POL00090408
POL00090408

Electronicmemo

To Dolores O'Connurf 2
BamettfPOCLPCETEFFIC | Loma

Gl Freeman/POCLPLETDRF JE GRO g [ i
'larfcf*"""k HIRGETO =§"" e GRO !

& OCL GRO -;P’) APOETOFFIC

i LAROSTONFICE, ___GRO_____ i

oo
Hard Copy To
Hard Copy co
From
Date

Subject

for your info - overview of Horizon qualitative research with steff and subposimasters
chesrs

Alan

To i GRO

oo

Mard Copy To
Hard Copy ¢
From
Iate

Subiect

Doy Kathryn, Dave a

terviews
views of fhe

;,in £

srngss of Al those inferviewsd fo make Horbzon waork
f 78 SUCRsS aw b-fl»s'iﬁ 58 “8%&3 ion, dle a%i;

t;f‘mmt;c:
GORE ¥ery ’c‘




POL00090408
POL00090408

%’ =rz»baweii 19!‘61 tg S WErE redu;
Rela iimsi‘fp with § st Office - many fe
impacts o fhon

problems had coourred in Branch Off
for raining releass problematic

Training - despile being thought frainers were good, although reparied
that they foll it didnte t"t? e\,z%a aof -.,me*"*a d ing thm would have ked and didnt prepars them for actusl go-ive,
Further specifics inoludad. ..

~ iraining not adapted o mixed naturg of the group, le. accounting for 1T experience, leaming approagh xed with age,
allention span "’f f“d”"fi"(j an“ cu*re’\° yay of working {eg. nat tlearly identis fying whether peo;,,e used ECCO

sogoh diffic

o manual work

rscresn” was pul forward by several inferviewses as a simple angd uss
participants In ses specific routines or probismesalving approaches.

- paople often reportes
i e; ared hem foru ;
changes in how (o provide cusion

8 -»‘»z’;iwnt {balancing in parfinylar) were il o be ynrealistic, resulling in
s when peopde found the system not working 23 they anlicipated i thair

- some glamenis of the
attempling o ;:'«:Z:l«ms a0
offices.

- spead of knowlsdge bansfe

fil were unable o provide an opsrationally
-iw« nerstio ;"if"i mi‘)ﬁm 'zad i

N g
SelvEs, *%» g ware gemra ;zarcea-sea a5 sﬁgﬂz% msﬁ y feding thal they were
1. Commaonly HFSOs tendsd fo do the balance rather than coach office mmng\,,rs
ernpdeted. Onoe MFEOs had moved on, outiel managers ofte

sémp" ¢ and thay o
assential in the sarly ds
through i, given the pressure
back to square one.

¥

in e tesm  know
i héi i

f“)

4 well whire the tesm was youngsr and there was some I
loam was @iso important - groups sizes of 5/ seemed to be optimal
i ang througheput of customers on an hour-by-hour basis proved

2

X of other support, andior due to ety under presaas
i auu e? SU008E fﬂfz,s S he(;‘ buit ::ff::czt or cuafidence
sven if they made some

Pt
wilation earn then tn fontdl

%Fb&,‘k -3
knew what 8 £



POL00090408
POL00090408

way of helping ysers benome independent and work effectively withou! support,

re sesn as useful a3 a guick remindsr of the processes io folfow, but not helpiul If anything dossn't
bestwhere pecple added their cwn metiwds or stherwise taitorsd them for thelr specific needs,

User guides - thess wen
work, Seemed 1o work

x ﬂ)

g agimin procedures, howsver i came across hal
finnal p;mwﬂ it was suggested that a lsult-ficer in the guide,
st work ring the helpling” woudd have bean more pragtically

Manuals - wh
they were oo
for sxample ©

usaful,
Consldering the sulline above whish smerged fom the inferviews, there are claarly a numbsr of over-arching implications

for management of ¢
resistanoe 1o chang
fong term business
culture of the organ

' 2 affitude which came aoross indicates that there lan't any obvious
Qf’f”;aaq and they ars prepared o wlerale short term frusiration in the hops of
nowever, many expressed the enormous impact that Hordzon would have on e

y on parcaptions of the PO ax hald by the communily thay serve. To 2 dagres the
Post Office may be “fgq; y frading on ¥ u,e,f%i *f; as’satzis i -2wmr,,,a fion, and many felt this 32’;0436 be recognissd in a
more positve and tangible way. Thes weoning will clearly have implications &or accepiancs or
resistance fo olher changes in the fulure. Inlerms a;? eﬁahss;:g rapid transition rom go-ive to an effective way of warking,
areas requiring specific attention are:

i3
graongst the new
in. Mors widely,

- Bysierm Qrgonomics

- fraining

~ approach Io resolving operation
~ revisw wiitten suppor ma&eséaé%
~ advioe o counter chiks
- spread awareness

noe and igarning

d back design {softwars and hardware) problems for fulure
9CH).

11 Ergonami

! a3 processes o guinkly
s to system {fourrently part of BSM appro

BETOVEMED

and real

,‘
39 Qumes

roovered in
- mc&ureg@ it :

¥l

, age and experience of PO systems {eg ECCD or manual}

Si}

DOTSs «mga
gales are already H-iterale
2 whilst gelting used fo the system
s siyaf by reinforce imﬂrf*
Hing-in smwd afler go live sre made clear, with a olegr approach fo managing

axpectat

- peiEw ir 3 ansis # foouse

& problems v
cand often it

rinstency, i ¥ hagpen
rs* f' rat tating learning aad confiden

a Provide a sh
ther rehoat, |
users o wor

fesuns hal oocurred to BEM for
) p{;i’tmg 3"\;"‘ st sffective
it e best pracos fed Dack ko sl

office networks and grosg problame-sol




POL00090408
POL00090408

availabla,

2

as appropriale 1 ensure a range of suppon

4} Review writlen material - use helpline feadback Io tallor user guides to office type, snsure manuals are mors clearly

indaxad and formalling is raviewsd 1o enable grealer usabliity.

#3 Oh side of chang

wareness of impact of o
Hope the above provides e usehul summary of the key points fo'eme
Kirut regards,



