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External Customer Support 
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Horizon Training 

I' • 

Post Office IT Services 
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POCL Outlets External 
PO Customers 
Post Office 

External Post Office 

Payment card enquiries only 
Secure Help services 

Horizon Technical 1st Line 
implementation 

Business process enquiries 
only - procedures & forms 
IT Systems incidents & 
problems 
Regional Helpline 

Customers 
DSS IT Services Agency DSS IT Systems incidents & 

problems 
DSS DSS Business process enquiries 

only 

Peritas Outlets Training 
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Outlet • 

• One office, one counter, many customers 

No technology f ailb ck position -- 

• Image of the Post Offices through the outlet 

• Rapid response to meet the customers needs 
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• Horizon is i in of change required -

• Decision r need i kr 

• Visibility  u r, clients and suppliers-3 way 
exposure 
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recognition of the limitations of the currentbusiness
infrastructure 
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Technology Enabled siness or Technology Inhibitedn i es 
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Pathway are capable of delivering against current demand profiles 

No assessment has been made on the impact of differing demand profiles 

POCL REGIONAL HELPUNES 
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v" management and visibility of the business would remain with POOL 

, 'single management structure - reduced management overhead 
,/easier to standardise and integrate with external bodies 
"'flexible staffing arrangements - easier to manage peak loadings 

"central communication point for the business - providing the opportunity for PUSH 
communication into the Outlets REF000.13 
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Present and r required w, ith the CEC
members 

Section 5 
Next Step 
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