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inmnw aned congeatidations o
Post OFce Conpters L, (PO

largest vetailer in Brrape, &% o newly apy

pstnaster, 18 important that you

part of Post Office Counters

The purpose of this booklet i 1o

» give you an overview of the Pt Offier Group, and Post Office

Counters’ part w

« hielp you far se yoursel] with POUL, our structure, the
producss and services we offer, our mission and abjectives,

how we work and what we expedt from you;

@

prcwide information on the S.U'E‘l]‘ﬁ"ii VORI S eXpect;

* wive you general information on the

We apprediate you may find the carly days of your appoinunent

challenging, but have no doubt you will find it interesting and

.

fut, As Posi Office Counters’ su

s depends on your success,

please do not hesitate to make use of the support and expertise

on offer.
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he Post Office was formed in 1635 when
T King Charles opened his Royal Mail service
1o the public. Postage was originally paid by the
person veceiving the lewer, We have been
around for aver 350 years, therefore that makes
S b

wux one of the longest established bust

the UK.

MNow the Post Office is owned by the Government and iz

responsible for providing postal and counter services throughout

the country, Up to the 1970s, it received a subsidy from the

Government, but over the last 20 years the Post Office has been
ren as @ commercial business, and currently makes an anpual

profit of well aver £500 millior,

The Post Office Group consists of four busin

¢ Post Office Counters Lidd,
* Roval Mail

* TParcelforce
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Post Office Counters Ltd

Post OFff

e Counters Lid, (POULY operates a network of over

19,000 post offices naton-wide, making it the largest retail

chain in Europe. 1t is bigger than the four major banks and main

i

building societies put together, and is the k

in the UK.

ruest handler of cash

Every week around 28 million custonmiers visit our network of

offices, which offer over 170 products and services on behalf of

both Post Office businesses and external clicnts.

Post Office Counters has 14,000 vimployees and over 18,000
subpostmasters and franchisees. 1t handles over £140 billion in

nd £1.2

coins and notes each year, and has a turpover of

billion a year.

Royal Mail

Royal Mail collects, sorts and detivers mail and packets within
the UK and overseas, and delivers around 67 wiillion letters every

addresses, In addition o st and

working day to 25 millic
second class letter services, it offers a range of priority, insured

and specialist business services.

Royal Mail is recognised as providing one of the hest postal
services in Burope. Over 90% of all first class letters reach their

destination the next working day after posting.

Royal Mail employs about 160,000 people, including 80,000

postmen and women, and has a fleet of 30,000 vehicles.

4 Bubpostmasters nduction Booldet
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Parcelforce

ree is the UK's leading carrier of time-critical packages,
parcels and small freight. Tt offers a wide range of services for

business and private customers. As well as delivering to every

single address in the UK, Parcelforce provides a world-wide

distribution service.

Heavy investment in technology allows Parcelforce to wrack
around 140 million parcels every year, so that it can provide
customers with complete delivery information.

Parcelforce has some 100 delivery depots, 13,000 employees and

a fleet of 9,300 vehicles,

Subscription Services Ltd

Subscription Services manages television licences on behalf of

the BBC. This represents around 90% of Subs

ription Services
turnover. Over recent years, it has set up a number of new
ventures, such as its telebusiness centre. This handles around
100,000 customer calls every week in response to advertising
from businesses such as home-shopping companies, gas supply

companies, charities and the Department of Social Security.

Subscription Services employs some 1,600 people and manages

aver 21 million television lcences.

Subpostriasters Induction Boolder 3




POL00004607
POL00004607

S g \.Q &%% 5 s @ &
and Objectives

H businesses need 1o have a clear focus
.Z \.&nd direction. Post Office Couniers has a

mission statement, which was launched in 1995,

P ost Office Cow
subposumna

» high standards. You must at all fimes

o

rs Limited requires

rs and their staff to set and

i

y ensure that staff and subpostmasiers have a consider the image you project. For example,

clear understanding of our futare direction. We e

& name

= Those serving on the counter to we

Our mission statement is:

badge, ar display or a prominent
DOSTLan.

1 orutside your office.

»

You o display the corporate

ayaryaie

» Your office to be clean and bright.

w

Space allotted to the Post Office part of your premises o be

adequate - especially on the customer s

What Makes a Good Post Office

} E

ss and greater customer k"’,

identified that good quality premi

Research by POCL

is therefore

create more busin

Every year we set top objectives wo help us all focus on those
e o o standards of accommndation and advice. Here is a list of
2 P S

things that will enable us 10 ac and fonger-term

c apy post office outler:

; o s ' . important attribuies
goals. From the top business objectives the regions and business P

units develop their own objectives, which belp support both the » Good uncluttered and regularly cleansd premises {
mission and the top business objectives. interior and exterior).
& Bubpostrnasters Induction Boeldes Bubpostime ‘
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e Good access for people with disabil

evel enfry or ramp

and wide doorway).

v A substantial retail o

s which can capitalise on post office

footfull (by ensuring custoriers pass the rewd] offer an their

way to the Post Office counter).

Crune

« (Good vis

bility {p daand losenge) w maxi
passing trade.

» Maximum opening hours so that your post office i3 2 centre

of convenience for the local bouseho

We are also able to offer you access t

» Post Office equipment sesrecd from o cppiment ¢

» Post Office career wear for staff serving customers.,
If you are considering a refurbishment of your promdses,
please bear in mind the following:

* Any alteration to the accommodation needs the approval of

your Rewail Nerwork Manager bofore commniement.

» Al accommodation must ensure suftivient sceunty for all Post

Of

e monies, your and your staff Your Retad] Network

st with the

Manager can arrange a review of your arrauge

regional security wams.

he relevant

¢ Thaty allowes your to fully comply with

premi

Healdh and Safery legisladon. Your Retail Nerwork Manager can

advise you on the key aress that need consideration.

2 Bubpostmasters Induction Booldet
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C ustomers are vital to the survival of the

d to ensure custoraers are

business, We nee

iven autstanding personal servi hat i why
9 standing | val service. That is why

Post Office Counters has developed a business

s

philosophy called "Puiting the Customer §
Putting The Customer First ensures we
&

continually focus on the ever-changing needs of

U CUBTOIMETS.

As a new appointee you will be required to attend Puting the

Cugl

mer First training, which is & series of training sessions

normally delivered fave-to-face by your Betail Network Manager.
This is generally carried out once you have setded into your job,

at agreed times and dates, however, it could also be covered as a

part of your Induction training.

Subpostesters Induciion Boolkdet
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aned frvestimenss and bill payments for our external clients, and

“hranded’ products such as stamps for Koyal Mail, lottery

products and foreign curres

Structure

with, ensures that all post o

conststent image, and helps subpostmasters © improve the

POCL is organised into 7 geographic

private remil side of their business.

pach with its own Regilonal General Manages,

and a team of support staff 1o e

ble the region

Ir terfield, Transaction Proc all transac

ing hand on

to deliver its overall by plar. The regio

nes

aned is v

information for the netwaork of post offices

ponsible

Are:

for settling with clients for the work Post Office Counters carries

s R out on behalf of their dients.
» Midlands besed in Birmingham ¢

« North East bused in Leeds Types of Post Offices

ed o A Alboss We rwn a network of over 19,000 post offices, and 1

* North Thames & Hast Anglia b

broadh dded o two main ty

« North Wales & North West based i Mancheiter

. » Branch offices divectly managed by Post Office Counters and
¢ Bcotland & Northern Ireland bived in Gliigns N L
run by our own siaff - of which there are around 600, Th

« South Bast based in Tanbridge Wells are usually large and sinated in shopping centre

* Bouth Wales & South West |

i Bristol * erscdent offices operated or

. or lage rewadl chains such as

lacated 1o London and

There are also cengral business un

Chesterfield, which provide various functions such as the
strategic direction for the business and policy developmeny, They Products and Services
also provide support in marketing and new product development

Post Office Co

nters offer a huge range of products and services

ting the Benell

to help all ouddet staff sell “fnancial’ products and services, such

as personal and corporate banking, benefits distribution, savings on. behalt of more than 30 clienss, in s Agency,

0 Subnostmasters fnduction Yok Subpostmasters ndhuction Booklet 1
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the Department of National Savings, British Telecom, Girobank

and Royal Mail.

With 28 mil

o customers a week, we deal with a wide variery

, who all requi

. For

s different services and produ

example, parents with their children cashing their child benefit,

and custormers paying gas and eleciricity
P

Can a

s arned cashing

b fay rriakers who req

purchase their wavellers cheques, o

insurdnce and continenial motor insur

s and letters by guarant

Fservices, as well as stocking

O stanonery.

Automation

Post Office Coun

1oon a A 100 million

&

is embark

programme to automiate all of our offices. This will involve
installing new computer equipmient at every one of our 43,000
serving positons. This new computer network will be one of the

largest in the world.

Yot will rece

ve more information on automation as the

programume is implemented.

Subpostraasters induction Booklet
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g § a subpostmaster these are some of the

things you can expect to be duing:

* Handling letters, packets and parcels for

vy by Royal Mail and Parcelforce.

* Selling postage stamps, postal orders and
philatelic ftems.
* Paying pensions and allowances.

* Accepting payment of public wility bills like gas and

el

ricity.

= Issuing television, fishing and game lcences and, at certain

offices, motor velicle licences,

* Selling foreign currency, wavellers cheques and travel

nsurance,

Selling Litdewonds lottery soratcheards and, at seleried officss,
* Selling Liwd lottery tcheards and, at selecied oft

national lotery scratcheards and fckers.

Bubpostmasters Induction Booklet
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The level of these paymenis are fixed, and you are notified on

appointment what the level of these payments are for your office.

Minimum Payment Offices receive a fized amount or

remumeration, including a special cash allowance,

T he remuneration that you receive, and the
way in which that remuneration is Your Retail Network Manager and Agency Remuneration Manager
calculated, depends on the type of office that will be able to help with more details about these payments.

YOU run.

Smaller offices which have Aunnual Product

Payment Caleulations lave remuneration hased

on:

» Assigned Office Payments, a stable sum not affected by waffic

variations.

¢ Product Payiments, which are wallic related and are assessed

annually, using 1 2-months data,

ent calcuiations

Larger offices which have Monthly Product Fay

have remuneration based on ;

¢ Assigned Office Payments, a stable sum not affected by waffic

variations,

¢ Product Payments, which are traffic related and are assessed

monthly. using one-manth’s data.

Community Office and Restricted Hours Office payments consist

of a core payment, annual hourly rate and special cash allowance.

4 Bubpostmasters Induction Booldet Bubpostmasters Induction Booldet |5
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e

ﬁ $ & new subpostmaster, you have en

into & conwact with FOCL wi

ch states
what we as a business expect from you, but

alsor what you an expect inreturn.

You will have rec

ived the full contract (o

your day of appointment at the latest), which is

a very Tive” working document for both you

and Post Office Conters Lid, You shondd vead and understand it

in its entirety.

(8 Bubposteossters huduction Boobles
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Trainin

raiming for now subpos 5 1 usually

delivered by an agency trainer The duwration

and content of the training varies from office w0

office 1 needs, H

€W your parﬁt ¥y a8 a

basic guide, the wraintag avalable is outlined below:

Transfer Day

On the day of pansier, the cash and swek from the outgoing

tabpostnaster will be transferred to you. Regional personnel

Cusually an auditor) will be on hand o assist in the completion of
¥ )

s/records associated wi

Om-Site Training

Ori-site training takes place at your office and is undertaken with

o full range of uansagions, accoun

an agency tainer [t cow

pr(x;t':durex, fiﬁCtlri&y and custormer-vare issues.

The duraticn of the training waries from office wr affice, and

taifored o individual requirements.

Ongoing Training

Further traini ed at tmely intervals as necessary. This

¢ I8 prov

will be assessed by your Re

ctwork Manager.

Subprssteassters Induction Booldet




The training programme for new agents after the on-site waining is

generally as follows (this may vary according to your own Regions

TeQUITEINEnts):

When What

3-6 months after initial on-site waining  Quality of

}3{’.1‘{0}’1}’1&11(3{‘

3-6 months after initial on-si

wtraining  Overnight cash

holdings

3-9 months after initial on-site training Putting the
Customer First

programme

3-9 months after initial on-site waining Secrrity training

9-12 months after ivitial on-site taining Transactional

knowledge events

Al training is complemented by workbooks which are designed
to let you learn at your own speed and in your own office. You
should receive the hasic transactional books during your first few

days of appointment.

If you feel you need further training, please do not hesitate to

contact your Retail Network Manger in the first instance.

1§ Subpostmasters Induction Booklet
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Other Training Issues

In addition to transaction processing your training will fully

cover:

* pay, contract and terms of appointment;
* managing cash and stock;

» managing staff;

» all work;

* security;

* dealing with problems,

Subpostmasters lnduction Booklet 19
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The Helpline is open between the hours oft

08.15 1o 18.00 hrs Monday w0

rt

Iﬂ order to help you make your business a

08.30 1o 16.00 hrs Saturday

The nurnber is paid at local aall rae, so wherever you are

ith of support is availsl ; :
Ppurtas avax country you ounly pay a local rate cali charge.

A8 bpx‘:)xim asters,

The number to call is ‘ GRO

Retail Network Manager Network

Wher

and the nature of your enquiry. On most occ

contacting the Helpline you should give ye

Each office is assigned ane of the 350 Retail

sions they will be

MNetwork Managers to suppaort and help make N : o .
08 10 SUpp b anax able to answer your enguiry immediately, buc if they are upable

improvernents o both the post office and retail side of the

10 do so they will be able
de

connect you to the relevant

business. Your Retail Network Manager will visit you on a more . ; . N ¢
o ork Manag P RS - sartment, or forward your enquiry on your behalf.

formal basis and carey out an outlet review, which will identfy

p , AN ealls to reciomn departments or ve sratl Nerwork M -
any areas where you need to make improvements, All calls to regions! departments or your Retail Nerwork Manage

should be made via the Help

Customer/Subpostmaster Helpline

A Helpline exists to enable Post Office Counters to provide an

excellent service at all ouslets by:

* Providing speedy, accurate informaion and support w staff,

agents, clients and the public on all Post Office Counters

enquiries and services.

» Handling complaints in an efficient angd unbiased manner,

20 Bubpustmasters Induction Bookdet Subpostrmasters Induction Booklet 21
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Courier

Courier is a natdonal monthly newspaper for staff and

subpostmasters. It is designed to keep you abreast of "what is

going on’ in the business, regionally and nationally.

ﬁ 5 2 NEwW subpost:mastm‘ you have

entered into a contract with POCL,

Talking Shop

which states what we as a business expect )
Talking Shop is a monthly publication distributed to sub post
from you, but also what you can expect in
!:)HlCG$, and covers reg'i(;::nal and naiion;ﬂ issues.
return. Like many large organisations we

have many ways of communicating with
¥ vy 8 Cascade System

staff and subpostmasters.
The cascade systemn is used to relay messages of urgency
The communications you will receiv

throughout the network of outlets. You will be given full
instructions on the system during your initial training:
Counter News

This is a pational weekly bulletin containing all transactional and The National Federation of Subpostmasters

accounting procedural changes, On occasions, supplements are

The National Federarion of Subpostmasters is a registered trade
nsaction.

SIDEAS ©

Ex

issued which may cover a new | . o )
? = ¥ o union and represents subposimasters, negotiating remuneration,

et. with Post ce Counters.

Brief Encounter

onal Federation of

) . Further information on the N
This document is issued every two manths to train you and your .
) . ) Subpostinasters can be obtained from their headquarters:
safl on new wansactions, or to improve your knowledge and . - e
The Secretary

National Federation of Subpostmasters

Evelyn House

22 Windlesham Gardens

Shoreham by Sea

WestSussex

BN435AZ Telephone: G Ro ‘

awareness of current transactions within the business.

Regional Newsletters

These are issued weekly, and cover regional and local

requirernents in addition o the national Counter News,

12 Bubpostoasters Induction Boolkdet Subpostrmasters Induction Booldet 23
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'W ¢ hope this induction guide has
heen helpful in your

understanding of Post Office Counters Ltd.
However, we cannot hope to cover
everything, therefore if there are any

¢ please do

further queries you may ha

not hesitate to call our Helpline.

Telephone GRO

Subgpostraasters nduction Boolds
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