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1 Summary

1.1 Background

The first report of an annual customer care visit programme at "live’ post offices
within the North East and South West regions. The care visits consist of a
structured survey about the post-implementation services provided by ICL Pathway.
These vigits are carried out by management siaff within ICL Pathway.

The Offices visited in 1887 were using Release 1b  {Order Book Control Service).

1.2 Methodology

The 1987 visits were part of the initial pilot, 18 post offices were visited during

the latter part of 1997, spiit equally betwesn the two regions.  Subpostmasters were
asked (o answer questions about the services ICL Pathway provides and also given
the opportunity o express thelr views, concerns and comments about these services.

1.3 Conclusions

Querall the Subpostmasters weare 90% happy with the services provided.

The Subpostmasters in the North East were generally more satisifed than those in
the South West,

The most positive areas were the services provided by the Horlzon System Engineers,
the Horlzon System Helpdesk and ongoing communication.

The least positive area was Training and User Guides. There were concerns that the
fraining was not always local enough, the attendees were out of pocket and the User
Guides were of iittle use at the moment as the system is so simple to use,

Concerns were expressed about the local Benefit Agency offices, particularly in the
Narth East, where they seemed to disregard the Stop Notice information held on the
Horizon System and give out contradicatory information to customers and
Subpostmasters.

The placement of equipment in the post offices was aiso of concern. In one case
POCL had visited to report on the situation, bul the Subpostmaster had not received
any further communication,

The users were happy 1o be involved in the live trall and understood the need for
automation, but were frustrated at having so litte functionality and very much looking
forward o baing able to do more through the Hordzon System,

1.4 Recommendations

The differences between the North East and Scuth West levels of satisfaction should be
investigated to see ¥ anything done differently in the North East could be mirrored in
future in the South West,

Action should be taken o improve communication or understanding within local Benefit
Agency (ffices,

Any outstanding issues regarding the placing of equipment should be followed up fo a
satisfactory conglusion,

Some individual actions are being followed through by ICL Pathway as a result of the visits

COMMERCIAL IN CONFIDENCE Report - Page 3 1501/88
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2 Introduction

The 1997 care visits were carried out using a small cross section of post offices within the
North East and South West regions. 18 offices were visifed {svenly split between the
regions) as a pilot for the ongoing commitment of visiting a larger cross section of post
offices from 1898 onwards.

This pilot was specifically targetted at users of the OBCS release of Horizon software (Order
Book Control Service).

Only management leved 1CL Pathway staff carry out the visits 1o ensure the highest lavel
of customer care service is maintained. Each nominated ICL Pathway manager is given a
detailed briefing of the programme and detailed procedures are documented for them o
follow.

All information is gathered In confidence, but each Subpostmaster is asked ¥ he or she will
allow ICL Pathway 1o possibly confact them again in connection with the care visit, or to
follow up any necessary actions as a resull of the visit,

After full roll out of the Horizon project, it is planned that 500 post offices will be vigited

during the course of each year. It is infended thatl offices are chosen randomly each
year., During 1988 1ICL Pathway will plan to vigit 100 post offices.

COMMERCIAL IN CONFIDENCE Report - Page § 15/01/98
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6 Results

This section details the percendage results from the questionnaire, and summarises any
retevant comments made by the Subpostmasters

6.1 Training and User Guides

This area had the highest level of dissatisfaction. issues related io raining being armanged
with shorl notice, people being out of pocket when attending the braining events, and that
the user guides were not really necessary with the level of funclionality available on Horizon.
in general people found the Horfzon Training Workshop manual of high quality and sasy to
use, and particularly liked the Quick Reference guide.

Overall for the BW 84.3% were salisfied and 35.7% were Jissatisfied.
Cverall for the NE 32.9% were satisfied and 7.1% were dissatisfied.

See Appendix for detalied breakdown of percentage figures.

COMMERCIAL I CONFIDENCE Peport - Page 7 15/01/98
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DV Satisfied (13atisfied [DMDissatisfied @V Dissatisfied

This area has among the highest levels of satisfaction. Subpostmasters found the Helpdesk
staff to be polite, professional, and able 1o resolve problems in acceptable timescales.

Gne Subpostmaster suggested the length of time required to validate the caller when they
calied the Helpdesk was too long.

Overall for the SW 91.1% were satisfied and 8.9% were dissatisfied.
Ovarall for the NE 87.8% were satisfied and 2.2% were dissatisfied,

See Appendix for detalled breakdown of percentage figures.

COMMERDIAL IN CONFIDENCE Feport - Page B 1507/98
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6.3 Horizon System Engineer Visits

R

i

Diss

This area holds the highest level of satisfaction. A few Subpostmasters had not had

any enginesr visits at the point of the interview and so were unable to comment,

howaver, those that had were always impressed with the enginser's help and professional
attitude. The only negative response was one post office who did not bother to complete the

SR feedback cards.

Overall for the 8W 100% were satisfied.
Overall for the NE 96.8% were satisfied and 3.2% were dissatisfled.

See Appendix for detalled breakdown of percentage figures.

COMMERCIAL 1M CONFIDENCE Raport - Rage @ 1501798
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One of the higher levels of dissatisfaction. The problems were based around a slight
degradation in ime taken 1o serve cusiomers {especially when the software was new 1o users)
and the layout of the squipment in the office (0L Pathway maintain a snagging list for aclioning
any agreed outstanding work at offices). Most were happy with how easy the system was o
use,

Cvarall for the SW 77.5% were satisfied and 22.5% were dissatisfied.
Qverall for the NE 88.7% were satisfied and 13.3% wers dissatisfied.

See Appendix for detailled breakdown of percentage figures,

COMMERCIAL 1M CONFIDENCE Repon - Pags 10 1501/88
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6.5 Ongoing Communication

T

R St
$

¥ 8 8

OV Satisfied (ISatisfied @mDissatisfied MV Dissatisfied

Only one Postmaster was very dissatisfied with communication. The concem was thal not
anough commurication was received from POCL. The commurnications sent oud during the
implementation phase were considered to be thorough.

Overall for the SW B0% were satisfied and10% were dissatisfied.
Overall for the NE 100% were satisfied.

See Appendix for detailed breakdown of percentage figures.
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6.6 Customer and Stalf Reaction Pater - Aaree

ki

swsw . we

OV Satisfied (Satisfied [Dissatisfied MV Dissatisfied E

Dissatisfaction was with users frustrated that the system has limited use, some
nervousness about using computers and that i takes longer 1o serve customers than
the manual system does at present. Some interest has been expressed by customers,
and generally users and customers see the system as a positive step.

Cverall for the SW 81.7% were satisfied and 8.3% were dissatisfied.
Qverall for the NE 80% were satisfied and 20% werg dissatisfied,

See Appendix for detailed breakdown of percentage figures.

COMMERCIAL IN CONFIDENCE Raport - Pags 12 1&/01/88
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7 Conclusions

The Subpostmasters were given the opportunity to provide additional comments against each
question asked in the questionnaire, and o provide any general commaents, suggestions,
concems of good news stories.

in general the views were very positive, but because of the limited functionalily of the
software al this stage it was falt there was not much to comment on.

The Horizon System Helpdesk staff and Horlzon System Engineers were highly
regarded as professional, polite and helpfid at alf times. Only one goncern was how
iong it took to validate the Subpostmaster when calling the desk. This put off some
users from calling and encouraged their own network’ of communication for advice and
guidancs,

A more general concern was the comimunication between the local Benefils Agency
{particularly in the North East area), the users and the general public, Often the BA
has given out information which contradicted that of the Horizon System (namely
whether a book should be impounded or f a payment should be made). The
Subpostmasters were concernad that the BA was causing the public to guestion
the Subpostmasters professionalism or ability.

There were a few mix ups over training events. Some were amanged at very short
notice or some venues were changed at short notice, and some Subpostmasters felt the
events were not local encugh. Most were concerned that attending the events put them
out of pocket, and would have liked 10 have received remuneration.

The Manuals provided at the training events {L.e. Horzon Training Workbook and the
Quick Reference Guide) were well received as easy to follow and thorough, although
were rarely needed with the current level of functionality available.

Adl users found the system easy {o use and 'IT phobics’ were cured after attending
the training. There was frustration that the system had a limited use, particularly
when the users first start using the system. They found the ime it ook to serve a
customer was longer than using the manual system, but for a perceived minimum
benefit.

The placement of equipment in offices was of some concern. Many had litile space
which meant that printers and keyboards were not easily accessible. Replacement
of equipment during the upgrade to Release 1o should improve the situation.

Subpostmasters were happy with the level of ongoing communication about the
Horizon project. Some felt that there was not enough information provided by POCL.

The encashment total iz too small and can cause the Subpostmasters to mis-read £

i is apparent from the questionnaire results that the North East region is more positive
than the South West. This was also found in an earlier questionnaire about the Relsase 1h
implementation carried out by POCL Research Services.

Overall the Subpostmasters were 80% happy with services provided during 1b live trial.
Generally the concerns raised were by single offices with the exception of Benefits Agency
carmmunication, the placement of equipment and the increased time taken o serve
customers.

COMMERCIAL IN CONFIDENCE Report - Page 13 15/01/98
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All understood the need for the Horlzon project, were happy 1o be involved, and were keen
o receive more functionality.

£ Recommendations and Further Work

Some individual actions are being followed through which are specific to particudar post
offices. These are noted on a spreadsheet and the responsibility for pursuing the actions
through to a satisfaciory conclusion will be on the ICL Pathway Customer Satisfaction
Manager.

General recommendations are that we pursue and investigate further the issues below
* Why, again, the North East Region are more positive than the South West,

Should investigate whether any services are provided in a different way in either
region .

Ongoing efforis to improve Benefits Agency's understanding of Horlzon projest and
for the communication within the organisation o be affective. Any inslances of problems
received from Subpostmasters will be passed fo PDA for information,

Discuss possibility of POCL providing some remuneration for Subpostmasters attending
training events in future,

Ensurg maximum notice possible given for training svents in future and avoid changing
vanues whenaver possible,

Any offices which reguire further attention after the 1¢ upgrade will be reviewad and
possibly placed on 2 "Snagging List' of culstanding ems to be rectified.

Discussions on the rules for the positioning of equipment in future instaliations should
{ake place.

investigate the possibility of endarging the ‘encashment tolal’ figures,

CORMERTIAL 1N CONFIDENCE Report - Page 14 15/01/88
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Appendices

1 Guestionnaire

The following is a copy of the questionnaire used when intendewing the Subpostmasters. The
first page i an infroductory soript which can be used to provide further information about the nature
of the care visil.

HORIZON SYSTEM

CARE VISIT QUESTIONNAIRE AND REPORT

INTRODUCTION SCRIPT

On grrival ensure you show your Pass. Give your name and sxplain you work for the
Lustomer Service department of ICL Pathway, explaining what our department does.

The Customer Service depariment is responsible for the ongoing suppoet of the Horlzon system
itself, after instaflation.  These responsibilitias cover aff aspects of support and services relating fo
the Horizon system, for example supporting you the user with advice and guidance, and ensuring
that customer safisfaction is monitored and maintained o a satisifactory level

in sumnary, this inferview will help us momitor how satisfied you are with the system and related
services, and will be key o recognising where improvements may need o be made, plus
recognising particufarly positive areas and using those examples o belp improve other areas of
sgevice.

Whilst there is no time limit sef for the interview, the survey should take no mors than 20 minutes,
and bow fong you would fike in addiion fo the survey s up 1o you.

Aftar the meeling we will be sending you a lstter summarising the deteils of iz interview so that
you can cheok we have accurafely inferpreted the interview.’

if asked you can explain the background of why we are doing this survey.
"This year we expect to talk 10 approximately 20 users of the Horjzon system.

Simitar visits wilf be carried out gach year, throughout the year, Most Post Offices will be picked
randomiy and therefore whilst you probably wor't be approached svery year, # is possible you will
be approached agsin at some tims in the fufurs. When the programme is In fulf operation we
would expect (o survey spproximately $00 Post Offices each vear (Rl oparation is expested io
commence in 1888,

Your individust visit reports will remain confidantial betwesn you and ICL Pathway. However, we will

be publishing general resulis, and following up any individus! user problems when relevant, if you
agree fo further contact as a result of the visit.

mevprep1.xis Appendix 1 ~ Page 1 19/01/98
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QUESTIONNAIRE

1. Contacts & Environment

{¥ou can gre-filf zoree of the folfowing idormstion hut you must ensure you oheck with the inferviewse that the

details are coerect }

frterviewer Name: Interview Date & Time:
Irterviewee Name: Interviswee Position:
PO Name: FAD Code:

Ragion: No. of Counters:

Installation Date {mmiyyhk

2. Background

{Very briefly oheck installstion background to highlight any underfying problems, bt guickly move it next seotion o
srisure oljective of post-implemardation survey s maintained }

Yery briefly, how did the installation of your Post Office go in general™

3. Training and User Guides

3.1 Do you feel the training you have received has fully prepared you for using the Horgon System?
{ This will refale io Patbway freining, but they may wish o cammant on Figld Support Officers from PQGL)

Completely prepared
Generally prepared
Partly prepared
Unprepared

Not Applicable

3.2 When using the Horizon System how usefid do you find the training workbook and guick reference
guide?

{Uzurs should fave haan provided with a freining workbook and “quick sefergnuy’ guide on their raining course,
SHOW BRMPLE DOCLENT

Yeary usefil
Useful

Of litde use
No use at all
Not Applicable

3.3 When required for reference, how satisfiad are you with the guality of the POCL Counters

movprept xis Appendis 1 - Page 2 1901188
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Operations Manual ‘Horizon User Guide’™?
(BHOW SAMPLE DOCUMENT 2)

Yeary satisfied
Satisfied
Unsatisfied
Wery Unsatisfied
Mot Applicable

4. Horizon System Helpdesk

4987 Management Care Visit Programme

POL00104589
POL00104589

Ref: CSIREMQOY
Yersion: 2
Date: 361788

4.9 Do you find it is easy to make initial contact with the Horlzon System Helpdesk?

Yery easy
Easy

Difficult

Yery difficult
Not Applicable

4.2 On average how often do you contact the Horlzon System Helpdesk in a typical month?

Up fo 2 times

Up fo 4 times

Up o 6 times
More than & times
Not Applicable

4.3 When contacling the Horizon System Helpdask do you find them polite and helpful?

(Clarily that this guestion is related to their aftiiude and wilingness o hwlp, not the quality of the hielp provided }

Yery polite
Polite

impolite

Vary impoiile
Mot Applicabls

4.4 When contacting the Horizon System Helpdesk how satisfied are you with the outoome of the

help provided?

Yery satisfied
Satisfied
Unsatisfied
Very Unsatisfied
Not Applicable

mevprep i xis

Appendiy 1~ Page 3 190198
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4.5 Are your queries resclved in acoeptable imescales?

Always acceptable
Mostly acceptable
Sometimes unacceptable
Always unacceptable
Mot Applicable

§. Horizon System Enginser Visits

POL00104589
POL00104589

Ref: CSIREPIDOT
Yaraion: 2
Diate: 1308

5.1 On average how often do you have Horizon System Engineers, or other related Engineers, visit?

{in & lypioal month, rot relsting 1o faplemenistion)

Twice a quarter or less
Once a month

More than once a month
More than 4 times a month
Not Applicable

5.2 Do you find the Engineers polite and heipiil?

{ This refates fo thelr atitude and willingrses o help, not abilly 10 resolve the profilem. ¥ disappnirded vy to establish

which Iype of enginesrs & Consnents}

Yery polite
Polite

impolite

Yeary impolite
Not Applicable

§.3 How satisfied are you with the cutcome of the work the Engineers camy out?

Yery satisfied
Satisfied
Unsatisfied
Very Unsatisfisd
Mot Applicable

8.4 Do the Engineers resolve your problems in scceplable imescales?

Abvays agceptabls
Mostly acceptable
Sometimes unacsepiable
Always unacoeptable

Mot Applicable

movprep s Appercis 1 - Page 4
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8.5 Do you return the SVR Feedback cards left by the Horizon Engineers

{R card /s eft offer each Sorbus enginesy visl iIn ‘comments’ try to estabiish what they think of these cards.
SHOW SAMPLE DOQUUMENT 3}

Always

Often

Only occasionally
Never

Mot Applicable

6. System Usability

8.1 How sasy do you find the Horizon system o use?

Very Easy
Easy

Difficut

Very Difficult
Mot Applicable

8.2 Has the Morizon System had an effect on the service you provide o your customers?

Positive effect

No noticeable effect
Minor adverse sffect
Significant adverse effect
Not Applicable

8.3 How reliable do you find the Horizon System {g.g. does the system fad when inuse, or lake too
long to recover after fallure)?

{if thore i 8 negative response iy to extablish i § is pursly the ruaober of systarn failures wr e time taken Io ravver
i where the probiem really fes, or bofl}

Yery reliable
Reliable
Linreliable
Yery Unrefiable
Not Applicable

8.4 How often do you revert to using manual procedures in preference to using the Horizon system?

{This wnly relales to inslances when the Horon System showdd be used bot cannot be used for whatever mason, 8.4
benefit book problems, provechurst problems or lack of user knowledys, not system down time.}

Very infrequently
infrequently

movprepl.xds Appendis 1 - Paga 8 1901798
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Frequently
Yery frequently

Mot Applicable

8.8 How satisfied are you with the layout of the Horizon squipment in your office?

Very satisfied
Satisfied
Dissatisfied
Very dissatisfied
Mot Applicable

7. Ongoing Communication

7.1 Are you satisfied with the guality of information, received via written communications, relating to
the Horizon project?

(E.g. Courtor roneived monthly, Regions! Buffelin reveived weekly, or direct Malshols recelved ad fine. SHOW
SAMPLE DOCIUMENT 4 - ‘QVER THE HORIZONY

Yery satisfied
Satisfied
Unsatisfied
Very Unsatisfied
Mot Applicable

7.2 ¥ you have had contact with ICL Pathway staff directly were you satisfied with the quslity of the
service provided?

{Eq. thiz cotdd refate Jo site visis made by Fethway Liaisor Mgrs, of respording to conygdaints)

Vary satisfied
Satisfied
Unsatisfied
Very Unsatisfied
Not Applicable

8. Customer and Siaff Reaction

8.1 What has youwr customer’s attitude been towards the Horizon System?

{Le. are they kesn fn ask aboud 8, do they nonsider # fo impact on quality of service?}

Very Positive
Positive
Megative

movpreplds Apparsdic 1- Page 6 18/01/98
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Very Negative
Not Applicable

8.2 What is the attitude and morale of other staff, towards using the Horlzon System?

Very Positive
Paositive
Negative

Very Negative
Not Applicable

3. Comments and Suggestions

Do you have any suggestions for improvements o the Horizon System or the service provided, and
can you highlight any particularly positive experiences?

{ am *willing/ unwilling to be contacted in the future to confinm any points contained within
this gquestionnaire, or to follow up any issues which ICL Pathway consider reguire action,

{*Delete as approprists)

movprept.uds Appendix 1 - Page 7 19/01/98
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F‘f_memage Totals by Section VSatisfied |  Satisfied | Dissatisfied | V Dissatisfied |
3. Training and User Guides
SWISW 21.4 42.9 288 7.4
HE B5.7 7.1 7.1 0.0
4. Horizon System Helpdesk
SWISW 8.9 222 8.9 0.0
NE 91.1 8.7 0.0 2.2
5. Horizon System Engineer Visits
BWISW 89.7 10.3 0.0 0.0
NE 93.5 3.2 0.0 3.2
8. System Usability
SWISW 45,0 32.5 15.0 7.5
ME 52.2 24.4 11.1 2.2
7. Ongoing Communication
SWISW 40.0 50.0 0.0 0.0
NE 94,1 58 0.0 0.0
8. Customer and Staff Reaction
SWISW 25.0 68,7 8.3 0.0
i NE 333 48,7 20.0 0.0
Fercentage Tolals by Question VSatisfied |  Satisfled | Dissatisfied | V Dissatisfied |
?raining and User Guides
Has training Rully prepared you for using sys
BWISW 22.2 44,4 22.2 11.1
NE 77.8 11.1 11.1 0.0
Quality of Horfzon Training Manuals
SWISW 33.3 333 333 0.0
NE 100.0 0.0 0.0 0.0
Quality of PLCL Horlzon User Guide
BWISW 0.0 50.0 50.0 0.6
HE 100.0 0.0 0.0 8.0
Horizon System Helpdesk
How sasy contacting helpdesh
BWISW &868.7 333 0.0 0.0
WE 100.0 0.0 0.0 0.0
Fraguency of contacting helpdesk
BWISW 55.6 222 222 0.0
HE 86.7 222 3.0 114
A stalf polite and helpfial
SWISW 77.8 22.2 0.0 0.0
HE 100.0 0.0 0.0 0.0
Satisfied with cutoome of help
BWISW 77.8 22.2 0.0 0.0
NE 100.0 0.0 0.0 0.0
Are queries resolved in acospiabis time
BWISW 88.7 22.2 0.0
NE 88.8 0.0 0.0
movprep . xis Appendix 2 ~ Page 1 1901788
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Horizon System Engineser Visits
Freguency of sngineer visils

SWISW 83.3 16.7 G.0 0.0
ME 857 14.3 0.0 4.0
Are Englnesrs polte and heiphyl
SWIsSW 83.3 16.7 0.0 0.0
HE 100.0 0.0 0.0 0.0
Satisfied with outcome of the work
SWISW 100.0 0.0 0.0 0.0
NE 100.0 0.0 3.0 0.0
Are probiems resolved in acceptable tirme
SWISW 100.0 0.0 0.0 0.0
HE 100.0 0.0 0.0 0.0
Do you return SYR Feadback cands
SWISE 80.G 20.0 0.0 0.0
NE 83.3 0.0 0.0 168.7
Bystem Usability
How sasy s system fo use
BWISW 88.9 11.1 0.0 4.0
NE 100.0 0.0 0.0 4.0
Effect on service {o customers
SWIBW 22.2 333 44 .4 0.0
ME 11.1 44.4 44.4 0.0
Retiability of the system
SWISW 333 556 1.1 0.0
ME 44.4 556 0.0 0.0
Franoy reverting o manual procedure
BWISW §23.5 37.5 0.0 0.0
NE 88.9 11.1 0.0 0.0
Layout of Horzon Equipenent
BWISW 0.0 20.0 20.0 80.0
MNE 86.7 1.1 11.1 11.1

Ongoing Communication
Quality of info via wiitten communications

BWISW 33.3 50.0 0.0 168.7
HE 100.0 0.0 0.0 0.0
Qualily of servics of Pathway stalf
BWISW 50.0 50.0 0.0 0.0
HE 87.5 12.8 0.0 0.0
Customer and Stalf Reaction
Customner's aftifude towarnds system
SWisw 0.0 100.0 0.0 0.0
NE 25.0 5.0 0.0 0.0
Staff morale & atttude o system
SWISW 37.8 50.0 12.5 4.0
| NE 42.9 14.3 42.9 0.0

movorepl.xis Appendix & - Page 2 19/01/88



POL00104589

POL00104589
ICL Pathway 41897 Management Care Visit Programme Ref: CSIREPIOO7
o Yearsion: 2

Date: 1311887

Appendices

3 Additional Comments by Subpostmasters

The following comments were given when the Subpostmasters were asked the guestion:
Do you have any suggestions for improvements to the Horlzon System or the service
provided, and can you highlight any particularly positive experiences?

"Post Offive Countars need more business people for commercial reasons.”

"The DES are contradicting what the Horizon system Stop Notice says.”

s there a £10 payment for the upgrads training? My RNM mentioned # in passing.”
"No negatives. Looking forward fo more functionality. My only frustration is the limited
use. There is a minor degradation in service because if takes a lithe more time 1o
incorporate both Horizon and manual systems.”

"Several issues refating to the sguipment and layout! which are negative.”

"Tou much time elapsed between training and the receipt of the system, thers could also
be more focus on user bands on sxpsrignce.”

"Graat help in fraud prevention, and also the positive effect of removing the mpounding’
decision from the clerk.”

"Post Office Countars came and produced a report about the unsatisfactory layvout of the
sguipment, but we have heard nothing.”

D88 are calling Post Offices 1o say they shouldn't call books in, contradicting the system
and asking the Postimasters to just cash a docket anyway’”

Who is responsible for supplying anti static sprays? We have never received any.”

“The position for the monitors offered by WTL was not very professionsl.”

“The position of the cand swipe siot should be at the front of the keyboard, not af the back,
“Before we wers able to swifch off screens overnight the heat was foo much., Now it's ok.”

“Positive response from customers when the system says fo impound a book. Less
room for argument. Encashment total could be bigger.”

"I hope the suppaort from the HFSO is s bit more reliable for the upgrade.”
"The project has gone remarkably smoothly bearing in mind the size of the project”

"tora thought coudd be put info shelves/brackets for layout of equipment, and more
consultation with Postmaster before squipment instaflation.”
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Horzon/Pathway staff more friendly and heipful than Post Office staff.”

"Training at Bath Spa had been cancelled 1 week before but | had not besn informed and
therefore furnad up for training.”

“Not pleased with increase in electricily bill.”

“POCL Security person came to visit and said | needed a speach screen, He measured
up and said he couldn't sse a solution, but that he would take # away and make mong
suggestions. He said the plastic stand provided was obsolete and a new one that doesn'

fit anyway has taken ils place.”

“Repuort printer is not in a usable plave at the moment. I will need fo be moved when it is
raquired.”

Training was too long and loo little practical hands on experience. Alsc it was not tlose
enough to the start of operations, af least 1 month before we needed fo use the system.

"We get good, fast and sffective support.”
"When the full scope of the system is available then iife will be very much easier for the P
staff. The level of service and servives offered wilf increase. Looking forward to the full

system.”

“When encashmant fotal displayed on screen it could be larger.”
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