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)ocument Information 

"rocess Name: Identifying postmaster support needs 

"rocess Ref: INV-PMSRO1 

"rocess Owner: Tracy Bannister 

"rocess Owner Role: Network Resolution Operations Manager 

)ocument Status: Approved 

)ocument Classification: Internal 

During an investigation the advisor may behave a suspicion that financial crime may have occurred. This is the process for referring any such 
suspicions to the Central Investigations Unit. 

Version Number Date Issued Author Updates since last version 
0.1 15/06/2022 Duncan Hughes First draft 
0.2 08/07/2022 Duncan Hughes Updated with SME feedback 
1.0 29/07/2022 Duncan Hughes Approved by process owner 
1.1 18/01/2023 Duncan Hughes Note added to confirm this process covers acts committed by postmasters and/or their assistants. 

viewer Role Last Date Reviewed 
hn Wapshott Case Investigation and Review Analyst 28/06/2022 
acy Bannister Network Resolution Ops Man. 26/07/2022 
hn Bartlett Head of CIU 26/07/2022 

Version(s) Reviewed 
0.1 
0.2 
0.2 
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Process Notes 
(Detail any notes to supplement specific process stages) 

Notes 

This process applies where the investigation identifies a suspicion, or admission, that the postmaster and/or one of their assistants may have committed a criminal or dishonest act that has caused the discrepancy. 
For example: the postmaster states that they believe one of their assistants has been stealing. 
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(Include abbreviations / terms / acronyms used in process flow, along with a description to aid understanding) 

Terms Definition 

CIU Central Investigations Unit — responsible for investigating and deciding the appropriate actions to take on any suspicions raised around financial crime. 
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{Insert Reference of Process}: (Insert Name of Process and 
(Version Number in brackets)} 

{Insert Description of Process in italics} 

Each role participating in the process must have a 

E te uwimlane. 
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\ N \
Thee boa prede/rnedOstofbusineee functions and rolesto use which 
ncludse 0°  parties. 

N E ? Ifyou need coaddan Re m then pleasesee"proress Change" 

t t E 
Cr ro no IV 

. d 
CU0000ERs,slml eleala,atsattfls top oflheproc.s 
ASOSTEM swimlanecan be usedforaspeclnc svgem that paov!patesin 

'o . 
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the process and the system ceetwrriesoutarmtiee le.g. "CONDUCT 
AUTOMATED DOCUMENT CHECK") 

Process Temalate Symbols 

The reference number of the Activity Flow: This line and arrow is used to show the flow 
process must be used. of activity and the order in which the activities occur. 
If you do not know the referonco number 
ofthe pretess then either check in Information or Data Flow: Dotted line with arrow end 

er 
a'¢Oesign ifyou have.co o ...kthe 4~ 

own of the process moddetl ItbD. shows the direction of flow on INFORMATION Tit her into or 
For ne<y promasesyou will e000 00000000 ~---~~--Data se°....---> from an activity and into or from a system. 
CHANGE PROCESS so that. new number (.......Data set........ A,adivitymayproceed or follow another a05i005 but it mightalso make an 
can beassigned. See"Proms Change" updateto get mme inforrr~tianfrom .system. ts thisinformation 
apple- (add link here m —sh~ Inf) (......Data set.......) flowsuethie isl m ine. ltneeds be diHerentfrom Tethe activuoity sequence Flow Isle 

solid Iinel eo that there is no confusion as to what «t,,ty happens nwt. 

O 

Process Start: — —  
m'Is is s St roae used srarr Me proms. Dotted line with arrow end shows Link between an activity 
Oseoribethe trieser / event that has caused press to start '4 ------ and an outcome. Thereason R lS dlrnerenc'Is to separate h from 00 000 
tramples: such as •Customer enters branrn to request a service" or t,ero,eer of nhe process and et that If Is non confused se a data flow, b,5 Mo read nr can 

Start: Description sMe mntactcentre"pr "A system genernxa reportand sends. — .___S, ree theadNtty wheretheou[came hasorlillnated. 
noilr- nn Ia a contact centre  

of the trigger agent"

O 

Message trigger: an
Use this symbol whenameswge or nptifcation of any sort is the trier tube 
process, Parallel processes gateway: 
For example -a-.1ad centre agent receives an email from a cusomer to Use. this when your process branches off into parallel flows of activity. 

Name of message/ 
`l

a requester acomelain[, Usin¢thls¢atevay withthe plus sign helps to ensure the reader understandsthatthe branches are happening in part lei 

communication/alert 
O,amailroomreceivesa letterfrom.curtomer requesting a service andMnmere 1,notar,,dli,n--ison.welated withmebr...1, ITI-, is a decision before the gatewayI 

Scheduled event: determine whi,h branch to ¢o down then do not use this and choose another gateway shown below, 

O 

Uesthisht be e where,cm,essisstartedby 5e0e5o0 ofsdreduled event, 
® nh:e menc be 05,00  oramanuallydladeed Exclusive Gateway. 

schedule, nor ample at,ternlgnt batch Vrocezz rtrsand generates an alert Use this to show Mat she rise 0)lonly go down ONE of the possible paths. 
for an agentl. Describe the schedule (how often Me process runs and when - 1111ere :e some activity to support making a dede:oe to determine which branch to m dawn -then put that in an activity 

Schedule Details 
e.g. overnight af4am Mon em Fri v box BEFOREthe gatewao. 
Or uallhdlarlsed everts Mac roes n on agent haste d.s0meth I ng-for ^ Then show the decisions Inthe bras,hee If the flows following the Raceway.f.A:"yfs"or"NO" forsimple decisions -or 
eeeample scheduled sample checks fora control pmcess 150550015 s every "Opnon A", "option 6".."0pdon n" for more wmplkated decisions -as lose se they are "mutually exdusive outcomes w 
mprning It Dam working daoel that you an only gt down pre of the branches 

L 
Where eo "X" Is shown then an 001051v5 gateway Is assumed but It a dearerto use this. 

Time lager delay: 
Use this to show where there Is some wit of delay between aohlties Invuslve Gateway. 

Use this xo show that the flow can do down one of more paths dependin¢ on 

:h

he 0,-,e ofthe decision In the precious 

Trigger mid process O Fa l e ample:"Determine palm frutt to buy"Istlecldon ghtbeapples, ore nges,orbananas, Person 
An—rstart In Me middle ofa process where. notnallon Is received -far nn,a want all frutt De«nlingon hm.youwantcomodelthis no 

Name 

ample ofa cancellatbn of some son from the customer there adifferentpr«ass activity e....tedwithbuyingeachone. 

Name and type of 
A document or data set: communication or trigger 
Information that this used as input Loam activity or created or updated 

fl  O 
A er

Mermediat. event: as an output of an activity. 

a 

similar tp a starcevent-this o where wmetnine Happens dudne xne p,press-an For example a report might be generated by a system and sent by entail Hal e✓eni/ trigger pf mme and-wM1lm has an Impact on one process. 
¢%uvula beanyihingfromacuscomer getting in couch aboucche yr«essco some to acontact centre agent to review. So youc nshow the name of the 

rc w eyscem npdeation or r.ponu I an amviny within Me press. document reviewed by using this shp e a nd a dotted arrow into the Intermediate Event 
(A customer cancels, activity where the contact agent reviews the item. 

An error occurs, 
A response is received) System being "read from" or being updated as a 

/ 

3 

result of the associated activity 
Don't put the description of the adiv0y in here -lust the name ofthe 

Name Ofs stem 
,stem. The aezodated activity and Men the direction of Me arrow will 

y tlescribewh, r veha is u pdating thesysterr nd rather the system 
Notes against a process or any other element on a map Is being read Tom p,.  dn.Is being used by pie an artmlty) or being 

"Updated TO" where the sysem Is being updated as a result of an 
amvity 

An activity in a process. Business Rule: 
Descrlbe a as a Verb following by a noun for clarity-eg "Create Con-d": This Icon Is used to show that Mere le a business ru le assocuted w11 this activity or [rigger 

Aetioity Nam "Complete Apriiatun" prevent or gateway. The reference forthe business rule must be added et that [he reader 

(Verb and Nou AIdet0refertoa reined groupof tasks arrled out bytne same persoNrole/ knows what busing. rule is being referred to. The detailsof the rule itself will be held 

" depahnn,I III, mple-.—"timed out using sm'eral screws on Me within the meta data d«ument associated with this prooeu. 
Format) esyslemtommpletea parteta.at,limtion. If the activityis too oomph 

then it is worth breaking it down inm smaller parts -or mappin¢ as a separate 
proress. Operational Risk -Inadequate, none or unknown control 

O 
TMs symbol is ,,ad ,Here the risk is oche, not mitigated and Inerefore there Is a 
known wnlrol ea0-pr tt Is mttlested and the nitleatlon a known robe 
'n.deyuare-pr wnare.nalvds Is regwred to aetermme gmem Is env control as R 

ACtloity An activity with an associated procedure. I1, —runty unknown, 
lwnlch has a procedure hen documenting processes- R Is Imr,,k-s to identify parts ofthe process 

aso
Thlssetofstepamay have more detail and step bystep lnstrudbnsprWd,d which ma be ea d m some sort of risk-such.ana II g clacee w¢n Iq sa promeure. use Mlemsnpwmac mere is more detail available -one also Refforrisk/eontrol v pose gent manuayentedn 

(PROCEDURE REF) add the name and reference of the pm duce. w cower 
w 

~d 
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t:0005h
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aceess w—I l or where their may  an opportunity far internal fraud. 
Where these risks are Ien[Ifled,  em wtth this symbol and add the 

® 

REFERENCE numberfpr[ne risk. and lo@Me risk In Me risk control log asspcialed 
parch this prows.. 

Referred Process 
Operational Risk (control is known and is adequate) 

I O ohlsshapeisusetl[oeferout to ano[nerpr«ass thatis mapped, Ref for risk/control 
Ford lidty, lug use Mls wharIth,—prosI efth,ra subprocess ova 
I er level lso ror example -If ypu are mappin¢ata level2 and wan[to snow all 
of the ass«laced level3 prpcesses[nen use Mis symbol for the level 3 Vr«erse End 1 a V,«ess is[ne end of the main pnh, 

Process Ref: -orlf you are In al 13 pr« and ova nn to ppinttppr I&—another level 3 Where.pro—s has branrl~esoff lnoaliemate 

Process Name pen—Men usethls ,,Ik.l a • paths then R R does not re— the main path 
Men show the end of that branch with the "End 

End of alternate path of a process End of Process urARernate Path" press 

Customer Outcomes 

Generic Customer Outcome 
dettriplion of,h,tth, outcome is -sum m ̂ Customer has wmpieted their 

Custom yingsappliotIon"m"Customar,ate—na.pmduct" 
Outcome fltis notanactNitythat the curtomerlstriggeringsodon'tuse theactivity 

box. 
Alsoshow a TICK or CROSS icon asspdned with Me n—Ineto show if it k a 
I or a bad outcome for the wstomer. 

Customer Experience Score 
7 Thlsis Mespare for 

productI, the SeMce 
the customer expenenm al certain points In th a flmv. For new 
Designer son provide these as they should have been identified 

aspart other servicedesign/ the processylthenitrjourneyanalysisbefore 
S designed,Wherettlsnotavallabl badal sbouldivath,Uh tlmated aspar[oftrying 

to snow both thegoodandbad r through the f,r paths process. 
Green far?-10. amberfar 40 Red fore.o 

Put them in a separate swim-lane at the top of the map. 

Customer Insights: 
The Scrvk:c Designer ran VroNde mess for new products. 

Heins h[s will in dude an m nts from the OISTOMEns mme 

CUs[Omer nSlght 
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piderRify lnsi¢Msor tevenli webs /cpaternal nprnovemendr, 
Improvementideas should , be w pturetl more formally in 

me pmmss meta data. 
[n isfeelin o @ Y< @ @ r Tne insi Fr[s thin ing9 In the psbmer 

lhlnking n that ppinl In [he process, 
at 

Customer Communication: 
Communication of any kind is sent to the 

\-~ -I omer.ncl imns c below to snow lne meinod usedto 
send the communication. 

Name or reference for 
Add the name or the reference of en communiwti as well 
as thiswn be helpfulPor req,ine—ntstekeebility ss and 

communication received resin@

Channels 
Show channel icons on the activity box where the channel 
is used or the activity flow that joins it to the next activity. 

They can also be used to link to customer outcomes or 
communications to show the method by which the 

communication was sent. 

Post Office Branch 
Email 

Post Office Online 
Internet- other than 

II~~JJ  post office on line 

Telephone 

f i  

Self Service Kiosk 
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Process Reference: INV-CIUO1 Process Name: CIU referral process Version:1.1 
The process to follow when service and support investigations have a suspicion a financial crime may have taken place. 
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