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Introduction
;lwmc; atttl Gongratulaat>ns ot9 lotuing he Post Office was formed in 1635 when 

}>iict. Office c •,t9nwx lid (PCX l:), tlae King Charles opened his Royal Mail sea'vas e 

largest. retailer in littrcUP9. As .L txtw9•ly JPpoittted o the public. Postage was originally paid by the 

suhpostrnasttr, it is tinportain it ii Flui kly a person: receiving the letter. We have been 

feet part of lPsFKt C:Yftkc Cornet r, T.rrl_ t l" around for over 3  years, therefore that makes 

b b1I1J hi hillU is om: of the Is ig ,t established hu a..t, y s to 
Ti e purpose ol, this I code  ii 1.  l3l . 

the UK. 

• give you an overview ctf tlt;: 1', tst F: )fl{, t G o p, and Pact Office: 
Now the. Post Office is owned by the Government and is 

Counters part ssithirt ii: 
reslx;naible for providing postal and cot rater services throughout 

• help you familiarise yourself with PO L„ our smuv tu:e, the the emery. Up to the 1970s, it received a subsidy from the 

producru; and service, we offer, our mission and rsbjei-rises, Government, but over the last 2.0. years the Post Office has 'Beene 

lie>v., x e, wonit and what we. expect from you; rim as a cor sm "cial 1 usitaeEs, and currently makes an annual  

profit « 1, well over £S00 million 
• provide 999f,rnaanen ran r}-sa curn, it an exnect~ 
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Post Office Counters Ltd. 

Post Office Counters Ltd. (FOCI.) operates a network of over 

19,000 post offices nati<nn-wrde, tarakittg it the largest retail 

chain in Europe. It is .rigger thaw the b ar major "banks and main 

building societies put together, and is the largest handler of cash 

in the UK. 

Every week around 28 million customers visit oan. network of 

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

both Post. Office businesses and extents I clients. 

Post: Office Counters has 14,000 arxil'6,yacs and over 113,000 

suhpostmasters and t'ranchiseso. it (tan€Ili over [.140 billion in 

coins and notes each year, and has a Uintose r if around £1:2 

billion a year. 

Royal Mail 

Royal Mail collects, sorts and delivers mail and packets within 

the UK and overseas, and delivers artanu,I 07 nalli ,n letters every 

working day to 25 million addresses. In addition to first and 

second class letter services, it offers a range of )triority, insured 

and specialist business services. 

Royal Mail is recognised as providing unit ol the heat postal 

services in Europe. 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. 

a Subpostmasters Induction [Booklet. 

Parcelforce 

Parcelforce is the UK's leading carries of time-critical packages, 

parcels and small freight, it offers a wide range of services for 

business and private customers. As well as delivering to every 

single address 'n the UK, Parcelforce provides a world-w:ide 

distribution service. 

Heavy investment in technology allows Parcelforce to track 

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 Subscription Services' 

turnover. Over recent years, it has set up a number of new 

ventures, suds as its telebusiru ss centre. This handles around 

100,000 cossonser calls every \carer in response to advertising 

from businesses such as hot ie-shopping companies, gas supply 

companies, charities and the Department of Sods] Security. 

Subscription Services employs some 1,600 people and manages 

over 21 million television licences. 

Subpostmasters Induction Booklet I 
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and iv es 
iE businesses need to have a clear Ihens 

and direction. Post Of 'zce Counters has a 

mission statement, which was launched in 1995. 

to ensure that staff and subpcstmasters have a 

clear understanding of our future dirscnon. 

Our mission statement is: 

We are dedicated to making our service a 

growing success commercially and one for 

everyone to be proud of 

We aim to offer all our customers outstanding 

personal service in emery one of mar thousands of 
post offices throughout the linked Kingdom. 

We core for all our employees, sub postmasters 

and other agents and we cherish our place in 

every community. 

Every year we set top objectives to help us all ibeus on those 

dings that will enable tis-to-ataieve our mission and longer-teen 

goals. From the top fnuiness objectives the regions and business 

units develop their own objectives, which help support both the 

Mission and the top htis'iness objectiv s. 

6 Subpaasrmasters Induction. Fooklas 

Image
oat Office Counters L..iniited requires 

suihpostriasters and their sta.ff to act a.nd 

attain high standards. You must at all times 

consider the image you project. For example; 

we expect: 

• hose 'aertiir3.g on the counter to wear a train` 

badge, or display one in a prominent 

„sosition. 

You to display the corporate sign outside your office, 

Your office to be. clean and bright. 

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

ad lua aCy on the customer side. 

What Makes a Good Post Office 

Research by P(.)C L has tdertificx! that: good quality prendses 

create more business anti. greater customer loyalty 
.It 

is therefore 

in 50. x own interest to ensure that you offer the highest 

standards of accommodation and advice, Here is a list of 

important attributers for any post office outlet 

• Good uncluttered ant regularl.) cle>.aned l)remiscas (both 

interior and exterior).. 

of a a s lnesaaet;€0€t . oRdi 

POL-0002494 



POL00004607 
POL00004607 

• Good access for pcxople'with disabilities (., -e1 entry or rarnp 

and wide de: 
orwaay'), 

• A substantial retail offer which out capitalise on post oilier 

footfall (by ensuring custorrrers pass the retail offer on their 

t--,ay to the Post Office cotit:ler). 

Good visibility (prw minens fascia anti lorcnge) tc't marl

passing trade. 

• Maximum opening hours ac) that voce fuse office is a centre 

of convenience for the local i tntseht>.derx. 

We are also able to offer you access to: 

• Post Office equipment sourced err us >ur ctliii potent catalogue. 

• Post Office career swear fhr stall roving carton mrs. 

If you are considering a rcfarrbishntent: of your premises, 

please bear in mind the fiAlow-iztg: 

• Any alteration to the accornmf:cilatiorr er +.d,e the approval of 

your Retail Network Manager be fbre ce,mezzettc:euzcin>.. 

• All accommodation must ensure uflk t.,ra security fbr all Post 

Office monies, you and your staff. Your Recall Network 

Manager can arrange a review of your arrant etnents with the 

regional security teams. 

That your premises allows you to fully comply with the relevant 

Health and Safety legislation.Your Retail Network Manager can 

ad%,ise you on the key areas that need consideration. 

x aubpostmasters Induction tlooklet Subpnstmasters t€nducdon Booklet 
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organised 
Structure 

POCI, is organised into 7 geographical regions, 

each with its own Regional General Manager, 

and. a team of support otaff to enable the region 

to deliver its overall business plats. Tht regions 

are: 

Midlands based in Birtnindhus•.n 

• North East lensed in kends 

• North Thames & East Anglia I. eJ in 5t llr rns 

• North' wales & vlorth West hied it vt ttclptaai' 

Scotland 6r Northern, Ireland ltusetl in .;ling.;. 

South East hated n Tutlimit& Wub 

• South ales & South West bused nt

There are also central busiiies, units located in: l.or:dorr and 

Chesterfield, wahich provide various ti nctions such as the 

strategic direction for the business and policy denclopnen.t. They 

also provide supore in marketing and new product development 

to help all outlet staff sell `financial' products and services, sucir 

as personal and corporate. banking, benefits distribution, savings 

I €3 Subpostmasrers Indurmiort 63oasklet 

and invesux;enes and bill payments for out external clients, and 

`branded products such as stamps for Royal Mail, lottery 

products and foreign currency. 

The Bet it Tearri in our Hear Chace, whose you may have already 

been in ansirsia with, enCumsa. t rat -all past efficinpreertai a 

consistent acid helps eubu' si ncasters to ,_rtpruse the 

private retail side of' their heiress. 

in Cii«te.rf:eaci,Transactic.n Proceed sty  *land i= a, l rrantm fan 

in.fiTrmation Oar the network of po i u.tS cs ni ; is to pe"nsible, 

(hr settling with clients for the work Pest O five Mounters carries 

out on behalf of their clients. 

Types of Post Offices 

We run a network of over 19,000 post slices. and Ihe•se can be 

broadly divided into two main types: 

• liranch offices directly managed by Post Office Counters and 

run by our own staff of which .here are around 400 They 

are usually large and situated in busy shopping centres. 

• independent offices operated an our bettalt by ousenessrnen 

and women like yourself, or large retail chains such as 

Safeways and ASDA. 

Products and Services 

Post Office Counters offer a huge range of products and services 

on behalf of more than 30 clients, including the Benefits Agency, 

Subpostnsasters Induction Booklet Ii 
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the Department of ̀ National Savings, Briiitisliiblecom, Girohank 

and Royal Mail. 

With 28 million customers a week, we deal with a wide variety 

of customers, who all require different services and products. For 

example, parents with their children cashing their child  benefit, 

and customers paying gas and electricity hills and cashing 

personal cheques. Holiday makers who require passport. forms 

can also purchase their travellers cheques, currency, travel 

insurance and continental rnca€sit insura<:ce. Businesses can send 

parcels and letters by guaranteed scrvicts, as well as stocking up 

on stationery 

Automation 

Post Office Counters is emharkint, on a };: I DO million 

programme to automate ail of our ofiic:es. Vies will involve 

installing new computes ecluipareau at every true c'if' oar 40,000 

stirring politic;ns.This new computer aacrca-ork will be. one fthe 

largest in the world. 

You will receive more information on autc'nhiti,iit as the 

prograotntt is inaplerneuted. 

I -? Subpostmasters Induction Booklet 

will be doing 

5ulspostrraasterx Induction Booklet 1 
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Remuneration 

The Icaruneratlon that 
yon receive, and tll<-• 

way in which that remuneration i, 

calculated. depends on the type of off i 't  that 

you rue. 

Smaller offices whith have Aenual Product 

Payment Calculations have re;uuneration based 

oil: 

• Assigned. Office Payments, a stable sum not vi b'cted by traffic 

variations. 

• Product Payments, which are traffic rclanti and are assessed 

annually, using i 2-months data. 

larger offices which have Monthly Product Payment calculations 

have numoerati,t,n based on

Assigned Office Payments, a ,table sum not affected by traffic 

variations. 

The level of these payments are fixed, and you are notified 'oat 

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

Minirnurn Payment Offices receive a fixed amount or 

remuneration, inctudin a special cash allowance. 

Your Retail Network Manager and Agency Remuneration Manager 

will be able to help with more details about these payreent,: 

aubpostmasters Induction Booklet 1.5 
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Contract 
A s a new sul)postrnaster, you have eaitered. 

into a contract with PO .L which states 

what we'as a business expect front you, but 

also what you can expect in return. 

You will have received the hull contract (on 

your day of appointment at the latest), which is 

a very live working document 'for both you 

and; Post Office Counters Lt<l, You should road and 

i.nrr its _entirety.

i/ Subpcsstmasters Induction Booklet 

®t raining fur new sul>It as rrrasters is usually 
delivered by an agency traiOtt The duiatdtn 

1 content of the training varies from office to 

ice to meet your particular lieds. However, as a 

,ic guide, the training available is outlined below 

insfer Day 

the day of transfer, the cash and stock from the outgoing

)postmaster will be transferred to you. Regional personnel

ually an auditor) will be on hand In assisi in the completion of 

ms/records associated with the transfer. 

k-flits Training 

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

agency u-:tlner. It covers a full range of transactions, accounting 

rx .d;sres, security and customer-eat • issue,. 

e durarian, of die training: varies from office to office, anti is 
uteri to individual requirements. 

tgoing Trainang 

ogler training is.provided at timely intervals as necessary. This 

it he assessed by your Retail Network Manager. 

suhpostrnasters Induction Booklet 
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The training programme 6w new agents after the on-site training is 

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

requirements); 

When What 

3-6 months after initial on -site. training 

3-6 months after initial on-site training 

Quality of 

performance 

Overnight cash 

Holdings 

3-9 months after initial on-site Braining Putting the 

Costumer First 

programme 

3-9 months after initial on. situ training Security training 

9-12 months after initial mnnsite training Transactional 

knowledge events 

All training is complemented by workbooks which are designed 

to let you learn at your own speed and in your town. offiee, You. 

should receive the basic transactional books during your first few 

days of appointment. 

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

contact year Retail Network Manger in the first instance. 

18 Subpostrnasters Induction Bookkst 

Other Traiasing 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. 

Subpostrnasters induction Booklet 19 
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T n order to help you make your business a 

1 success, a wealth of support is available for 

subpostm ast ears. 

Retail Network Manager Network 

Each office is asvynu.i ne of the 350 Retail 

Network MJanagces ate support and help make 

improvenitcrts so antis the post office and retail side of the 

husinessYoi.r Rs Il .etwgrk Manager will visit you on a more 

formal basis a5:0 carry out an outlet. review, which will identify 

nay areas where you need to make improvements. 

Custot znerfSubpostmaster Helpline 

z Helpline exists so enable 1 ast Office Counters to provide an 

excellent servicti at all on lets by: 

Providing speedy, accurate inf irrnation and support to staff, 

agents, clients and the public on all Post Office Counters 

engtiiries and services. 

® Has ',cIll ng complaints iii ati of dent and unbiased ra.ansaer. 

?.fl Subpc}atl ttatars Induction Booklet 

The Helpline is open between the hours of: 

08, IS to 18.00 bra Monday to Friday 

08,10 to 16.00 bra Saturday 

The number is paid at. local call =art so wherever you are in the 

country you only pay a local rate call charge. 

The number to call is E GRO 

When contacting the Helpline, you should give your name, office, 

and the nature of your enquiry: On moss occasions they will be 

able to answer your enquiry immediately, but it` they are unable 

to do so they will he able to connect you to the relevant 

department or forwarei your enquiry on your behalf. 

All calls to regional rlepartments or your Petal! Network Manager 

should be made is ilie Helpline. 

nobpoemasaters induction ilookkst I t 
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Communications 

A
s a new suhposanaster you have

etits ed into a contract with POOL,. 

is Molt states what is  as a business expect

front you, but also what you can esport in 

return. Like many large organisations we 

have many ways of communicating with 

staft at d subpostinastris. 

The coiritut nications you will receiv=e are: 

Counter News 

This is a national weekly bulletin containing all transactional and 

accounting procedural changes. On occasion sup pletnet is are 

issued which may cover a new kuatness tran:sac:tion. 

Brief Encounter 

This document is issued every two tncrnths tt:r train you and your 

staff on new transactions, 
or to improve your knowledge 

and 

awareness of current transactions within the business. 

Regional Newsletters 

These are issued weekly, and cover regional andkx.al 

requirements in addition to the national Co mice News. 

2>_> ubpostmasters Induction ool<iec 

Courier 

Courier is a national monthly newspaper fir staff and 

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

going an' in the business, regionally and nationally. 

Talking Shop 

Talking  Shop is a monthly publication distributed to sub post 

offices, and covers regional and national issues. 

Cascade. System 

The cascade system is used to relay messages of urgency 

throughout the network of outlets. You will be given full 

instructions on the system during your initial training. 

The National Federation of Subpostniasters 

The National Federation of Subposrrnasters is a registered trade 

union and represents suhpostmasters, negotiating remuneration, 

etc. with Post Office Counters. 

Further information on the National Federation of 

Sttbpostitsasters can be obtained from their headquarters: 

The Secretary
National Federation of Subpostrnasters 
Evelyn House 
22 W:indIesharn Gardens 
Shoreham by Sea 
West Sussex 
13N43 SAZ Telephone, G RO 

Su.thpostniasters Induction eekiet 13 
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e hope this induction gui

`F'n helpful in your 

,, derstan.d:ing of Foss Office C ~unters Ltd 

iiov ,:-i r, v e cannot hope. to

everything, therefore if there are any. 

further queries you ma)' llave please do 

not hesitate to call our Helpline. 

r -•-•-•- -•-•- -•--- ---------------•--•-•-•-•-•-
Telephone G RO 


