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€6 Getting branch standards
right every time will help
you runyour branch
efficiently, professionally and
securely, as well as giving
our customers the service.

they expect and deserve.??

This booklet js a summary of some of the operational requirements we've
made you aware of in the past, and covers many of the things you need to do

to run your branch properly. It's designed to be a useful reminder of the main

branch standards you reed to achieve, and to help you get these right.

You should also refer to current operational instructions and ‘guidance
including Operational Focus. Branch standards may vary in the future and
we will let you know about any changes

Given the changing regulatory environment, there is a serious risk to Post
Office if the branch standards are not met and, therefore, please be reminded
that we are obliged to take steps to ensure compliance. These steps,

which include cost recovery in some instances, are explained in the letter
accompanying this booklet. We will, of course, inform yau on a regular basis If
any further measures are required.

2. | Welcome
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getting it right every time @
Dear colleague

As we work to protect our existing business, compete in new markets and
explore the new services the Post Office® can offer, we need to maintain
our unrivalled reputation for trust. And in the commercial environment we
operate we also have to control our costs whilst giving our customers a level
of service that will keep them coming back again and again.

This booklet is a summary of the existing branch standards. It is designed
to be a useful reference guide to the operational requirements we have
previously given you for running your branch efficiently and compliantly.
As you'll recall from the recent Compliance and Pricing in Proportion (PiP)
training, it is extremely important that branch standards are met in order
to avoid the very real risk of action from our regulators - either against
the Post Office or against individual agents. Working in line with branch
standards is also important to ensure the Post Office keeps its costs to a
minimum, and that you aren't disadvantaged financially.

Just as importantly, meeting branch standards means you will be treating
our customers fairly. The standards themselves are not new and they cover
the things the majority of branch teams do successfully every day. Because
of the risks | have outlined, it's essential we get branch standards right every
time, and in every branch. To give you an overall view of how your branch is
performing against these standards we'll provide you with regular updates
to help you identify areas for improvement. We'll work with you to help you
make the necessary improvements.

Delivering these branch standards is key to helping you run your Post Office
branch compliantly and successfully. Please read this booklet carefully and
share it with your team.

GRO

Paula Vennells
Network Director

Getting it right every time | 3.
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Provi d i n g 1. Opening times

Sticking to your contracted and published opening times is essential. It will
give your customers confidence in your branch and assure our partners that
people have access to their products and services at the agreed times.

a gre at @ Getting it right every time )

> Your Post Office opening hours should ideally match the opening hours of

@
your store, but as a minimum should be in line with your contractual and
S e ' V ' ‘ e published opening times.
» If your store hours are longer than your Post Office hours, keep your
paystation” on your retail counter so customers have longer access to

useful services such as E Top-ups, Quantum gas card recharging, electricity
key recharging (or NIE Powercodes in Northern Ireland) and bill payments.

GlVIn g CUStom erS a prOfESSK)nal, » If an emergency means you can't open your branch or you can't open on @&
.. . . time, contact the NBSC straight away.

efficient, friendly service and - — /

protecting our brand

4.‘| Providing a great service ‘ ‘ Providing a great service - Opening times | 5.




2. Branch experience
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3. Customer experience

Customers expect and deserve a safe, accessible, pleasant and welcoming
environment when they visit a Post Office. Keeping your branch clean and
tidy with all your promotional material correctly displayed will go a long way
to creating this environment.

©

Getting it right every time

Keep your branch and store exterior clean and in a good state of repair,
with your opening times clearly displayed.

Ensure the entrance is accessible to all your customers,

>
>
>

Keep your branch interior clean, tidy and in a good state of repair, with clear,
accessible aisles.

Ensure your lighting is bright, welcoming and in working order.

Keep counters and counter screens clear and free from clutter.

Ensure your team are neat, tidy and professional in appearance.

Ensure everyone is wearing a name badge.

Display Post Office promotional materials correctly.

Do not use locally produced marketing material to promote any
Post Office products.

\'% VIVIVIVIVIV

Comply with your obligations under the Disability Discrimination Act and the
Health and Safety at Work Act. Free information and guidance is available

on www.hse.gov.uk. We have also sent you a guide entitled ‘Accessibility and
the Post Office’ to help you with DDA compliance. You can order the disability

hooklet through Horizon. y

6. | Providing a great service - Branch experience

The Post Office has a great reputation for customer service that is built on
the assistance offered by branch teams, and our friendly, personal service is
something our customers really value.

©

Getting it right every time

Create a positive first impression.
> Provide a warm, friendly welcome.
> Make your customer feel valued.

Find out and enquire more broadly into your customer’s needs.
» Actively guestion what your customer wants and how you can help them.
> Make eye contact and give them your full attention.

Offer a relevant product or service to your customer, matching it to
their needs.
> Look for cross sell opportunities and introduce an additional product
or service if appropriate.
> Highlight the features and benefits of the product you're introducing.
> Make sure they have understood by asking if they have any questions.

Leave a lasting positive impression when you complete the conversation.
> Make sure your customer wants to continue with the transaction, and
that they have all the information they need.
> Ask if you can help in any other way.

Keep an eye on the gueue in your branch, and ensure waiting times are
kept to a minimum.

Providing a great service - Customer experience | 7.
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4. Making the most of sales opportunities
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Customer service is about more than just a friendly welcome and helping
people when they need it. A great service includes offering customers the
things they need, at competitive prices from their local Post Office.

As a minimum, we expect every customer to be asked (where appropriate)
if they want to top up their mobile, withdraw cash, or benefit from the
added peace of mind Special Delivery’ can give them. Simply offering
these three choices to customers will potentially increase your
remuneration, reinforce your branch’s reputation as the place to

go for essential services, and grow sales.

We also expect you to look for appropriate opportunities to introduce
our range of financial services, telephony and travel products to all your
customers in a compliant way.

8. | Providing a great service - Making the most of sales opportunities

©

Getting it right every time

> Every time a customer asks to post an inland item up to 2kg, ask them if they

Special Delivery™

would like it guaranteed to arrive tomorrow. If they do, explain “For just (quote
current price) we can guarantee delivery by 1pm tomorrow and if it should get
lost or damaged you will receive compensation of up to £500 depending on
market value.”

Banking withdrawals

.

» Onevery cash or cheque transaction ask “Would you like to pay by debit card?”
»  After every dehit card transaction with a partner bank, follow the prompt and
ask “Would you like some cash today?”
> Ifyou have an ATM you need to make sure it is kept topped up with cash. @
.
E Top-ups
» Askall customers at the end of their transaction, “Do you need to top up
\_ vour mobile while you are here?” Y,
e R
Look for appropriate opportunities to introduce other Post Office products
and services.
S

Providing a great service - Making the most of sales opportunities‘ |9.
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.- .  We need to demonstrate to our regulators that all Post Office people have .

- l o _ been trained properly to promote, introduce or arrange regulated products
. . :f; ‘and comply with regulations. It also shows we can give our ;

Meenng regu atory reqUIrementS . service they expect and deserve from a brand they can trust. Everyone who

- actlng reSpOnSIbly an('l \l\/|th Ou]" . - ~ works in a Post Office branch needs to complete the required compliance

‘trammg ~which could inc ude ails integrity, fi Fnancnai services compliance,

Customerg mterests at o - = i i;antl money laundermg telephony, data protec‘uon and other regulatory

~ compliance training. As well as helping to ensure we are selling comphantly
it will also give you and your teams more conﬁdence to talk about our
: 7pmducts comphaniiy: ~

Gettmg it nght

) Make sure everycme who works in your branch completes the releva -
compitance training in the tlmescales we reqwre ‘

) You also need to keep records of the trammg that takes : ;
- mdudmg any conﬂrmatlon recelpts frem h:mzon .

10. | Selling products co‘mpliéntly

Selling products compliantly - Compliance training | 14.
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‘ ) Over 505 hfe cover: Ensure that th > customer understands how long they
- w'll‘ ay prem:ums that their executors may not get back as much as is
ar dgthat theyk vv(ll t‘get anythmg; if the customer L

. ig a trusted urovxder of fmanc:al ser vuces and supports dur aJpxratrnnSif -
- devalopmg thlS 1mportant area of our busmess ‘

12. | Selling products compliantly - Financial services ‘ Selling products compliantly - Financial services | 13.
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; Askyo@r customer for,arjcl record or iHioiriéoh,‘two for
Wheﬂ er: : 3 B S >
> The value of a single bureau de change transactio

nis £5UUL 0r more

ms‘oflde tification

> A customer wants to carry out two or more burea

- £5000 or more. ~
> A customer wants to enter into a busme‘ss‘relatiqn

_ bureau de change transactions are carried out.

u de ”hange”
transactions that appear to be linked, and the combined value

s;hi‘p n which ret

 you are suspicious about a transaction of any value:

> Ask what they are using the currency for and
- given is a reasonable exp%anation :

Ve have a legal

nd ethic

_communities. Th
urrent operatior
ecording two for

ollow anti money laundering regulati
nd play our part in protecting our
‘ is means following =~
al instructions, including
ms of identification when

If wé‘ ddh’t follow

 bureau de change transaction Is wort
£5000 or more, or if you
about the transaction. Genuine customers
are unlikely to guestion the need to

presentther . .

al abllgatm‘r* to

 Ask for further identification. ; ‘
If they can't :prc‘vije;nt. refuse the transaction.

_ seven days. Immediately call Grapevine on 0845 6
the consentprocedure. .
In all cases report the activity to the Money Laund
 Officer on a suspicious activity report P4677.

I they can, but you are still suspicious and the transaction is for -

03 4004 to follow

a large amount, explain that ordering the currency may take up to

e

ering Reporting

D If the customer can't provide acceptable identification

are suspicious

_cannot take place.

action

If you‘are susp:cnous abo ut any fmancia{ transac

tlu_ 0

:f:;r criminals. This will not -
~ damage our brand but it could also result

_in fines from our regulator, HM Revenue
~and Customs, criminal prosecution and
‘even having our licence to supply bureau

_ de change revoked.

14. | Selling products compliantly - Bureéu‘de change

rrect procedures
there's a risk of us becoming an easy target

: Laundermg Reporting Officer.

you must complete a suspicious activity report |

only seriously

This is a summary of some of the key anti money laundering procedures. You
and your team have previously been provided with more detailed instructions
and training on anti money laundering procedures Make sure you always

follow these

Selling products corhplia‘ntly -~

Bureau de chanée

| 15.
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rmts for both Royal Mall and P~
the correct serv:ce rs“‘select‘ed‘ ‘

16. | Selling products compliantly - Pricing in proportion ‘ Selling products compiianﬂy - Pricing ‘pa‘rcels |17.
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Qur customers trust us to look after their mail while it's in our possession - p give customers he best service possible you need to 5egregate ma
 and we have a iegal requiremen keep it safe and secure. Anyone who - in your branch before t ss col{ected his allows our colteagues m Rcya! Ma
__has access to mail in your bra eds to compiy Wlth the malls ntegpty ickl me. ‘
‘ ‘mnmmum standards code of pract ~ ~ ~

“:Gétt‘in‘g it right every. time ‘

> Ensure only regastered assastant‘ cess to ma;l in your branch : nd that - - f:‘ ) Segregate your customers mall mto these categones ;
~ they comply with the mails mtegﬂty m nlmum standards code of p . L > Place all 1st class packets, inc luding BFPO packets and ’.lst cla -
= b padket post returns into a grey mail bag and tie it wuth a baq seal and

i;kPmtectmall !tems fmm the r:sk of delayk loi‘: ft, or nterfe nce by . the appropnate 1st dass bag label

-ensuring they are secured at all times and not acces5|ble to the public.

Make sure you Check redirectxon forms carefutly and note the proof of |dent|ty§ k
. Thus will help to reduce the risk of fraudulent rednrectnons and delays

-y :Reglster all your assnstants thh Pos::t Ofﬂce Human Resources usmg a
~ P250 form. : ~

k ‘;postage labé‘é mall and Royal Maal mtematlonal) mto a th;rd grey
mail bag - L

! ) Any po‘stfa‘g:é s‘tamfps c;m;is"t aﬁd’an ‘c‘la‘sshack:éts must be date Sta‘rjjped:‘ Lo

18. | Selling products co‘mpliéntly - Mails integrity ‘ ‘ Selling products compliantly - Mails segregation | 19.
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Getting it right every time -

> Before yousign up a customer rheck that
> Theyare over18. ‘ - ~ ;
> They are the current telephone or broadband subscriber, or have the
current subscribers permission to cancel and transfer the rcurrent
service to Post Office: ~ -
“Tf ey are not a BT Lsght BT Basic o‘r‘Kin‘gst‘on‘ COrnmUnications custOmer.‘

‘ Apphcah 1s from >pouses 0 others to transfer to HomePhone from anothe: -
L - - ‘ - L ; - provxderc : ;be accepted af the current named subscnber has died; unless the : ‘;
- - : - e L applicant is the executor of the deceased’s estate or has the executor’s written |
o 1?. Sellmg tel‘ephony prOdurtS*COm 1Yy | permission-ir n which- case they can apply to transfer in their own name. If not,
... = = | thenamed subscruber needs to be updated with the current provider priortoany |

‘We need to make sure customers 'r”uly understand our‘ telephony and . ferele to Post Offce HomePhore - .

:broadband products, and that these products are sold compliantly. T B D> Copies of our terms and conditions, price list, acceptable use policy, andacopy |
 necessary under OFCOM regulations which are legal requirements. ltwill | of the Post Office HomePhone code of practice, detailing the complaints and
 also help us develop this area of our business. | dispute resolution process should be available to customers who requestto see |
- - ... ‘ | itinbranch Let customers know they can get their own copy by callingthe |

_ Customer Contact Centre on or vrsmng www.postoffice. couk | .

;k lnform customers who are sngmk g up for br band what thetr ant:crpated lme ‘
ispeed s Honzon shows this when you input therr telephone number.

k ;~|nform customers that by comp etmg the transactron they are entermg mto a.
. contract, and not just applying for mformat:on Honzon w:li prompt ydu to read o
 the statement and sales confin nataon .

ire the customer reads and signs the branch copy of the order cOnﬁrmatio‘n |
i ced on Honzon You'll need to retain this securely for

> the ‘What happens next’ recexpt to the customer andexpl'-' thenext
i*stepc in the tra*rsfer process. - ~ - .

‘Custemers must be mforrned that if they are signed up t0a mnimum

- term contract with their current provrder they may have to pay an early .
- : termmcmon charge to them if they move to the Post Ofﬂce before the en i
of that minimum term. ~

20. | Selling products co‘mpliently —Tehephony ‘ ‘ ‘ . Selling products compliantly - Telephony | 21.
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~ rotectmg persenal data is |mportant
. customers and is also a

;ata doesnt have to be held
can include office copy rece
nformation, customer s«gnatures or card details, data
_ Horizon or cash holdmg mform ~ - ~

for maintaining the trust of our
legal requirement. The Data Protection Act 1998
laces legal obligations on those who handle personal data, and not compi
- lth 1ts requremeﬂtc s a cnmmal foAnce and can lead to prosecutlo B
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Getting it right every time

Keep persor

nal data securely a‘n‘d‘ cdr‘fidéntiali)L/‘atjall times. ‘

iditing p

on‘a‘f‘cor‘npu‘tﬁe?r to be prote
ipts, documents or forms th

you should treat all

o

nforrr atton and documen‘ts‘ abou

| dat,

Lo,

ls as persona

cted by

yrinted fr

at contain

Only keep

d not w

personal data for as long as
urposes), and dispose of it as
th your normal rubbish,

s necessary (e.g. for
co‘hﬁkde‘n‘tial‘WaSte ‘

kk nly use ers

onal data for the:purpose

it was obtained for.

t customers

Personal data méans data which relates to a living individual whe can be identified:

(a) from the data, or ‘
{b) from the data and other information which is in or is
likely to come into your possession.

22.| Selling products compliéntly -

Information security

» Never remove any personal data from

he branch premise

| Selling products compliantly -

Information security | 23.
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M an a l n 14. Overnight cash holdings
l ’ Keeping and moving cash in the network is very expensive. If you have
too much cash in your branch, it may mean we do not have enough for
other branches, and it also increases your security risk. This is, however,

balanced by the need to have enough cash to serve our customers, and to
assure our partners such as the DWP and our partner banks that we can
give their customers access to their cash. Getting your cash levels just right

is therefore a crucial part of running your branch, and keeping Post Office
profitable.

®
' n y 0 u r @ Getting it right every time D

» Check the planned order on Horizon each day to identify how much cash
you will receive or need to return on your next remittance.

» Review the level of cash you need on a regular basis. You can do this by @
looking at the balance snapshot and identifying the level of payments o

against receipts.

» Let the Inventory Team know if there's been a significant change in your
business over the past six weeks, such as a new business customer.

BE|ng |n ContrOl Of the CaSh ln ) Contact the Inventory Team to alter or cancel a planned order if you don't

. think you need the predicted level of cash. This includes cash orders for
your branch and meeting your Post Offce ATMs

» If you think you can return more cash than the amount shown on your

CUStom erS’ nEEdS planned order, please do so.

» Only place a special order for cash if it's absolutely necessary.

» Don't use notes taken from a Post Office ATM on the counter unless the
Inventory Team has approved this, as this will impact on the overall planning
\_ for your branch. )

24. | Managing cash in your branch ‘ ‘ ‘ ‘Managmg cash in your‘branch - Dvernight cash holdings | 25. ‘




15. Foreign overnight cash holdings
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16. Cash declarations

Managing your foreign currency is important for the same reasons as
managing your sterling. Whilst you need enough foreign currency to meet
your customers’ requirements, holding too much is not only a cost to the
business, but can also increase the security risk to you.

©

Getting it right every time

» If you are an on-demand branch, make sure you only hold one and a half
times the value of your weekly sales of foreign currency.

» A sales report can be printed through Horizon to show how much
foreign currency you have sold in the current trading period. This can
be used to work out how much foreign currency you should be holding.

> It needs to be printed within 42 days of the start of a remuneration
period.

> Instructions on how to print a sales report can be found
in Operational Focus.

©

) If you are a pre-order branch, please make sure you return
any foreign currency you have bought back from
customers to us at the earliest opportunity, following

\_ vour normal remittance procedures.

26. | Managing cash in yoLLr branch - Foreign overnight cash holdings

The cash in your branch, including cash for your ATM, is monitored by

the flexible planning system. The effectiveness of this system depends on
you accurately declaring the cash sterling belonging to us that you hold
overnight, every day your branch is open for business. Accurately declaring
cash means you can monitor it effectively, and identify and resolve any
discrepancies.

Getting it right every time

Complete an accurate daily cash declaration on the Horizon system for all
stock units used during the day. This must be done before 19:00.

If the stock unit isn't going to be used, or the branch is closed the following
day, a cash declaration must be the last Horizon transaction of the day.

Declare your notes and coin against the correct denominations. Any
hanknotes that are damaged or mutilated should be declared as ‘unusable’,

Vi V| VI WV

Complete a cash declaration for every stock unit that has been attached
that day, whatever the reason. This includes cash or stock transfers to or
from the lottery stock unit to AA, even though the cash figure may not have
changed or the stock unit does not contain any cash.

» If you have a self fill Post Office ATM, this needs to be included in your cash
declaration each day. All cash that is specifically for Post Office ATMs,
whether it is in the machine or held in the safe ready to go into the machine,
must be declared against the £10 ATM note line, regardless of denomination.
If you have a non Post Office ATM for which Post Office supplies the cash
you need to include this in your cash declaration against the correct note
denomination.

> Cash prepared for remittance to the cash centre doesn’t need to be included

in your cash declaration.
\_ y

_/

Managihg cash in your branch - Cash declarations | 27.
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W 0 rki n 17. Processing transactions correctly

Rectifying mistakes is a significant cost to Post Office. Whilst we understand
that mistakes will happen on occasion, we want to minimise them - to reduce
our costs and give good customer servie. Getting transactions right means

® @
we don't have to waste time resolving mistakes. It also gives our partners
confidence that we can transact their products in the correct way.
©@ N

Getting it right every time

Ke ep|ng ContrOl Of COStS’ > Make sure that you and your teams follow the correct procedures for each

transaction. This will increase confidence and help prevent transaction errors

reduCIng losses and corrections.

> If you receive a transaction correction to rectify a mistake, deal with it as

and Staylng secure soon as possibte, and always within the balance trading period.

iﬁ ) If a transaction correction has a monetary value, any discrepancies must be @&
\ dealt with promptly by contacting Product & Branch Accounting. )

€6 Getting transactions
right means we don't
have to waste time
resolving mistakes.??

28. | Working efficiently ‘ ‘ ' Working efficiently - Processing transactions correctly | 29.




POL00084769

POL00084769
18. Motor vehicle licence discs 19. Cheques on hand
Motor vehicle licence discs are valuable stock items, and need to be kept We settle with our partners based on the information that is transacted
securely. Whilst Horizon will record the discs you have sold, you need to through Horizon. This means that if cheque payments are not cleared
account for all the discs you have in your branch including any that are daily we have to settle amounts owed to our partners before we have the
spoilt, lost or stolen. money in our bank account. This has a negative impact on our cash flow.
Despatching your cheques every day means they can be processed and
It's also important that we meet the standards agreed with the DVLA about cleared in the correct timescales which reduces our risk of liability
product knowledge, availahility of forms and leaflets, and their customers’ for bounced cheques. Our customers also expect us to process their
perception of our branches. cheques quickly.

Getting it right every time Getting it right every time

© N © x
>

Keep all MVL discs safely and securely. Only accept cheques for certain products and services, as prompted

. . \ ) . . ) by Horizon.

If you spoil a tax disc you'll need to account for it, destroy it and dispose of it y Horizon
as confidential waste. » Ensure you record all the relevant information on the reverse of the cheques @
you accept.

it on Horizon. > Despatch all cheques to the relevant place, with the right paperwork with
your daily collection.

Make sure the correct MVL forms are available to your customers.

» Make sure the cheque values on Horizon and your branch trading
\_ statement match the values of the cheques held in the till. )

» If you lose a disc or suspect one has been stolen, you must account for

Make sure everyone who works in your branch is up to date on MVL
\_ procedures and product knowledge. Yy,

€6 Despatching your cheques
every day means they can
be processed and cleared m
the correct timescales.??

Working efficiently - Cheques on hand | 34.
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20. Stock holdings 271. Branch trading
Similar to your cash holdings, you need to be confident you have enough Completing a branch trading statement at the end of each branch trading period
stock to meet your customers’ demands, but holding more than you need helps us keep our accounts in order and lets you keep a close eye on your own.
is an unnecessary cost to our business.
Keeping good control of your stock also reduces the risk of missing return @ A

Getting it right every time
dates and therefore losses for obsolete stock.

> Complete a branch trading statement on Horizon for each branch trading

@ ~ period, within the required timescales,
Getting it right every time » Ensure your branch has rolled over into the correct branch trading period
. ; . followi letion of the branch trading stat t.
> Make sure you are only holding three weeks' worth of stock in your branch. . orlowing compietion o the branch trading statemen J
> Follow the current operational instr uctions for accounting for, managing and
securing your stock.
» Return obsolete stock within the timescales required by current operational
@ \_ instructions. ) ®

ééKeeping good control
of your stock reduces
the risk of missing
return dates.9?

£

32. | Working efficiently - Stock holdings ‘ ‘ ‘ . . ‘ Workin‘g efficiently - Branch trading | 33.



22. Security standards
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Branch scorecard

Keeping you, your team and your Post Office branch safe and secure is of
paramount importance. Following the security guidelines will reduce the risk
to your people and the risk of losses. The majority of customers will corne to
your branch to either deposit or collect cash and they need to feel safe and
that their assets are secure.

©

Getting it right every time

» You must follow the security guidelines outlined in the current operational
instructions, in addition to further security instructions which may have been
issued to your branch based on your branch type.

> Follow the advised opening and closing procedures.

> Close all doors and parcel hatches when they're not in use.

> Formally identify visitors, including contractors, and record their details.

> Lock all access and safe doors at all times - keep the keys on separate
key rings, ensure they are not accessible or visible to members of the
public, and remove them from the premises at night.

Keep working cash to a minimum.

Store bulk cash in the safe, with any time-overlocks on at all times.

L > Use appropriate security equipment.

VoV

34. | Working efficiently - Security standards

You'll be sent a reqular scorecard report showing how you are performing
against some of the branch standards in this booklet. It will show:

» If you have processed any non compliant bureau de change transactions
» The percentage of valid cash and ATM declarations for your branch

> Your FONCH ratio

> If you have lost any MVL discs

The scorecard will also show other measures such as the result of any audit or
mystery shopping visits if you have been visited in the previous month.

branchstandards
getting it right every time

Branch name: Newtown Paost Office™
Branch code: 123456

Your Performance Period  Year to date

Selling products compliantly
Bureau de change
Number of non compliant bureau de change transactions 0 0

Managing cash in your branch

Overnight cash holdings

% of valid cash declarations 100 100
% of valid ATM cash declarations 100 100

Foreign overnight cash holdings
FONCH ratio 15 15

Working efficiently

Motor vehicle licence discs
Number of missing discs o] 0

Branch scorecard

{
|
i




POL00084769
POL00084769




