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Agenda Is-
1 Progra  Overview (45 minx) 

2Programmee Governance 

• Link into Transformation Committee 

• Role of Steering Group and working group 

3.Over ll Programme Status 
High level mi lestone plan 

4.Work Stream Status (1 hour 15) 

• Discussion on what each work stream is doing -- high level vision, key activities 

5. Risks and I sues (30 min ) 

6. Dependencies 

----------------------------------------------------------------------------------------------------------------------------------- 
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Purpose 
The purpose of the Branch Support Programme (BSP) is to improve the effectiveness and efficiency of the 
support we provide to our subpostmasters and operators in the running of their Post Offices from an 
operational and engagement perspective. 

Business Case 
• Spend £8.678m (4.678m exceptional £4m VR) 

• Payback £3.2 years 

KPIs 

• Reduce operating costs by £3m pa 

• Spmr suspensions less than 60 pa 

• Agent debt reduced by Lim pa 

• NBSC call volumes reduced by 25% 

• Satisfaction with on-line training modules 95% 

• Audit losses over £10k reduced by 50% 

Agent Engagement Survey Index will be tracked to assess impact 
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Branch Support Transformation Programme Time i 
Programme Scale Cost 

Programme Summary — To improve the support we provide to subpostmastens 

and operators in the running of their Post Offices from the moment they join 
Cast C. £4 25m (+ VR c E4m) Benefit ' to i" 

the point where they leave the business. les -complete by March 2015 Timesca 
Qualit .>:? 

Performance (Benefits) Customers, Colleagues and Third Party Engagement 

Period 2 Full Programme 
.....,., Customers Whilst there is no direct impact on customers, the activity within the work 

Target Target Forecast Programme KPI AClllal streams should have a positive impact on the customer experience. The reduction n ___ 
RAG (RAG) ~~ subpostmester suspen5ionS has meant a continuity of service ~~n areas where the branch 

Operating cost reduction £3m 15,16 fun year may previously have been closed die to sourcing and transferring to a temporary 
subpostmaster. 

I bar of s pmr suspensions   5 ai' i i i`::'i: 60 p... 

Pd ton in agent net debt 90k 2:fF Ft rn 15yie full year 
Colleagues A number of agency branches, Crown branches and Blakemore (multiple 

Satisfaction with training 1 TBC 95 it Full year partner) have signed upto participate p )  p p pate in on-line regulatory compl~,ance prototype testing. 
R d con in 11 w NEC 25 T5C 2 Full ,ear Colleagues continue to be engaged in individual work stream activity. Large exercise 
P d 

t.... :,: 
~ in 10k he rages 

_ 
7 .:, tf 50 i. =w _1 err- undertaken with wide range of stakeholders to understand IT requirements for branch 

vew tool. 

. ~.: Llp:1: io ( )U,.:i, i .,dlu IuyrO',.J is, CLr.(L) Il i 4r 0, o Ic,
y cc reed .v rh .aRe5 n ii  ape ach 3,eed .-h I T 3) on r gui3 ory Third Parties Positive feedback from NFSP conference regarding work the Programme 

' ' 
s doing to make improvements. Workshop with NFSP is planned for and June early July J 1, 6 . k"1 , d ' pt dl " s F ~u bu I d and is~t ng( ( 5) T op ( 

r g  t

to understand Programme workstreamsln more tletall and identify areas where the 
NFSP can add specific value. Attending NFSP regional meet' ngs in June/ July. 

Risks 
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Performance 

Delivery Plan RAG status (Time) on-line 
training 
modules 

HORice Regulatory launched 

Revised launched Compliance 

suspens.on m p 
on-line 

approach - / modules Branch view tool 

launched <t)  

/1/20 .<0'415 .
01 p 0' .7 03 04 0 02 

5 

12 suspensions in Period 2, however, only 5 were due to audit shortages which is the metric impacted by the change in policy. 4 
other cases were due to insolvency, bankruptcy etc, 1 was due to abandonment of service and the other was due to a Royal Mail 
investigation. We will be doing a retrospective exercise to review last year's numbers to ensure they are accurate. 
In terms of debt, the Period 2 figure is a £23k positive change in debt, resulting in a cumulative figure of £1 13k. This was 
impacted by a £181 k audit shortage which has not been recovered. The £1 m reduction equates to an approximate 15% 
reduction in overall debt. 
There is an issue with the reports provided by NBSC. However, we would not expect to see a downturn in numbers until 2015. 
The number of audit shortages over £1 Ok is showing amber at the moment due to a delay in the implementation of HORIce. It 

is amber rather than red as we expect to recover it before the end of the financial year. 

Delivery Plan 
The delivery date for HORIce has not been achieved and has been re-planned for middle of Q2. The delay has been created by 
the time it has taken ATOS and Fujitsu to formally respond to a Change Request to something which was positioned as a tool 
that was already built. 
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Ro'es and resonsibWtes of i 

Steering Group meethig 
• Understand progress against the milestone plan, 

costs, benefits and quality of the Programme and 
report this to Transformation Committee 

• Ratify milestone changes if necessary 

• Understand risks and issues of delivery of the 
Programme and ensure actions proposed by work 
streams will be adequate to mitigate those risks 

• Make decisions on deliverables as required by the 
Work Stream meeting 

Challenge each other and respective teams who are 
responsible for delivering certain areas of the 
Programme 

• Ensure Programme is administered in line with Post 
Office governance standards and controls are in place 

Attendees: Kevin Gilliland, Pau! Brown, Michael Larkin, Ian Kennedy, Bdan Devaney, 
Dave Hulbert, Harty Clarke, , Sharon Bull, Nick Beal, Angela Van-den Bogard, Gayle 
Peacock 

host Offirr°

Working Group rneeUng
Formal up-date on progress with each work stream 

• Manage interdependencies between each work stream 

Identify risks and issues associated with delivery of 
milestones and benefits, proposing mitigating actions 

Agree proposals and make decisions regarding 
deliverables to present to the Steering Group 

• Agree on which issues need to be escalated to 
Steering Group 

Attendees: Pam Heap. Drew McBride, Craig Tuthill/ Lin Norbury, Sarah Malone, Jute 
Thomas, Ann Miller, Claire Langley, Amanda Stevens, Kendra Did,inson, Rod !smay, 
Doug Brcwn. Andy Hayward, Michael Brown, Andy Holt, Karl Oliver, Andy Garner, 
Richard Weaver/Jonathan Knox, Georgina Blair, Angela Van-den Bogard, Gayle 
Peacock. Anne A(laker Peter Prior-Mills, Dave Ireland 
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Timings tip posT 
OFflOE 

k • ki : ^ A9 Id " " 8 4 ' " B ss.___.s i ' :~.__9_ _________ _________ kaa <. e k s 9k_fF 3 _ A- _ ___ _ ____ _ 

December 1?T" December 

What we will need from each work stream Is: 

• Detailed lower level pix:an regarding how the activities will be delivered — to be produced at work stream 
meeting 

• Detailed measurement plan - how do we know what is working 
• Ulp-dote every two weeks re^ ardin a progress against rnilestones and delivery of benefits -- reporting plan to 

be proviaaed 
• Raising a t risks and Issues Immediately and associated m tigating actions where they have an Impact on 

delivery of the Programme Ben=efits 
• Effective working re:6ationship with other work stream owners to ensure dependencies are manag:ged 

The Programme 'earn (Gayle, Anne, Peter and Dave) will support you in the production of the pions and gr-.thug 
invnived in specific activitiers to deliver the required raailestonnes. 
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benefit smith high le5Oei m:lesione 

Operatlor..3i Supwort 

?ost Office

• 'End^state_ vision agreed':th group 
• Ifly". level :ist of reeked activities 

identified 
Analysis done on NBSC call ;•ipr:.<,: to 
Initiate areas fur rccccl :aU.':f? a?::alysec. Toi> 
3 areas are rfaii$ , "Stock' anif 
"telephone nurnoe: ' driving in 25% of 
watts 
Input into branch prof e teal 
Irnproven:en: plan,: created with NI3SO 
and FSs. lo tackle "uu ck wins` in bau 

,area lower level Aran to 185 June workshop to agree 
.o'ngress to tend Skate and to lower level pan 
deliver business case benefits 
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Workstream OFFICE. 

IT • Branco profile requirements identified • Agree plan for delivering 2 t" iy for model office 
.with pourers stakrho tiers b anc : profile toe t.Ee<,;t: -!g for bureau rn,eipt 
Suggested aa:: us 3'. d sc; ssed svah .`J'1 3't A?•.^.zi to rumple#! ii>n-lal 101" Junr fo; i;Rt meelin J 
and tY architareure c':58gSon  atoo:ian5 
Burr ru 2'a rereipt tr-rn s%r'1 on sufpted 
and passed to Fujitsu for bui:d 

............................... . Rr e rd Cftequr rune  oi l !3-'!Flflnd 

On-erne Regulatory Supplier currently progressing bu::d of 
C:arrp'Sarver Yenning prototype 

tf<.:reri: identrfed for ire )lvEd in testq 
prototype 
Saba providing C,R ?1 pet oh 'e for 
test •: 

?ost Office

Teri prototypes Saba BUPA demo on 9'' June 
Agree short medium and long FMC prototype demo on 11l' 
:erne pit r

Test'•^.p, for users 161 June 
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Risks and ssues 
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