 Terminal 2 R Bkhu serving. Smartecreen. Put weight of, parcel (2009). 
Screen displayed icons for Special Delivery By 9 £10,95, Std Parcel @ £3.65, 
P rce#force Special Delivery By I e00 @4.75 and an icon for BFPO. These bear no 
resemblance to prices for the weight In question and no t r 2Ild dase option di ►lyed. 

Same problem as above at 16.20, 

_ 24104L07 Same rble t 13.1 d tc ri n C ti~•n3. Pf i t X349667 
25/04107 2710412007 Terminal 3 Screen froze for 45 minutes, From 09;00 onwards. Cash loss of 82.41 

82.41. 
02105107 4 

09(05107 Terminal 3 IG serving. Label for postage stamp printed O but system pnntedarejectea 2205,
label receipt, Then a different receipt come out of the printer with no weight of parcel put in 
after the r eted label r i t. 

16/05/07 18/05  2007 Rachel € y t n rang @ 13 15 re. Tesco mobile voucher incident, Rang n S4.0 
again on 22nd May 2007_ Arrived in the afternoon to btain further information. Also 
suggested that we go over to ndwduaIstock unit, l said I would welcome anvtrng that 
stopped the losses, Planned for week n ing but then changed due unavailability of 
trainers. t End of g t 20 f r€a t 

23/055101 »76.01 76.01 

30105107 2500 in coins were despatched but the figure still appears in our Suspense Account 
report as'Brought forward'. I Contacted Michelle on Helpline Option 3 at 15°10. She said 
nothing to worry about as sometimes s the bar code reader does not scan the despatch 
pouch card and should right it self the net: time, Otherwise we should got a Tr n chon. 
correction in our favour. . 
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06/ 6/7Stillconcerned about the issue r ; 02500 wins despatch. Contacted Lisa on .lp 6O,82 
. d 

14:05 on 6 June 2007. Told her that the figure was still there despite nning the card 
again. Lisa said to wait till Transection Correction arrives. Told her that that could be 
several months away and in the meantime could have the auditors turn up and start 
drrr rrdirr Ln tl had dr r before in S tr r 2006. 

13106/07 +20.1 

10166107 l rrni day today and at 16;25 on 20!06107 we are stuck We have done all the reports, ,l 
declared  the cash and the stock and press the button for Balance Report. The system will 
not let us advance, Message: 'You may not balance as one of the sessions is suspended'. 
Tried all we know Le. ensure we have done all the reports etc. but keep getting the same 
message. Rang the Helpline, Had to listen to music for about 15 minutes and then spoke 
to a Richard, Suggested what we had already tried but went back into the system4ried
again o luck, Then back onto the Helpline and spoke to Lind . She said try selling a I p 
stamp and then print a receipt. That did seemn to work. Linda said that it is glitcW in the 

27/06107 
ste . 

29/06/07 Terminal 2 Counter printer for some reason has started to print zeroes with a line -101.9 

across This i quite serious because it can be read as figure 8. Reported to a Tom on 
Option 2 Helpline at 1640 Julie returned call on 3 Judy to say that it was configured 
wrong. I did not even want to get into a discussion because very soon the printers were to 

be replaced with new style. Ref: E8707030250. 
At 14:34 on 26106107 a customer asked for an 02 voucher°, Customer waived a £20 note 

and gave every impression she wanted a £20 voucher. After it had been printed she said 

she only wanted a £10 voucher RB immediately rang the Helpline-this was constantly

engaged . In the meanfirne Counter Clerk S Owens tried reversing the voucher in every 

way conceivable e.g., Existing Reversal , al', 'New Reversal , obtaining the Transaction 
reference etc. Message: Refund Declined. By the time we were able to got through to the 

1 
He. l ine l essor screen was. °giro e rred'. .. ...........

^p
* 
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11 /07106 _ 
18107108 

/07/0 KK~O 1 > 
01/08/08 owburn PO had one customer who r about 2 years purchased postage stamps: „44 46 

averaging £500 per week, This n tuts11y made a sg1ficant difference to Ilkhu`s sal ry. .'
For several months the customer stopped. After contacting the customer It bcame 
apparent that 61 Mail had actually poached the customer from Bowbum.Whllst the 
customer enjoyed dealing wth Po burn PO, she was given such an offer by Roy a' Mail s 
pack costing .1 r60; at Bowbum was offered for 66p by Roya' Mail) that she could not 
refuse She asked for the discount to be offered at Bowburn PO but was refused koyal 
Mail. and OL are u "sed tc a one business. cow l it t Was tiled Ref H15542418 

08108108 20:20 
16/06/07 3ga 6 
22/08107 A John Day rang on 20th August 2007 from Lottery Section at Che rfied and spoke to -75.60 ` 5.60 

Shirley Owens He was complaining about discrepancies about scratch cards with 
amounts running tq several hundred pounds. The dates go back to S pf m bar and 
October 2005. R BHkhu rang the Helpline and filed a complaint to Sandra (let. 
H22414275) This on the basis that about 18 month2yeers ago R dkhi h dd contacted 
Camelot and PO1 and confirmed with them as to how long Lottery records reed tO b 
kept Camel t`s view was that after 6 month they would not entertain any claims s6 records 
need not he kept beyond 6 months. POL's view from Chesterfield Was exactly the same 
r_e. it Camelot were happy then POL did not have an issue, So why now start generating 
7 l 's foran issue 'here there are no records ail bl ? 

t it c e of this mwdjfljhas been o 11 r a dtgPif Pwnl 
h st h r -26 Ostc~her 007, T~ s nt t l n d t is belt 
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t 

Lofty icas I 1 

Bo urn Post Office is among the selected. Post Offices ihich can any out National  Lottery 
transactions on behalf o 'amelot. It can also s fls I atiorral 101tery Scratcheards. 

The incident below (under'Sequence of Evan t ) refers sleifi al y to ScMtchcards. 

Scratchcards (in £1, £2, aid 5 `den aminations') are`deli*rcd via a courier. Upon delivery, the 
pack. is opened and checked  so that the contents are with the barcdded delivery slip. The vale of 
each pack is £120 There are 120 cards on 1, 60 on 0 and 24 or £5 packs, 
The delivery slip is scanned into the Camelot .lottery Terminal 4situated øn the retail side of the 
business), The packs of scratch ids are Man stored in a secure area behhid the P0 iounter, 

When pack of scratchcards is required f& sale, it is scanned on the Camelot Terminal 1c 'activate 
it, The number of cards activated ;s  then reutmed into on the Hèrron Sysiem (O side). f for 
some reason, the pack is not activattd or rmnnied into Ho i ora Syst; ;, then SHirley O e s 
(Counter C'ierkw2 + year's exp .cuce) 'adjusts stock' on Hon rca sister on a regular (weekly) basis 
so the number of ctrdi currently ti 'eon sale o tie retail. side) matches what is o the Horizon 
system, `That is what we were led to beheeas we adjust stock with other P0 items e.g.stamps 
stamp books etc se did not think ajustntg scrateho rds this way would create problems, No 
training has ever beat given to us au the Lottery side. 

M 
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As the Lottery 'er rrinal is situated an the retail. side, all cash taken on the retail side is placed i nto a 
common till oil the rctait side. At the close of business everyda , two re irts sic generated. one for 
Orr-Litre Later' and one for Scratcheards: (see Appendix t .1. A simpe csiiulatton is caiied out to 
separate the cash dud to the P(Y(i.e. Cam lot) end that due to the retail side. The mosey owed to the 
Post Office is transferred every, day at cloe of b iness, 
We have never knowingly hail an proIiein with Lottery or Scrstdieards and cannot re.a tl 
any 'fr a s rti n Correcthms in t.bè past 

tar 0AugustOOShiley vv (Counter Clerk) wa contacted by Jdhri Day r Lottery 
'eani seitmg that they had been looking at our Lottery records for the last two years and there were 
iserepancies itr ser tchc ds aetivat d vs returned in. He insisted that it was simply astock 
djustr. entt' that wa required. 
Owens irrfnrthed RS Bit. hu the followilig day and RSB immediately rang John Day and stated 

iat for start of it *as unarcdptable for POL to go back 2 yeas because RSB had checked and 
on red with BOTH C; tnelnt and COL over two Years ago that Lotters records need only be kept 
ar 6 months. Why dow were they dragging in Trnnsactioh Correctir ns for whith RSB would riot be 
ble t dispute, 
ohu Day insisted again that there was no money involved-that it was merely a `stock adjustment'. 
C B sd'send me the paperwOrk and I'll a' a look at it 

28th September 2007, a 17 page report (mainly iilthng; arrived from John Day.RSB looked at 
final figure on the last page which stated 4:517, 

i rang J Dan it edia' ly and quizzed hint about this figure and whether this wat the amount in 

ids that R B was epees to pay, 3 Day replied again that 
no 

it was merely a stock eerraction 
at 

the 

most 

the 

o6st 

would be a penny. 
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ussions c ntinu d over the next few days between SOwens Bilkhu and Joith Da to 
we all understodd clearly h1ow this düicropancy might have, arisen 

It is possible, at ti les, scnttchcard pick may have been 'act va ed' but not re tr d. in'. f o e ere 
whether a pack had been rernme . in or no the Post Office (and elot)- received what was die to 
them each esery day, as described above. lo y has lost out. 
And also as described. above Owens ke: ps a check to ensure the : u be€ of"scratcl cards' on 
Horizon matches wJAt we have physca11y on sale, It is n t o en 'stock adj ustnuent is required 
because S Owens is in three days pee week and keeps a check on stock. 

whether there was d stocl1 discceparlcy of not, the fact remains that the eo rect amount due to 
lot 0 was tr fser ed A1ID logged on Horizon with details otthe eratchear .s o11 and 
paid out etc. (Appendix 1 refes).T is has to be the case because: 

a) we cannot rcall having any IR's re: Lbt*ery 

we should have hid an increase of l 2 .00 on ouC Bal lee naps1mt every than a serathhcard 
Sack had gone astray We have not- In tact, as Appendix 2 (this is summary of the 17 page repoh 
;gat S Day sent but only plieks Up the dates in question) ill strat s, on the dates In question Howbum 
0 balance Snapshot figure is A negitive in all but four uses. 

in Day f nali = sent the IR os 11 October 2O7SB did not accept it until the I3' October due 
untie ai tyY in what e ` mgt it liught have on the balare, , a   ptlo thu IL it in -.r se t e 
mber of scratc hoards held by the Horiztin system (515) to 4832! 
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RSB was horrified by this and this is exactly what RSB had been trying to explain  J Day. This 
now meat *ha cm Balance Day, stock would be adjusted and the by adjusting the scraichards to 
the physical level i _e. about 5(L, the system would be to ki g, for £431.7 That is what RSB wo&d 
be expected to put io to rollover to next Trading Period £ This was .all explained to J Day but he 
continued to insist that it was just a stock transaction. John Day said that the only way to address 
this was to *,i•ev r l the on i l adjust Stock i tereac sn 

RSB rang the Helpline on 1& October  2007 at 12:40 (Balance Day-Bran h Trading Period) to seek 
help and Advice to address what was now clearly a seriou pr blem-if .SS. corrected the Horizon 
held stock of scratchcards Bowb rn P0 would close the following day. 

At :1 : 1t SI% rp kf_ to a Sandra on Option2. She said that as it was a redit' TP I should simply 
take x43I7 oat and keep iti I said to Sandra that it was not as simple as tha-L She said she would get 
someone to ring later. 

lB rang later and spoke to a Neil Neil explained that as it. was a credit it would iner ase'the stock 
lue and I weld be expected to lay £431 . 

aureeri from Helpline rang later and initially agreed with what Sandra had said i.e, *take o t cash« 
a yours' but vhe,n I explained the implications of the Balance Report, she agreed that I would 
ye to ;pay 

anal discussion (also with S Owens partieipatinl) took place with Paul Smith ;; John Day's Lille 
anger. This discussion went on for a good hour and all of the above, po rats were explained to 
I viz. hbody has benefited from this, all parties concerned have hunt the cash where due as all 

,cards sold are amounted for at the end ofthe dad= and cash tnsterred. If there had been a 
I', it you d have been hiuhhhted by an increase in nashon our Balance Snapshot, 
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suggested to him that all accounting systems bad to have a dt it/drodit. All they had given me a.s 
debits To address this correctly, what the Lottery teem needed to do as to btaih the dales 

gures and match thtm with the cash declared Md transferred by B wbura P . 
aul said that they were unable to got tho figures SB was todnded by this statement. 

the end Paul did s y th t he, wouki investigate further bitt iri the iheautitrie it was agreed that the 
.re on Ronz n would remain unchanged so that it would allow RSB to rollover to the ne t 

.: . , was or}ta ted by a Rebecca tern the Lottery Team on 24 ' ) t b t 2001 mot about five, 
n inures Rebcca detlared that she as not supposed to rite me she was to mig som other Post 
Dice but my numb r had popped up on [ter screen! 

• Also on 24th October 2001 RS1 rang Ciuitelot and spoke to Elenhg : l a was eWe to 
k mfirrn RSWt query on 1.00 11th 20O re: how tong Lottery ieeorda need to e kept. 
She confirmed that they had advised RSR that rncoth heed only he kept fbr P months *.inonth as 
claims by 4istomers Were, not eatert in d after that pêr10d4 RSI made this same query to 
POL at Chesterfield on that day (10 M rch 10) and they said If CamelOt were happy 
so were they, 

An audit was carried out on 22 sSeptember 200 when I wag forced to pay £35O5fi to 
POt to stay iii busotesa Why dot not the audit team piek these up? 

om y 10/0912007 H n screen (Terminal froze t 09, , Possibly the 
worst time on +28.1 

Monday rnornmg morning for this to happen Shirley Oren rang H l lin ti ri 
1.30 after havinr tried the usual renwdiesswltchn off deartinothe screen ate. Not out 
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in queuejust a cøntinuøushigh pitch dronO then cut-oft. Rang again @10,10 and ended ui 
in queue. Answered by a Kyle @ 10:26. Told to rrh ot,(whi h Shirley had already done), 
SO explained what wason the screen oust an arrow on blank turquoise r n). till told 
to reboot; This wGnt on.unt l about 11.00 am_when . ster was backon kM. .._ . 

m 44 

i7/i0/O' The reason far a gain this week (heady £1 that we have mad# a mistake. A customer +52. 
paid', for a, bill (BT) but we nadvertently missed scanning her BI bifi.T r : was sorted out on 

24/1 0/01 +25, 
31/10/0 - 7  , 
07-11110 

y.~ e~ : :wr : ..a, 
1411110 $_ 
2111'110 
26111107 28/11/07 10;33 T r In i 2 RB serving. Customer paid Worthem electric bill Bill was 1 

scanned Printer just stopped. Tried switching n/ ff, replaced certndge Finally got it to
print but it did not print the customers receipt. It printed the branch oopy A photocopy f 
the branch copy was stapled to the utmer' bill 

/1 1/2a07 A Paul rang from NBSC to check If we activated slips the some day.RB 
r lied . 

06112101
. 

December 2001 aroundmidday Received a phone call from Rachel Oystan (8DM) 
requesting f she could come in and look at Branch Trading statements R Bitkhu agreed 
and she amved at 14 00 RB gave her access to all Branch Trading statemnt . She said 
that due to thtt legal action, she had been Asked by Lesley  Joyce If she could remove the 
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pct that there was noi  gal action, those statements were effectively his evidence shot 
be needed by his legal 'earn and besides POL already had the étatenent via Hotiton. 

achel also queried (en behalf of LeSley Joyce whether the outstanding Transaction 
orrecton for Lottery issue had been settled.. said NO for the irrp e reason that we 
rave a dispute over the TR and besides i do not have £4$1 2 to settle. Rachel said that it 
vould simply be taken out of my remuneration 

Dn the Issue of Branch Trading statements, it was agreed that she would return on 
Cu sd 11/1212007  nd accompanied by RB would photocopy the statemdnts. 

Dry 1/12/07 O returned, to  the BT S's to the Crown Office for copying. i was left With 
he copses. $he kept the originals. On return she said there were a few which wore rtssin 
4) . 1 said they were prdb biy 'die in the weekly reports end l Will dig them out in the next 
ëw days, 
OL seem to have chosen a particularly bad tme to ask for these starements1he busiest 

)eri d imaginable when they have had the whole of last year. 

following letter was sent to Andy Winnors ember 2007. 

feat Mr Wi n, 

hank you for your letter dated 1 5 .a November 2007 re. above. My apologies for the dray but I 
ave beep awaiting a response from NFSP. 
r 

the 

absenoe of a response from NFSP to date sariin i w of the i perdu g fogs! a .tie n; I n w 
ive the following r spoor e to °o : letter. 
appreciate t .e time you have taken to investigate sold report my concerns but the key question still 
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. s' a me that PO the Lottey Tern and others ar getting ti em$tve tied in kntp over 
Zon tecku3iaI jirgon and nccninting teniüno1ogy. 
issut is Very st ef 
tcheatds are received at l3owburn Poat Ofli e iind as and when re ulred put into dispensernser for 

s aotivit r is no di erect to goods being reteived into a "1"eseo warehouse  and then put onto 
Ives iu fheeretail area for s1 e. 
until' the point a customer purchases  and pays for the goods, o sale is r ada and no l eo e is 

idve alradi expfained is ny previous curios deuce he r$ at 10 se ;fbu lrr :ss, a simple 
l uiaton s s ° tes the oath due to :POI (arnre ot) and what retr air n f r the i uul side, 
Fare r" t !1 stide is relativel .trill-da dy ,akmg na cr a e L63O1 We know from experience thpl vac 
~ €sh at? aRr r t rted ni oat rmnl till l n . to i' ' :a a= ) /or the lo'erv, 1 2 c the 
t rri,, c 1 re uhtetn Ih> i lh e Li 'OOOr we knew a Rrr ,st • ha, he en mile in our cA lcsr ann r. Thi 

v he ,"s$rnp/gt due to an error in reading the ~s P'adchf ̀aP'tmlrnher (~ntPn..~zeP;s are upside down on

(side) Even tithe  me $km ' i§ curt to n ti !l €d ' fL l rl, t ai. ii wu,;f vu hen tit 3.;' , ' £'r 

reread and as alre i explained, Shirley Owemr (Counter Clerk) keeps a nwtiil lass Cheek en tfl~ 
,rd;, at least23 arw v , :r week €than ectnparir , to whet w> have and what the Balanee hne shot 
ries. Ar di, cfrepanc , is radar good in cash), 

melot s mimatjemert ystet and their abilfty to access i i r a$i n are excellent. 

ny given time, Camelot i I fully aware of , 
The it ri ber of paokpacks of stetthcards we have in our seox;°e ate 

The be of acuvated packs n the dies l itie games rtr dispensers on sale 
The Amber of lottery (Lotto, Th .oderhel , EummillIons tc-.) tickets we have spld 

The Huber of pnxe o 4ine and scr tc eards We have aid out 
e infonnaton that Catnelot lacks dumtg the day is the actua nu h r ox r;a..tch e Js that we 
a ~ t  t ti .the t ar ol:craxchcards a ld usuna a. sitrnle a real 
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j dt aand m t ft) tKrnwe&veto POL ia the l r i syst rtt at th Uoso

each day b `t ort 17:30 aati .1 45,It is sz 1y the last tranactkm crrid ou1 on Hotiz& I t 

early clositt , Satirday inf nnatiw is Input on Monday rnotnrng before openrng andis us illy ti 

tlr t tratmwLibri as irie Ott in Mu®day. 
The tr rnswcttorts' ar o dff uunt to aiy other tra .sad.°Ut tzs we carry t> to Honiznb it the saId 

o, 'a °tt mp, it! povrnei1 nh witiidrawth, cash, tfeposfu ele. It is et rrtia Iv ash In- 

ask oth. 
It dora hot mattor, theeetore how r rule < 

picks 

*ere eed omotod i , ienbted out, 

'actkatèd nto not actEvatedthe keyqoetion whkb 10 , Pool Sffiitk others lit ttt 

Lottery Team r'et'ire to na is the tuber of ser :t b .a rds sokL Ii find it diflicult to a&cept 

eftth /Peal rttit 's answer that sales fi urot Art not a i  l le 

IA rory ti Ple wn. to udde w this kaOr is for POL to obtain the sales f its from the thitea i 

q slim, equate them to the tt trtber tt$ , tied aet teb cuda sold and theb compare with 

the figures supplied by C n el t, A competent persod ahwukl id abtoto o this erel5e In at 

than two borrow All thforrarltion tboottikl be vuttttbt aft tb pre o at bottom 

now wake coOunefltS on Other Perth Of your letter 

fatthat the.Lottery `I`earn had a boekiog is Frankly of little i terost to the All it arils time i' the 

als o Mist;uaimgemettt and incompetence within the Organisation. If the syste tva n0i ready 

r on earth did VOL move Over to Blanch Trading? 
cing 

mistakes regularly seems to he part and paredldfPOLs iiltutea ` rod  only have to Irate at 

Memos sent to ubl' strn tern via the 11orion Syst m. Pt t ieally every outer memo is an 

iissi ri of incorrect in smtutitrtr supplied or in racet instructibit 

was 

abu1uto1v 

no 

cortfi 

sto 

on 

our (Myself 

and 

Shirley 

Dwells) 

part 

AU 

cops ersbtio 

s took 

tb 

both: of 

us 

present. The 

details 

of't th e 

coin 

ers do 

m. 

already 

docomented 

am 

Pre 

moos 

M 
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is aty'do t., then 1eaSeobtititt'tbe ttinseeltL 

the £120 surplus should have appeal in the BalMice Sinipshote The 4os es try icrrted 
are due t 

iat.ttts with th4 iorizo ystee1 for which the legal action  is being puued, If yen are s r eat tr , that 

she losses on the weeks in, qneslton does riot i di ate the, expected swplus is tint 
ir,.eor or- ted withfti

Ghe net ties figtre, then the issr es *øh flonOn are much mote serious than vi tttty thought, 

On the teas that I fd weI pr e d r and tr*etOn Irma t ii Camelot and disposed 

of tortes .  `ecOrd after 6 aotttht tle current  dais. (If at all dk .1rr the fit hice is null and 

void and I inn not prepared to cobeider the claim any fuethern 

I am pr q r° d to trandm albeit icy reluctantly (beCaue it will eiean going throughHorizon 

4ilis fin every srn le day for the last six .onth,s day et anti fur the last six months as t will hay 

the records and that only on the basis that you supply ma with the actual brakduwn of v y 

singto scratcheard sold (Which w would have d r d on 110ri20n and 
the number of 

rt«'firth supplied by CrueIL 

The t° tr eti o °orrection was M drfect to ha e 1 r1 fs rt c  liot ce ough thougFd or 

imdr rstandii a rtt into pion to the r e being issued. Time and timC again we were told there was 

no 

money 

itn.oly 

-it 

was r 

eroi u 

stock 

orretwn 

Al r r 

.lds dde 

to 

POL 

(Camelot 

h e 

been 

paid. 

There 

is ho 

nwneywhatsoOver 

drt 

O 

inst 

nce 

i 

there 

is 

awed 

for 

stock 

adjustmenttlre , 

that is 

bet 

e 

h 

PO.L 

and 

Camekt 

NOT 

between 

POL 

and 

Bowburn 

P0

A  

. 

fatther 

transactiOn 

cOrre lOfl 

now 

needs 

to 

be 

issued 

to rm  else 

Out 

are, 

43 t 

to 

take 

us back 

to 

hhl 

we 

physically 

hod 

imthc 

branch. 

Yours 

siLerelyg 

1i 
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t ' 1~ ytr Jk'r cnflMi if tha et t6 T : oe t said 

eiause t Md agreed than penng f r . r t e tgt rs t had been ag d wtt PuE 

3Mth t t the'figtre vthnHonton would ben1Med ieti! sales figure were abte1ed fr 

POL arid 9 t, 
1= /1X001 L ffa messee foiRaoh ld)ysten   ten to corn aid cdect.We rrnssinç; ; E 

rdir  ttrr t (they had deer€ films tip the wealdy rport tl r t` rabirhd tb t . 

12112107@ 10:O an 1 :0 Termrna6 3 SO operstng $esstatn shut dewn br nø 

apparent reason: Flea to be r t d. •'fliis hape1ied t the " worst posb1d ttrM, Rang 

halpUnejut to rat tbe probternLail f: ' 07. 

17'fl2t0 ` 0930, termnal 1 Pnilter would not print, `t  Th s at one of the test gri d 

allI sorts,_ch gn cartridges,s tchihg oMf RepOrtedt l iiri . She reiMiMed en 

n inM r f et e t1loWingday, 

1fl12f2007 Re Lottery issues Raig Cemetat and SpOke t CUve Eltis at their Security; 
TG r9` ;_ . GRO _.1 sad' eic nis co sgue Marts. -'TI4ey confinaed that Camdct had no 

li a t o V r'wtti Bo um P0, Our sheet Ws tank .  there was nC evdenca

any fraduent atwity They a'so ahecket1 it t it r° Acdunts and confirmed nothing 
Ofl- i "spa GRO 

`his refers to Currency orders. Upon uestgatiGfl We findt 

rflsta&e On our pai1cashwas taken for Foreign currency odder b tin t pUt On 
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t rr it13CQfi r rash een i ith F itu Logo Had to 

t, Too . 3 t' s- o ct pack to norma 
M s rl prior .Wórk t tl r€ b ctd at 20:30. 

I 

eqUe. idea Where r th  ppearea

€, Upon roover the sys d ae =.Rollover to IPI 1 2007'.Ring epne ry 

why 206 7 fldNot 2Q8. Rbf: Hi58 74Z 

10

0 Y  22 51 Terrmnat3 
 

This tal l lcor 
(disconnect  w h nOv r it wa robeoted Th weibt on until 2r' february when It tas finally 

rep repacad oy a Fujitsu engineer eer. The backrow1d to this is asfollows: First i spoke t 

i h 1 on Horizon option 2 at 11 O on 14 Peb all refs 12751 and UK 938762)

rlwainsd to 'Mi h 'that Id d riot want the old oese station removed as tbehevedfatalt 

was posstbl t i the base statIon my'b; vs led to Gash discrepancies He passed the 

msae to his superisdr,:A Danny 11 2,10 end said the bass station wW not b 
leftas it was ;part of the agreement with FuFtsu. I nfused. Another supervisorkatr 

rang later aridwhen explained the %edkroufld the issue I t to Rchet 

l $ t r and A Garret badiBarnsley '(Li'a r ia it ' lengthy t t Ook 

place beieen myself and Rache bysten. It Was finally agreed th t the base' station woubt 

be replaced but the od ohoWod be lld dnd transferred to a secUre unit
t 

jit s 

~ r ki ll sits, This ophi `  din!(N€ Wjit t i s t n Feb 

t also took toe o ortUnitY to reinirid R*iel dysten about the LQttery Issue and the ieed 

for a rneetn to ddresshis issue To date( 3Y March) IhaVe nolheard from her 4lso 

asked her .:about th t" r~' ll tP 1 t. r i r ihjjL 

33 14 

Q.83

M 
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Ié hit i arM1r Pëtfk4UY 22?a Way 2OO i v$tgato this 

l nt, She defied All knowledge of t ruhaBy.. When remihded het that the took °nt 

le c lots, hs sold they were i s. I' held lot h eri ih l 
, . .i ts in 

i f ht, 

-4 1. 

05O3/08 08iO3d8l` r n r t1oced the F7 cor1 (HMtC Cashrequs) o Grobark Steen was 

different on Terninai 3 o r tO Terminsl2 OnTdrmin li 3 the ic& displayed 

cOn coming it int can end brush On termina 3 it 1*yed a orcwrn with 

nrtj around the against green background Thie also checked on Temiii1a6 

0d the terminal 2 T is cim i . wee reortd t0 1on1±on 

technical Option 2 to A Danny r Call ref; 14 8307) fi nny sugssted rebootihg, This was 

dane with M effect. -Spoke to a Groa 7' March 2003,Sha did not eppeer to have any 

knoWedge arid aased me on  Jamie, Jamie cdrifrmsd that it was a system -err 

pr  prbby a ottwrei ue Hei n rr€ the 0611 to NSO because tto felt it was not a 

technical  iambiwas puued by tt* bul s  to a Liaa . 16;4 iw HI ' ) She 

sugeeted we drop all 3 s ir : i said it Was a pieak tine 'ire► the PO and 4 was {tint 

prepared to doht at this t but will do so after c'ose ooffics TMtdid but there

Jamie rare n 1 0 , Ii ,20 n`si he ulr get 'Vsowre people to fix ft

14evin rang fron t4BSC tJ 12 40 saying it Was not an NS lasuand i should 
o 

bad Id 
HorizOn Thchnical. I sold i wa not really interested whoas i° s nsi ill it Was lust 

nted lt, otél but. 
To date 12 1"t Pvterh nothing had been none: 
Also diâcovened that on the t o scteerl all the limns fear tat en 2nd reel 

t
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