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Branch Support Programme

Work stream meeting — Friday 13" June 2014
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Agenda

1.Programme QOverview (45 mins)

2 Programme Governance
« Link into Transformation Commitise

« Role of Steering Group and working group

3.0verall Programme Status

» High level milestone plan
4 Work Stream Status (1 hour 15)

« Discussion on what each work stream is doing — high level vision, key activities
5. Risks and Issues (30 mins)

6. Dependencies
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Branch Support Programme - Overview

Purpose

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

Business Cass
o 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

«  Agentdebt reduced by £1m 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

Programme Summary — To improve the support we provide to subpostmasters gro?rgmgezgcal: VR c£4
and operators in the running of their Post Offices from the moment they join to T.OS - | -25m ( et Cb I\;In) h 2015
the point where they leave the business. imescaies - complete by Marc

Quality

. Cust: [of hi t
Performance (Beneflts) ustomers, Colleagues and Third Party Engageme n

Customers Whilst there is no direct impact on customers, the activity within the work
streams should have a positive impact on the customer experience. The reduction in
subpostmaster suspensions has meant a continuity of service in areas where the branch

 Programme kPl

Operating cost reduction 15/16 full year| § My previously have been closed due to sourcing and transferring to a temporary
subg raster.
Number of spmr suspensions 5 '
Reduction in agent net debt 90k 16116 full year
; - - - Colleag Anumber of agency branches, Crown branches and Blakemore {(multiple
Satisfaction with training 1 Full year partner) have signed up to participate in on-line regulatory compliance prototype testing.
Reduction in calls to NBSC 25 Full year Colleagues continue to be engaged in individual work stream activity. Large exercise
Reduction in >£10k shortages 7 Full year undertaken with wide range of stakeholders to understand IT requirements for branch
view tool.
Status Update (1) Business Case and funding agreed by POLIC (2) IT requirerments for CRM

system agreed w ith stakeholders and joint approach agreed with NT (3) On-line regulatory Third Parties Positive feedback from NFSP conference regarding work the Programme
compliance training prototype being buill with supplier and on track for testing with users w/c 16th

June (4) Bureau 2nd receipt fransaction scripted and passed to Fujitsu for buikt and testing (5) Top is doing to make improvements. Workshop with NFSP is planned for end Junefearly July
branch contact into NBSC process launched with Branch Support Team to understand Programme workstreams in more detail and identfy areas where the
NFSP can add specific value. Attending NFSP regional meetings in June/ July.

Delivery Plan RAG status (Time) On-line

training

Menage the resource plan with HR to ensure

: ] HORIce Regulatory launched
4 [we optimise redeployment opportunities and Revised launched S:rl?:zﬂnce

The majority of operating cost
reduction is delivered through

reduction in resource. Risk to it via VR however CR may need to suspension modules
savings if surplus poolis created. considered approach Branch view tool
launched / launched

Issues with T resource to deliver
changes and support projects will
impact on deliverytimes of specific
project activity

Working with [T&C to understand specific
reasons for delays in delivering activity.
Appears fo be a business wide issue with
capacityand planning of change with Fujitsu

Currently to Dave H

Dependent on IT and g delays in ¢

Fujitsu to deliver CRs back from Fujitsu and being and alsoraised as
Programme changes and  |allocated POL resource for writing and issue at Prog
projects testing scrpts for tr al changes.  |Portfolio meeting

Transformation identifing  |Branch Support part of 8T Steering Group.
\what is in scope and out of [Programme representation also
scope to prevent double nominated to work with new partner.

sounting of benefits

Awaiting invites for
meetings

Dependent on Business, ‘

Performance

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 £113k. This was
impacted by a £181k audit shortage which has not been recovered. The £1m 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 £10k 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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Roles and responsibilities of groups

Steering Group meeting Working Group meeting

. Understand progress against the milestone plan, . Formal up-date on progress with each work stream
costs, benefits and quality of the Programme and . .
X f - . Manage interdependencies between each work stream
report this to Transformation Committee

. . . * Identify risks and issues associated with delivery of
. Ratify milestone changes if necessary ) ) . e .
milestones and benefits, proposing mitigating actions

. Understand risks and issues of delivery of the
Programme and ensure actions proposed by work

streams will be adequate to mitigate those risks

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

. Agree on which issues need to be escalated to

. Make decisions on deliverables as required by the Steering Group

Work Stream meeting

* Challenge each other and respective teams who are

responsible fOl’ delivering certain areas Of the Attendees: Pam Heap, Drew McBride, Craig Tuthill/ Lin Norbury, Sarah Malone, Julie

Thomas, Ann Miller, Ciaire Langley, Amanda Stevens, Kendra Dickinson. Rod Ismay.

PI’OQ ramme Doug Brown, Andy Hayward, Michael Brown, Andy Holt, Karl Otiver, Andy Garner,
Richard Weaver/Jonathan Knox, Gecrgina Blair, Angela Van-den Bogerd, Gayie
s Ensure Programme is administered in line with Post Peacock, Anne Aliaker, Peter Prior-ills, Dave ireland

Office governance standards and controls are in place

Attendees: Kevin Gillitand, Pau! Brown, Michae! Larkin, lan Kennedy, Brian Deveney,
Dave Hulbert, Harry Clarke, . Sharon Buli, Nick Beal, Angeia Van-den Bogerd, Gayle
Peacock
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Timings of meetings

4% Saptember

¥What we will need from each work stream is:

¢ Detalled lower leve! plan regarding how the activities will be delivered ~ to be produced at work stream
meeting

o Detailed measurement plan -~ how do we know what is working

« Up-date every two weeks regarding progress against milestones and delivery of benefils ~ reporting plan to
be provided

¢ Raising of risks and issues immediately and associated mitigating actions where they have an impact on
delivery of the Programme benefits

o Effective working relationship with other work stream owners to ensure dependencies are managed

The Programms Team {Gayle, Anne, Petar and Dave) will support you in the production of the plans and getting
invoived in specific activities fo deliver the required milestones.
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ilestone Plan
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Workstream status
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