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Rae Reid & Stephen W.S.
Solicttors

The Cottage

235 Corstorphine Road
Edinburgh

Eh12 7AR

Diear Sirs

Mohammad Afzal
Sub-Post Office, 119 Ferry Road, Edinborgh

ppppp

delay in responding.

Your client 1s under a clear contractual obligation to make good the losses
claimed from him. We refer you to the terms of his appointment in that
regard. Post Office Lid’s position remains these losses are due and owing
and that your client is required to make good. By failing to do so, vour
chient is in breach of contract.

We note that your clienf attributes those losses to “the failure of Post
Office Limited’s software system with Fujitsu”. This allegation is
completely unsubstantiated and is without any merit.

In the gbsence of your chient providing a full and proper substantiated
explanation setting out the basis on which be is notl required to comply
with his obligations, Post Office Lid intends to proceed to deduct these
losses from his remuneration.

Your client’s contract advisor 18 Brian Trotier. This information will be
known to your client.
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There is no contract between your client and Post Office Lid relating to
the provision of the Horizon systern in branch. Please explain the
relevance of this point.

Please may we have yvour substantive response by no later than 30 April
2012,

Yours faithfully

GRO

Andy Winn

Relationship Manager,
Produoct & Branch Accounting
1 Future Walk

Chesterfield

549 1PF

¢ Branch Support Team
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RAE, REID & STEPHEN WA, THE COTTAGE
Solicitors & Notaries Public 235 CORRTORPHINE ROAD
FETER 1 & STEFHEN, LLB, WA, EDINBURGH, EHIZ2 7AR
TEL: ¢ GRO
DX 550443 Edinburgh 44
LP 8 Edinburgh 16
g&s&};: i GRO i
Femnaib: ;rmif:f GRO i
FIRST CLASK POST Welnsiten wworasreithitephenconk
Post Office Limited
Second Floor West PRAGIS
Current Agents Debt Teamn
Number 1 Future Walk
Chesteriield
S491P7

Yonsy Reh

20 March 2012

Drear Sirs

Mobammad Afzal
Sub-Post Office, 119 Ferry Road, Edinburgh

Branch Code:! GRO |
Ascount Namber: |

We refer to vour letter of 16" March addressed to our cHent Mohammad Afzal, Please
nete that cur client does not accept any responsibility for meeting the repavment of the
sum of £1,427.85, Owr olfent’s position iz that any discrepancy in balances at credit and/or
debit of his socount are entirely atiributable to the failure of Post Gffice Limited’s software
system with Fulitss, In the meantime, please advise us (1) as o the identity of our client’s
Contract Adviser and (b) forward us 8 copy of the contract befween our olient and Post
Oifice Limited in relation to the supply of the Fuiitsy software and hardware facilitie

Wea shall be

1 1o hear from you in early course.

Yours faithfully
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Mohammad Afzal
119 Ferny Road
Edinburgh
EHG4ET

Moharmnimad Afzal,

Qutstanding Amount £1,427.85

a\wi&u certrally” at your Post
(‘H'?Q

Fallure to meet the repagment terms by 26.03.2012 will lead us {with approval from
gour Contract Advisor} to deduct this outstanding debt from your future
remnuneration payments,

NB
i payment is made by chegque could you inchude
o the back of the cheque please, thers is no nged

your FAD code & account number
dio

indlude any other paperwork,
Please miske any cheques payable {o Post Office Limnited.

Yours sincerely

Post Office Lid
Second Floor West

Lurrent Agerts Debt Team

Mo.1 Future Walk

C Chesteifield

549 1PF
Tel. GRO

wwow. pasteffice oe.uk

348 G Shrset, London, BTV SR
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12th March 2012

Mr M Afzal

Ferry Road Post Office
119 Ferry Road
Edinburgh

EH6 4ET

Legally privileged and confidential
Dear Mr Afzal
Re Branch Discrepancy

The Horzon sysiem is owned by Post Gffice Lad who therelore are
responsible for 18 operation,

I would imagine your Contract could be obtained on request via the
helpline. o afraid 1 don’t have a direct point of contact.

Yours sincerely

Andy Winn

Relationship Manager,
Product & Branch Accounting
I Future Walk

Chesterfield

549 1PF

Ce Branch Support team
Brian Trotter
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Hth March 2012

Saved 1273 muil in error. This just asked for

clarification of 273 letter,

Mr M Afzal
Ferry Road Post Office
119 Ferry Road
Edinburgh
EHG 4ET
Legally privileged and confidential

Drear Mr Alzal
e Branch IHscrepancy

The Horzon system 18 owned by Post Office Lid who therefore are
responsible for its operation.

I would imagine vour Contract could be obtained on request via the
helpline. o afrvaid I dop’t have a direct point of contact,

Yours sincerely

Andy Winn

Relationship Manager,
Product & Branch Accounting
1 Future Walk

Chestertield

549 1PF

Cc Branch Support team
Brian Trotter



P5th November 20011

Legally privileged and confidential
Marilyn Stoddart
Assistant General Secretary
National Federation of Subpostmasters
Evelvn House
22 Windlesham Gardens
Shorcham by Sea
BN43 5AY

Dear Marilvn
Be Ferry Hoad Branch Discrepancy

Pyve locked at this again in conjunction with Service Delivery in respect
of the calls (o the NBSC and Fujitsu in relation 1o the connectivity
problems experienced by the b ranch over the period 10 guestion,

You and Mr Atzal are quite correct that 1 have no evidence to support my
suggestion that the losses could be due 1o an incorvect application of the
FECOVETY Drovess.

My Afval bas claimed that payments have been made (o customers but the
transactions have not been recorded on Hovizon. There 1s no evidence
that we can find to support this. 1 can understand that Mr Afzal’s
customers who have benefited from these payments may not wish {o
report (or even be aware of) their accounts not being debited by thewr
transaction. It does feel likely that, under such a scenario, in pavments
would be simularly affected. Here customerswould not have had bills paid
or accounts credited. T would expect them (o have alerted the branch to
an issue by this point.

We would certainly raise an urgent investigation if we became aware of
customers holding valid Horizon receipts where the relevant client has no
record of the transaction.

{can see HUO ‘%g}m ial 1™ class stamps being successfully remitted into the
branch on 28" September. ’'ve checked with our stock team and they
cannot see any issues that appear o zwwe resolution at the branch, It
may be that an earlier attempt to rem in the stamps failed but was later
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completed. Therefore there should be no discrepancy arising from the
renyttance —assuming there was only one in this period.

I appreciate that even short periods of connectivity problems can cause
ditficalty for branches in terms of customer service. However neither
Service Delivery nor § can see any reason why the Horlzon systern would
have caused Josses for this branch, In the absence of any examples of
specific transactions being identified 1t 1s difficult to determine how (o
investigate further,

Unfortunately T canvot offer reliel 1o branches who suffer losses due to
connectivity problems.

Yours sincerely

Andy Winn

Relationship Manager,
Product & Branch Accounting
1 Future Walk

Chesterfield

549 1PF

Co Branch Support team
Dave Hulbert

Crary Blackburn

Dty Manager



14th October 2011

Mr M Afzal

Ferry Road Post Office
119 Ferry Road
Edinburgh

EH6 4ET

Dear Mr Afzal
Re Branch Discrepancy

I'm sorry but T don’t think T can assist vou any further. The process for
disputing losses is via the helpline. As far as I can see there is no
evidence of Horizon failure been presented which would generate an
investigation.

There are processes in place for branches to manage any losses of
conmectivity, This does not represent Horizon failure and the business
has been very clear that it will not compensate losses do to connectivity

breakdown.

As such I cannot suggest who in Post Office Lid might take a different
view and be able to assist you

Yours sincerely

Andy Winn

Relationship Manager,
Product & HBranch Accounting
i Futurg Walk

Chestertield

S$49 1PF

Co Branch Support team
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Pith Goober 2011

Mr M Afzal

Ferry Road Post Office
119 Ferry Road
Edimburgh

EH6 4ET

Dicar Mr Afzal
He Branch Discrepancy

P sorry to learn that your branch has experienced connectivity problems
in September. Um afraid 1 don™tthink | am going to be able to help yvou,

Some transactions will never be recoverable e.g. stamp sales whilst
others, e.g. card account withdrawals will be recoverable dependent upon
the point at which the communications broke down. T appreciate it is
difficult o know where you are if communications are lost,

However there is a general principle that if a transaction receipt has not
been produced by Horizon, the transaction has not completed and cash
should not change hands untdl yvou are certain of the transaction status,
Clearly if recovery takes a period of time, the customer may have left, If
the transaction is seen 1o be recoverable, the option not (o proceed with
recovery should be chosen.

Unfortupately T am not able o offer any relief to branches who may not
have followed recovery procedures m full,

Yours sincerely

Andy Winn

Relationship Manager,

Product & Branch Accounting

{ Future Walk

Chesterfield

S49 PP Ce¢ Branch Support team
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MELW PO BCZY

7 Movember 20011

Andy Winn

Felationship Manager

Product and Branch Accounting
1 Futurs Walk

Chestarfisid

S48 PR

Diear Andy

ezl

RE: FERRY ROAD POSYT OFFICE, BRANCH DISCRERPANCY

would refer o the Branch &Mz\,mmy notine igsved o Mr Afzal of Ferry Road Post Offics,
14482472, on 20 Beptember 2011, for the sum of fcxf ST BE

§ beliove that you are slready sware of the background o this case and how Mr Afzal suffered
irtermittent Horizon connectivily probilems over a peried from 18 Seplember 2011 to 28 September
2001 Despite My Alzals continusd endsavours i reporting this ko *%w Helpline and Fujitsuy

syendtl

angineers calling on the 16° and the 20" the problem continued through until the 23

(1‘8

During this period Mr Afzal would declare cash dally and print 2 balance snapshot but on the 20" (a
day of many problems, with the enginesr on sile} he discoversd a shortage which he reported o the
;*wi; ne.  On the fllowing day, the 217 a similar rangs of problams were experienced and a

rtage of £1,427.85 entifled, During the same periad ?’2’ »‘fza also ramitted in stamps recelved
f?om Post Office Limitad {800 special 17 but this wam rae;ea,i\,d from the systam.

bam aware from our convarsation thal vou have already considered this case in some de a‘é argd
’m\; believe that the lossas may be a5 o resull of Mr Alzal not loliowing recovery prosedures whers

a transaction fails because of a commun nicatic systems brm?dsmn Thﬁfe iz howsever nothing 1o
indicate thal Mr Afzal falled in this regard, nor that money was necassarily handed over fsafcra &
frarmaction was completed and slatus confirmed. The inlermilien ? ar eom”‘m‘ng nature of the
problam undoubisdly creates difficullies and there n also the maller of the relectad siamp
ramitiance,

Pwondd g;,«_> qm%@\z HiF vou could reconsider this balance uaﬁwepan oy in the circumsiances with @ view
i granting some relief. | understand that there is a service delivery issug involved in this matter in
addition z» branch acoounting and have therefore copled this alter o Dave Hulbert for hiz
consideration also,

ook forward 1o hearing from you {andfor Dave Hulberl) in due course.

Yours aingarsly

L GRO

WIARILYN STODDARY
Asgistant General Ssoretary

-me

Dave Mulbsrt

Mativns ton of S

eatrnasters « Evelyn House » 22 Windles

Craprens

Geanwral Beoretary Goorgs Thomson ¢
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From:  Debbis Bradis

Bent: O8 Movember Mt:} 11108

T Arglrasn Winn
Zubject: HE: Fany Roa

Ardy,
Racheibs has ooked st thg

Dl

Mails & Stook Muraw
'M Floor Wes
i Wik

PEE WK

tf:”ﬁf:z%d

& branch amlc

Frowm: Andeew Winn

can't sss any problams

Send: 08 November 2011 10:08

Tos Debbie Bradiey

Subjech: Ferry Road 193824

Hi Dabbie

This branch has cleimed 1
-

# »,;«{ {}{‘\,; g};;}m

can see BOD remmsd In on 88,

Am b missing anything?

SHT miewmye snrew s
gl 1 olaey wers recs

Andy Winn

Relationship Manager

Product & Branch Accounting

Fogt Offics Lid

Hrgd Fioor YWest, Post Offies L

T Fofure Walk,

Weet Bars, Chasterfield, !

H GRO

GRO

destial ndnrmation:
faon Ay unaish
of e 2y regly ema a,

soal s

(E."

e S R

"'f"u“iwilfs\}f“ is "fcr.sb.;‘m Fun

wad gt the branch b

HEHE el TRy SO O
i gre not Hhe ndended s

+t, London, PUTY 90O
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e v P oo Pe
Subsh

Smay Blocksd  TO Number
(£}

Cirg Nao.

HBalanne broughi forward 0,08

H315:
21083011 B 28,2010 1,487,485

Transactions dus for paviment thisz Perind : 142785

S
£
~
ot

Totst Blocked Transactions:

B = Branch
DZ = Payment, BM =

ANRYAT

Deducshion from FEsa



Arndrew Winn
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Duty Marnagsy
10 November ¢

From:
Send
Tiay

2011 1242
Andraw Winn

Lo Dave MHulbery;
Hubjsels P FERRBY
Attschments: imagetC8.gif;

; Grary Blackbum

P

Hi Andy

Could you please copy Duty Manager,

ey
A
%
557
-5
ok
i

W

kg

T & Change

Live Service Team

2nd Floor, South Wing, De
8&%?‘5%”" 573 OUF
GRO

£ ¢
WA

postof

Building a Post Office®

s‘i‘ci* 1(?5’;’?53& f’?ffz”?’?&’i‘fﬁ}’“

FOAD 144824 TFS 4717418 4713
imagelt gy imagslZ gl magel03 g

Dave &y

w;w,'\

o o

c:s

Od.gif; imegelis.gi

o
P
P
i)

f»m

nd Gary i when you respond to the NSFP?

pap, Dortonwond Drive, Brampton,

we can all be proud of

Fromwe: Duby Manaosy

Bent: 10 ?éﬁvwﬁ}ix 2011 D826
To: Andrew Winn

Co: Gary B ackb‘& wn

Subject: FW. FERRY BOAD 144824 TFS 471741

Hi Andy

H¥117201

o
3
S

TFS S7IF723TRS 4730168 -
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You can see from the information helow, that on the day the Postmaster states he first saw the loss
he reported that the branch wers off line at 857am offidal branch hours state the branch DRENS at
Qam, so ng transactions should have taken place at this peint. The Postrmaster reported a 1k loss
\Edéf on the 201 Septernber @ 17,51 Tf”ev balanced on the 21% September and logged a call with
NEST to say they had a discrepancy wha fellowed all correat procedures with the brand
help resolve the loss i branch

the point of escaiatic
with Fuiitaw; the ingd

NBSC were correctly used as
progressed the technical issues

i ~ -
Regards,
Maureen
Merbie b "
Duty Manzges

I & Change
Live Service Te

Znd Floor: Smfsif n\ Dearne House, Lortonwood Urive, Brampton,

duty_manage GRO :
wany. postoffice couk

Building a Post Office® we can all be groud of

£3 unﬁ?ﬁ? ;;3, g% “fi‘?ﬁf»ﬁﬁf

From: HSD IMT GRO |
Sent: 09 NovemBer 3T IRRY '
Toes Dty Manager; HED IMT

Subjech: RE: FERRY ROAD 144824 TFS 4717419 TFS 4717727

Good afernoon

&s requested FSB my Findings
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4717419 ~ Was rafsed on the 16/0872011 0013 due to pm reporting no Un line services, The P advised thay
that BY have changed his account number, PN didn't ask for this to teke place so 2 OBL20 had {0 be raised. BY
removed the Brosdband off the Hine and then reinstated It on the 2270972011 1148 {35 the comims were stable

for this ime.}

SF17727 PROGACTIVE call ralsed ay She was solid down call Ref 4717419 and WWAN B not availabis. Raijsing oall
to investigate why WWAN has failed. Call sent to engineering on the 18/09/2011 09:59 with the SLA

15708 j”i)iii 12:5%, The engineer attended site at 16/09/23011 1337 and relooated zeral tested ok, Site reported
oy the L6020 1 14:06 that the WWAN was not warking asein a d the call was the progressed to engineering
the eﬁgifzeef atiended site and pal in a new serisl Call closed 16/08/2011 1430,

A73016% PROACTIVE call ralsed a3 Site was solid down call Ref 4717419 and WWAN B not avaliable. Raising oall
o investigate why WIWAN has falled, C Psent to engineering 20708/ 2,1311 (8:57 with the SLA 12:00 20/08
sngineer attendsd 207092001 10:20:00 and the snginese as,iw med that the signal fuctustes In the post office.
The aerial 5 In the best position and the road outside s very busy, The enginesr gan ondy get § bar of slgnal with
his mohile. His mobile is with 3. Call dosed 20/08/2011 10 S«-’%

s“zmm Toam

[

?mm‘ Dalx‘"y a;aag»r- GRO i
Sent: 09 November 2011 14418

Tope HED IMY

Subject: FERRY ROAD 194824 TFS 4717419 TFR 4717723 TFS 4730169 - dee

Hi All

This i ranc ¢h raised 3 incidents between the 161 8 ept and the 20" g et with & possible resolution by
the 23 We have had an erquiry from the ! 55??3 regarding thes ei‘-’aﬁ'-ﬁi nta, Could you please st
e have the background surrounding the incidents raised and specifically « %»3 Hmes dates and Hmes
the systern went down?

:‘1

Regards
Mo

Duty Manager

T & Change
Liva Service Tsam

HY117201



From: Dsbhis Bradiey
Beni: OB Movembear 2011 1108
Tey: Andrew Winn

Subject: BE Ferry Road 144834

Rachelle has looked al this branch and can'l zaee any problems

Maile & Stock Manager
Tat Floor West Block
Future Walk
Chasterfieid

[48 1RF

Tel | GRO

From: Andraw Winn

Sent: 08 November 2011 10:08
Texr Debbie Bradiey

Subdect: Ferry Road 144824

Hi Dabbis

This branch has dal

00 special 13 olags wears received al the branch b |

& H
AT

ssing anything?

Andy Winn

Helationghip Manager
Product & Branch Scvounting

Foat Offlos Lid

Zedd Floor Wast, Post Office Ui 1 Fuburs Wa
o

GRO ;

s

Confidentiat infa

ey cordain
fiiey

fa oo ¢

sdpriinl
v o distrifugion

sosizet me f 25 igs of the origingl message.

s Lad iz s trading nom avit Madl Oroup Lad

and and W) dom, BO1Y SHG

os pubrpber 3%

isfent, ease
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THE COTTAGE

235 CORSTORPHINE ROAD
EDIMBURGH, BHIZ 7AR
TELY GRO 5
D3 550443 Edinburgh 44
PR L«Limbmgix ia

S FAX: | GRO
E-mnagh awnd} GRO i

FIRRT CLASS #( Wehslter wwwraereldstephonsouk
David Bouthall P
Apunt Contract Manager
Post (ffice Limied ‘ BRAGIS
eyl Your Red:

'ﬁz:mz{,, Floog ;

The darkets Crown Offics
G186 New York Shzet
LERD 182 707

Dear Bir,

Mobammad Afest

Sub Post Offien 11% Bary Road, Edinburgh

We refer to your letier of 167 July addressed to cur oliont Mohanmad Afzal, In terms of

your fetter you purport fo intimate a olabm against our client in respect of an slleged faiture

in fenms of Section 12 paragreph 12 of owr clents comtract for' serviees with the Post
B

Office. However, as vou ave already well aware, any loss which mhay have heen susiained
at the a?}ws Sub Post Offies was not in any way caused either through negligencs,

sugh
carglessuess or ervor on the part either of our client or any of his assistants, Our clent’s
position vemains that any loss was wholly atiributable o the failure of Post Office
&13?‘&%«;{3”8 Horizon computer system which crashed on a number of cocasions between 16%
and 23 September 2011 and in particular on 207 and 219 September 2011 when it
appears this shoetfall/loss was sugisingd,

Our client’s position remsins that he does not scoept responsibility for any losses
sitributable 1o the fallwre of Post Office Limited’s computer system. We note yowr have
dechined to supply any cony of the contact between Post Office Linddted and Horizon and
we make it clear that our client’s position 15 that this is a matter for Post Office Limited 1o
resolve with thely computing system suppliers, Accordingly our olient has no proposals to
make a8 regards vepayment of the sum which you have now claimed as:thors has been 1o
faudl, negligenve, carclussness oy poror on his part Vi e

Yours faithiully,

GRO
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2ot Flowsy
The barkets Crown Uffice
&34 New York Strest

trictly Corfidential
harnmed Afzal
& Farry Road Branch

o B A A i
Dsar Mr Afzal

RE: Branch Discrepancy at Post Office® Ferry Road Branch- £1427.85

0t letter from Chris Dar
smastars Contract. note that thi
b for Services vou ar
Ui you could send & che
wlons to ome by 2




