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The MPs want Second Sight to report on a much wider range of issues in July than we had 
pianned i.3", not just the Horizon transaction issues. A consequence of this is that any report in 
Juhi w£li be an interim not a final report rho to not ran 3 M : £l a,t.. } of what was tiisclls"sed fit' 

.:si r of .}.0 i Lot r3, ?',.lt:`£.13 0 1E ~ i':.. t.~u...:;•.br n be , t rL noon as mooteed, and the fxmsil. iflt''j 

O 4 ci r t!€ t'.},3 Y} Ir l h 33,42 Eat i i i.t< ;.:rt,

a wider r ange of issues to be reportei. on was £ : 9entio?'tec.,

'There was broad support for the proposal to run a series of tests ire the Model Office rep icatirig 
the specific scenarios reported by SPMRs - doo .< ;-<i co - =cl, Whot r .p :3 

doiha 0th- e way offered to th c: itr3 eon- to s ,t prr rows also th :0O_153  pi <. 
F Os€ a =i ;e, but no express support or' lai.l or it ... form use as cis 'ssei agr ee'd 

Alan Bates reported that a significant number of SPMRs had not accepted the JFSA / POL 
agreement and rem.a3rse•:€ concerned about possible retribution from POL, This has resulted it 
under reporting of cases and issues. (his was the first time we had been told about this)

t.0 3 __cs r a,_, e ...4.,:.<3;, ,h 3 F, 3.: ;£_o 3 f t ,. _,t li';.. t ..hle3ii't i f , }s:6 , }Q #: ' v.F.:

M 2s (and JFSSAi reported continuing concern about "heavy handed" audit and investigations 
processes and the inability within POL to differentiate between genuine issues of concern 
reported by SPMRs compared with suspected fraud or theft. This is causing real hardship 
to hPMRs and may lead to suicides. (This was mentioned more than once) ^ rids 0 the 0355W 

0034n54 fron4 tho fhhe, } ...,.: `i;-'.., t ..fi. .t, ; • ,4..(t . 03 i  
,
t}r.ist400 rut .oracdE?:$+ at thus r.:,.yr  10.i =z 
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MPs were pleased to note the personal involvement of Alice Perkins and Paula ,Venrset s but 
would like this to be extended within P01 to a much more sympathetic attitude to SPMRs with 
problems. They felt internal con-smunication processes within POL were not workins well. There 
was universal concern about the cantniriuing use of comments such as "v,e have total confidence 
in the Horizon system" which. are cririt€at y, to the experience reported by a number of SPMRs — T 

1 1 e`{> < ..,...:: -!. i :o r 6-' C,.. rin SE r r i  .,_'olt,. i 3 i?'.., i €" 

h f >.i s e'.nt ti's k.about i EI :}.3i L.iS. i£-3.=.e?rt _,i,.#7:: >'a`.h in rOie Post Z,3t<`~iF".0 . F ;iii ° t

14 s) 3't of tats bsyon{ 011 ,3 :f } } is;,}';f r t t ,s#':£ e e>ttaer3d€ d. TI
o £`3$'m ro1Y f #`3t.? it3 in ' , , 7 113 it3ay :'fd a:-, "`arid I ens s- ..c2` ai,i::I L3 t h

t-'} (?.ft to the Post Office wh ch underm ined this confidence,, the Post i ri'e's stance was 

3,3ff?;h 'f"3ir",E"i£ra"ii '.. 

In the Eight of the issues now being looked at by Second Sight, P01 shculd consider a suspension 
of ali current prosecutions activity until after July at least 111 . a3`. :cpesstsll donritoot. t 

ti-se eseehna#, bud. it may wrier, t.lkr -, f3 13 ale i oi 3 t1•"3l -3' ''5 <? 0:i<'. 
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=fy  t IfI Th Ib1 I fr iir.: 
Jo Swinson MP 
Minister for Postal Affairs 
Department for Business, Innovation & Skills 
I Victoria Street 
LONDON mc~~o mess, t ~1o4➢e

SWIH OEf 
Received 

17th April 2013  

Dear Minister 

Alan Bates 
3 Bod Elian 
Lianelian-yn-Rhos 
N Wales 
11.29 8UY 

Tel:` CRo 
Email: alan.bates GRo 

I am writing to you on behalf of the Justice For Subpostmasters Alliance (JFSA). In the 
past I have written to your predecessors Ed Davey and Norman Lamb over the issues that 
have been taking place between JFSA and Post Office and their Horizon system. 

I am sure your department has enough documentation on the issues we (JFSA) are 
concerned with In order to provide you with background material. Previously a reference 
number 213102 has appeared on correspondence. At the meeting I had with Norman 
Lamb at the end of June last year we briefly discussed the then current proposal a group 
of MPs had made for an external forensic accountancy firm, 2nd Sight, to investigate a 
number of the claims that their constituents i.e. subpostmasters, had brought to their MPs' 
attention. The Post Office were to be involved and they would fund the exercise, but 
when I met with Mr Lamb I expressed JFSAs' very real concern over the independency of 
such an Investigation, yet confirmed we were prepared to engage with the exercise if we 
could obtain assurances that it was to be a genuine investigation. I also had given an 
undertaking to Mr Lamb that I would keep him informed of the progress and refer any 
concerns we had about the veracity of the work of the investigation, 

It took until late December 2012 for JFSA to finally agree the terms with all the parties 
involved, at which time we offered considerable assistance by providing information and 
cases to the external investigations firm 2nd Sight. JFSA also acted as a central contact 
and clearing house for cases that were raised by serving subpostmasters throughout 
January and February of 2013. During this period we worked very closely with the 
investigators, who were not only taking the cases we were sending to them but also were 
accepting the constituents' cases from the MPs involved. 

On March 25th 2013, a 1 hour meeting was held at Portcullis House. The meeting had 
been arranged for 2"d Sight to report to the MPs who attended on the methodology of 
their Investigation, and the areas they were proposing to include in the report that is due 
to be completed by mid-July 2013. I was at that meeting and I was accompanied by the 
JFSA forensic accountancy expert who has a watching brief on the Investigation work 
being carried out by 2nd Sight. 

I have now reached the main reason as to why I am writing to you at this time. 
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What 2nd Sight presented at the Portcullis House meeting was a very real source of 
concern for both the JFSA expert and myself. We were shocked at the direction this 
investigation was being held to follow despite all the evidence that had appeared since it 
began. Whilst we appreciate that this Investigation would never have come about without 
the support of the MPs, who rightly want the cases of their constituents investigated, so 
much more has come to light and there seems to be considerable reluctance to broaden 
the terms of reference to incorporate this information. 

While every individual's case is extremely important to that individual, it is also doubly so 
in the weight that it adds to the systemic failures within Post Office and their Horizon 
system, These are issues which we at JFSA have been raising for years, and having 
worked closely with 2"d Sight over the last few months, we can see that they too have 
independently arrived at the same conclusions through their analysis of the cases. What 
has become evident is that these major systematic failures within Post Office and their 
Horizon system have undoubtedly led to many miscarriages of justice. These systemic 
failures are now proven facts, and are at the root of most of the subpostmaster cases. 
Yet we cannot understand why 2nd Sight were so reluctant to bring the systemic failures to 
the fore at the Portcullis House meeting, or why the focus of the investigation has not now 
been centred upon them. 

From the outset, we had voiced serious concerns that this investigation would not be 
allowed to present a true picture of what has occurred in the past or what is still 
continuing today. We have always known that any investigation has to be truly 
independent and able to work without hindrance or constraint, yet although we thought 
we had assurances of this in the beginning, we have little faith that this is the current 
position. Put simply, the way It Is heading there will be no merit to any report produced, 
as JFSA will not only fail to support it, but will challenge Its' findings, using evidence that 
the Investigation has already uncovered. 

I don't think it would be helpful to include a list of the systemic failures here at this time, 
suffice It say that there are probably an initial 10-12 items that have been at the root of 
many of the problems that most of the subpostmasters have been affected by. Both our 
forensic accountancy expert and I would gladly meet with you to briefly go through these 
issues if you would find it useful for us to do so. 

For years JFSA has been campaigning for a totally independent inquiry to be set up by 
Government to investigate the failures within Post Office and their Horizon system, the key 
word being independent. This current investigation being funded by Post Office with the 
investigators reporting directly to Post Office on a weekly and at times daily basis, and 
where the direction of the investigators work is being channelled, will struggle to live up to 
any Independency claim once the report is published. 

There is no doubt at all that the systemic failures Identified so far have been brought to 
Post Offices' attention through their regular meetings with 2nd Sight, and this alone raises 
the question as to why Post Office is continuing with their prosecutions of subpostmasters, 
when it Is now so much more obvious that they are standing on very shaky legal ground. 
As I have mentioned before, these systemic failures are proven facts which are at the root 
of many of the subpostmaster cases, although from the 2nd Sight briefing document 
presented at the Portcullis House meeting, they are only going to be treated as an adjunct 

jfsa.a}uk 2 
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to the issue of the individual cases, to the point where only a few of them may be 
featured In their forthcoming report. 

It is evident to us, that these systemic failures should become the yardstick that the 
individual cases are measured against, as they are significantly easier for others to 
comprehend without the requirement of an in-depth knowledge of the finer points of 
Horizon. The refocusing of the investigation on the systemic failures would not only offer 
a quicker and far more efficient method of addressing the whole issue but would minimise 
the information required from Post Office, which has been the main cause of the slow, and 
at times no, progress, 2nd Sight has made with the individual cases. 

I believe it is Important that you and your department are made aware of the current 
position with regard to the investigation, and if you would find it useful I am willing to 
meet with you to go through the issues in more depth. 

Please let me know if you require any further Information. 

- -.---.- _.- - --- --- --------- ---, 

Alan Bates ~`' 
Chairman, Justice For Subpostmasters Alliance 

Jfsa.ofg,uk 
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Interim Report into alleged problems with the Horizon system 

1. Introduction and Scope 

1.1. Following discussions with Post Office Limited ('POL') Senior Management in June and July 2012, 

with the Rt Hon James Arbuthnot MP and with Alan Bates and Kay Linnell representing the Justice 

for Subpostmasters Alliance ('the JFSA'), Second Sight Support Services Ltd ('Second Sight') was 

appointed to carry out a review into alleged problems with POL's 'Horizon' System. 

1.2. The remit of the Investigation/Inquiry was later defined as: 

"to consider and to advise on whether there are any systemic issues and/or concerns with the 

"Horizon" system, Including training and support processes, giving evidence and reasons for 

the conclusions reached". 

1.3, It was also agreed that Second Sight's report would: 

"report on the remit and if necessary will contain recommendations and/or alternative 
recommendations to Post Office Limited relating to the issues and concerns investigated 

during the Inquiry. The report and recommendations are to be the expert and reasoned 

opinion of Second Sight in the light of the evidence seen during the Inquiry." 

1.4. It became necessary to ensure that references to "the Horizon System" were understood and agreed 

by all stakeholders. Was Second Sight to look only far defects in the software code of Horizon? Or, 

was it to take a broader view and also examine: 

a) the surrounding Operational Processes, both at branch level and in POL's central processing 

centres; 

b) the interfaces between the Horizon system and other systems that are the responsibility of 

organisations other than POL such as Camelot, the Bank of Ireland, the Co-Op, various 

Energy Companies and the'LINK' system for processing Credit and Debit Card payments and 

withdrawals; 

c) the power supply and telecommunications equipment that connects every Horizon terminal 

to POL's centralised data centres; 

d) the training available to Sub-Postmasters ('SPMRs') and their staff and whether it was 

commensurate with the demands of the day-to-day job at the counter; 

e) the actions need to 'balance' at the end of each Trading Period ('TP') and the investigation 

work needed in dealing with errors and Transaction Corrections ('TCs'); 

f) the level of support available to SPMRs and their staff from POL's Helpdesk; 

g) the effectiveness of POL's audit and investigative processes, both in assisting SPMRs who 

called for help in determining the underlying root cause of shortfalls and In providing 

evidence for other action by POL such as in Civil and Criminal Proceedings. 
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Interim Report into alleged problems with the Horizon system 

1.5. In answering the question as to whether Second Sight was to only examine the narrowly-defined 
Horizon software, or the far more broadly-defined Horizon system, POL's own definition of 'Horizon' 

provided much of the answer. 

1.6. In May 2011, POL's Information Manager defined "Horizon" as follows: 

"I con advise that the name Horizon relates to the entire application. This encompasses the 

software, both bespoke and software packages, the computer hardware and 
communications equipment installed in branch and the central data centres. It includes the 
software used to control and monitor the systems. In addition, I con advise you that testing 

and training systems ore also referred to as Horizon ". 

1.7. This POL definition does not include 'audit and investigative processes', but it quickly became clear 

that POL's audit and investigation methods have had a profound impact on the SPMRs involved in 

almost all of the cases we have examined, 

1.8. Second Sight's Investigation has consequently addressed matters well beyond the narrow definition 

of the core software component of Horizon in order to ensure that we have adequately dealt with 

the totality of the concerns raised by SPMRs. 

1.9. Before describing the approach adopted in this Investigation, it is necessary to put the scale of the 
Investigation in context. -- 

1,10. Second Sight has been asked to investigate 47 cases submitted to either the JFSA or to the office of 
the Rt Hon James Arbuthnot MP. All of these submissions are highly critical of POL's Horizon system 

and in many cases, the way that POL has dealt with the matters reported. 

1.11. The Horizon system involves approximately 68,000 users and processes over 6 million transactions 
every day. The entire population of over 11,800 branches was notified about the proposed 
investigation by Second Sight and this resulted in 14 additional cases being accepted for 

investigation. Whilst in no way minimizing the potential importance of the cases under review, this 
level of response suggests that the vast majority of SPMRs and branches are at least reasonably 

happy with the Horizon system. 

2. Approach adopted 

2.1. Second Sight has examined cases submitted from two sources. The first selection of cases were 
those submitted by SPMRs, with the endorsement of their constituency MP, through the office of 

the Rt Han James Arbuthnot MP. There were 29 such cases. 

2.2. The second source of cases was through the JFSA. These cases were submitted in accordance with 
an Agreement dated December 2012 between POL, Second Sight and the JFSA (see Appendix 5). 
That Agreement set a cut-off date of 28th February 2013 for the submission of suitable cases to the 
JFSA, or directly to Second Sight. 
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2.3. in the event, over 60 SPMRs contacted the JFSA and 18 cases were considered to be suitable for 
submission to Second Sight. These 18 JFSA sourced cases were generally simpler, more recent and 
better documented than the cases submitted via MPs. 

2.4. In dealing with each case, Second Sight first requested copies of all the documents in P0L's Case File. 
The initial plan was to Interview each SPMR after all the POL-sourced documentation had been 
examined. This has proved to be much more difficult than was expected. Delays in producing case 
documentation to Second Sight have added materially to the cost of the investigation and to the 

time taken to complete it. The main problem here seems to be that POL does not maintain one 
central file for each case. Rather, documents had to be gathered from multiple Internal sources, 

2.5. Where MP sponsored cases have been subject to either Civil Recovery or Criminal Prosecution, POL's 

centralised Legal Department was able to supply many documents. However, we found that a 

significant number of cases had not progressed this far and that documentation was held in many 

locations within POL, including the National Business Support Centre ('the NBSC'), the Helpdesk, the 
Branch Support Team, the Security Team, the Former Agent Accounting Department, and Legal 
Services. 

2.6, In several instances, POL's seven-year Document Retention Policy has meant that little or no 
documentation was available for Second Sight to examine. The same retention policy applies to the 
underlying Horizon computer data. In a number of cases we were provided with POL created 
documents by SPMRs, where POL had been unable to supply the same document, even though it 

was within the 7 year retention period. 

2.7. After examining all of the available documents and in some cases the Horizon computer data relating 

to each case, Second Sight has been making contact with each SPMR in order to obtain, through 
telephone calls and face-to-face Interviews, the SPMR's version of events. Second Sight then 
summarised the SPMR's assertions Into one or more 'Spot Reviews'. To date, 29 Spot Reviews have 

been created by Second Sight and other Spot Reviews are planned. Ten Spot Reviews have been 

sent to POL and a formal response received. Nineteen Spot Reviews are currently 'work In progress'. 

3. The concept of a 'Spot Review' 

3.1. It became clear at an early stage in the investigation that it would not be efficient or cost effective 
for Second Sight to examine all of the issues raised by SPMRs or covered in POL's Case Files. 

3.2. Accordingly, and with the consent and approval of both the JFSA and individual SPMRs, Second Sight 

conducted a 'fast track' review of the available information in each case and identified the key issues 

that were relevant to the remit of the Investigation. Each key issue was then dealt with as a Spot 

Review. A case with multiple issues would give rise to multiple Spot Reviews, each of which would 

be dealt with on an individual basis. 

3.3. It was agreed by POL, Second Sight, the JFSA and the Rt Hon James Arbuthnot MP that any report 

issued by Second Sight would maintain anonymity with regard to the Identity of individual SPMR 
cases. Accordingly, this Report does not reveal the identity of any of the cases being considered. In 
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all instances where POL was asked to respond to specific Issues, the SPMR's identity was revealed to 

POL, but only after the SPMR's permission had been obtained. 

3.4. This approach to Spot Reviews was intended to be a self-contained, easy to understand procedure, 

free from unexplained acronyms and backed up by SPMR supplied evidential material. Each Spot 

Review was then submitted to POL for a formal response. The POL response was then discussed 

with both the SPMR and the JFSA and an attempt made to reach agreement and closure between 
POL and the SPMR, as to the issues dealt with in each Spot Review. 

3.5, Regrettably, no such agreement and closure has been achieved to date. In the face of assertions, by 

both the SPMR and by POL, supported in many cases by only partial or conflicting evidence, Second 

Sight has attempted to find out what really happened. in most of the Spot Reviews Investigated, we 

have been able to find additional information that has been of assistance in understanding what 

actually happened. 

3.6. This Interim Report covers 4 Spot Reviews where we have been able to reach a preliminary 

conclusion or at least make substantial progress on the matters being reviewed. 

3.7. As Spot Reviews were prepared, discussed and responded to by POL, Second Sight was able to see a 

number of 'thematic issues' that were of concern to many of the SPMRs we have had contact with. 

These frequently reported issues, some of which are described in Section 7 of this Interim Report, 

will be addressed in more detail in the Final Report. 

4. Involvement of the JFSA: 

4.1. At the request of the MPs representing their SPMR constituents and with agreement from POL, 
Second Sight has worked closely with Mr Alan Bates of the JFSA and with the JFSA's appointed 

Forensic Accountant Kay Linnell. This developed into a sound working relationship and Second Sight 
wishes to put on record its thanks to both Mr Bates and Ms Linnell for their help and professional 

conduct throughout the investigation. 

5. Spot Reviews and Responses from POL: 

5.1. This Interim Report deals with just 4 of the 29 Spot Reviews so far prepared by Second Sight. These 4 

Spot Reviews deal with events that are typical of the matters reported to Second Sight by many of 
the SPMRs we have had contact with. They also relate to matters that appeared, both at the time 

they were issued to POL and when the selection was made for inclusion in this Interim Report, to be 
particularly relevant to the remit of the Investigation. 

5.2. Second Sight has asked POL to deliver Spot Review responses that would prove as easy to 
understand as the Spot Reviews themselves; that addressed the spirit, as well as the letter, of the 

SPMRs' complaints; and that were backed up by evidence. 

5.3. Whilst the Spot Review responses received from POL can be seen to be thorough, they are long and 
highly technical documents. In some cases, they present counter-assertions, based on Standard 
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Operating Procedures and Controls, rather than tangible evidence of what actually happened. 
Accordingly, it has been necessary to summarise and simplifythe responses received. 

5.4. Our experience over many years, shows that even apparently robust controls sometimes fail to 
work, or can be circumvented by a determined and skilful person. Second Sight is therefore seeking 
further evidence in support of POL's responses to some of the issues covered by the Spot Reviews 
dealt with in this Interim Report-

5.5. It is of course hard for POL to prove the negative (i.e. that controls have not been circumvented) but 
it is only fair to say that POL now finds itself in the same situation that has faced all of the SPMRs 
who have submitted cases. They too, were unable to prove that the shortages or transactions that 
they reported to POL, and in respect of which they sought POL's help, were not the result of their 
own (or their employees') errors or criminal activity. In every case we have looked at, only limited 
assistance has been provided to SPMRs by POL. 

5.6. In the 4 Spot Reviews covered by this report, POL has only acknowledged minor failings in the 
implementation of its procedures and processes, or in other relevant areas. It has agreed in 
principle to a number of process improvements relating to the matters under investigation by 
Second Sight, and some of these have been implemented already. 

5.7. Many of the SPMRs we have dealt with remain aggrieved and dissatisfied with what they see as 
POL's defensive and unsympathetic response. Whereas we had expected that some form of closure 
would be reached between POL and the SPMR associated with each Spot Review, this has so far not 
been achieved. 

6. Did defects in Horizon cause some of the losses for which SPMRs or their staff 
were blamed? 

6.1. There is still much work to be done on the cases Second Sight has been asked to investigate. We 
have concluded in one of the four Spot Reviews covered by this Interim Report (Spot Review SR01) 
that, although the Horizon system operated as designed, the lack of timely, accurate and complete 
information presented to the SPMR was a significant factor in his failing to follow the correct 
procedure. 

6.2. In that incident, shortcomings in the branch's primary and fall-back telecommunications equipment 
exposed a weakness that led to a poor counter-level experience both for the SPMR and his 
customer. 

6.3. We also note, in Spot Review SR22, that POL made a change to its standard operating procedures for 
Scratch Cards, just a few days after the SPMR was suspended. It is possible, that if this change had 
been implemented earlier, many of the problems would not have occurred. 

6.4. In the course of our extensive discussions with POL over the last 12 months, POL has disclosed to 
Second Sight that, in 2011 and 2012, it had discovered "defects" in Horizon online that had impacted 
76 branches. 
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6.5, The first defect, referred to as the "Receipts and Payments Mismatch Problem", impacted 62 

branches. It was discovered In September 2010 as a result of Fujitsu's monitoring of system events 

(although there were subsequent calls from branches). The aggregate of the discrepancies arising 

from this system defect was £9,029, the largest shortfall being £777 and the largest surplus £7,044. 

POL has Informed us that all shortages were addressed at no loss to any SPMR. 

6.6. The second defect, referred to as the "Local Suspense Account Problem", affected 14 branches, and 
generated discrepancies totalling £4,486, including a temporary shortfall of £9,800 at one branch 

and a surplus of £3,200 at another (the remaining 12 branches were all impacted by amounts of less 
than £161). 

6.7. POL was unaware of this second defect until, a year after its first occurrence in 2011, it re-occurred 

and an unexplained shortfall was reported by an SPMR. 

6.8. POL's initial investigations in 2012 failed to reveal the system defect and, because the cause could 
not be identified, the amount was written off. Fujitsu looked into the matter early in 2013 and 
discovered, and then corrected, the defect. 

6.9. It seems however, that the shortfalls (and surpluses) that occurred at the first occurrence (in 2011) 

resulted in branches being asked to make good incorrect amounts. 

6.10. POL has informed us that it has disclosed, in Witness Statements to English Courts, information 

about one other subsequently-corrected defector "bug" in the Horizon software. 

7. Frequently reported issues 

7.1. It has become clear that whereas the Horizon system appears to achieve its intended purpose 

almost all of the time and operates smoothly for most SPMRs and their staff, some combinations of 

events can trigger situations where problems occur. 

7.2. The following issues have been reported to us by multiple SPMRs as being of particular concern 

about the Horizon system: 

a) A multi-product system that is far more complex and demanding than, for example, that 
found in a typical high street bank; 

b) Multiple transactional interfaces ('hand-offs') to systems outside of Horizon such as Lottery 
Scratch Card and Bank of Ireland ATMs that cause repeated and possibly large shortfalls 

that take undue amounts of time to investigate and resolve; 

c) Unreliable hardware leading to printer failures, screen misalignment (pressing one icon 

sometimes results in the system selecting an incorrect icon) and failed communications 
links; 

d) The complexity of end of Trading Period ('TP') processes and the lack of a 'suspense account' 
option which would allow disputed transactions to be dealt with in a neutral manner; 

e) Inexperienced trainers and gaps in training coverage; 
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f) The lack of some form of on-site Supervision and Quality Control similar to that made 

available to staff employed in POL's Crown Offices; 

g) The receipt of centrally input, overnight 'corrections and other changes allegedly not input 
by SPMRs or their staff; 

h) Inadequate Helpdesk support, with responses that are 'script-based' and sometimes cause 
further or greater problems; 

i) POL investigation and audit teams that have an asset-recovery or prosecution bias and fail to 

seek the root cause of reported problems; 

j) A contract between SPMRs and POL that transfers almost all of the commercial risk to the 

SPMRs, but with decreasing support being provided. In its risk reward decision making, POL 

benefits from any savings, while SPMRs may suffer increased risk. 

7.3. We have read all of the examples of problems reported to us by the SPMRs we have contacted. We 

can't help concluding that had POL investigated more of the "mysterious shortages" and problems 
reported to it, with the thoroughness that it has investigated those reported to it by Second Sight, 
POL would have been in a much better position to resolve the matters raised, and would also have 

benefited from process improvements. 

7.4. It may be that a significant limitation in the way that POL responds to matters reported to it are the 
terms of reference for the POL Investigations Division. The standard contract between POL and 

SPMRs states: 

"The Investigation Division does NOT enquire into matters where crime is not suspected." 

7.5. This appears to suggest that POL does not provide any investigation support to SPMRs, except where 

criminality is suspected. The cases we have examined show that POL does sometimes provide 
limited investigative support to SPMRs reporting problems, but clearly, POL's ability to do this is 
constrained. 

7.6. It is also unfortunate, in our view, that when POL does investigate cases, there is often a focus on 

'asset recovery solutions' without first establishing the underlying root cause of the problem. This is 
also an example of a missed opportunity to be in a much better position to resolve problems and to 
benefit from process improvements. 

7.7. Another issue raised, by some of the SPMRs that we have had contact with, is the allegation that the 

only time they were provided a copy of the full contract between POL and SPMRs, was when POL 

commenced litigation or recovery actions. This is contrary to POL's policy and procedures and 
enquiries are underway to find out what has happened in the cases where this allegation has been 

made. 

7.8. The 4 Spot Reviews where we have been able to reach preliminary conclusions, or at least make 

substantial progress in investigating the matters raised, are attached at Appendices 

1to4. 
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8. Preliminary Conclusions 

8.1. This is an Interim Report and there is much work still to be done. Any conclusions reached at this 

point will need to be updated in the light of new information that arises as the Investigation 

continues. 

8.2. Our preliminary conclusions are; 

a) We have so far found no evidence of system wide (systemic) problems with the Horizon 

software; 

b) We are aware of 2 incidents where defects or 'bugs' in the Horizon software gave rise to 76 

branches being affected by incorrect balances or transactions, which took some time to 

identify and correct; 

c) Occasionally an unusual combination of events, such as a power or communications failure 

during the processing of a transaction, can give rise a situation where timely, accurate and 

complete information about the status of a transaction is not immediately available to a 

SPMR; 

d) When individual SPMRs experience or report problems, POL's response can appear to be 

unhelpful, unsympathetic or simply fail to solve the underlying problem. The lack of a 'user 

forum or similar facility, means that SPMRs have little opportunity to raise issues of concern 

at an appropriate level within POL; 

e) The lack of an effective 'outreach' investigations function within POL, results in POL failing to 

identify the root cause of problems and missing opportunities for process improvements; 

f) The end of Trading Period processes can be problematic for individual SPMRs, particularly if 

they are dealing with unresolved Transaction Corrections ('TCs'). The lack of a 'suspense 

account' option means that it is difficult for disputed TCs to be dealt with in a neutral 

manner. 

-----------------..-...... 

GRO .--.-----.--.--.--.-.--.--. 
Ian R l lenderson CCE, CISA, FCA 8 July 2013 

-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-. -

GRO 
.-.-.- -.-.-.-.-.-.-.- -.-.-.-.-.-.-.-.-._ 

Ron Warmington CFE, FCA 

Second Sight Support Services Ltd 
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Spot Review SR01 Appendix 1 

1.1. The SPMR reports that there were Intermittent internet connectivity problems on 4'" October 2012. 

Online payments and withdrawal transactions were sometimes successful, but also failed on 
occasions, It is likely that Horizon was partially operating through its back-up (mobile phone) 
connection. Some card payments had to be attempted two or three times before being accepted. 

At approximately 10:32 hrs, a customer tried to pay his £76.09 telephone bill with his bank debit 

card, but was not successful. The customer then withdrew £80.00 cash and used this to pay the 

telephone bill. 

1.2, The SPMR stamped the customer's telephone bill as evidence of receipt of payment, returning 

change of [3.91. Several weeks later, the customer returned from holiday to find his telephone had 

been cut off due to non-payment of the bill. The SPMR's examination of the Transaction Log 

showed that all components of the transaction had been reversed by POL. The SPMR states that he 

did not Initiate those reversals, nor did he receive any reversal notifications. 

1.3. The SPMR raised this as an issue with POL but was told that due to cost issues the Horizon 

transaction data, necessary to fully investigate the matter, could not be requested. The SPMR felt 

that it was implied that he had stolen the money when he was told to make good the shortage. This 

meant that 2 people had paid the telephone bill: the customer who handed cash to the SPMR, and 

also the SPMR on instructions from POL to make good the shortage, after POL centrally had paid the 

bill. 

1.4. The SPMR was subsequently informed that he should have had a surplus of £76.09 due to the 

reversal of the transactions. 

I.S. POL's 10-page response to Second Sight asserts that the Spot Review does not demonstrate any 

failing in Horizon and that the root cause of the difficulties suffered by the SPMR was his failure to 

follow the on-screen and printed instructions given by Horizon. POL states that the SPMR should 

have realised that some transactions had been automatically reversed because: 

a) when the transactions in question first failed to be processed (because Horizon could not get 

a response from the Data Centre), Horizon asked the SPMR whether he wished to cancel or 

retry the transactions in response to which the SPMR opted to retry the transactions; 

b) when the transactions failed again, the SPMR opted to cancel the transactions; 

c) Horizon then automatically disconnected and printed a "disconnect" receipt that showed the 

transactions that had been automatically reversed; 

d) a standard customer receipt was not produced and this should have told the SPMR that the 

full transaction had not proceeded; 

e) following the disconnect, the SPMR was required to log back on and, as part of the standard 

recovery process, Horizon printed a "recovery" receipt which again showed the transactions 

that had been reversed and those that had been recovered. 
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1.6. POL's response states that there were 4 attempts (at roughly 45 second intervals) to send the 

completed basket of transactions to the Horizon Data Centre. All attempts used a mobile phone 

(back-up) connection. The SPMR's records all show these connection attempts to have failed. 
However, from the Data Centre's perspective, one of the attempts did result in all of the data in the 
Horizon transaction 'basket' being successfully transmitted to the Data Centre but, due to the 

connectivity issues, the branch did not receive a confirmation of this at the time from the Data 

Centre. 

1.7. The cash withdrawal transaction for £80 could not be cancelled as this had already been processed 
by the Bank. 

1.8. The net effect of all of this was that, whilst the customer's telephone bill was not paid, the £80 debit 
to his bank account was correctly processed, even though this was not reported to the SPMR at the 
time this transaction was entered on the Horizon terminal, The success of this part of the 
transaction was only notified to the SPMR after the customer had left the Branch. It took 

approximately 5 minutes for the retry, recovery and reconnection processes to finish, 

1.9. Procedurally, the SPMR was at fault here because he was not meant to allow the customer to leave 
the counter until Horizon had finished its Recovery Processing. 

1.10. The SPMR had stamped the customer's telephone bill as proof that it had been paid, at 10:32 hrs, 
but he should not have been given it to the customer until the Horizon system had printed out all of 
the Session Receipts. This did not occur until 10:36 hrs, which was after the customer had left with 
his stamped telephone bill. It was therefore impossible for the SPMR to return the customer's 

£76.09 or to retrieve the receipt-stamped telephone bill. 

1.11. Second Sight is more sympathetic to the SPMR's position than POL appears to have been. POL's 
view is that the Horizon system operated as designed. In our view, timely, accurate and complete 
information was not presented to the SPMR at the time the transaction occurred. The delay in 
providing this information was a significant factor in the SPMR failing to follow the correct 
procedure. 

1.12. At the time this problem occurred, there were multiple telecommunications failures in the branch's 
main data link and Horizon was using a mobile phone link to communicate transaction data over a 
poor quality signal. 

1.13. When operating, in that degraded mode, with a complex multi-part transaction (involving 
communications to the banking system as well as to Horizon), the Horizon system did operate in 

accordance with its design. 

1.14. But, not being able to reverse the customer's banking transaction (the £80.00 debit card 
withdrawal), Horizon relied on the SPMR being able to give the customer all of his money back and 
either turning him away with his telephone bill unpaid or starting the whole process again. 

1.15. Even if the customer had still been present when the recovery processes were completed (five 
minutes after being handed his stamped telephone bill) and even if the SPMR had been able to 
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immediately work out what had happened and what remedial actions were necessary, this would 
not amount to an acceptable SPMRjCustomer experience. It also raises questions about the 
suitability of the mobile phone backup connection and whether a more resilient service should be 
provided. 
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Spot Review SROS Appendix 2 

1.1. This SPMR states that on Tuesday 19th August, 2008 he observed an individual in the basement (or 

a boiler room type area with lots of pipe work) of the Fujitsu office in Bracknell who demonstrated 

an ability to pass transactions directly into the Horizon system and in so doing to alter, in real time 

or overnight, the recorded holdings of Foreign Currency in POL Branch Offices. The SPMR also 

stated that this person, after altering a branch's cash balance, then "made light of it" saying "I'd 

better reverse that entry now or he'll have a shortage tonight." 

1.2. The SPMR further states that the person did this by generating an outgoing remittance for a branch 

(known as a 'Rem Out'). The SPMR explained that what he observed was contrary to POL's repeated 

reassurances that any form of 'remote access' to Horizon transactions at branch level was possible. 

1.3. Of potential significance is the alleged comment that "he'll have a shortage tonight." This could 
mean that the alleged transactions were not directly input to Horizon but to some other system that 

was linked to Horizon by way of overnight batch processing, or in some other way. 

1.4. To put this allegation in context, over two years later, in a 7th December 2010 letter to Alan Bates 

(Chairman of the JFSA), signed by Mr. Edward Davey, MP (the then Minister for Employment 

Relations, Consumer and Postal Affairs), Mr. Davey gave the following assurance: 

"I recognise that the core of the JFSA's concerns relates to the Horizon system to which you 

attribute the financial discrepancies and shortages which have led to a number of 
subpostmasters having their contracts terminated and subsequent court action. However 

POL continues to express full confidence in the integrity and robustness of the Horizon system 
and also categorically states that there is no remote access to the system or to any individual 

branch terminals which would allow the accounting records to be manipulated in any way." 

POL's response states that: 

a) In August 2008, the basement of Fujitsu's building did contain a Horizon test environment 
with access to four test versions of Horizon; 

b) It is this test environment that is believed to have been witnessed by the SPMR; ' 

r.) This test environment was not physically connected to the live Horizon system so it was not 
physically possible for the alleged transactions to have occurred. It is possible that 
someone showed the SPMR some form of adjustment to the test environment that was 
misunderstood. 

1.5. Simply stated, POt has rejected this allegation, stating that none of its staff who were present at the 

alleged 19'' August 2008 meeting, had any access to live data, 

1.6. POL has suggested that its employee may indeed have used the phrase "this is the live system" 
because, in addition to the test version of the then un-released new version of Horizon ('HNG-X') 
being accessible from there, so was a test version of the then-current and live (old) Horizon system. 
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1.7. It is unfortunate that, due to the length of time that has elapsed since the alleged visit, neither POL 
nor Fujitsu were able to identify any individual who met with the SPMR on the date of his alleged 
visit to Bracknell, 

1.8. However, on 1 July 2013, the SPMR managed to find an email proving that the meeting took place 
and identifying one of the POL employees involved. Further urgent enquiries about this matter are 
continuing. 

1.9. In view of this conflict of evidence, Second Sight requested and was provided with the email records 
of 7 POL employees believed to have been working in the Fujitsu office at Bracknell at the relevant 
time. 

1.10. Unfortunately, due to a change in email systems, emails from 2008 have not yet been provided to 
us, but we have reviewed the relevant email records for 2011. This review has shown: 

a) A number of different teams of POL employees were working in the Fujitsu office in Bracknell 
in 2011 and possibly earlier. These teams were located on the Ground Floor and the 2n° and 
4'h Floors of the Fujitsu office. 

b) An email sent to a number of POL employees in April 2011, including a member of the 
Testing team in Bracknell, included the following comment: 

"Although It is rarely done it is possible to journal from branch cash accounts. 

There are possible P&BA concerns about how this would be perceived and how 

disputes would be resolved." 

1.11. "P&BA" refers to 'Product and Branch Accounting', which is a team within POL that is responsible for 

the back-office accounting system. 

1.12. POL has told Second Sight that the comment noted above describes a method of altering cash 

balances in the back-office accounting system, not Horizon. We note however that any changes to 

Branch Cash Account balances in this way would be subsequently processed in Horizon using the 
Transaction Correction j'TC') process. This would be notified to SPMRs and requires their consent in 
order for the TC to be processed. The TC process typically runs on an overnight basis and is 
necessary to ensure that the back-office accounting system remains synchronised with the Horizon 

system. 

1.13. Second Sight notes that this method of ultimately adjusting branch cash accounts in Horizon is 

similar, but not identical to, what was described by the SPMR, albeit in an indirect rather than a 

direct way. We have subsequently been told that none of the POL employees working in Bracknell 

in 2008 had access to the back-office accounting system. 

1.14. We are left with a conflict of evidence on this issue and our enquiries are continuing, particularly in 

the light of the new information confirming that the meeting on 19's August 2008 did in fact occur. 
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Spot Review SR21 Appendix 3 

1.1. This SPMR reports a situation where, on 4" Nov 2009, the Horizon system appears to have 
generated a series of transactions, reversing four Positive Stock Adjustments ('SAPS') that she had 
entered at 09:04 hrs that morning. The SAPs related to 15,576 stamps left over from the previous 

Christmas. 

1.2. The aggregate value of the four SAPs input by the SPMR was £5,577.93. Subsequently, 9 separate 
Negative Stock Adjustments (transaction reference: 'SAN') appear to have been generated 
automatically by Horizon, Those nine entries total £6,892.23 which equate to 16,834 stamps. All 

nine entries were timed at 12:22 hrs and show the SPMR's Identification Code (i.e. as though she 

had entered them). 

1.3. The SPMR, however, denies executing any of these SAN adjustments. She states that she was 
unaware of their existence until long after the Audit of her Branch. She has no idea whether they 
had any impact on the shortfall attributed to her. 

1.4. We have found no evidence that POL investigated this combined set of transactions or, if they were 
investigated, that the findings were ever discussed with the SPMR. 

1.5. A POL Auditor on 6th January 2010, after becoming aware of the large quantity of excess stamps 
held by this Branch, asked the SPMR: 

"Why didn't you declare your stomps?" 

1.6. The SPMR states that she told the POL Auditor that she did declare the stamps using the SAP 
procedure. It is not clear whether the eventual £9,616.66 shortfall, for which POL. held the SPMR 

accountable, included the impact of those stamps. 

1.7. The SPMR is adamant that she raised this issue with the POL Auditor but states that she was never 
provided with any answers. Neither the problem with the stamps, nor the SPMR's assertions about 
intermittent problems with the PIN Pad, raised both at the time of the Audit and in subsequent 
interviews, seem to have been adequately addressed by POL's investigators. 

1.8. POL's 3-page response to this Spot Review states that: 

a) Horizon does not generate automatic stock adjustments. The function simply does not exist 
within Horizon; 

b) The stock adjustments questioned in this Spot Review were all recorded against the SPMR's 
user I0 which demonstrates that those transactions were manually conducted in the 
branch; 

c) Even if there were erroneous stock adjustments, these adjustments could not cause the 
SPMR to suffer a shortfall due to the "double entry" balancing process inherent in Horizon, 

1.9. POL's response does suggest a possible explanation as to what happened here, stating: 
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"The appearance of positive and negative stock adjustments for stamps made by SPMRs on 

the same day reflects a common non-conformance issue in the manner by which SPMRs 

inputted data. It led to significant branch conformance instructions in 2009 to encourage 

branches to record their rationale for why they were using the stock adjustment function." 

and continuing: 

"Adjustments 
of the type shown at this branch are indicative of a situation where branches 

prefer to sell all varieties of 1st class stamps via the some icon (i.e. whether the stomps are 
standard 1st class or special issue commemorative 1st class). Post Office requires sales via 

the correct icons to properly drive soles, remuneration and billing data. However, branches 

found it easier to serve customers by adjusting stock out of "Specials" into "Standard" 
categories and then making soles from those Standard icons. It is however impossible for 

Post Office and Fujitsu to soy for certain why the SPMR made stock adjustments in this 

particular branch. " 

1.10. Once again, we are dealing with a conflict of evidence where the SPMR states that she did not enter 

the stock adjustments and POL states that the Horizon system could not have entered them either. 
POL has, at Second Sight's request, produced the underlying Horizon detailed transaction data and it 

will be examined to try to establish what really did happen. 

1.11. In any event, POL did not arrive at agreement with the SPMR as to what had happened. This failure 

to arrive at closure has left this SPMR with the powerful and lasting conviction that her "mysterious 

£9,616.66 shortfall" was wholly or partially accounted for by those transactions that she says she did 

not enter, even though the system says, on the basis of her User ID, that she did. 

1.12. Further contact with this SPMR indicates that she remains confused as to what really happened so it 

is possible that the £9,616.66 shortfall was the result of mistakes made by her or by her staff. 

Further investigative work is therefore needed and, as yet, Second Sight cannot reach a firm 

conclusion on this case. 
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Spot Review SR22 Appendix 4 

1.1. This SPMR reports a situation where the Camelot and Horizon records for 'Remitted In' (or 

`gemmed-In') Camelot Scratch Cards ('Instants') were out of synchronisation and were incorrectly 

shown in Horizon. The SPMR claims that the material differences between the two systems resulted 

in substantial losses being Incurred and that POL failed to fully Investigate and/or to communicate 

its findings in respect of those differences. 

1.2. As an example of this, the SPMR reports, that on 17th February 2010, the Horizon print-out of 

'Remmed-in' cards shows £1,280 worth of cards (8 full packs) whereas a POL-produced Excel 

spreadsheet shows that, on that date, £2,080 worth of cards (13 full packs) were Remmed in. The 

difference here is £800, which was a shortfall that the SPMR had to make good. 

1.3. It is clear that this SPMR experienced numerous problems with Scratch Cards and a review of TCs 

issued to the branch shows that, between 3rd November 2009 and 29th September 2010 (the 

period during which unexplained losses were occurring at the branch) 36 of the 47 TCs issued to this 

branch related to Scratch Cards, Also, 13 of those 36 TCs were for amounts exactly divisible by £160 

(i.e. the value of a full pack of Scratch Cards). 

1.4. Those 13 TCs comprised 4 Debit TCs totalling f2,S60 and 9 Credit TCs (which serve to reduce the 
branch's stock value) totalling £7,840. 

1.5. Together therefore, the 13 TCs produced a net deficiency of £5,280. In pure monetary terms this 
was approximately 36% of the total shortfall of £14,842 that POL claimed, in the ensuing criminal 
prosecution, had been stolen by the SPMR. 

1.6. POL seems to have been aware, well before February 2010, of errors made by many SPMRs in 

dealing with Scratch Cards. For example, an article in the 17-23 January 2008 Issue of 'Branch Focus' 

had warned SPMRs that: 

"in the lost three months there have been over 1,100 Transaction Correction notices issued 
to branches to a value of £744,000". 

1.7. We have established that during the relevant period, all packs of Scratch Cards should have been 

activated on the Camelot terminal before being Remmed-in to Horizon. The SPMR asserts that she 
was instructed not to do that by P01. 

1.8. It also transpires that a change to standard operating procedures for Scratch Cards took place a 
week after this particular SPMR was suspended in September 2010. From this point, SPMRs were no 
longer required to remit packs of Scratch Cards into Horizon. 

1.9. It follows, that after September 2010 it was impossible to have packs of Scratch Cards recorded in 
Horizon whilst awaiting activation. It is also clear that a balance should be struck before the start of 
trading on a Thursday morning, rather than at 17:30 hrs on a Wednesday evening, as had been the 
standard practice of this SPMR. .. 
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1.10. In its response to this Spot Review, POL says that it cannot find any evidence that there is a problem 

with the Horizon system with regard to Remmed-in Scratch Cards. 

1.11. POL also states that, during the period being examined in this Spot Review, if SPMRs had correctly 

gemmed-in Scratch Cards to the Horizon system, the final figures recorded in the Horizon system at 
the end of each day would match the final figure in the Camelot system for the activation of Scratch 
Cards. 

1.12. POL's investigation has established that, on 17th February 2010, there were 2 remittance sessions 
relating to Scratch Cards at this branch. It follows, says POL, that two receipts would have been 

automatically produced by the Horizon system. The discrepancy in the figures on that day resulted 
from the SPMR presenting only one of the two receipts. The SPMR, however, disputes POL's 
assertion, stating that not only did she not make that second entry in Horizon but that she can't 
recollect ever Remming-in two Scratch Card entries within a S minute period. 

1.13. POL has also told us that: 

"Further to the discovery of large Scratch Cord losses at Post Office branches (for example 
£147,000 in aggregate losses were discovered following the audit of 20 branches in and 
around May 2009), a process change was rolled out during January and February 2012. This 
process change was designed to significantly reduce loss/waste associated with Scratch 

Cards". 

1.14. The SPMR was charged with Theft and False Accounting but the Theft charge was dropped on the 
basis that the SPMR pleaded guilty to False Accounting. The SPMR was convicted on the False 

Accounting charge and an order made to repay the £14,842, plus costs of £1,000 and 120 hrs of 

Community Service. The total of £15,842 was repaid before the court-assigned deadline. 

1.15. The key issue here, that seems to have been the root cause of this branch's frequent 
Camelot/Horizon problems, was the difference between the opening hours of the shop and its Post 
Office Counter. The shop was open from 06:30 hrs until 21:30 hrs from Monday to Saturday and 

from 08:00 hrs until 21:30 hrs on Sundays, whereas its Post Office counter was only open from 09:00 
to 17:30 on Monday to Friday and from 09:00 to 12:30 on Saturdays. 

1,16. The difference in opening times, particularly on Wednesdays when balancing (incorrectly) took 
place, and at the end of each Trading Period, meant that the shop was selling Scratch Cards both 

before, and then long after, its Post Office counter (and therefore the Horizon system) was able to 
record them. 

1.17. It was perhaps inevitable, in 'open-all-hours' outlets like this one, that the Horizon and Camelot 

systems would be 'out of sync' a great deal of the time. It took some time for POL to recognise that 
its standard operating procedure was presenting a real challenge to this type of retail outlet. 

1.18. Second Sight notes that the February 2012 system change eliminated the possibility of 
synchronisation errors between the two systems. This was after a number of interim process 

improvements. 

Page 17 
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Interim Report into alleged problems with the Horizon system 

1.19. The fact that the synchronisation process between the two systems is now far better than it was In 
2010 seems to give some support to the SPMR's assertion that the then-existing process was 
deficient and that her consequent errors were a material factor in the confusion that ultimately led 
to her conviction for False Accounting. 

1.20. further Investigative work is needed to get to the bottom of this complex matter. 

Page 18 
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APPENDIX 5 

RAISING CONCERNS WI'LH ORIZON 

jair~{iuchun- ThePuoaeofthis_Ducument 

This is a paper which has been issued by the agreement of Post Office Limited and 
the Jusrlce for Sulu-susrmasters Alliance (JFSA). 

Post Office Limited is concerned to hear about and determined to thoroughly and 
even-handedly Investigate cases where there have been persistent assertions that 
the Horizon system (Horizon) may be the source of unresolved shortages In Post 
Offices, 

Post Office Limited cares about its agents, the thousands of subpostmasters and 
subpostmistresses (SPMRS) operating branches across the land for the benefit of the 
community. Post Office Limited Is committed to the highest standards of corporate 
governance, openness, probity and accountability. It is happy to be sensibly 
challenged and believes this to be a good thing. 

Post Office Limited also acknowledges that thn_re may he a concern that some SPMRs
might not express their concerns because they feel that speaking up would be 
detrimental to their position, that dicy may also fear that they will be harassed or 
victimised If they speak out, and that In these circumstances they may prefer to { 
ignore their concerns than to report them,

Post Office Lifnitse'/ wpjiçLIike to takejjiiir ounortunity to emnhasise that these (ears 
are unfouncksd. Although SPMRs are not employees of Post Office Limited, Post Office 
Limited takes seriously any such allegations. 

Therefore Post Office Limited, working with JFSA, is setting out in this document a 
process where you can raise concerns regarding Horizon, and feel comfortable about 
doing so. Any Investigation of any concerns which you may raise will not influence 
or be influenced by any d!sciplinery or network transformation actions that: already 
affect you. 

'This process also applies to alt Post Office Limited employees, contractors and 
agency staff working with Horizon for Post Office Limited, 

In summaryttr docujrgnt: alms to: 

- reassure you that you should have no fears about raising any concerns over 
Horizon, including over victimisation and reprisals; 

- provide you with a process for raising any such concerns; 

- demonstrate to you that your concerns will be taken seriously and that you 
will get a response to your concerns; and 

- give you options If you are still not satisfied. 
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However Post Office Limited-takes deliberate fraud, dishonesty and Illegal conduct 
against it very seriously, and has a duty to protect Post Office money and take arcion 
If Ii has reasonable suspicions regarding the same, So you should only raise your 
concerns through this process in good faith, and not frivolously, maliciously or for 
personal „,aIn. 

¢1vw to voice your concerns 

There are two steps you can take to voice your concerns. You can either contact 
JFSA in the first instance (see (A) below), or you can go directly to Second Sight 
Support Services Limited (Second Sight), an Independent third party which Is already 
undertaking a review of several Horizon cases In consultation with the Right 
Honourable Jaynes Arbuthnot MP (see (8) below), 

(A) .initi al Sims can take wlgh-.).ESA

1. You can discuss any concerns with JFSA and/or Its advisers (contact details at 
jfsa,org.uk). JFSA undertakes to treat these discussions as confidential. It Is 
than your decision as 

to 

whet,rer or not you wish to pursue your concerns 
through the Inquiry Route set out In Section 8 below, 

2. If you decide to discuss your concerns with JFSA, you should make sure you 
gather all your evidence together Including all relevant documents, transaction 
references, helpline references, copies of correspondence, contact details and an 
outline of your concerns and any subsequent discussions with Post Office Limited. 
You should retain all original documents at this time although they may he 
required later, 

3. You should provide JFSA with photocopies or PDF copies of all relevant documents, 
which will be examined by JFSA and/or JFSA's advisers. 

q. At this time JFSA undertakes that it will keep all information strictly confidential 
and neither Post Office Limited nor Second Sight will be made aware of any 
discussions with or submissions to JFSA. JFSA undertakes not to reveal any 
details about you, your FAD code or branch location to Post Office Limited until 
JFSA agrees with you that your concerns will be raised as part of the Inquiry. 

1. The Inquiry will be carrlea out by Second Sight within a °no blame" framework. 

2. If you are a Horizon user (whether as a Post Office Limited employee, contractor 
or a former or existing subpostmaster), you can submit your experiences of and 
concerns with Horizon for consideration under the Inquiry through JFSA or by 
contacting Second Sight at Tythe Farm, Maugersbury, Cheltenham, 
Gloucestershire GLS4 1HR. You must do this by 28 February 2013. 

3. Except In a case where deliberate fraud, dishonesty or Illegal or unlawful conduct 
Is suspected, no information voluntarily submitted for the Inquiry In good faith 
will be used for any purpose other than the Inquiry. However, Second Sight may 
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pass that information to Post Office Limited to enable Post Office limited to 
respond to any Issues or questions arisnj ouL of the Inquiry, 

(C) T.be Inqujryy fhe_Detall 

Details of the Remit, Conduct and Output of the Inquiry are set out in the Appendix 
to this document. 

an matters further 

If for any reason ynu a:e not satisfied with the flncknge and wish to take matters 
further, you are of curse free to pursue other avenues which 7¢SA ran help you 
with. 

Equally, if Posr Office tlrrsltezl has g0nd reason 10 suspect that there may indeed 
have been fraud, dhhor euty ether ilieyal or rnlay.'f'ul conduct, It may decide to 
pursue such riallecs in Lie Cud or rskn;mai courts. 

Dated; 

Issued by and on behalf of Pass Ofrlce Lrnitec 

signed ._,_._,_, GRO ! 

Issued by! G R0 
Signed

Issued 0¢rlJ on 7a~Ii lF of Secot~;i tgj}~g,kpport Services Limited 

signed ; 

GRO! 
i i 
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APPENDIX 

The Second Sight Igguty —the Dell 

The Remit of the Inquiry 

The remit of the Inquiry will be to consider and to advise on whether there are any 
systemic Issues and/or concerns with the "Horizon" system, including training and 
support processes, glvtng evidence and reasons for the conclusions reached. 

The Inquiry is not asked to investigate or comment on general improvements which 
might be made to Horizon, or on any individual concern raised (see below) save to 
the extent that it concludes that such investigation or comment is necessary to 
address the remit. 

The Inquiry is not a mediation or arbitration. It is not Intended to resolve or affect 
any dispute there may be between any individual Horizon user and Post Office 
Limited, 

The Conduct of the Inquiry 

.1. SslbLtt.;'Q~ ncerns 

As highlighted, you can raise concerns directly with Second Sight. However, you 
must do so by 28 February 2013. ., 

By submitting a concern you will have agreed that it may be taken forward into the 
Inquiry process, and that as a consequence Post Office. Limited may become aware 
of the content of the concern. 

When submitting a concFrn, you should seek to ensure that you include all of the 
relevant farts of your experience of Horizon. You should Include a written summary 
of the concern, all relevant documents, contact details, transaction references, 
helpline references, copies of correspondence, an outlIne description of the error 
Incident and any subsequent discussions with Post Office Urn ted. 

Second Sight will decide whether it will Investigate an Individual concern In detail as 
. 

part of the Inquiry, having regard to the remit. Second Sight may consult JFSA In 
connection with this decision. The inquiry will not consider any concern which 
becomes the subject of a civil or criminal court case. 

2. N9-@lame Framework 

I if: 

- your concern Is submitted in good faith; 

- you honestly and reasonably believe at the time of submission that the facts It 
contains are substantially true and complete, so far as you know; 
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the concern Is not submitted with the Intention of making personal gain (for the 
avoidance of doubt this does not Include the SPMR believing or hoping that 
SPMRs generally may benefit from the outcome of the Inquiry); and 

the concern does not reveal conduct which is or which is likely to amount to fraud 
or any other criminal offence, or which may give rise to a dviI claim 

and subject to there being no overriding public Interest to the contrary, Post Office 
Limited will not subject you to any detriment either as a result of having submitted a 
concern, or as a result of Post Office Limited becoming aware of any information 
contained within a concern, For the avoidance of doubt, Information already known 
to Post Office Limited at the time that the concern is submitted may continue to be 
used by Post Office Limited for any purpose. 

3. Establishment and conduct of Inquiry, 

Post Office Limited will pay Second Sight to conduct the inquiry within a total budget 
agreed between Post Office Limited and Second Sight, Second Sight will be 
contractually obliged to complete the Inquiry within the agreed total budget, and 
both Post Office Limited and JFSA will co-operate with Second Sight to facilitate this. 
If the agreed total budget is or is likely to be reached before a report has been 
published, Post Office Limited and JFSA will meet to discuss options. 

All Information received by Second Sight from whatever source In connection with 
the Inquiry will be held confidentially and will only be used for the purposes of the 
Inquiry. 

JFSA can provide Second Sight with anonymised copies of any or all concerns to 
enable Second Sight to conduct the Inquiry. Second Sight may provide any such 
anonymised documents to Post Office Limited so that it can provide input and 
assistance to the Inquiry. 

Post Office Limited may provide Second Sight with its own comments on any or all 
concerns, and on Horizon generally, 

In order to carry out the Inquiry, Second Sight will be entitled to request information 
related to a concern from Post Office Limited, and If Post Office Limited holds that 
information, Post Office Limited will provide it to Second Sight. 

Post Office Limited will provide Second Sight with such hardware, software and 
technical Information and administrative support as Second Sight may reasonably 
require to carry out the Inquiry. 

Second Sight will determine the process It will follow for the Inquiry using Its 
judgment, after consultation with Post Office Limited and IFSA. 

The Output of the Inquiry 

Second Sight will consult with JFSA, Post Office Limited, and/or any other party as It 
considers necessary before producing any report. No party may Introduce any wholly 
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new issue or concern at this stage, and the parties will each keep the consultations 
with Second Sight and their contents confidential

Second Sight will consider and take into account any comments received from JFSA,
Post Office Limited and/or any other consulted party, and may conduct further
Investigations If necessary in light of the comments (having regard to the agreed 
total budget) Second Sight will then produce the report by a date agreed between
Post Office Limited and Second Sight. 

The report will report on the remit and if necessary will contain recommendations 
and/or alternative recommendations to Post Office Limited relating to the Issues and 
concerns investigated during the Inquiry, The report and recommendations are to be 
the expert and reasoned opinion of Second Sight In the light of the evidence seen 
during the Inquiry. 

The report may be published. Until It is published, JFSA (and its advisers), Post Office
Limited, and any other party consulted by Second Sight will keep the report and 
evidence confidential. 

{ 

Second Sight will prepare the report so that so far as is reasonably possible, It may 
he published without redaction of personal data and/or information that is 
confidential or commercially sensitive for Post Office Limited or any Horizon user, 
bearing In mind the primary need to ensure that the report is reasoned and evidence 
based. 
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Post Office statement on findings of interim 
report into Horizon computer system 

i'r.,i (Y'Ice today issued the following statement in response to the publication of an interim report into a leged probtarns 

with the Horizon computer system. which is used 10 record transactions in Its branch network 

The Post Office today issued the following statement in response to the publication of an interim report into alleged problems 

with the Horizon computer system, which is used to record transactions in its branch network 

The report is being published by an external firm, Second Sight. who were commissioned by the Post Office lastyear. It 

confirms that no system wide problems have been found in relation to the Horizon software, but suggests that the Post Office 

should examine its support and training processes for sub-postmasters 

Post Office clef executive Paula Vennells said,

'We commissioned this Independent review to address concerns that have been raised about the Horizon system and we 

welcome the broad thrust of the interim findings. 

'The Post Office is committed to supporting its people and improving the way we do so The interim review makes clear that the 

Horizon computer system and its supporting processes function effectively across our network As the review notes, it is used 

by around 68,000 people in mom then 11.500 branches. successfully processing more than six million transactions evaiy day 

The review underlines our cause for confidence in the overall system 

'li does however raise questions aboul the training and support we have offered to sortie sub.posirnasters and we are 

determined an address these issues 

"The people who work in the post office network in communities across the county are the lifeblood of our business and we take 

our responsibilities to them very seriously 

We therefore regret vary much it any sub-postmaster feels that our standards of support or training have not met their needs, 

and we are grateful to James Arbuthnot MP and the Justice For Sub.posimasters Allan a (JFSA} ton raising these !slues will us. 

"In many of these cases I am confident that steps have already been taken which have improved support and training but we 

are always open to feedback and insights tram sub-postmasters So we will make further improvements in this area and take 

better account of individual requirements and circumstances going forward. 

The Post Office is proposing to respond to the Second Sight report with three new mdialrves aimed at addressing the issues 

raised, improving future processes and examining potential structural changes to support sub-postmasters 
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t The crealien of a working party to work collaboratively to complete the review of cases started by Second Sight last year. This 

would examine the themes iderided by Second Sight and consider all cases brought forward by the JFSA end MPs, together 

with any new themes which emerge from these cases The JFSA have been Invited to join this working party 

2 A review chaired by an independent figure to determine how an irdependent safely ner might be introduced to adjudicate in 

disputed cases In the future Again the JFSA and other stakeho tiers volt hi, Irvped to Baku part in Ihis process. 

3 A new Branch User Forum to provide a way for sub.postirash;rs and others to raise issues and insights wound business  
_ 

_ 

processes, training and support, directly feeding into the oroanualion's ninking at the highest level A key lrisk'or Iris forum will 

be to review support processes and training to ensure they meet the standards expected el the Post Office 

Ms Vennells added 'We have an obligation to protect public money, Including investigating suspected wrongdoing. However. 

we hope the action we are already taking and these additional proposals to work collaboratively with the JFSA and sub 

postmasters demonstrate our commitment to improving the way we support all those who worK in our unrivalled branch 

network' - 

View Horizon Intenm report 

Contact- Ruth darker 
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37,to 3333 f :n 3 0343* 331 '1333 3 s It3•d 3e it ioe3 ,Py'l' defeats rt 3,331,1 .33 ;.a ,a' n3:3,3' 33 tail tU 

s^13 '.13 ,4 73 >1-3 d ;175?ii, '3 ,f. 317 i.::. 3, 5 f 333:5 343',3. 1133`:€3.3, - 733X413`443 , h763 c•: I3f? 7'3333 t 73:334:[5 

1813„  <'3,33 .> c7 33 °3333 33 ,73 33_3 4'33'7(£ `0373;;77733 333'3 333 >3 .[!'F3? To _ ;3333337 33 - )U.iti 3717 a' 3.,. .6 3,, r 77.'.0:3 ,. 

lwls3E 3 373 M33':F <437 Sou? (173130133 03:1437033. 317 3 3. 3 4'5133(73, 3'''1','03'U'373'3"  '~3(-.°-f)33. 3 (453',c1):3535 71071*17 

(3 (5073 co7Y '3,11 it 1 3 515720: 1f 3 3)33035 33 31 MOIOOfd n , 3177 7033 nl c 7^s7333£cte,:' <s' 3 1. .,,f 'E:4. 

33€1'.13 7333133 ,a'3 •, ` 3. 33:'7 711 '3 3, '330 7313, f 33* 34277, C 3 3753,! 333[ l,? 1).; a 3 X81', 3333792. .3,:3353 £a' a.3s3, 3`3 

71)5077 333 337.35=33 373 722333 50 1)773 in1711 - £3 £ e';.

33 3:33133 01)7V!'3015 . 33' i 7I 1?t'y' 333 ':4371 of 5337/327 "338381 33333 33'313 (<?23?3O 03 2373<73,337331)713 

1.: 313)c'3). (338337 . (3 3.73173737333 1111 333731 (330 137331714317 <7331 3331 lsi ly 33'2i3vx 35, (3 rt'k= 3: _0f 713? 3(30 51)13 :7 103331 

3713? 0'£371373: System <31) 17733 7(4333' (33 rho, s l3 ,s/ 330-s 34oist,7+i' fd3t3 `33£3 332131333, :3371 ::31:3133:::731 3H'3 

33313- L3t;Itaafia ::33.1 the at3 '333 3-'' 55345:'333:5::'33 71 5,31.73=5,.53: 373'333, h033 3153:115(3 333: '73:5,353,313117 e"3<i 

.117351711) 33 7'0033053 .331 3:74337 3 by 500303n53'713 t€3,7 737 3:3133:'0 *7117-33:73331,3643, 1333:. 731 711.. 

' 334 -3 _ Si : 3 _ 37,_,1 :'', can . 333 43(7 3,3 21373ca L3.3 3350713,,3 <,1)':(7300 73 00 27 50033,1)550 30 e.-3573 121 

11177331 '7::','313'303'':t 4 11, 7) 533115373 713135301)37.431:33 5)315037733)3 3"..:1)51 ' 3 37 x.313.̂s 103":'(:3' 335(3 3%'-30- 317(3:1 55(3731117 

71)371547173171371013.31 (3435..' 

3< 3333 7137 (3 3:53137' 4373310' ('.121<70 0103' 4373.:33. 5 073 1,r_e 
33 3,.:31033371 757:3:51:37. ?5 3 t 3..':27753 03033:: 17 

353704313<7331733 10 03 311113£4333- be (32?77 1,7 i77d, 3333 ; 7,: , •.E 3773 £ t 13's:,:,3 35e37, .35e _'333 .1 . ,r3, 154343<3: it 

275' oo 77 333-: 3.11 333 Ma371 33 -ite 375<3350 1771331,37 21 3$13 (51),0311 ,37, 33':' 3(335:'( (:3 3£ 733(3,3' 

9 )uiy 20153 : (03033830 200 

<70353337100 33.77 (37.31'5301 3, ''S 331(7'612133' 7::33 to 330<331 2033:5 3:3332'33:30753.:1)17. 13011 711) 3,3 Dirf 7 y 55':1';:' 

3313331735331)33,3501:  1< 31X;7; 73e-a- 33'rzr33,£ 3o 1.33,4•:,73 , 5'35::'3's: 37:5?n ?: ~333ojr. . 

17x'£13 3 7 :e'011 .53. ;3r_'. (315331' 3734, , 0' 1'113:3 3.3- 57533 1 7 t :320;'7 t_ :813.3 35)3 171353' '333,-

5.0.723711)333 <"3 '3, 57337 .752'23,  3115 ('335)':3's'713171027420, 333:0:11,  'sot 133<73' 71l3393t SKr S; 351)43:1)0 or 39755311, 

331:33433, 5, 73 '4335533 21333317 )3,71)343'l'3137 (73110: 3330 31(33'7.',::  5313,3433333 £, 331 H IQF 13 7;1 153157:3 .33133. 13343 :3333731331 

7312133 (3173(3(32 1537 c•71)1517523:3 ,17{12'.:15 033 3 ;u3 V ?;512 t:r3rn3 ,733 03 03(3,11<733,0, 17333 3°735 3h;,'-s: "ksi j3 ;,.. 

-135,3£ 32e 17''3333 •,3`3l; 3333:53', !t':: r,3 s 4331v7431'13131)33# (31:33<7 ,35x::'.31: 157 : 4 na(:51) 7333 37 33:5 lbe,
37.3:7 3 3713571, 5015,35 3.31)15105331 3'? d Vol, so', 105)'.33'l? 133,00 333 23, 3 33`3738 tl?S' 33 3 3tiC it; 03£-3 

33:4 3.. r 7'-': ^ 1 •1315 377{x3 . 3 I 071*:', S3 3,3 13 (3 '333':5: 3'c a n 3':")1)"<7  •;1333 33: <:• 7:'0 <433(30513(3 

35334s, 338 <313157331 3371: 3(3>13,315333*:"' 33,::713 7 3313043< 1303235E t5, : r1373(31)1 < 3 w 7;rCiH3, [331) 31) II 'S: ;11)10 

337'£33.33; 3,3 3E "3`430 >`C4 Fl?•3312n 



POL00090358 
POL00090358 

.10 i$d ins;fk3"f., . - fik th: non. a,£ 3a.;3fy lo n ear r7$'ov 3t

oqu to Say t oi3£ >3 i:3 f wnstant T3f j3E>Z?33tR in ,i E' co oo'eSIf:e I • tftr Jss:.P 'r£££  ' ar k.

TMi M o of IYtr;-" i tt <.i3?f vt aiaj th, f the, f)rr; 4t d)t a, ,f3f.F>,3t tF{ > j<r c} k

h  ?• ' 1  a iit if i9 3 tajbleant- tj t w :. do . fat "133k: ? he i tit uft .e i<Ca;atti 

.s Wei> ;:-£ the :DU t t e <ri)f es  i;£3s,. Tito e m h t #ac•F£ e. lx:e.a #;Iny 3n otf? <.f`3 n"tbb(3#hti. T, £i`iat Chet' 

a£ .t: ng ss F rrc 'iIert fx>t, aTaad< tnat there, al: t3a a j fght ioit(foe Ur £he Post £>hk;d!. 33.3

lA ~r FF'"ft'FBrt #tasa-y 3tyatf ed the e3 ':Inlay iri tot , noriahc'E Ei3 €i pc 3. >>fj-1 : ' network rindce; t:he 

nl ,00s (< &. 1lirf t3ritl. Sat f t3 ;, ' 11 t'e a.t:arfr t"iG€ )33 : <o. :

of #ft .a»%£onm t ,t Ct" f#aa,t:: refer 1'v. W3 wan £loxv 1 ewe trio {i33.£ (>3 .& ,to' to C0',

i .:r3,i(t £} £ oyer ruo3 . it sel rk:e. , £3a s ,a <ds(e c,.. *..3 tat '  ri au(„

Tix, t3d>f3. Ls .3f L3x ?T ti3'F 3 $3f 7Rr:-3-•(# 131: J3Etti! 13 ie sy:i£ j;hat t; a~f i 3r 3.. .i;FirttxY, 

it . I^;f3dart-tat v  the 3.1: : a1 to have CIORv 333 1:e3<s, Ike;R1se t. E3, 'af ij flat .l,•,a~z3?t'. : ,,ues. . 

pL,ti£ E3ft3se  s3 3d€e3ft:f#"u &e on £ v.? 0vca51otis 3.3sis,t3 ,, a 3u3atl rY_te -e;.j r_F afved. 

tx'-. _i test. of a ats'ery two a gut ire: onoster. tat led to a smahi ai)hil:e of £ra<rxxr:£t:)ns 

ion que1ei f£ rt>r;e: af: Yoh  io:<t<:? . 9ast_> j aachuea tr  fti ,,ttf-fjf 3 ar,..t rm:a.ir~ rt£s 

t 0 e 31 obl 07- So IC3 A 371, i3.ff>-#See >t. ;a %E?3 ad' _ a;=A .° boo:C r>#:, 3- 3+13. 713 „£:: % 3)a0 .e 3'33, '3

tf E f ,oa:.:`S c atty}ec.f ; ii 3r 3.h re-oat, :to VAIK3 aa3re o3„3. t, ,t'- or, .d,w\vf3fl > ;313 No 

.. > 3era-aide r'ftwa'e >aur-: we + renv;:3. fl - err-were 04oe a<-#-trja3c; to 3.he rfso; face 3-a, 

3£4 ria ,, t :^e#tI, rf 33#<rj.i e e <ar3- i;tei 0903. <, ,OO. The tr l alr , or, : 33hwx nc the h poa a j:3-at suh 

JlE G. .i1::'_3-1 011 C Il f 3.3-toy  3.33 '3.1103)4. WUI40 00 3- 33-4330 34330 40 oi,sixs' ft.0 iUp04Vtotoflt 

.. T} 34443. t<c rit4t?tOe') asked O '0343t. questions on C."anp. oahoo. There jE no new to klente of 

ft3 }:,..r j33t>taI<_.fsr ;kdh<_, e 3-he. I: (33-h:+:, has hat. 93ot 3r3i1:t53, .>d:I> f,d.,t tie<>Letr> ha r alvad•7 

rer' ived 4£0s~40n :a:3i)o to 3 00: i.E 3'7flx•t'Ja`(f x', _'0.. 'ar: -tit. f jF>irF r .s oj3 to Ux lt,idoais: to e3.33 

I$ r )tulfi. the Lesuol too fo3 p<' :  a4. i3. they aoe 4 3 3-1 -ir_tj 0:3003 3133? ,. •'.fa#1 of fl CPtf vs 3fin, 

$f7 Ih„t rao Iv Vune 33-u' ,raj•: tf _ 3. 1.7; of A3 >3-  a esj ~y', 34' i o f 1::0'i C: . ere td >13> I:t> 

3k30t hra t- hoe an ra?PW or the safety at if , iti"ltah3 t - 05 tfs.,->t tl3ftt: has oat haNpen _s 

A 3 :fs3t 04 3. :s 33-alto  t af.ir>Tt P£> f } . _e ltd would 3- tove Sn Clet,' t -i #rpa(r 3-3. 3. 441 +3t 3f os 

3440 3-c 3-; it pri];,>ix Aii tJ '.bdt£Y:>3`ty W 434030 tfa%'t Cioovtd oat r93-i0afa ass::. 

V 1tt:Ey 203.3 3 Ca33xmn 201. 

th E.  F *t33'?' wet 400-mo od by fio_"+t (.?fflce? Ltd, hut the 3o 33-33 003-amore (3L'iai«'a tI it ft?dj 

th _ e -save 3`+?o3? F'•' 44£3 rl z 3atrl ii MOt us the E'< -ose it 5:1:- k'os p0 t3s 3f ;£oe 33303- £03<Cule of y u'330. 

°`.,)< oho ti'O # 5 to the l to ols 00  .xe3, : <:.Flhf r rn Ia;af 3.314041 tro:n'1>3.3 °dd;If 00 73 p04o;e, e gf;tn rn s 

3 :f3 3a t to  :><a oft';  [Haar ha ' ,. d  {t to F B'n:, 0 ,o the nil 33f3 is 

03e'rfel E ah3iy 3f3.fhor, 01(3. the 05043 1 1> that L..S£<i3Trr f c r ;; Fri r 3r. a4f £i3:it attO 11'" >04inh to) 

Ars_,fta f;•vrt >a3 50.-- -3-' r t i v ofE_itt <: 4 1  45; arsf 3-; t.iu_c f -j, fats£.,-Es 1t' :. efasofn nrf Is 

3-03:03-44 wIll be olone> sa _33 J.-at oia3,>a wOO the fd illo rai tvdev;v€'3433 , t t ohC;i .nto faers to 0r iuro 
• ;hat s t' rx<

, ' 
al zi.t Y ath a >ta, 3> vlsO, ace, y030y h rs ::<r<r:fides3re, 

Mr .TP4mes ,Arb0t3,00t (North ? EaMt v'?815j3£. fk;9'o (Co-n): f `o rr> : m1 one feo':i Ow ru33fifis:# 

ZWB sr;t.'rua3.4> ,ctefl £3raf t to the isn'" 3. w<a she ;oro £3 7.a£ 33)4, 341.3 3i` r, uhtef7 ha 

OFrahty ;:f >311tat.r„Ta#:<y I3 ,e, •?arrat` tai s3 Fog tjai, sf o,:.R3  far '1>5>0w, f -' <> t 4#Id1. aaf IFate^tett-Cri, 

is e:oo ir,t of dozy .a € ott3 Irookin£I afl Sts s:>0-- c :mes3.- ra a, d 3I ,[sta300

33 33.•3- 7333- thr;t the ne a3 w 3,1; ,04nwo €"3a t 3. has 3.3134:43.00  Iz33 _3p 3. 3.0? att.att I <, s~<:3v O r is 0-0 >:' oi 

that Cor0hci €3oao she aaaraa that it s ;sae h£i£ij that the to o> s that os ee. to be done is net 

onh, m,:le ox?r;,Ow--i:, fxa£ f :<t: i:ti he if <0oce030 31t f>f h: 5, >£ 3>4'i: a^', 0- > Ii adrz> ;:ft, r ';h<a 

Off .: Til:>-jjf yfi.:i:;a4£:E?to A<tfa:fl 0.30>03- 330vee jar. . . 3 3. 13-0 5i>ax3 or :1 -tit'#'s led had to '-'rie'; 

ar 041>, 13'$ 00W tra pla F '3r ptaaosej two awn ffFfa,'t 301>10 3-', and 330E 0- 3-14 >3-3- #ea<>k >313.4 :1 t 3000 

0310 try to t,~wvid0 3.330(0V:3£r3 redrew-, t>(tre s#ate 3-3-3130.343h Chi; i3O t f7 f' 4.003 00350<0 

C.. )f3WI SSAY, 
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3o Swi oa I EHv H rk my tkt :a: Hrxp riaste: IIat ,1: y fa nt kx:z;I ,n ef:;:!

> 1: HH 3  H.<?<;r> 3' Ysf, p,Hi'd -<7?:3s' 4< t3i. <; , :; n 1• 3 3:11<y: 1 £4.<i3 al 

H H HRyn)' .3f}Hk 3 1.i::"YPIt1 'lt:iatlp, fnea Eny Haiy ,e3 IaQ 

fral 3ai~It{tini. GrHHHH1. IHHt ft<_ l- Y`f3 3'" P,S; pt:al !ole, bfl't3t5 pr[arc5s. 

H'eH , OH c4: itH H. ;Ili' Q alt AM) Of ni e2 arn<:Au > t.  fl . t Q t5 If paflar'. - Umt R fa 

pr,,nl,?O} ='3l.Cd HftH . c t `1- -H i <<<' ..: sfi?t a ail n f<ir ,i s, ytmp f calla-),)et, -. Ca ot:z; f'3In 

enro1f"3fir: that t3•alf Syf. r£f that tlf:ir<- hI 1 ; _,a`,,I 'nf' on %nd to 

H ft<<.a tctil`d i J :'7 tar':, 1°IL3<„V a3£ Bier that 1 I,r H  1t:L?ilâ I3,tI:i 

that  :f t s t'a Ptas, +atf l<e ,,wlr , R5 RA £ fX wig

pH'!Utr. rnofay. 

H >rYt. nF .ifa any t'._i. t2 i= r i^ wrt, is, not 'fl f1 inn rof'tHnn-, but se E:> trH +H: 

<Stt' Iead-y tltr -as.G' of w<!3nf# `H ht si that IS lfo€uvVet, %h H f€1.$ role fit t a HtHA,

n In a_: ral Ha my d H: -t t5sn. Fr "rH.fldWHVcCC : HACH S ec) evidLnce trk St ..itjcHt that

Li, itacati:rt& rf$:k< HH.CH been  l'((ttt`wr)t had 'hes tri 6Tnesnesa anc t;E`dtf'•fi fi S y mons beev: Sri 

pk <: <., ;;fl'S( tarty i;'^ l t':„.£ fr; mo ;t Car £ r { uh,, 3tlteCC GeaH WIM fr, the f ;ts'Ait -- flot all 4' 

in the t vp;a t i :y: -, 4 Meet :n d jTt 't; H' the  SUtl { c Fti nrs c'r ,Hr iiltty ir? the ftt'St 

it IS ft :ti -_at to -ei~nno guess 1 J3<,t' ys HHH'I r»14 'Adaa ' Had?:y H?F'-rl. 

Mik o 9i ootl (Bat&ey ;'Fn'i Sperr) (Lab); I Wank tha t III-Astrar tar tlef s£c^,trnre C xa:S 

>r rift ,~,- a? .7 tr Ha< lCC' 3f`??33"j Y. i (I:, a'y Ot t_; at tf i3SEi ci ;a £il:f3e; :I3f

lie ;', 17 ( If, r::J tlt .'tHe 

ft July 20.3 . C tumn 202 

rnindfut trot. 1',,.t M#iic: taH:<t ox.tr: Hca.t;;>n, CC does not tut  rtes a t -ae rxiitwdic' in 

the L ;f3l.ft'a ys el-: ,t  3'i'3 3 ,.t'.'s, 3 ,3ff-s 1t3Cts.Ji s;i Ha? t.d<-ttce 'r S' e" tl .t <.Smna 

an at ?'"r Sp,tMn s; £re r s$ Hat' ';R,H,' t^'vCC .t, 
- `d , :In, C?',efl l'; et Cool ' he?, ffs;."JC d 

r;~s. In 11'n7nra on th , t,.to ra?t Ineh,?entt-nce , eAF the a .nt 7 the Ho ..SC that :t we are ro 'row 

to 3 J.. NAW Y In Llnunu the <n>, , , ..N r,';li 5.IcIft, ta'Caaz:l1 lt<•nl--. it alieki Walk CCk3 

tY: %xIw, sill f:' ,4'.ef', (af 3 t'' 

Jea.~xw[t- tarn, l i3 tCatata:?Ytths, ar . Hon . tea 'H, :r.'rf twe as=ut f«ss,, Iix c,rriletsedtnl>:,3tt Cd 

ser o :cl Sight S S i, Y,AtC?U3o 1:..<"t;1C' 1fs., :iCC 31 s' . Iaekar I 9d b' t e .'c 511 (at 'H 0% Wit 
t - „t ,. :.r.J.', tt :(,ih.. .,;e;. .,f < a. y 1 t i::',.:'.. ,CC ,,:.y„* }, It. u :si r, .rl:s.11 nt re LSytaa4r, 

hos -,t ; tl4a£ to Bate H' ' ;} aa8 . has "andlee, ii-u n £t an'4i t iI On ".T13:"?Sef ti t'.15 r ut? that ' 

More have tHAC inintal 3^A£ ` 3 dry, tiny i.Isai.'-e' c, .tC;''H. . S the t'"[.auii t:Cad tea d, the 

Yt3 -? nt,3ta.`. 'A'{ st t15ti11Hst4?i'S H brad4s7h wee at lCHAt : nt ?hty H) ;py owth t)-£r 

Ht x.r; ystenf, t ' . H< 'I'd "at M" "i:ls c= _.irl say C,??, P.i,C. . t ey, _tern' : e u re <-r-f :-2S, 

"r .t, et:£fi• ,d. '>'y , t,:!<HIt, i. CI>? a.', Coe :TC tr 3?? ir: SZfir; enerClly 1. 15 a> f+C'', 3?f7 ifiti, 

b•, i we Ca CICU to Cn5t3 f, fl"it the IC? t L?3"*'c0's , 6n ). se R,ie t1`.?£ C? -N V;.t tcf71:>It-::,I at °3 'AC. ?G; 

InduC HICCFt:ry 

M Junwth.e$Y1'S.k r11ogly,1 (Hun Cn~"{don) (C?n)C cleat C , i', tlas f3!£vt t;i?"?? 4 CC? 3"£<3'Ehic tt3.4?'. r: 'a? 

Hen;n ;p<.>t:Crn •tea if. ae? HC P9i':,i?atet >ay•t, trey CC?''' 3:< ysH'CCCa:.. en fdiCf' 

riot Cat that ttldt CO t3aaece t<fbtd ut<A<:VC' t;iyeu C:??'?a eiay,S tro'n t-) ?,t C'Het,, Ltd in iv 5f ✓,Ir,:;a 

Out whet ;'C AU? e4:t~. hi gj? frlatte , in A 3 :ii ;en Ha v;''r;- t -"u ct Y;;} i ;, {<21y 

r?''il<f ai-iooH dafnan ` CAtCH. .,'-1 SC 'i f?U.>tfl-3 H't;'"fl vyttt ACHe CHIC uo. her L')ci'rk' TIC eth i ;: 3.f' 3S 

274~'E't?^:9t1t~:s

. 4 Swtr ota. it s to the Pot fslt i : r: Mak that: i£ Ha; f,r.- irris i<.atie':t '.I-fe 

fr3,;< a, a4E'£, , has been .r 7 'C; 'C r t% am  1t f,Alrlt CC f?, 9 Ill, i3{,i?t- ' :ati k 73 t:r ie M t :nef hrii 

Nc . a Elea 1 1,., npAtitrr Ch IC . 't3'"at ?t ala>; H.HCH. it  3S CHAy In f; a} : {"C 'h"'" 3;; ri<af 

a :I ohleCr; .?CrH t, try i. _ I e ti , . th np C .H<_ t - ., , it, NH;? 2ect (tfttt, Ltd t ip ' ..:.1 f.'.3 

Pi* ,a _£a 3!'auLi i ,̂ i'''C t SH'H t' lxt It?;; HI'fiCI 
. . 

<__ - at, t?;µd, tis Fart, :SS na<,..dt a" Cr0 aH 
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zs : ntg0-- , Inc <u ag , 'a£ i .Ain ,r n #,ad d tPOU nsi :r tg ,rrie*~. it o>r wtoWed 

+ er? .N3 } ati tt-A

The f'est C ffiee h<vs taken 5}ftr eek u'e that thee s k. '7'lts_e<'v a d 
ur_ussntataliay sad ial: a<<},#a:," .e :ssr:;-£-_. t e tskerI }-f,".a:,:}. -ar3y, ><,£ <iiett£'>3te < ,s3,te> 
t e'-' .June, fa£x1 cif'.zS f.-e:: t€t<.ors - of  :u #, be

enar <s t:ha# MhE?rt qu ies a. e r,t e , the F ia.} he: isf < ,k'  Pr::3 trsre the r> ', tat s3i9-a:}a I 
rc,r ext r ra•;:}s t:i;:g wett yt3 

rt !c * ' rsnt„3}r-t}in:'3 .at`.1 a 
- Iinp o t as`1 F _ ho b' the' rwyai'.3ba 3:}-N3 e?',(r?N` # b fEse: 3:dts3s s dCt fast ae <3t',:;. 

4-Jr ev n Jones (Nora'. EY£Fthavn) (Eats) t«'#: Fe >t 9se:ste . 3t to-:e # :;}tt. LeUd'r 3 < 2 e:r.1y t,c' 

an .3.te_itton u to <gt3. Vans" ,, , € a l  Is . c.3scc , t< #3 .5 £ Fat -t 
F9t'%'t'3,'„ f9rr,>tv35, a < ritintei< d.- .3< ,,=a e, t i Ita<::,ys t.'.se flsr' } s:at :e h.- t 

N off e nii i < kod, Ns 'S3 m 's s e3< en dry2e ged ;231' ugn the #P:,Fif s'fisgs3a}t.fraF Y <t°'si} 7? 1 ',ta'3<fi<_: 
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30 swiSY-on. IRE- : o- „M, i it">33f [ '.fi -:"(3f: . 3 E-...:.1Z>` f >173<i`i>t d d A 1:he €131 > E ( .flt 3:r
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Fhe t'M33le - '3aw I a e ! 'e:h(:. f r„ss£tsant nig the << t;:iii tt3 tr e11 t.) }:,e onc,tr:in, 
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.3in1 sh~snnnn I 31ab'i ::GI "7E%f={ p • F: 3 ;̂3e f L3'F 3: t l3lr. 
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1'J!it3l.'I aE,n be happy to cc'!t€^ue In ril 'oie as a recipient ior any s. ch "<oses, He See?":S to be 
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Gcoo fE; 11 rf ?a E`n'.7CEf 1 in i £3i: %(i :Cs'o, 
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o n, i w€ii have to We their hest one€eavour5 in toort Inti a, - t i i'tercily a mother of 
:£+av: to erwor0 Ito ot they art r!.? _ €a"tH<€ smith adeMiwef toaaferio., '3f d itod?o' to ndi - !t Yj3+'fF'-Q 
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rent.tA ir30 to a 0tt10iSts E „ tto&1 to ,.€?t_ .after .k£#O'ri Member, bar, 0:o€ 1 001 0010 tint  Ott , €€ ac he

the very bnot tat of trio, ivt rir:3o i r hi . onto 10 € will'. t €rs. 
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FINAL NOTE OF MEETING BETWEEN POST OFFICE AND RT HON JAMES ARBUTHNOT MP 

28/01/14 

930-1030 

Attending : James Arbuthnot (JA), Alice Perkins (AP), Paula Vennells (PV), Janet Walker, and David 

Oliver 

Alice opened the meeting setting out that there were two themes that she wished to cover

• The current and future running of the Post Office 

• The mediation scheme itself 

For the current running of the Post Office there had already been a number of significant changes 

and there were more in the pipeline. This was very important as it effected large numbers of people 

and acted as a preventative measure to ensure that we did not face a similar situation (as that the 

Scheme was dealing with) again. 

For the mediation scheme it was moving forward more slowly than we had hoped In part that was 

due to It receiving more than twice the number of applications and in part as Post Office were 

investigating the cases extremely rigorously and using the first wave of cases to ensure that we got 

the process right and that this was an area of particular concern to the Working Group chair Sir 

Anthony Hooper. 

JA thanked AP for her comments and observed that he had received feedback on AH that he was a 

really good man doing a really good job. PV commented that she was glad of that fact and that AH 

was also being tough and challenging to Post Office and that she really valued that. 

JA then moved the meeting on to an area of importance to both him and other MPs, JA questioned 
how they will be kept in touch with the scheme's progress. JA set out the need to reinstate the 

meeting which had previously been due to take place in October between Post Office and MPs. JA 

explained that he was beginning to get calls to bring this meeting forward particularly, as he was 

aware from Second Sight, all of the MP cases had been moved into the Scheme and MPs had not 

been updated on them for quite a while. 

Al' responded that the communications with MPs were a very good thing but that we needed to also 

ensure that the mediation scheme was allowed to progress. JA suggested that the meeting could be 

held before the first cases had exited mediation and could update MPs on both the progress and the 

process that was underway. It was agreed that this was a good idea. PV talked JA through the 

timescales with the first cases not due to reach mediation until March. PV also suggested that the 

meeting with MPs would also provide a good opportunity to talk them through the Business 

Improvement Programme and the steps that have been taken with the existing cases for example 

325 cases had been reviewed for disclosure, 21 further disclosures had been made and to date no 

appeals had been received. 
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JA commented that he was very impressed with the general approach that Post Office were taking. 

PV commented that Post Office were taking the issue very seriously and that was why they had 

committed 22 investigators, funded professional advisors for the applicants and funded the 

provision of an independent mediator. 

There was a discussion of who else should attend the briefing with IA suggesting that JFSA and 

Second Sight should attend. Post Office undertook to consider this and confirm to JA's office. 

ACTION Post Office and James Arbuthnot's office to arrange a meeting with MPs and Post Office. 

ACTION Post Office to consider additional attendees particularly JFSA, Second Sight and Anthony 

Hooper and come back to JA's office early W/C 3 February. 

The handling of the meeting was discussed including the need to avoid skewing of any particular 

case through lobbying. JA commented that he thought that MPs would wish to raise compensation 

for specific cases particularly those where Post Office had dropped a prosecution at short notice. In 

particular JA cited the case of Kevan Jones' constituent where Kevan had reported that Post Office 

had first lost the case file and then dropped the case. PV commented that she had not heard of this 

issue but would look into it. PV stressed that IA should always feel free to raise issues of that sort 

directly with her. 

ACTION Post Office to talk to Janet re the letter inviting MPs to the meeting and agree the "ground 

rules" to go in the letter. 

ACTION Post Office to arrange a pre meet with JA around ahead of the MPs meeting 

ACTION PV to look into the Kevan Jones case 

Discussion then moved to Second Sight and their work. JA commented that he thought that both 

JFSA and Second Sight were attempting to deal with issues without raising them to PV, Second Sight 

though had raised some concerns with JA. In particular they had raised a concern about the 

turnover of staff on the programme. PV disagreed on this issue pointing out that Angela VDB and a 

team supporting her had been a member of the programme since the outset and that Belinda Crowe 

had been working on this for several months. 

JA then raised the issue of Second Sight's employment and the draft Post office letter of 

engagement. JA raised that he did not understand why Post Office were drafting a letter of 

engagement when he had a letter from Jo Swinson (NB letter to Alan Bates dated XXXXXX) that 

made clear Post Office did not employ Second Sight. PV clarified that the letter made clear that 

although Second Sight were not employed by Post Office they were engaged by Post Office in the 

same way that any independent professional service might be and were accountable to the Working 

Group. JA accepted this and it was also confirmed that JA did not engage Second Sight. 

PV then talked through the process that Post Office was going through to investigate the cases and 

the reports that Second Sight would be providing on each case. PV explained that as Second Sight 

were now reviewing every case, their previous work for MPs and on Horizon had been subsumed 
within their work an the Scheme which now needed to be their sole focus. JA raised the issue of a 
final report, which PV thought could be provided at the end of the mediation as there was a need to 
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avoid prejudging the mediation process. JA questioned whether this report could not be published 
earlier and suggested that Second Sight could produce a report for the end of February. PV 

explained that that would not be possible and that Second Sight needed to keep matters Internal 

while the mediation was ongoing but that there could be a report at the end. AP made the point 
that it was not helpful to provide a running commentary and that there was a need now to focus on 

delivering the Scheme. JA accepted these points. 

Returning to the engagement letter JA commented that Second Sight were particularly exercised by 

the clause limiting their ability to speak to MPs about the Scheme. 

AP said that Post Office should have had a letter of engagement in place with Second Sight from the 

start and that this was now putting that issue right. JA agreed that there should have been a letter 

in place. PV suggested that if Second Sight's nervousness was that Post Office was trying to restrict 

them from raising issues she could assure JA that that the engagement letter was not designed to 

restrict in any way Second Sight's ability to investigate Issues with Horizon that were raised by 

applications to the Scheme; she would consider with advice from Chris Aujard whether she could 

write a letter to Second Sight providing assurance that they could always raise issues directly with 

her and that they could continue to update JA on the progress of the Scheme and continue to raise 

matters directly with James Arbuthnot in the same way as they had previously. JA commented that 

he felt this would help, he then also raised the clauses restricting the areas that Second Sight could 

provide comments on. In particular JA raised the restriction on commenting on Criminal 

Convictions, Post Office's prosecution policy and the legal liability that Post Office might have 

towards any particular Subpostmaster. 

PV commented that the priority had to be getting the cases through the Scheme and that Second 

Sight needed to focus exclusively on that. PV also commented that Second Sight would not be 

advising Post Office on Criminal Cases or their Prosecution Policy as they were forensic accountants 

and not lawyers. PV reiterated that the only work that Second Sight were currently engaged by Post 

Office to deliver was the work on the Scheme. AP pointed out that in terms of any spend by Post 

Office they are a publicly funded organisation and the Post Office Board would wish to consider 

whether any further work by Second Sight was good value for money given the amount of money 

being spent on the scheme and the need to be able to assure external parties such as the NAO that 

good value for money was being obtained. PV offered that if a meeting with her would be helpful 

then she was happy to do that. JA thought that would be helpful, particularly as Second Sight were 

concerned that PV was not being briefed on issues. 

ACTION Post Office to arrange a meeting between PV and Second Sight. 

Discussion then moved to the Business Improvement Programme. PV talked JA through the changes 

to the Post Office suspension policy and the change that had had on performance. JA commented 

that this was a dramatic change. PV commented that the policy was more sensible and sensitive and 

that it was coupled with increased training and support to Subpostmasters. PV also talked through 

the changes to the termination policy including the new category of suspended termination. PV 

explained that the business improvement programme had nine different workstreams and was run 

as a separate programme from the mediation reporting into the network director. 
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PV then raised Post office's prosecution policy. First she clarified with JA that Post Office was not a 
prosecuting authority and had not been so since 1985. Since 1985 Post Office had been taking 

forward private prosecutions on the same basis as any company or individual in England and Wales 

can. The Post Office Board had not yet taken a view on what the final policy should be but they 

were considering how (including looking at how retailers and banks prosecute) what the policy 

should be moving forward particularly as Post Office expected the numbers prosecuted to decrease 
in a similar way to the decrease in suspensions. JA commented that this would be a difficult 
dilemma for Post Office to balance supportingtheir agents and protecting public money. 

PV then updated JA on the work being done to develop the successor to the mediation scheme. 

This work was currently at a very early stage but was important to Post Office for the future. 

At the end of the meeting there was a short discussion of the length of Anthony Hooper's contract. 
PV reassured JA that there was no intention to change the Chair of the Working Group and that the 
contract length was just a function of the original expectation for the timetable to complete the 

scheme. 

David Oliver 

07/02/2014 
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Dear Colleague, 

As promised the meeting to update you an progress of the Post Office mediation schema will now 
take place on Monday 24 March, at 5.45pm, in Rrc n T in Portcullis House. i attach an agenda 
which we will follow to give us the most use out of the hour availaz tt, I ho„e you, wilt be able to 
attend and would be grateful if you would let me know. tf you cant, you are we me e to send a 
representative from your office, but again, I should be grate`ul fir" you c<auic9 et nee kn~va. 

I would like to mention a couple of matters in advance of the meeting. The Eneiiatiorr sche>.me
running, and we must take, care both to r ect the privacy cof individual applicants and to avoid 
skewing the rr)ediation process. `zndividuai ca:;es +refill not be up FOr discussion, but I am sure that if 
any colleague wanted_ to seek a separate eting with Post. Office to discuss an individual case, 
Post office would ize happy to arrange this separately. 

hope this Is helpful. and took forward to seeing you on Monday 24 March. 

Yours ever, 
James 
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. . . .` '+. .aoo; ArhuhrL:t P 

:v°r`.IA ( ;AA 

fR:VA 1. AND 'DNV iiit.N i'AL 

Dear 

r :1 'A yc t or ;,our ft of of Zit Spay. I apPr ociate t:lat a0 we aN,roa':h the so°1troor r esa MPs 
u10 it; a opdat,, on We pro_;, of fhe Nlud r:hon Schc>rno and agree that it wr'uk be heipfui 

_... for y,• : t:o send one. Howo.'o(_ i ood''. ke to ancuit wh:h th Chatr of the \tiork'no 'PJr 000. woo 
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r .io ndenze betw'e .,. the'wu tS ut, `Wh ' o cor f , 1, t, would be sudta_.r o rake t_e `or th:?s 

piiTp.,,c, bur. .1Ui+fc to S1f A c. o 9 vem I an SIl n .ti, s. Yerri, w th r f7fto e t0 hieorep aT. 

ail t?7?;.'. i'Idte update. 

:)o thu natter h a ̀  hot a ' letter, thh won - 17nod in defy E at the t ri, inq Group and 

;t owns'd-c he Phao' Wroa to tt'' KNOW ,,an ochog sa no C' °tOe in3c ccn a .."

is no on accrue pa_` 'n'pant In hoo WorkK Group and an that Paso .> Tat. 1.73 ti'oat , 

flu a - d.._LS;ion 1 naked a Ft17•Y ^,m - t' u` : e m, .l of (." t_c . .,. ,. h - helphll ttii8t ir.

1 c; rho 5£}7P.rne fro rASS S_ 

Pro 111 ': _i CO corn once i:roan rinsed the t7ronosed Update with Sr Anthofly. 

i

GRO 
Paulo Vur:nei(i: 

'hie( ErectttSa 
?=a~°axr.~crs.nF4ice,ru,uh 

f .. . rt.::.. rv1:c.>: ,H:'.P•OC ifc. tl 0ti+7 
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' ii (:' > Held 
`To. "Rkali < lc

1' r'.1 - ,list" a i1rh tlAao nu 

t)atu: i ir:u, I "r Jul 7014 1 I : i 3 $` -i 00u 

..... .~..RIr «t`f:n£ga'c•.° '\ r7l3%Sr 

A;Fimcfetanxx£t,: .Pcs,t..i Iffwe,Ttnote, ,Ady 2014. ?df 

tlF ilFsUrr 

1I.:rE "S :`ea sxkfe l€=.la azrd 4t'£ih > 's now n raf'hr d) that w <ut < . to r4`.ii; v$ttt'~dii£ 8vf3 3n JA Vowfer d: . 

i lierc. r-, .0 tp chit d wl oT £.'.xf filx.` Qs: a F&l As °,a hkh i' 0i n(i n h fg loo ehrwieh and 1 will ei:s f?ia?ca azicr 
lGFr>e i il

Mel 

Frwt'£: A thJiFdt 1,

Seflt 16 July 2914 11:29 
Post Office pre *d July meeting 

Dear Colleague 

I had hoped that we might schedule a meeting before summer, during which the Post Office insight 
offer us an update cti how the mediation scheme is progressing. To this end I have been in 
correspondence with Paula Venneils, the Chief Executive, to see what >mght be arranged. 

It ap pears that not a great deal can be added to what was said in our last meeting. The mediation 
scheme is progr£Yssing, but at a slower pace than any of us would h e ill ed Mather than hold a 
meetmQ just before Recess that will hot reveal more than we already kno`v, I would rather wait 
until autumn, but I do want to get a date in the diary for a meeting then. 

i :poach a note that Paula has sent which sets out the progress made since our last meeting. Sfie 
has reiterated to me that the integrity of the mediation scheme requires that confidentiality of 
cases he respected. i.n a letter to me she has also said that individual case details may not be 
shared with us at any point, including at the end of the Scheme. 

I would like to believe that at the end of the Scheme we will be presented with a report which 
shows why and how we got to the stage where on many individuals were (and still are) coming 
forward with their cooncems, and their often harrowing Stories. t do believe that the mediation 
-mono nay. a good chance of righting thins, but we shall all need clarity as to av;hat happened 
and why, and how it is being put right. 
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25 July 2,014 

Initial Complaint Review and Mediation Scheme 

4 AXWink 

This Report and accompanying documents are confidential and are not to be 

disclosed to any person other than a person involved in the processing of 

Applicants claims through the Scheme 

Part Two of this report will be provided where necessary to the processing of 

an Applicant's claim 
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1. Introduction 

1.1. This report describes some aspects of Post Office branch operating procedures and related 

functions of the Horizon system. The report has been prepared by Second Sight, which is the 

trading name of Second Sight Support Services Limited, the company appointed to conduct an 

independent investigation of a number of matters raised by Subpostmasters, or former 

Subpostmasters. 

1.2. Horizon is the electronic point of sale system, which together with associated back office 
functions is used across all Post Office branches to process and record a wide range of 

transaction types. The term "Horizon" is used throughout this report to refer to both the 

original Horizon system, which dates back to 1995, and the current version of Horizon, 

introduced in 2010, known as Horizon On tine. Where important, the differences between the 

two versions are explained. The Horizon system, including the main technical aspects of the 
two versions, is described in more detail later in this report. 

1.3.A Glossoryof Terms has been provided by Post Office and is attached at Appendix 1. Examples 

to demonstrate how an individual transaction or process operates have been included where 
relevant. 

2. Structure of this document 

2.1. This document comprises seven major sections providing: 

• General information about Post Office, its branches and the role of Subpostmasters; 

• A description of the training and support functions as well as the Post Office audit and 
investigation processes; 

• An overview of the Horizon system and associated equipment; 

• An Introduction to the application of double entry accounting in Horizon; 

• A description of significant branch operating and reporting procedures and the associated 
processing of transactions; 

• An outline of the treatment of losses and surpluses; and 

• An analysis of typical errors. 

3. Post Office Branches and Subpostmasters 

3.1. The Post Office was part of the Royal Mail Group until the two businesses separated in April 
2012. The majority of its income is self-generated, but it does receive financial support from Its 
ultimate shareholder, the UK government. 
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3.2. Including staff in Crown branches (see below), Post Office directly employs almost 8,000 people, 
in support of the Post Office network. These management and support roles include central 
staff as well as field-based sales, development, training, audit and security teams. 

3.3. In addition there are approximately 6,000 Subpostmasters, who are the main focus of this 

report, and employees of "Multiples" (see 3.32). 

3.4. Post Offices network of around 11,500 branches provides a range of approximately 170 
products and services, as described by Post Office. This is set out in Appendix 2, including 

banking and access to government benefits. Some of the consequences of providing such a 
wide range of services are considered in Part Two of this report. 

Subpostmasters 

3.5. The majority of Post Office branches are run by independent Subpostmasters and are known as 

"Agency" branches. Subpostmasters are, in the main, individuals who are contracted to run 
Post Office branches. They operate as individual contractors rather than as employees of Post 
Office and their position can be considered as being similar to that of a franchisee. 

3.6. Before appointment as a Subpostmaster, the applicant is vetted by Post Office for suitability 

and is appointed under the terms of a standard contract (see 3.13 onwards for more details). 

3.7. Prior to 2001 Post Office sometimes charged a new Subpostmaster a fee in recognition of the 
benefit arising from being granted the opportunity to run a Post Office branch. This fee took 

the form of a 25% abatement of the Subpostmaster's remuneration for the first year following 

appointment, but we are advised that such charges have now ceased. 

3.8. Should a Subpostmaster either resign or serve notice to terminate their contract for services 
then Post Office will normally seek to appoint a replacement Subpostmaster to the branch. If 

there is no transfer of premises or retail business as part of the replacement appointment 

process, as described below, then Post Office may levy an introductory payment on the new 

Subpostmaster. Although this charge is not made in all cases it would be made as an upfront 

charge at the start of the new Subpostmaster's contract for an amount equivalent to 25% (plus 

VAT) of the gross remuneration for the branch in question. 

3.9. As noted above, it is possible that as part of the appointment of a new Subpostmaster to an 

existing branch, there could also be a transfer of premises and/or ancillary retail business from 
the old to the new Subpostmaster. In such cases there would normally bean additional 

financial agreement, effectively equivalent to a payment for goodwill, between the parties. 

Temporary Subpostmasters 

3.10. In the event of a Subpostmaster being either suspended, or his/her contract being 

terminated, a Temporary Subpostmaster may be appointed to take over the running of a 
branch. 
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3.11. Temporary Subpostmasters operate the branch and receive remuneration from Post Office 
under the same contract terms as Permanent Subpostmasters, except that their notice period is 
one week rather than three months. The terms under which a Temporary Subpostmaster will 
operate from an incumbent Subpostmaster's premises will be agreed between the parties. 
Typically, this involves the Temporary Subpostmaster paying a weekly or monthly "rent" to the 
incumbent Subpostmaster, 

3.12. Post Office keeps a list of pre approved Temporary Subpostmasters who can be called upon 
at short notice to take over the running of a branch in order to allow continuity of service. 

Subpostmaster's contract 

3.13. The majority of Subpostmasters currently provide services to Post Office under the terms of 
a standard contract, Although subject to several revisions over the years, it is understood that 
the core principles of the contract have generally remained unchanged since 1994. 

3.14. Relevant sections of the standard contract are commented on In Part Two of this report and 
a copy of the whole contract is available on request. 

3.15. Under the terms of the contract, Subpostmasters are remunerated based an a combination 
of fixed and variable amounts calculated according to the volume of business that they transact. 

3.16. In terms of carrying out Post Office business, the Subpostmaster is an agent of Post Office. 
In legal terms, Post Office business is a transaction between the customer and Post Office 
Limited, with the Subpostmaster acting as Post Office's agent to complete the transaction. 

3.17. As the Subpostmaster is not undertaking business in his own name, the cash and stock held 
at a branch is owned by Post Office and, in effect, the Subpostmaster acts as a steward of these 
assets. Subpostmasters are "responsible for all losses caused through their own their 
negligence, carelessness or error" (contract clause 12(12)). Subpostmasters are additionally 
"required to make good any deficiency, of cash orstock, which may result from his assistant's 
actions" (contract clause 15(2)). 

3.18. If cash or stock is lost due to the fault of the Subpostmaster, the Subpostmaster is obliged to 
reimburse Post Office for that loss. The contract also provides that 'surpluses maybe 
withdrawn provided that any subsequent charge up to the amount withdrawn is mode good 
immediately' (contract clause 12(14)). The treatment of losses and surpluses is dealt with more 
fully in section 9 of this report. 

3.19. Errors by Subpostmasters can sometimes result in a Subpostmaster's contract being 
suspended and/or terminated, and/or action being taken to recover any related loss. An 
evaluation of the significance and seriousness of any such errors and losses, together with any 
associated action, is determined by Post Office usually after an Audit of the branch has been 
carried out by Post Office staff (see 4.32 onwards for more detail on the nature of a Post Office 
Audit). 
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3.20. Where Post Office suspects criminal wrongdoing by Subpostmasters or their staff (as well as 
staff at Crown offices) then It may exercise a general common law right (only available in 
England and Wales) to pursue a private prosecution. Alternatively it may refer the matter to 
national prosecution authorities, as is required in Scotland (the Procurator Fiscal) and Ireland. 
More serious cases such as armed robbery are referred directly to the police for action. 

3.21. Typical criminal prosecutions are for theft or fraud, including false accounting (the latter 
where a Subpostrnaster has declared transactions or stock and cash levels within the branch 
which the Subpostmaster knows are not true). 

3.22. Post office states that prior to any private prosecution being pursued the circumstances will 
be investigated by the Post Office Security Team. This information is then reviewed by Post 
Office lawyers to determine whether the case is suitable for prosecution. 

3.23. Once a prosecution is underway and potentially proceeding to trial the case is kept under 
review and should circumstances change Post Office can decide to stop the prosecution by 
"offering no evidence". 

3.24. If a defendant is convicted, either by their own guilty plea, which could follow plea 

negotiations, or following a trial then the Court may order the person to pay Post Office's legal 

and investigation costs and also possibly compensation. In some cases Post Office may seek a 
Confiscation Order against a convicted defendant to obtain compensation for losses suffered. 

3.25. In addition to criminal prosecutions Post Office may use the civil recovery process to recover 

sums claimed to be due from Subpostmasters. This process is not normally used where a 
Subpostmaster Is in post as agreement can often be reached to deduct any amounts due from 
remuneration or by way of instalments. If the civil recovery process is pursued then this will 
typically follow three, escalating stages (i.e. direct communication, involvement of external 

lawyers and legal proceedings) during which further Investigations of issues raised can be made, 
possibly resulting In an amendment of amounts claimed as being due. 

3.26. Although retaining full contractual responsibility a Subpostmaster does not need to be 
personally involved in the running of a branch and may employ assistants to conduct branch 

business but Is not required to notify Post Office of the arrangement. In some cases, a 

Subpostmaster may employ a Manager to run the branch and may have only minimal personal 

involvement in the provision of contractual services and day-to-day operations. 

3.27. Each Subpostrnaster typically owns or leases from a third party landlord) the premises from 

which the branch is run. Other than Post Office setting minimum standards for the premises 

(in terms of legal ownership rights, physical security, etc.) it is the Subpostmaster's 
responsibility to provide and operate the branch premises. 

3.28. The premises may often be part of an existing business such as a convenience store, typically 

referred to as the "retail business". Part of the premises may be used for transacting Post 

Office business and the Post Office equipment, cash and stock is generally kept away from the 
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retail business although the new "local model", which is being introduced as part of the 
Network Transformation Programme (see 3.33 and 3.34), is changing this position. 

Branch types 

3.29. Although the focus of this review relates principally to the operation of "Agency" branches, 
there are other types of branches within the Post Office network, which are staffed in a 
different manner. These include "Crown" branches and "Multiples" as described in 3.32. 

Crown 

3.30. There are around 350 Crown branches that are directly owned and run by Post Office. The 
staff at Crown branches are employees of Post Office Limited and each branch is run by an 
employed "branch manager" rather than a Subpostmaster. 

3.31. Staff and managers of Crown branches are employees of Post Office and, unlike 
Subpostmasters, are not liable for losses as these are directly absorbed by Post Office. The 
operating procedures at Crown branches are however largely the same as those at Agency 
branches, including the operation of the Horizon system. 

Multiples 

3.32. Branches are sometimes located in premises operated by larger businesses, for example, 
Cooperative convenience stores or WH Smiths. These larger businesses tend to have multiple 
branches and are therefore called "Multiples". The operating procedures at Multiples are 
however also largely the same as those at Agency branches. 

The Network Transformation Programme 

3.33. The Network Transformation Programme (NT Programme) that is currently underway, is 
seeking to change the way that Post Office services are offered in branches with particular 
reference to the hours during which Post Office services and products can be provided. 

3.34. Under the NT Programme, Agency branches are being transferred to either a "Main Branch" 
model in which a dedicated Post Office counter, physically separated from the Subpostmaster's 
own retail business, will be maintained, or a "Local Branch" model which fully integrates Post 
Office services within the retail business. This will allow Post Office services to be offered for 
longer hours than before, and may help to resolve some of the issues about hours of opening, 
end of day cut off procedures and the need to keep separate records where Post Office 
products are sold from the retail business, for example National Lottery products. 

The National Federation of Subpostmasters (the NFSP) 

3.35. The NFSP Is an independent organisation representing Subpostmasters in their dealings with 
Post Office. Although not all Subpostmasters are members of the NFSP, It is the only 
organisation recognised by Post Office to negotiate rates of compensation for branch services 
on behalf of Subpostmasters nationwide. The NFSP works very closely with Post Office on a 
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range of issues including security, operational systems and technology and Its 24-hour helpline 
provides advice on staff, contract and other Issues, except for those relating to Horizon. 

The Justice For Subpostmasters Alliance (the JFSA) 

3.36. The JFSA has been instrumental In setting up the Complaint Review and Mediation Scheme 
and is represented in the Working Group. Its role is to ensure that the process addresses 
significant issues that have been raised by Applicants and moves them towards resolution. 

4. Training, Support and Auditing 

4.1. This section summarises the various training, advice and support functions provided to 
Subpostm asters and how these have evolved over the years. An overview of the Post Office 
audit and investigation function Is also provided. 

NBSC 

4.2. The Network Business Support Centre (NBSC) was established in December 1999 to provide 
phone-based support to Subpostmasters and their staff. The hours during which this support is 
available has changed over time. 

4.3. The NBSC's mission is primarily to provide assistance to Subpostmasters with problems arising 
from the processing of transactions carried out through Horizon, as well as how to deal with 

mistakes and issues arising out of the monthly branch trading statement (see 8.8 and 8.9). 

4.4. New NBSC staff themselves receive a four-week training course and ongoing training on new 
products and services as they are introduced. Observations on the quality of support and 
product knowledge are Included in Part Two of this report. 

4.5. Post Office currently employs the equivalent of 70 people within the NBSC to receive calls, 
undertake second line support as required and carry out administrative roles, although the 
number of staff actually on duty at any one time to receive calls will vary. The NBSC receives 
on average approximately 1,700 calls a day. Potential peaks of call volumes to the NBSC have 
been "smoothed" by spreading branches across four trading groups, such that required monthly 
submissions from branches, with associated queries to the NBSC, do not all fall on the same 
Wednesday evening in each month. 

4.6. The NBSC operates a two-tier escalation process so that If the NBSC advisor is unable to Initially 

resolve the query/issue with the caller, the call Is escalated to Tier 2 where more expert advice 
can be provided. If this still does not resolve the issue, the Branch Support Team will decide if 
further training or face to face branch support, which is outside of the NSBC's remit, is required. 

4.7. We have been advised by Post Office that the performance of the NBSC staff is measured on 

the time advisors take to answer the phone, referred to as a "Grade of Service", and we are 
advised that the target is to answer 70% of calls within 30 seconds and to have no more than 
5% of abandoned calls (i.e. where the caller hangs up before reaching an advisor). We are 
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also informed that additional measures, including surveys of "Subpostmaster Engagement 

Support Satisfaction", have recently been introduced. 

4,8, We also understand that, in the event of a complaint about a specific issue, the NBSC's target is 

to resolve 95% of such complaints within 10 working days. 

4.9. The use of these metrics to evaluate performance and any conclusions relating to the quality of 

advice and support received from the NBSC and the Horizon Service Desk is dealt with more 
fully in Part Two of this report. 

Horizon Service Desk (HSD) 

4.10. In addition to the NBSC, Subpostmasters can access Horizon On-Line Help and may contact 

the Horizon Service Desk (HSD), which Is operated by Fujitsu. 

4,11. The HSD deals with technical issues concerning Horizon and in the event that a technical 

issue cannot be resolved in a telephone call the HSD can arrange for an engineer to attend the 

branch to Investigate the issue further. 

4.12. A number of calls by Subpostmasters for support are apparently made to the wrong helpline 

and have to be redirected. We have been advised by Post Office that approximately six 

percent of calls received by HSD do not relate to technical issues and are transferred to NBSC, 

whereas approximately two percent of calls received by NBSC relate to technical issues and are 

redirected to HSD. We return to this issue and comment on possible reasons for this lack of 
understanding by Subpostmasters in Part Two of this report. 

Field Support 

4.13. Post Office has a dedicated Field Support Team responsible for Induction and on-going 
transactional training for all Subpostmasters. Although the structure of the team has changed 
over the years, it currently consists of 227 Field Support Advisors (FSAs) who, together with 18 
Field Team Leaders (FTLs), provide training and support to branches. in addition, they deal with 
Subpostmaster queries and carry out Audits - see below for further information and comment 
on Audits. 

4.14. The Post Office network of branches and Subpostmasters is currently managed as three 

distinct groups, The first two of these groups, "The Top 2000" and "The Next 2000", are 
individually managed with an apparent focus on sales potential and performance, rather than 
providing operational support, although non-sales issues are addressed as required. 

4.15. The third group are classed as "Branch Support". They are not pro-actively visited and do 

not have a Post Office employed manager assigned to them, resulting in their first point of 

contact and support being the NBSC. There area number of escalation points depending on 
the nature of the issue and, ultimately, if the Subpostmaster experiences a problem that cannot 
be resolved over the telephone, a visit by a Field Support Advisor can be arranged. 
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4.16. As noted above, the Field Support Team is responsible for matters such as: 

• Delivering classroom training to all new Subpostmasters and those who are going 
through the NT Programme. 

• Training on site following a branch transfer. 
• Requests from branches for additional or remedial training by FSAs. NB The 

Subpostmaster will normally receive the training and Is then responsible for training his 
or her own staff. 

• Undertaking Compliance and Financial Audits, which can also include providing further 
training to Subpostmasters on matters identified by such Audits, More than 3,000 
Compliance and Financial Audits were undertaken In 2013 in addition to 2,873 Cash 
Count and Stock Check Audits. 

4,17. In addition to the Field Support Team, there are others within Post Office who provide 
training and support, either on a face to face basis or remotely by telephone. These include 
Mail Development Managers (for branches which receive a high volume of mail) and the Branch 
Standards Team, 

4.18. The Branch Standards Team was established in 2009 as a telephone-based intervention 
team. The team regularly contacts branches regarding a wide range of performance issues and 
errors, ensuring that the branch is aware of the correct operational procedures to follow. 

4.19. There are a number of other teams across Post Office who may also come into contact with 
Subpostmasters (such as product specific teams, for example the National Lotteryteam) and 
who may, in some cases, recommend additional training. The Subpostmaster can also request 
further visits and training from the Field Support Team. 

Training 

4.20. Post Office will typically provide new Subpostmasters with training both prior to and after 

taking up their position in branch. Training can cover matters such as how to transact products 
and services; reconcile the day's transactions; "remming" In and out cash and stock (see below); 
and despatching cheques to processing centres. 

4.21. Subpostmasters are also advised on how to balance the branch on a weekly basis, roll over 

into the next weekly balancing period and how to balance at the end of the monthly "trading 
period". As part of this training, Subpostmasters are shown how to verify transactions and the 
cash and stock on hand if discrepancies arise; how to accept or to challenge Transaction 
Corrections (see 7.30 onwards); how to make good any losses and gains; and how to raise 
issues about errors/discrepancies. 

4.22. As set out below the nature of this training has evolved over time and a summary of the type 
of training that has been provided by Post Office in the past is set out below. In addition to on-
going training related to operational processes, specific training was provided as part of the 

Page 9 



POL00090358 
POL00090358 

introduction and implementation of the original Horizon system and then the migration to 

Horizon On Line. 

2001 — 2002 

4.23. Classroom training was offered to new Subpostmasters followed by ten or eleven days of 

onsite training and support. This would be followed by one day of follow-up support on how to 

carry out balancing at the end of the trading period, referred to as "balance support". 

2003-2006 

4,24. Between five and ten days of classroom training was offered to new Subpostmasters (the 

training being optional) and five to ten days of onsite training and support was then given 

depending on whether the classroom training was attended. This would be followed by a 
further day of follow-up balance support. 

2001-2011 

4,25. New Subpostmasters received five, eight or ten days of training on foundation, sales and 

other specialised modules. Six days of onsite training and support 
was provided, again 

followed by one day of follow-up balance support. In 2007, after a pilot scheme, follow-up 

telephone calls were introduced at intervals of one month and six months after a branch was 

taken over by a new Subpostmaster, with a one-day site visit taking place three months after 

the branch was taken over. 

4.26. A Subpostmaster may choose not to attend training, or only attend part of a training session 
if, for example, he or she has worked in a branch previously and therefore already knows how 

to operate Horizon and carry out transactions. Once initial training has been provided, it is the 

responsibility of the Subpostmaster to train his or her staff and ensure that updates or new 

procedures are followed and communicated to their staff. Equally, it is for the Subpostmaster 
to ask for further training and/or assistance if it is required. 

4.27. In 2012, as part of the wider steps being taken to "transform" the network, Post Office 
tailored its training to reflect the specific role being undertaken and rolled out further training 
depending on, for example, the experience of the Subpostmaster, the type of contract they 

would be operating and the number of employees they have. 

4.28, The precise training given to a Subpostmaster therefore depends on a number of factors 

such as whether the Subpostmaster is completely new to the role, whether he/she is taking 
over an existing branch with existing staff, the size of the branch, the branch operating model 
(i.e. Main or Local) and the types of products and services to be transacted. 

4.29. Post Office's approach to structuring its relationships with Subpostmasters has evolved over 
time, , 

4.30. Branch classifications, roles and titles have changed with Retail Line Managers and 
Performance Advisors becoming Sales Managers and Area Performance Managers, who by 
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2008/9 were replaced by Commercial or Community Business Development Managers. The 
Business Development Manager role has itself now been replaced by an Area Sales Manager 
function. 

4.31. Also, in 200819, the transactional training teams, previously functionally part of Post Office's 
HR department, were renamed as Network Field Support Advisors and the Financial Audit Team 
was merged with the Network Field Support Advisor team. Asa result, Field Support Advisors 

now conduct both training and Audits in branches. 

Auditing 

4.32. In order to monitor and validate performance, Post Office will often conduct Audits of 
branches. This allows Post Office to assure and verify its assets, which are held In branches and 
to ensure compliance with regulatory and business requirements. The Post Office term "Audit" 

as referred to in this Report is mainly used to describe a cash and stock count carried out solely 

by Post Office, which maybe supplemented by a Compliance Audit. In the event of a material 
shortfall arising during an Audit, it is common practice for any Compliance Audit to be deferred. 

4.33, A Subpostmaster with concerns relating to the results of a Post Office Audit may only use 
the services of an independent auditor in order to verify the results if that auditor is given 

access to the branch's secure area and to Horizon as a registered user. However that person 

would only have access to the same data as that available to the Subpostmaster. Furthermore if 
the Subpostmaster had been suspended they would not then be able to register that person 

and give them access to Horizon or the branch's secure area. 

4.34. Audits will normally take place: 

• When a risk at a branch has been identified (e.g. the branch is continually suffering 

• shortfalls); 

• On the appointment of a new Subpostmaster; 

• On the transfer of the branch to a new Subpostmaster (a further audit will often take 

place between six and nine months after the date of transfer); or 

• Following a robbery or burglary (in support of loss mitigation). 

4.35. As It Is not possible for Post Office to visit and carry out an Audit at every branch each year, 

it also undertakes Audits whereby branches are selected at random to be audited. As well as 

the normal cash and stock verification and evaluation of adherence to Post Office's systems and 

practices this approach also assists with the risk profiling of branches. 

4.36. The precise nature of the Audit will depend on the reason for the audit being undertaken, 

but will normally be restricted to a simple count of cash and stock. As such, it has only limited 

value in investigating and understanding underlying causes of errors and losses. 
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Within this context audits will usually include checks such as: 

• For branches with paystations or lottery terminals, ensuring any overnight Transaction 

Acknowledgements (see below) have been properly accepted; 

• Checking the cash declaration for the previous trading day; 

• Counting and recording the amount of stock and the cheques held In the branch against 

the record maintained on Horizon; and 

• Verifying any foreign currency held in branch. 

4.37. As noted above this may sometimes be supplemented by a Compliance Audit to ensure that 

regulatory and business requirements are being followed. If compliance issues are identified 

this may then be followed up by the Branch Standards Team who will assist the Subpostmaster 

in rectifying the compliance issues. If an issue cannot be rectified by the Branch Standards 
Team, the Team can arrange for a Field Advisor to visit the branch and/or for further training to 

be provided. 

4.38. The results of the Audit should normally be discussed with the Subpostmaster. in the event 

of a shortage being identified, an audit may result In the Subpostmaster being asked to "make 

good" the loss (i.e. to reimburse the loss to Post Office from the 5ubpostmaster's own funds). 
It may also result in a Subpostmaster receiving what is termed a "precautionary suspension", of 

both contract and remuneration. Further details of the treatment of shortages in other 

circumstances and how they arise and can be addressed are set out In section 9 of this report. 

5. Horizon and associated equipment 

5.1. As an understanding of the operation of the Horizon system is fundamental to an appreciation 

of many of the Issues raised in the Complaint Review and Mediation scheme this section 

provides a broad description of how Horizon (both the original version as well as the amended 

version, known as "Horizon Online" or "HOL") is structured and operates, as well as giving 
information relating to other equipment used in Post Office branches, including Automated 

Teller Machines (ATMs). - - 

5.2. Horizon is the electronic point of sale IT system used across all 11,500 Post Office branches to 

undertake transactions (from selling stamps to cash withdrawals and currency exchanges). 
Horizon supports approximately 30,000 terminals in branches , with 68,000 users having access 
to the system. In 1995, Post Office commissioned the development of the original system from 

the company now known as Fujitsu Services Limited and we are advised by Post Office that the 
system has been accredited in accordance with the Payment Card Industry Data Security 
Standard. 

5.3. The whole, bespoke, system comprises the following elements: 

• Computer hardware and communication equipment which is installed in each branch 
including touch screens, counter terminals and printers; 

• Central Data Centres where transaction data from every branch is stored; 
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• Control and monitoring systems; and 

• Testing and training. 

5.4. The following brief description reflects the way in which the current version of Horizon, known 
as "Horizon On line" or "HOL" operates. This was rolled out by Post Office in 2010 as part of its 
Horizon Next Generation (often referred to as "HNG-X") Programme to provide a simplified 
network based on the centralised processing of data. The main changes, compared to the 
earlier Horizon system, principally affected the way in which each terminal communicates 
transaction data to the central Post Office Data Centres and did not significantly impact on the 
actual use of the system in each branch. 

5.5. Prior to the introduction of Horizon On Line, the data relating to each customer transaction was 
processed and stored by a designated master terminal in each branch before being transmitted, 
in batches, to a central Post Office Data Centre. In the event of power or equipment failure at 
a branch this could mean that transactions could be lost and would be subject to a recovery 

procedure. Under Horizon On Line, each branch terminal now communicates directly with a 

Post Office Data Centre on a transaction by transaction basis, which should reduce the potential 

for transactions to be lost. This is explained more fully in the following section on 
"Connectivity". 

5.6. In order to function, Horizon must be "online" and each terminal connected to a Post Office 
Data Centre via a secure communication line with a back-up system, provided by Post Office, 
normally comprising a mobile phone connection. The Subpostmaster is responsible for the 

provision of and payment for the communication line itself. 

5.7. Transactions in Horizon can only be physically entered by someone with a user ID and an 

associated password. Formal approval of a new user can only be carried out by Post Office but 

new users can be added to the system and allocated a User ID by a Subpostmaster or other 

person once that person has been set up with "manager access" by a Field Support Advisor. 

Once a User ID has been allocated then the required associated password can be set either by 

Post Office or by the Subpostmaster before being subsequently managed and changed by the 
approved user. 

5.8. Individual transactions are conducted through a series of "conversations", each of which has a 

unique sequential serial number. Horizon records all data centrally in the Branch Database in 

the Post Office Data Centre and a copy of all transactions is also made to a separate audit server 

at Fujitsu where they are stored independently. Post Office has advised that a limited number 

of security personnel at Fujitsu have read-only access to this audit server. 

Post Office has additionally confirmed that it is their understanding that it is not, and never has 

been, possible for anyone to access Branch Data and amend live transactional or stock data 
without the knowledge of the Subpostmaster or their staff. 

5.9. Financial data is stored by Fujitsu for a period of seven years, in line with Post Office data 

retention policies, after which it is destroyed. This time limit as well as the available financial 
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budget to process requests for information has, in some instances, posed serious barriers to 

subsequent investigations. 

5.10. In order to ensure the integrity of the data held in and processed by Horizon the system 

operates a number of integrity checks. Examples of such checks include the following: 

• Data passing from Horizon to third parties or to Post Office's "back office" are driven 

from one source to ensure that every recipient receives the same data. 

• Financial transactions such as banking withdrawals and card payments are automatically 

matched against the view of the transaction held by the customer's bank (i.e, if £100 

has been withdrawn at a branch, this will be recorded in Horizon and will be 
subsequently matched against the bank's record that f100 has been withdrawn). If 

discrepancies arise they will be addressed following Post Office's procedures as 

described below. 

Connectivity - 

5.11. Each Horizon terminal requires a direct connection, provided and paid for by the 
Subpostmaster, to a Post Office Data Centre in order to process transactions and this Post 

Office Data Centre in turn communicates with third parties (such as banks, the Royal Mail, DVLA 

and local authorities) In order to complete transactions. 

5.12. The communications equipment in each branch needs to be connected to both a power 
supply and a communication channel in order to operate and process transactions. 

Connectivity issues can arise and may cause operating difficulties and errors. For example, 
when there is an interruption in the power supply or a breakdown in the communications line. 

5.13. All Horizon transactions are conducted over a secure virtual private network between the 
terminal in the branch and the systems within Post Office Data Centres, which allows private 

data to be shared securely across the internet. 

5.14. When serving a customer, transactions for some products can be completed within Horizon 

and immediately send information directly to Data Centres during the transaction, whereas 
some do not Interact with the Data Centres until the customer transaction has been completed. 

5.15. If there is an interruption to the power supply, there is a possibility that transactions may 
not have been fully and properly captured at the Data Centre. 
Horizon will normally check to determine whether there are any incomplete transactions 
following an interruption and If possible will try to remedy the lack of data. 

5.16. The user will be prompted, once the system is reconnected and the user is logged back on, 

with a message containing instructions on how to recover the interrupted transaction. This 
message should confirm whether the customer's transaction was completed and whether any 
payment needs to be received or made. 
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5.17. The steps which need to be taken (as directed by Horizon) will depend on the type of 
transaction being processed during the power or equipment failure (see 5.14). 

5.18. Similarly, If there is an interruption to the communication channel and/or a failure to 
automatically connect to the mobile phone backup device provided by Post Office during a 
customer transaction, Horizon is designed to prompt the user with on-screen messages 
explaining what to do and whether to cancel or retry the transaction. 

5.19. If the Horizon messages are not clear or are not clearly displayed for sufficient time, and the 
user does not follow the recovery instructions correctly, this can result in a failure to process all 
or part of the customer's transaction and later result In a balancing error, 

5.20. We have been advised that Fujitsu (see above) has a process by which it proactively 

monitors the primary and back-up connectivity between branches and Data Centres and, If 

alerted to a connectivity issue, will normally investigate and try to resolve the Issue as soon as it 
is detected. 

5.21. There is also a risk of hardware failure, but this should also be visible to Fujitsu and 
depending upon the nature of the fault may in some cases require branch equipment 
replacement (see Branch Error Analysis section below), referred to as "swap outs". 

Associated equipment 

5.22. Within a Post Office branch there may be various pieces of equipment used to conduct 

specific transactions. A description of the main items and the main operational requirements is 

set out below. 

Automated Teller Machines (ATMs) 

5.23. In 2005, Post Office awarded a contract to Bank of Ireland to provide ATMs in its branches. 
Bank of Ireland is a member of LINK (the UK network of ATM providers). It provides and installs 
the ATMs in Post Office branches, delivers training and offers technical and maintenance 

support. It is also responsible for the settlement process (between Post Office and each 
customer's bank account) and handles customer queries about ATM transactions. 

5.24. In support of the operation of ATMs installed in branches, Post Office provides cash (notes 
which the ATM dispenses), while cash-loading, basic first line maintenance and associated 
accounting are handled within each branch. 

5.25. On installation of an ATM, operational training is provided by Wincor, a sub-contractor to 

Bank of Ireland. When responsibility for a Post Office branch, which already has an ATM, 

transfers to a new Subpostmaster, ATM training is provided by Post Office as part of its 
standard training package. 

5.26. Each branch is also provided with a Bank of Ireland ATM Operator Manual on how to use the 

ATM, which includes descriptions of how to load cash into the ATM, how to obtain the ATM 
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cash dispensed "totals receipts" and how to use the ATM's Cash Management menu. Each 

branch is also provided with "Accounting Instructions for Bank of Ireland ATMs" which explains 
how activity on an ATM should subsequently be recorded in Horizon by the Subpostmaster. 

5.27. Each day, the Subpostmaster must print from the ATM a "totals receipt" that provides the 
number and value of withdrawal transactions and retracted cash transactions (where a 
customer forgets to take their cash and it retracts back Into the ATM). The data from this 
receipt must be manually input into Horizon by the Subpostmaster or branch staff. In the rare 
circumstance of a retracted transaction, the retracted cash must be physically removed from 

the ATM by the Subpostmaster, counted, and the amount also recorded in Horizon so that the 

customer's account can be re-credited. 

5.28. Once a week, the Subpostmaster should remove and count all the cash in the ATM and 
manually record this figure in Horizon (in addition to recording the totals shown on the ATM 
receipt as described in 5.27). 

5.29. Part Two of this report comments in more detail on some afthe operational aspects relating 

to ATMs. 

PayStation 

5.30. A PayStation is a standalone payment device that allows branch staff, on behalf of 
customers, to carry out certain bill payments, E-Top ups, as well as make electricity key and 

Quantum gas card top ups. 

5.31. PayStation is predominantly used as a cash-only payment device although it does have the 
facility to accept debit card payments. The PayStation equipment in each branch consists of 
the main terminal along with a magnetic card reader and a barcode scanner, all of which are _ 
provided by a separate company, Ignenico. 

5.32. PayStation works as a simple operational interface and is activated by either a barcode scan 
or card swipe. The PayStation machine can also be operated manually. Once a transaction 
completes, receipts are printed for both the customer and the branch. 

5.33. PayStation transactions usually require third party authorisation. For example, a mobile 
telephone top up request will go from the terminal to the mobile network provider, who will 

then confirm that the mobile telephone network is correct, that the customer's handset is a 
prepayment device and will then issue a unique code allowing the branch to credit the 
customer. 

5.34. The Subpostmaster obtains from the PayStation terminal a daily record showing that day's 
transaction totals. Overnight, the PayStation terminal reports the day's transactions to the 

Post Office Data Centre which in turn sends a Transaction Acknowledgement (see 7.41 to 7.48) 
to the branch. When logging on the next day, the Subpostmaster checks the Transaction 
Acknowledgement against receipts and may then confirm the Transaction Acknowledgement, 
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after which the branch's cash position on Horizon Is adjusted accordingly to reflect the value of 

the previous day's transactions. 

Lottery 

5.35. National Lottery products are provided and serviced by Camelot UK Lotteries Ltd. These 

transactions are processed through a separate on-line terminal in each branch. This stand 

alone Lottery or Camelot terminal is not directly connected to Horizon. The Lottery terminal 

can be located behind the Post Office counter but in most instances, it is located on the retail 

side of the branch. 

5.36. National Lottery products are currently available in approximately 6,000 Post Office 

branches with two thirds of annual revenue coming from sales of Lottery tickets and one third 

from scratch cards. 

5.37. The Lottery terminal is used for the sale of Lottery tickets and to activate scratch cards 

before they are sold whereas the paying out of Lottery prizes and the recording of scratch card 

sales is conducted on Horizon, 

5.38. At the end of each trading day a daily summary of Lottery transactions for that day is printed 

from the Lottery terminal by the Subpostmaster and retained in the branch (so that it can, if 

necessary, be reconciled later against any Transaction Acknowledgements or discrepancies —
see below). Overnight, Camelot will send a data file containing details of all Lottery 

transactions undertaken by the Lottery terminal to Post Office. This is used as follows: 

Sales 

5.39. The value of all online sales is sent to each branch overnight as a Transaction 

Acknowledgement. Horizon assumes that all Lottery ticket sales are conducted for cash (as this 

is the only method of payment permitted by Post Office for Lottery sales) and the Transaction 

Acknowledgement therefore increases the amount of cash recorded In the branch accounts in 

Horizon by the value of the sales conducted the previous day. 

5.40. If the Lottery terminal is kept on the retail side of the business, and payment for Lottery 

products is processed through the retail till point, the Subpostmaster must physically transfer a 

corresponding amount of cash from the retail business to the Post Office branch's cash 

holdings. 

5.41. If the Lottery terminal is operated as part of the Post Office counter, then the cash payments 

will already have been automatically recorded in Horizon. 

Scratch card stock 

5.42. Packs of scratch cards are sent to branches by Camelot. Before selling the scratch cards the 

branch must record the receipt of the scratch cards so that they can be tracked within the 

branch's stock holdings. This is done by 'activating each pack of scratch cards on the Lottery 

terminal, which allocates a unique identification number to each scratch card and scratch card 
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pack. If a pack is not activated then Camelot may subsequently decline to pay out any prize on 
any winning scratch card within that pack. 

5.43. The overnight data file contains details of the number of scratch cards activated at each 
branch. A Transaction Acknowledgment is then sent to each branch, which Increases the 
amount of scratch cards recorded on Horizon as being in the branch's stockholdings. 

5.44. Before February 2012, this process was manual. The Subpostmaster was required to 
activate scratch cards on the Lottery terminal and then manually record the new scratch cards 
on Horizon as an increase in branch stock. 

Prizes 

5.45. Where a customer claims a prize on a winning Lottery product, the ticket or scratch card 
must be scanned on the Lottery terminal tova€idate the prize. If the prize is less than £500, the 
value is paid out in cash by the retail side of the business. If the value is over f500then the 
prize must be paid by a cheque generated by the Horizon terminal. 

5.46. Where a Subpostmaster pays out prizes in cash from the retail side of the business, they will 
be recorded on the daily receipt generated by the Lottery terminal. The Subpostmaster then 
uses this information to manually enter the prize payouts in Horizon each day. By recording 
prize payouts, the cash position in Horizon is reduced and the surplus cash should be physically 
removed from the Post Office cash holding and transferred to the cash holding belonging to the 
retail side of the business. 

5.47. Post Office reconciles the prize payouts recorded on Horizon (both cash and cheque) against - -
the overnight data file from Camelot. Any discrepancies are corrected by way of a Transaction 
Correction (see 7.30 onwards). 

5.48. Scratch cards can be sold directlythrough the Horizon terminal or are permitted to be sold 
from the retail side of the business and later recorded in Horizon. Sales conducted directly 
through Horizon will automatically make the necessary adjustments to the branch's recorded 
cash and stock holdings to reflect each sale. 

5.49. If a Subpostmaster chooses to sell scratch cards from the retail business, a record of scratch 
card sales has to be maintained so that at the end of each day the volume and value of scratch 
card sales for that day can be manually input into Horizon. 
Horizon will assume that all the sales have been for cash and hence the Subpostmaster must 
also physically transfer the corresponding amount of cash from the retail business into the Post 
Office cash holdings. 

6. Horizon Double Entry Accounting 

6.1. As well as processing transactions, Horizon is also an electronic accounting system which tracks 
every transaction input to the system in a branch and ensures that relevant and correct double 
entry bookkeeping is applied. Those transactions include both those recording sales and 
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services to customers as well as deliveries of cash and stock in and out of the branch. Horizon 

enables staff in a branch to run reports referred to as "Balance Snapshots" as and when 

required, so that they can look up the recorded amount of cash and stock that is meant to be 
on hand. 

6.2. The system's core principle is that of double-entry recording (i.e. entries generally have a 
corresponding and opposite entry so as to "balance" the account). For example, if a product Is 

sold for cash this should in most cases result in a reduction in a branch's stock levels of that 
particular product line and a corresponding increase in the amount of cash recorded as being 
held at the branch. 

6.3. A typical example of double entry would be the processing of a "personal banking" cash 

withdrawal bya customer. Horizon would record a credit (a reduction) in physical cash 

holdings in the branch due to money being paid to the customer. It should also record a debit 
in the payments section of the Balance Snapshot to reflect the debt now due to Post Office 
from the customer's bank. 

6.4. The effect of this double entry system is that an input in one part of the branch's accounts will 

cause corresponding changes in other parts of the accounts. 

Example: 

A reduction in stock (e.g. postage stamps) held in a branch, following a sale, will 

automatically increase the amount of cash by the same value, as Horizon will assume that 

the stock has been sold. 

So if for example, stamps to the value of £10 were sold then this would be recorded in 

Horizon with the value of the stock of stamps reducing by £10 and the amount of cash 

recorded in Horizon automatically increasing by £10. 

it will sometimes be necessary to manually adjust stock levels in Horizon (either up or down) 

to reflect the reality of the amounts physically on hand in the branch. If however such o 

reduction in, for example, the stock of stomps was incorrect by £10, then when the amount 

of physical cash actually held in the branch is compared to the amount of cash recorded in 

Horizon, (assuming that all other transactions ore perfectly correct) the branch will be f10 

short. 

In this way, the error in accounting for stamps has migrated across the accounts to manifest 

itself as a cash shortfall. 

However, the branch should also now be actually holding f10 more in stamps than the 

amount shown in Horizon. This creates a "surplus" of stamps physically in the branch. 

In this scenario, there is therefore no net overall loss. If identified by the Sub postmaster then 

the error can be corrected by manually increasing the value of stamps recorded in Horizon by 

£10, which will then automatically decrease the amount of cash recorded in Horizon by £10 

(as Horizon will assume that as there are now more stamps in the branch, those extra stamps 
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must not have been sold). This should bring in line (or "bob rice") the branch's accounts 

recorded in Horizon with the actual cash and stock holdings in the branch. 

7. Branch Operating and Reporting Procedures 

7.1. In simple terms, most individual customer transactions are processed as follows:

• A customer approaches the branch counter and requests certain transactions; 
• The Subpostmaster selects the appropriate product or service on the Horizon terminal and, 

if necessary, inputs the value of the transaction (e.g. cash withdrawal from a bank account of 

£100); 

• This process is repeated for each individual transaction requested by the customer (e.g. at 
the same time as the cash withdrawal, the customer purchases £10 of stamps); 

• Horizon groups the individual transactions together in a "basket" of transactions and 

displays the net amount to be paid to the customer or which needs to be taken from the 
customer (e.g, in the above situation, the net cash due to the customer is £90); 

• If payment is to be taken from the customer, the Subpostmaster will select the payment 
method (e.g. cash, cheque, debit card, etc.). This is referred to as the Method of Payment 

("MOP"); 
• The Subpostmaster takes the payment from the customer or pays out cash to the customer 

as required. This final payment out or in (whether by cash, cheque or other method) 

records a final line in the transaction record that offsets the net value of the transactions 

and brings the basket total to zero. (e.g. If a customer buys £10 of stamps for cash the 
stamps would show as a negative £10 and the cash received would show as a positive £10, 
thereby bringing the basket total to zero); 

• The Subpostmaster completes the transaction in Horizon, which closes that basket from that 
branch terminal and updates the branch's cash and stock records in Horizon (e.g. in the 

scenario above involving a stamp purchase and cash withdrawal, the branch's cash will have 
decreased by £90 and stamps also decreased by £10). 

7.2. Whilst it might appear from the above scenario that any errors should be easy to identify, the 
source of errors during a process may not always be easy to determine. The potential impact 
and consequence of multiple transactions and associated Issues is dealt with more extensively 
in Part Two of this report. 

7.3. For cash or cheque only transactions carried out in a branch, Horizon delivers and records the 
entire sale or service to a customer, at the point of sale. For example, a bar-coded utility bill 
payment, paid in cash, is completed wholly In Horizon, with no related paperwork to process 
and no use of other terminals that are not connected to the Horizon system. 

7.4. Some transactions, where the method of payment is a credit or debit card, require in addition 
to Horizon, use of the LINK banking system accessed through a PiNpad terminal. 

7.5. Other transactions also require the use of other equipment. Examples include Lottery ticket 
sales and Scratch card Packs (see 5.35 onwards), which must be transacted on the separate 
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Lottery terminal. Horizon is then updated the next day by Transaction Acknowledgement as 
explained below. 

7.6. There may also be various other steps (e.g. completing and sending various receipts and 
paperwork) that the Subpostmaster needs to take to complete the transaction, which are 
specific to the product in question, such as Motor Vehicle Licences. 

Stock units 

7.7. There is a capability within Horizon to create "stock units". These are in effect separate ring-
fenced sets of sub-accounts within the branch's general account In Horizon. Although there are 
no mandatory business requirements for how many stock units a branch has to have, or how 
they are physically deployed, the creation of a stock unit by a Subpostmaster will cause Horizon 
to create a separate sub-set of accounts connected to that stock unit. 

7.8. If cash and stock are transferred from the main branch stock to a stock unit, this cash and stock 
is then recorded in a separate set of accounts for that stock unit (and correspondingly removed 
from the general branch accounts). 

7.9. When a member of branch staff is preparing to serve a customer, they will log onto Horizon 
with their User ID and password and link themselves to a specific stock unit, 

7.10. Any transactions conducted will then be recorded against that stock unit, with the 
corresponding changes to cash and stock levels being recorded against that stock unit's 
accounts. 

7.11. One of the reasons for using multiple stock units is so that the branch can operate 
"individual" stock units, with each member of staff being allocated their own dedicated stock 
unit. The person allocated a stock unit normally has a separate drawer in which to store cash 
and stock associated with that stock unit so that it is physically separated from the cash and 
stock In other stock units or In the general branch holdings. When branches have balancing 
problems, it is normally recommended to adopt this approach so that mis-balances and 
mistakes can be linked to specific individuals. 

7.12. Some branches operate "shared" stock units. In effect, this means that all the branch staff 

serve customers from one pool of cash and stock with all transactions then being recorded 
against one set of accounts. While seemingly simpler to operate, this does mean that 
discrepancies cannot be linked to individual User IDs. 

7.13. Stock units can or must also be set up for individual product categories (e.g. Lottery, ATMs, 
etc.). This can help the Subpostmaster record all transactions for a particular product within a 
separate set of accounts so that any discrepancies can be more easily identified. 
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Reconciliation with third parties 

7.14. A number of the products and services available at Post Office branches are provided by 

third parties (see Appendix 2). N.B. These third parties are often referred to by Post Office as 

"clients". 

7.7.5. When such a product is transacted, details of this transaction are communicated from 
Horizon to the third party, sometimes immediately or sometimes at a later stage, by the central 
Post Office finance systems. Post Office is then liable to pay the third party the transaction 

value (or vice versa). An example of communication from Horizon to a third party with respect 

to a single transaction would be as follows: 

Example: 

At Post Office branches, a customer can deposit cash in or withdraw cash from his/her bank 

account with a number a major banks (i.e. Lloyds, Santander, HSBCetc.). 

if a customer wishes to withdraw £100 of cash from on account Horizon connects to the 
customer's banking system to confirm that the cash is available for withdrawal. 

Once authorised, Horizon will advise the Subpostmaster to proceed with the transaction and 

to give £100 In cash to the customer (assuming that there ore no other transactions in the 

basket). The amount of cash recorded in the branch's accounts in Horizon would then be 

automatically reduced by£100 to reflect the withdrawal. In this way, the branch's accounts 

ore kept in balance with the amount of cash actually on hand. 

Likewise, the customer's account at the customer's bank should be reduced by £100 to reflect 
the cash withdrawal from the Post Office branch. 

Post Office then obtains its money back from the relevant partner bank by way of the 
settlement activities administered by the Post Office Finance Service Centre (FSC). 

This process would happen in reverse for a £100 deposit into a bank account, with the result 
that the cash position in Horizon at the transacting branch will be increased by £100, the 
branch holding £100 more cash on hand and Post Office making a later payment to the 
customer's bank of £100. 

Remittances 

7.16. Branches send or receive cash and stock to and from Post Office Cash Depots. This 

movement of cash and stock is called a "Remittance" (and is often referred to as "Remming in" 
or "Remming out"). 

7.17. Branches may also take cheques as a method of payment from customers for some 
transactions. These cheques are treated as a "stock item" in Horizon and require "Remming 
out" (i.e. sending) to the cheque processing centre. 
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7.18. Post Office monitors the cash levels of each branch and classifies them as either "cash 

surplus" or "cash deficit" in terms of cash management. 

7.19. Those branches that are classed as "cash surplus" normally have more customers who make 

deposits (i.e. by making cash deposits to bank accounts or by buying products with cash) than 

customers who require cash withdrawals. 

7.20. The "cash surplus" branches do not require cash remittances to be sent to the branch from 

Post Office, as they will have a net inflow of cash from customers. These branches are however 

required to return surplus cash to their nominated Post Office Cash Depots via a Cash Vehicle in 

Transit (a secure means of transporting cash) in order to prevent the branch holding too much 
cash on site. Post Office Cash Depots are placed in geographical locations around the UK and 

each branch will be "tagged" to a particular depot. 

7.21. Conversely "Cash deficit" branches are those where the money deposited by customers to 

the branch does not usually cover the amount that the branch has to pay out. These branches 

rely on Post Office Cash Depots to send cash to the branch in order to ensure that there is 

sufficient cash in the branch to meet its needs. 

7.22. Post Office's Retail Cash Management team are responsible for monitoring the cash levels 

within the branch network to ensure that branches have enough cash to serve customers and 

to support effective working capital management for the network. 

7.23. The decision on how much cash a branch needs to "Rem" in or out is determined by Post 

Office's Flexible PlanningSystem, a software tool used by the Retail Cash Management Team. 
In essence, it compares the cash declaration figures that are entered into Horizon by 

Subpostmasters against the sales (receipts and payments) information. it also takes account of 

the average transactions occurring over the previous six weeks trading history to identify how 

much cash the branch should return or send back on their next scheduled cash delivery. This 

information is communicated to Subpostmasters via Horizon using a Flexible Planning Advice. 

The Subpostmaster has the option to amend the amount of cash that is planned to be returned 

by or sent to the branch by contacting the Retail Cash Management Team, 

7,24. Where cash is to be "Remmed out" to a Post Office Cash Depot, the branch is responsible for 

placing the correct amount of cash into a remittance pouch, entering the amount that is being 

"Remmed out" into Horizon and then either handing the remittance pouch to the Cash in 

Transit Driver, or sending it back to Post Office via Royal Mail Special Delivery. When the 

"Rem" is processed the amount of cash recorded in the branch accounts in Horizon will 

decrease to reflect this. 

7.25. Where cash is "Remmed in" to a branch, the cash remittance is sent by Post Office to the 

branch either via a Cash in Transit Driver or via Royal Mail Special Delivery. The branch is 

responsible for checking that the remittance pouch contains the amount of cash as stated on 

the remittance and then logging the receipt of cash into Horizon. This will increase the amount 

of cash recorded in the branch accounts in Horizon. 
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7.26, Royal Mail Special Delivery is only used, on a risk-assessed basis, for lower value remittances 

and, for example, where logistics constraints prohibit the use of the large, heavy armoured cash 

delivery vans. 

7.27. Cheques have to be "Renimed out" daily by branches. This is to enable overnight 

processing and next day "clearing" of the cheques by the relevant bank. The only exception Is 

cheques received on Friday and Saturday, which are sent together on the following Monday, as 
Saturday is not a "banking day". 

7.28. There are dedicated Horizon processes, batch control vouchers and special envelopes which 

branches should use as part of standard end of day procedures. These utilise normal mail 

collections provided by Royal Mail employees. 

7.29. Post Office contracts with a banking industry cheque processing organisation which 

validates, on behalf of Post Office, cheques received; highlights any anomalies to the Post Office 

FSC; submits the paper cheques to the drawee bank if required and provides data to the FSC 

about cheques both successfully processed and those that have "bounced" (unpaid cheques). 

Transaction Corrections 

7.30. The FSC (often referred to as "Chesterfield" by Subpostmasters because of Its geographical 
location) is the Post Office's "behind the scenes" accounts processing centre. It provides daily 

services to third parties, branches, Multiples and customers. 

7.31. The FSC is the originator of Transaction Corrections (TCs). These are sent overnight by the 

FSC to branches when errors are found which have either not been identified by the branch or 

have not been resolved locally. Even if the branch's accounts are in balance (i.e. there is no . . 
discrepancy between cash and stock on hand and the cash and stock levels in Horizon), it may 

be that the branch has processed transactions erroneously or in a way that causes a Post Office 

third party to refuse to reconcile the transaction with Post Office, thereby causing a 

discrepancy. 

7.32. TCs can be issued to rectify accounting errors arising from a wide range of issues including 
errors or omissions in data entry such as mis-keying or not entering the transaction date. 
Subpostmasters are provided with a list of the different types of TC and reasons for their 

issuance. 

7.3.3. Accepting a TC may result in a surplus or a shortage at the branch, or the correction of a 

previous surplus or shortage. Any residual surplus or shortage should be withdrawn or made 

good, as described in more detail in section 9. 

7.34. Branches are required to accept all TCs notified to them, before completing their monthly ' 
Branch Trading Statement (see 8.8 to 8.10). This is a contractual requirement. The branch 
does not have to accept the TC immediately on receipt and can instead print the Transaction 
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Correction narrative and if possible take the necessary action within the days remaining until 

that trading period ends. 

7.35. As explained below, 5ubpostmasters may also dispute the TC if they fail to understand the 

error made or consider that the TC does not properly apply to them. Hardcopy evidence of 

how the error has occurred is provided together with contact details to allow further 

information to be obtained. 

7.36. TCs are often followed by enquiries to the branch, particularly if a large number of TCs are 

being sent to that branch. 

7.37. In 2012/13, the most common reason for TCs being Issued to branches was due to errors in 

"cash remittances from branch". 

Example: 

A branch records remitting out £10,000 in cash and sends the cash pouch to the cash centre. 

However, upon opening the cash pouch at the cash centre the pouch contains £10,010. 

This creates a surplus at the cash centre and (assuming the branch otherwise balances) the 

branch will show a £10 shortfall during the next cash declaration. 

The FSC will then raise a credit TC to the branch to correct this shortfall. When the branch 

formally accepts the TC, it will have the effect of reducing the reported Horizon cash balance 

by £10 in line with the reality of the cash an hand. The double entry to this is to increase the 

values recorded as "gemmed" out. The branch should then balance in respect of this specific 

incident. 

7.38. The generation of a TC may be due to a discrepancy between Horizon and a third party's 

records and hence the time taken to identify errors and subsequently generate that TC can 

sometimes be outside of Post Office's direct control. 

Example: 

A customer deposits £100 into his/her bank account but, through a keying error, the branch 

only records a deposit of £10 in Horizon. 

In this scenario, the records in Horizon and at the customer's bank will match as both will 

show a £10 deposit. The branch will have a £90 cash surplus, because the branch will hove 

taken £100 from the customer, but only recorded the receipt of £10 in Horizon. The 

customer may then raise a complaint with Post Office directly or with his/her bank who will 

then contact Post Office. 

Equally should the branch mistakenly record a deposit of £1,000 rather than £100 this would 

generate a shortfall of £900, which the Subpostmoster would have to pay to Post Office 

unless the customer detects the error and returns to notify the branch. 
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7.39. Processing a TC often results in an adjustment to the cash or stock position at the branch 

within the branch's accounts as TCs can debit or credit the branch's cash figure in Horizon. It is, 
however, important to note that this often (as the name implies) corrects the recording of a 

transaction such that the reported balance in Horizon will align with the physical cash handled 

in the transaction. 

Example 1: 

if a branch processes a bill payment of £100 as £10 in Horizon, the branch would show a cash 
surplus of £90. If the customer subsequently receives a bill reminder that full payment has 

not been received they will normally contact Post Office to resolve the issue. When the error 

has been identified, a debit TC is issued to the branch in the next trading period, because Post 
Office will need to pay on additlonol £90 to the customer's service provider. When the 
branch processes the debit TC this will increase the branch's cash position in Horizon, thereby 
creating a £90 shortfall against the cash on hand. This shortfall however sets off against the 

corresponding surplus that would have been made in the previous trading period. 

Example 2: 

A customer presents o Transcash deposit slip to make a bill payment but during the 

transaction it is established that on appropriate method of payment is not possible (i.e. the 

customer's debit card is declined) so the transaction is not recorded in Horizon and no cash 

changes 

hands, 

if the branch incorrectly retains the deposit slip and does not follow the correct end of day 

procedure this could result in the Subpostmaster sending the slip to Santander (who 

administer Transcash bill payments taken through Post Office branches) who would then 

process the bill payment (i.e. money is paid from Post Office's account to the customer's 
service provider's account). 

When Post Office later reconciles the bill payment against the Horizon records, there will be 

no matching payment record in Horizon and a TC will be sent to the branch. lithe branch 

accepts the TC, this will alter the branch's cash position and the relevant cash should then be 
put in the till at that point. lithe money is not put in the till, then there will bean equivalent 
shortage at the end of the trading period. 

7.40. TCs can be disputed with the FSC. If the TC dispute is upheld then a compensating TC will 

be issued to the branch. if it is not upheld a written appeal can be made to the relationship 

manager in FSC who will review the case and make a final decision. Any payment required 
from the Subpostmaster as a result of the disputed TC will be suspended until the review is 

completed. 

Transaction Acknowledgements 

7.41. Some Post Office transactions, for example, Camelot/Lottery, PayStation, or Post & Go are 
not transacted through a Horizon terminal but instead use separate equipment (see section S). 
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7.42. However, the cash taken for these transactions by the branch needs to be accounted for in 

Horizon as part of the overall branch cash and stock holdings. A Transaction Acknowledgement 

(TA( is therefore used to ensure that Horizon can be synchronised with the records on the third 

party equipment. 

7.43. Transaction Acknowledgements (TAs) were introduced to automate the process of 

reconciling the data being sent directly from the separate machines and the amount of cash 

that should be processed through Horizon. 

7.44. The transactions for certain Camelot products, PayStation and Post and Go are processed 

overnight and a report of the volume and number of transactions is sent by the third party 

equipment to Post Office. Post Office then sends the TA overnight to the branch confirming all 

transactions that took place on the third party equipment during the previous day. For 
example, National Lottery tickets (not scratch cards) are sold to customers via the National 
Lottery terminal. 

7.45. The data from these sales goes straight to Camelot and the branch takes payment for the 

ticket and puts the cash into a separate drawer on the National Lottery terminal. The following 

day, the branch's Horizon terminal will be sent an electronic TA, which will appear as a message 

for the first person who togs onto Horizon asking for confirmation that it is correct. Once 

accepted the TA will make the required adjustment to the branch's accounts and inform the 

Subpostmaster how much cash should be transferred from the National Lottery till drawer to 

the Horizon terminal drawer. 

7.46. Prior to TAs being launched in 2012, the Subpostmaster would have to obtain the relevant 

print outs from each machine and then input these figures into Horizon and manually reconcile 

any cash owed. The launch of TAs removed this manual process and hence also removed a 

source of error. 

7.47. Even with the TA process, errors can occur if the correct amount of cash from the Lottery 

terminal is not transferred to Post Office, or if the user accidentally pays the cash amount into 

the wrong stock unit. Alternatively, If the Subpostmaster accepts the TA but does not pay in 

the relevant cash then there will be a shortage. 

7.48. The most important operational aspect of the TA process is that a TA has to be formally 

"accepted" in Horizon, normally at the start of daily trading. 

8. Branch Reporting and Management 

8.1. As part of a branch's standard operating procedure, Subpostmasters are required to produce 

and review a number of in-branch reports to ensure that the branch is functioning effectively 

and to allow Post Office to monitor cash and stock levels against its records. These include: 
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Daily Cash Declaration 

8.2. Staff at each branch are required to count and declare the amount of cash on hand at the end 
of each day. The actual cash on hand is recorded in Horizon by the Subpostmaster or his/her 
assistants. If there is a difference then Horizon will show any "discrepancy" between the cash 

on hand and the amount of cash that should be in the branch in order for the branch to 

balance. 

8.3. Post Office provides a set of tools that can assist Subpostmasters with tracing or identifying 
discrepancies. For example, transaction logs can be run which show the transactions that have 
taken place. These logs can be searched using parameters such as product type, user and time 
of the transaction. Event logs also provide information about user activity and a "Balance 
Snapshot" shows what Horizon believes to be the state of the branch's accounts at that point in 
time. The availability and general use of these tools to ascertain what transactions have taken 
place in branch and the amount that has been recorded against each transaction is commented 
on further in Part Two of this report. 

8.4. Before Horizon Online was implemented. Horizon reports were available in branches for 42 
days. These reports are now available in branch for 60 days. 

Weekly Balance 

8.5. Post Office recommends that, every week, a branch undertakes a full cash and stock count. 
The actual amounts of cash and stock on hand can then be compared to the figures recorded in 
Horizon. This should help the branch to identify and correct any discrepancies in a timely 
manner before they become combined with others and hence become more difficult to isolate. 

8.6. In the event that a surplus or shortfall is found on a weekly balance, it can be declared and 
transferred into a suspense (or Discrepancy) account pending resolution by the month end. 
Amounts are typically held in suspense for a few days or weeks to allow the Subpostmaster 
some time to try to resolve the discrepancy. In the event that the discrepancy cannot be 
resolved by month end then, if the amount Is less than £150, the Subpostmaster is expected to 
"resolve locally" i.e. make good from his/her own funds. If the amount is greater than £150 
then it can be settled centrally as explained more fully in the following section. 

8.7. The Daily Cash Declaration and the Weekly Balance are tools that Subpostmasters can use to 
manage their branches. Declaring a loss or surplus through either of these reports does not 
trigger any action by Post Office at that stage. 

Monthly Trading Period Rollover 

8.8. This is similar to the Weekly Balance but is mandatory every month. It requires any 
discrepancies (including those put into suspense during the month) to be resolved. This 
process is also called "rolling over" or the "end of trading period" process. At the end of the 
monthly process, the Subpostmaster is required to produce a Trial Balance, which should be 
retained in the branch and used to compare to the physical cash and stock on hand. After 
making adjustments to make good any losses or reduce any surpluses, the Subpostmaster then 
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has to print off and sign a "Branch Trading Statement". This statement confirms that the cash 
and stock shown in the accounts match the cash and stock actually held in the branch (with any 
discrepancy having been declared — see section 9). 

8.9. Subpostmasters are contractually required to complete a monthly balance as described above. 
If a branch does not roll over into the next trading period when they are scheduled to do so, 

Post Office will instruct the branch to rectify the situation. Failure to roll over at the end of 

each trading period constitutes a Breach of Procedures as set out in the Subpostmaster's 

standard contract. In the event of a Subpostmaster failing to roll over he cannot open a new 

trading period. However, it is possible for the branch to continue to trade, albeit in the current 
trading period. 

8.10. In order to address discrepancies or Transaction Corrections, the Subpostmaster should 

follow the processes set out below. This should allow an issue to be resolved or to be further 

investigated by contacting Post Office's Finance Service Centre (FSC). In the case of a further 
investigation, a disputed Item remains suspended until the Post Office has investigated the 

matter. 

Cut off routines 

8.11. Mandatory daily and weekly "cut off routines" are in place to enable branches to validate 
transactions, which should ensure that the paper records match Horizon. This also assists In 
the identification of errors before month end. Examples include, validating the physical 

cheques held in branch against Horizon to send to clearing or the banking summaries to send to 

Santander. validation of physical records against Horizon's records can also help detect errors 
or omissions but only If the nature of the error is understood. 

9. Resolving surpluses or shortfalls of cash or stock 

9.1 At the end of a monthly trading period the Subpostmaster is required, subject to one exception, 

to certify that the branch has the cash and stock which Horizon states should be present. 

9.2 The one exception relates to a shortage. If the Subpostmaster has less cash or stock than 

Horizon states then, if the shortage is not made good there and then, the two options of settling 

centrally as set out In (9.S) below are available. 

9.3 It follows, that if the Subpostmaster has more cash and stock than Horizon states, then the 

Subpostmaster does not owe that surplus to Post Office. 

9.4 For stock discrepancies, the Subpostmaster should process a sale, a sales reversal or a manual 

adjustment to correct the volume of stock shown in Horizon, to make sure that it balances to the 

volume of stock actually held in the branch. 

9.5 If, following the monthly rollover, there is a shortage of cash (when the cash on hand Is less than 

the amount of cash recorded in Horizon), then Horizon presents the Subpostmaster with three 

options to remedy the deficiency: 
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• Make good - the Subpostmaster can elect to put cash or a cheque into the branch from 
his/her personal funds to makeup the shortage. 

• Settle centrally and pay-the shortage Is transferred to the Subpostmaster's personal 
account with Post Office. The cash figure in Horizon is reduced to bring it in line with 
the actual cash on hand at the branch. At this point, the Subpostmaster owes the cash 
loss to Post Office as a debt. This debt can be repaid by either (a) a direct payment from 
the Subpostmaster to Post Office or (b) by deductions from the Subpostmaster's future 
remuneration although in this latter option the Subpostmaster may not commit more 
than 25% of his/her net pay to such deductions. 

• Settle centrally and dispute the shortage - if the Subpostmaster believes that the 
shortage was not his fault or could be resolved through other means, then the debt will 
be suspended to allow time for the shortage to be investigated and remedied. The 
Subpostmaster can dispute a shortage by contacting the Network Business Service 
Centre, Cash Centre (for remittance disputes) or the Finance Service Centre at Post 
Office to have the debt suspended pending an investigation. The extent to which 
Subpostmasters are aware of and make use of this third option is explored more fully in 
Part Two of this report. 

Part Two of this report will also make reference to situations where certain 
Subpostrnasters claim to have been under pressure to declare a balance of cash and 
stock in branch, which did not reflect reality. 

9.6 If the cash on hand in a branch Is more than the amount that Horizon shows should be present 
then the actual cash needs to be adjusted in order to balance the books. The Subpostmaster will 

reconcile the amount of cash on hand at that moment in the Trial Balance process described in 
8.8 above and then remove sufficient cash to bring the branch back into balance (see comments 
in 7.30 onwards describing the Transaction Correction process). This results in Subpostmasters 
being entitled to withdraw cash to remove surpluses, without the need to report that to Post 
Office, other than through the Trial Balance. 

9.7 It is common practice for Subpostmasters to keep surplus cash in a separate location (such as 
the retail business safe) until their investigation into the gain is completed and/or a Transaction 
Correction is received. In the event that a declared surplus is eventually determined to be a 
genuine one then the Subpostmaster is entitled, under the terms of the standard 
Subpostmaster's contract, to retain it. 

9.8 If however a Post Office investigation does not fully eliminate carelessness, negligence or error -
then the Subpostmaster is liable for the loss and is required to personally settle any amounts 
due. In order for the Subpostmaster to challenge this liability, the burden is on the 
Subpostmaster to determine the source of the error and deficiency. 
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10. Branch Error Analysis 

10.1, This section describes how some errors might occur and what facilities are available to a 
Subpostmaster to identify or correct those errors. 

10.2. There are a variety of reasons why a branch may encounter a discrepancy between the 
amount of cash and stock on hand and the amount of cash and stock recorded in Horizon — this 

situation is commonly referred to as a "balancing discrepancy". 

10.3. There are number of situations in which a balancing discrepancy might occur. It should be 

noted that some of the situations described may cause a gain for a Subpostmaster, or only 

cause a temporary loss and may cause the real reason for the losses to be hidden: 

• If an error causes a surplus of cash in the branch, this may offset other losses caused by 
other errors. In that scenario, the other losses or errors may not be revealed, as overall, 

the branch's accounts may balance, show a surplus, or a smaller loss; 

• If a surplus error occurs in one month but is later discovered and corrected via a TC in a 
subsequent month, and the accounts for that month may show a loss even though all 

transactions in that later period have been processed correctly. 

Example: 

A branch suffers two errors, one creating a £100 gain and another causing a £100 

loss. At the end of the trading period, the branch's accounts will balance as the two 

errors cancel each other out for balancing purposes. 

if in the next trading period the cause of the surplus error (i.e. the gain of £100) is 

discovered, a Transaction Correction (TC) will be sent to the branch which increases 

the amount of cash recorded In the branch accounts. If all the remaining 

transactions throughout the rest of that trading period are conducted correctly the 
branch will still show a loss at the end of the later trading period due to the TC. 

Therefore, whilst the loss of the branch shows in the current trading period, the error 
which caused the loss occurred in the previous trading period. 

10.4. A number of the errors as described below may only be visible to those working in the 
branch. When discrepancies occur, Post Office normally seeks to find possible explanations 

other than those below. if no other source of the discrepancy can be found and system error 

can be eliminated or discounted then, by a process of elimination, the discrepancy will have 

most likely occurred through an error in the branch. 

Mis-key 

10.5. A mis-key is the term used when staff enter the wrong value of a transaction into Horizon 

compared to the actual amount of the transaction. 
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Example: 

A personal banking customer wishes to deposit £1000 into his/her account and the person 

serving the customer mistakenly enters £10,000 but only E1000 cash is taken from the 

customer, This would create a shortage of £9,000 for the branch. 

In order to rectify this mistake, the Banking Team within the FSC has to contact the 

associated client bank which in turn will contact Its customer. The customer will then be 

asked to confirm the amount deposited at the branch. However, the only receipt printed 

from Horizon will have been given to the customer and will show a deposit of £10,000 

and, therefore, the rectification process relies largely on the actions of the customer and 

their bank. 

10.6. Asa result, an easy to make keying error, by branch personnel, could result in a customer 

enjoying a windfall benefit, with the Subpostmaster having to make good this discrepancy. 

Mixing retail and Post Office business 

10.7. Generally, a branch will maintain a physical separation between retail and Post Office cash. 

Mixing these two sets of cash can lead to Post Office cash being lost to the retail business and 

vice versa as it can become difficult to track the amount of cash that should be allocated to the 

Post Office and retail sides. 

Errors in cash handling 

10.8. At the end of a customer transaction, payment normally needs to be made to or received 

from the customer. Even if the transaction is correctly recorded in Horizon, branch staff may 

take or hand out the wrong amount of cash. This error could be as simple as miscounting cash 

before handing it to, or receiving it from, the customer. 

Example: 

A business-banking customer may present documentation to deposit £1000 into his/her 

business banking account. 

If, at the end of the transaction, £1000 in cash is given to the customer instead of taking 

£1000 in cash from the customer there will be a shortage to the branch of £2000, made 

up of the deposit entry of £1000 being correctly input into Horizon (Horizon then expects 

to receive £1000) and the settlement out to cash of a further £1000 which will reduce 

the cash in branch. 

10.9. In many cases the honesty of the finder and the ability to identify the money as coming from 

the branch is required if the money is to be returned to the branch. 

Miscounting cash on hand 

10.10. Cash must be physically counted at the end of each day and when rolling over at the end of a 

trading period. When completing the physical cash count, notes and coins can sometimes be 

miscounted or missed altogether. 
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10.11. If cash is temporarily mislaid one day and found the next, it can lead to related shortages 
and surpluses on different days or in different trading periods. In the midst of many other 
activities, branches may not associate the two and may dispute part or all of the outcomes. 

10.12. Another instance of where this can happen is when a Post Office product is sold on the retail 
side of the business. Most Post Office products must be sold from the Post Office counter in 
the branch premises. A few Post Office products, such as National Lottery scratch cards, are 
permitted to be sold from the retail business. However, it is the Subpostmaster's responsibility 
to make sure that any cash taken from the sale of such products is transferred from the retail 
business to the Post Office side, and properly counted in any cash declaration, 

10.13. Cash remittance pouches that have been prepared for the Cash in Transit collection drivers 
maybe erroneously counted as part of the cash declaration. Horizon does not include this 
amount within the cash holding figure (as it Is deemed to have been remitted out of the branch 
even if the pouch has not yet been physically collected) and, therefore, the branch could be 
declaring a gain or inadvertently hiding a loss. 

Cash remittance errors 

10.14. If there is mistake made between the amount that Is "Remmed" in or out and what is 
received from, or sent to, the Post Office Cash Centre, then this will lead to a branch 
discrepancy. When a pouch is received from a branch, the handling clerk at the Cash Centre 
opens the seal and empties the contents onto their workstation, which is monitored by CCTV. 
This is the same for pouches that are made up in the Cash Centres and sent to branches. 

Example: 

if a branch has bagged up £25,000 to send to the Cosh Centre but enters £20,000 into 
the system then there will, in the short term, be a shortage of £5,000. 

If the cash has left the branch then the mistake cannot be rectified by the branch. The 
cash will be counted at the Cash Centre and a Transaction Correction will be sent to the 
branch to rectify the branch account. 

Stock remittances 

10.15. Branches receive their stock (postage stamps, Motor Vehicle Licences, etc.) from Post Office 
either via Cash in Transit or Royal Mail Special Delivery. The branch is responsible for checking 
at the earliest possible opportunity that the amount of stock received exactly matches the 

advice note delivered with the order and "remming" the stock onto the correct lines in Horizon. 

10.16. As the delivery can often occur during branch opening hours it maybe impractical to carry 
out a full check Immediately as to do so In an effective manner could require the branch to be 
dosed for a period. In these circumstances an immediate cash count would not be carried out 
on delivery of the cash unless it was required immediately for operational purposes. 
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Cheque handling 

10.11. Branches can accept cheques as payment for certain products and services. Customers can 

also cash personal cheques up to a certain amount. Branches may also accept deposits for 

certain partner banks. 

10.18. There are set procedures that must be followed in branch at the end of each day to ensure 

that the cheques are handled correctly, the customer's bank account is debited accordingly and 

Post Office can settle the client accounts. Typically there are two scenarios which might cause 

a loss: 

• A cheque has been accepted for a non cheque acceptable product (i.e. foreign exchange 

sales). By accepting payment by cheque for a non-cheque acceptable product, it may 

not be possible to link a missing cheque to a transaction record. This is because the 

Subpostmaster may have taken the cheque for payment from the customer, but 

because the product did not permit cheque payment, Horizon would not present this 

option on the counter terminal, The Subpostmaster would therefore have to 

erroneously select another payment option (i.e. cash). 

• The method of payment has not been correctly recorded in Horizon. 

Example: 

if a cheque is presented by a customer to pay for a transaction, but the transaction is 

accidently settled as a cash transaction, the value of cheques held in the branch 

recorded by Horizon will not match the value of the actual cheques held in the 

branch. 

At the end of each day a cheque listing is printed from Horizon, which should be 

checked against the cheques held in branch and if it does not match, Horizon should 

be corrected before remitting the cheques to Post Office. After "gemming out" the 

cheques, a further cheque listing should then be printed to confirm that no cheques 

are held in branch. 

If a branch has not ensured that the cheques in branch match Horizon's record 

before "Remming out" those cheques, then the cash in the branch will show a 

shortfall and the amount that is received at the cheque processing centre will not 

match the amount that has been entered into Horizon. This is because Horizon 

calculates how much cash should be in a branch based on the "cash" settlement -

option that is available at the end of each transaction. Therefore, lithe "cash" 

option has been selected instead of the "cheque" option, Horizon will expect there to 

be more cash in the branch than is actually held. 

This may generate a Transaction Correction to correct the account unless the branch 

reverses the transaction and records it accurately as a cheque transaction. 

10.19. Branches should follow a process to ensure that the amount of cheques recorded as held in 

branch balances to zero. This process is called "cutting off". If the cheques are not "cut off" at 
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the end of the day the cheque listing on the following end of day procedure will not agree with 

the actual value of cheques held in branch. 

10.20. This is corrected in the same way by amending the "cheque on hand" figure to show the 

correct value of the actual cheques held in branch. The value of the cheques in branch is then 
sent out before a further cheque listing to confirm a zero entry is printed. 

10.21. It is Post Office policy that a branch will only bear the cost of a lost cheque if the branch has 

not followed proper procedures. If the root cause of a lost cheque is unknown or attributed to 

some other cause outside of the branch, Post Office will normally absorb this loss and not pass 
it on to the Subpostmaster. In the majority of cases, Post Office either mitigates the loss 

caused by a lost cheque by obtaining a replacement cheque from the customer or absorbs the 

loss itself. Only a small number of missing cheque cases result in TCs being issued. 

Accidental loss 

10.22. Other losses may occur accidentally in branches. For example, money dropped In bins with 

rubbish, money dropped or knocked into mail bags, and money left on counter tops taken by a 

customer without branch knowledge. 

Transacting from the wrong stock unit 

10.23. As noted in 7.7 to 7.13 above there is a capability within Horizon to create "stock units", 

which are, in effect, "virtual tills". A member of staff within a branch, when serving a customer, 

will log onto Horizon with their own User ID and password and can tag themselves to a stock 

unit containing cash and stock (either their own individual stock unit or a shared stock unit). 

10.24. If a user accidentally links or tags to the wrong stock unit and serves a customer or transfers 

cash or stock, then the accounts will record the transactions against one stock unit but the 
physical cash or stock will move in or out of a drawer allocated to a different stock unit. Any 

transactions carried out will then be recorded against that stock unit, with the corresponding 

changes to cash and stock levels being recorded against that stock unit's accounts. 

10.25, If spotted, then this can be corrected by either reversing the transactions and allocating 

them to the correct stock unit, or by calculating the cash value of the transactions and 

transferring the total amount to the correct stock unit. 

10.26. In theory, there should be no net overall discrepancy to the branch, as any losses in one 

stock unit will be compensated by the gains in the other stock unit. However, taken in isolation 

this can appear as if an error has occurred in one of the stock units and can cause confusion, 

obscuring other errors. 

Outstanding transfers between stock units 

10.27. Where a branch has more than one stock unit in use (see above) there may be times when 

cash and/or stock is transferred from one unit to another. For example if stock unit A is 
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running short of cash, stock unit B may transfer money to allow customer service to continue 
smoothly. 

10.28. The user in stock unit B should choose the transfer out option in Horizon and choose the 
correct stock unit (in this case stock unit A) and transfer the cash out. A receipt is printed 
which is kept in stock unit B to confirm this. 

10.29. The user in stock unit A then needs to accept the cash in Horizon and print their own receipt 
to confirm this. A report called "Transfer Reconciliation" can be printed from Horizon to 
confirm that there are no outstanding transfers pending and that all totals sum to zero. 

10.30. Failure to do this can cause cash or stock to be missed from cash and stock counts. 

Product specific errors 

10.31. Failure to follow the correct process for accounting for certain products can also cause 
errors. A good example is the accounting process for Motor Vehicle Licence (MVL) discs 
(commonly referred to as tax discs). 

10.32. Branches will receive MVL discs from Post Office, which they have to "Rem" into their stock 
using Horizon. When the discs have passed the time where they can be put onto a vehicle, the 
branch is responsible for destroying the discs and following a process to inform Post Office that 
they have been destroyed. 

10.33. When destroying the discs, if the branch does not follow all of the steps of "spoiling the disc" 
and remitting it to Post Office, Horizon will still record the disc as being in the branch even 
though it has been destroyed. 

10.34. When the branch carries out the end of the trading period rollover process and a full count 
of the discs is undertaken as part of the stock balance, the number of discs in branch will not 
match the amount recorded by Horizon, 

10.35. Whilst this does not create a cash shortage, branches are held liable for missing discs at a 
charge of f41.50 per disc, because Post Office is accountable to the DVLA for the missing discs. 

10.36. Failure to follow the correct reversal procedure for a MVL disc may also lead to a branch 
discrepancy. For example, a customer asks to buy a car tax disc and the transaction is 
completed in Horizon, but if no payment is actually taken, the branch has to reverse the 
transaction and the disc. If they only reverse the disc out of the system then the stock of discs - 
will balance, but the branch cash will not balance. 

Theft 

10.37. Theft by branch staff can and has occurred involving staff taking cash or stock directly from 
safes or drawers or colluding with a customer to generate a gain for the customer and an 
offsetting loss for the branch (this being ultimately borne by the Subpostmaster). 
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10.38. These shortages would be identified when a physical cash count and declaration is made, 
but it is not possible for Post Office to Identify when the actual theft occurred. Unless the 
person is caught in the act of taking the cash, It Is probable that the loss would only be 
discovered at the end of day cash declaration or at the time of completing the Branch Trading 
Statement. 

10.39. The branch staff may then be unaware of how the loss had occurred. Some thefts may also 
be accompanied by an effort to disguise the theft (i.e. creating false transactions or gains). 
Whilst it maybe possible to Identify the User ID that was used to process these transactions it 
may be difficult or impossible to prove exactly when the theft occurred. 

Example: 

Cash or stock may be falsely declared to give the impression that the cash or stock is in the 
branch when in fact it has been stolen. 

"Phantom"cash remittance pouches could be created to mask an amount of cash that is 
missing but the pouch Is reversed before the dispatch. For example, Horizon does not take 
into account the amount of cash in pouches when it calculates the amount of cash that it is 
expecting to be declared. So, if cash is missing before the cash declaration is made, the 
branch could make up a cash remittance pouch to cover the discrepancy, so In effect the 
branch will not show a discrepancy in Horizon. Once the cash is declared, the branch will 
reverse the remittance pouch from the system. 

Hardware failure 

10.40. In cases of hardware failure requiring the replacement of branch equipment there Is a 
possibility that not all data will have been successfully replicated before the failure of the old 
hardware with a consequent possible loss of data. There are however checks and procedures 

available, that if properly followed, should allow such transactions to be identified. 

Conclusion 

10.41. We have described a number of the operational functions and facilities used by 
Subpostmasters, supported by examples of transactions and their processing by Horizon. We 

have also highlighted some areas where the potential for confusion and error may occur. 

10.42. Many of these issues are described in more detail in Part Two of this report where various 
issues are more fully explored 
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Abbreviation Terms Mnninr 

ASS Anti Bandit Screen 
The glass fronted screen found in many branches. It i.s not bullet proof but use 
safety glass and is intended as a deterrent for criminal activity. 

Credit-card sized Identification card that is presented by the Cash in Transit 
ACC Authorised Collector's Card 

Driver who collects/delivers cash and stock either to or from a branch 

Asynchronous Digital 
This is the dedicated broadband line that the Horizon system uses to send and 

ADSL receive data to our servers which links the Horizon system to our data and 
Subscriber Line 

clients stems 
Transaction available in selected branches where specialist equipment records 

Application Enrolment personal information such as fingerprints, photos and signatures for certain 
AEI 

Identification purposes, such as extension/application of Immigration visas and OVLA driving 
licence renewals 
The blue airmail sticker that needs to be stuck to all airmail mails items posted 

Airmail Labels 
in branch 

A priority overseas mail service which provides an electronic confirmation on 
Airwre 

delivery and provides extra compensation cover for contents 

AmEx" or "Amex", is a diversified global financial services company. They 
Amex American Express provide our traveller's cheques and cards are also accepted as a payment 

method for certain transactions 

We have a number of processes in place to prevent our branches from being 
AML Anti Money Laundering 

used to launder money which has been gained through illegitimate means 

This lea Post Office Team who make initial and ongoing engagement with our 

ANC Agency Network Change Agency Network branches for ail relocations, refurbishments and equipment 
moves. 

Annual Polley A 12 Month Travel Insurance Policy 

An APS transaction is one where a customer presents a bill which has a 
barcode that can be scanned or a card that can be swiped, where the 

APS Automated Payment Service 
information Is sent directly from the Horizon system to the client's data 
systems. 

ARC Alarm Receiving Centre 
Centre managed by Romec F&S and monitoring branches installed with Post 
Office Ltd alarms. 

ARQ Audit Retrieval Query A request for Horizon archived Information. 

ASM Area Sales Manager 
Manager of a set of Post Office branches that focus solely on their sales 
performance  and initiatives 

ATM Automated Teller Machine 
A computerized machine that dispenses cash to Banking customers, often 
referred to as'Cashpoint' or 'Hole In the Wall' 

A location within a branch where the balancing takes place. Also an area on 
Back Office 

the Horizon Online System where accounting processes are handled. 

A paper report processed from Horizon computer system that shows a 
summary of transactions done In a set timeframe for a particular stock unit 

Balance Report 
along with a summary of declared remaining cash, value stock (stamps, Postal 
orders etc) This is then signed by the Agent as being correct and on hand. 

A paper report processed from Horizon computer system that shows a 
summary of transactions done lea set timeframe for a particular stock unit 
along with a summary of system derived remaining cash, value stock (stamps, 

Balance Snapshot Postal orders etc) based on sales and transactions completed at that time. 
Although this shows accurate transaction volumes and values, this will show 
what the system believes should be on hand for cash and value stock, based 
on sales put through the Horizon system 

Barcode Reader 
An electronic hand held device that Is used to scan barcodes for processing 
transactions 

MU Business as Usual Normal way of working. 

BDM'S 
Business Development Previous term for a Post Office manger who managed a group of Post Office 

Mans ern branche areas. Part of Network & Sales Directorate. 
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BFPO British Forces Post Offices 
A postal service which allows customers to post items to Forces personnel 
around the world, sometimes free of charge 

BFPO Number 
British Forces Post Office Numbers are for a given Forces base/ location where 
they are identified by a number ratherthan an address for security reasons 

BOP Back Office Printer 
An A4 size printer, used for printing off selected reports, i.e. Branch Trading 
Statement. 

A period of time between a branch declared balance. Normally completed on a 
BP Balance Period Wednesday and covers the last seven days but can be a smaller or larger 

timeframe. Can have multiple Balance period within a Trading Period 

An individual code which Identifies a Post Office branch. Formerly known as a 
Branch Code 

FAD Code (Financial Accounts Division) 

Branch Focus 
A weekly publication which is sent to branches. This shows updates to 
transactions and products/ processes as a reference material. 

Branch Standards 
The expected criteria that a branch should meet. Could be transactional or 
,compliance based. 
An A4 paper report which Is signed as a declaration of the month's trading 

BTS Branch Trading Statement 
outcome. This summarises transactions performed and lists the cash and Stock 
on hand at the and of a Post Office Trading Period. This remains in branch for 
reference and inspection as appropriate. 

BM Branch Manager 
A crown branch term that relates to the person with responsibility for the 
branch. 

A Post Office branded card that can be pre loaded with cash to pay towards 
Budget Card Post Office products, mainly bill payments. Often used by people with low 

income who use this as a way of maintaining household budgets. 

Branch Code A seven digit numerical codethat identifies each branch in the network. 

Bulk Cash Cash In branch which is secured in the safe until required 
Bulk Stamps Postage Stamps which are secured in the safe until required 

Bulk Stock 
Post Office stock (Car tax discs, Postal Orders, other items of value) which is 
secured in the safe until required 

Bureau De Change A counter where you can exchange foreign money 

C&IRT Contact and Issue Resolution Team 
An individual who looks after a number of branches and deals with 

CA Contracts Advisor 
interviewing potential new Operators, enforcing contractual 
standards/procedures in a branch and having ownership of 
sus ndirt erminatin a branch's contract to operate a Post Office 

CAA Civil Aviation Authority 
The CAA enforces international regulations which govern the transport of 
dangerous goods by road, sea and air. 

CAM Crown Area Manager 
Direct manager of a set of Crown Post Office branches that focus solely on 
their sales performance and initiatives 
The process of making a formal and complete statement of the physical Cash 

Cash Dec Cash Declaration holdings within the till using the Horizon terminal. This is done every night and 
allows for cash usage to be monitored 

Cash Management 
The process of ensuring Post Office Branches have the correct levels of cash to 
carry out business procedures 

Cash on Hand Cash that is physically held in individual stock units 

Cc Cash centre A centre that manages and distributes value Items for the Post Office network; 

This Is the team responsible for responding to or seeking further information 
CCU Customer Care Unit 

to resolve customer complaints or enquiries, 

CFU Cash Finding Unit Generic term for a range of units used at all screenless working positions. 

Cheques A written order directing a bank to pay money for a product/service 

Term used for the P&BA team based In Chesterfield. Now known as the 
Chesterfield 

Finance Service Centre 

CIT or CVtT 
Cash in transit or Cash & Value Post Office Ltd business involving delivery and pick-up of cash to/from 

in transit branches and other businesses. 
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CN22 Customs Declaration Label 
A customs label the customer completes which details the contents of a 
parcel. This is affixed onto overseas roast for goods up to the value of £270,00 

A customs label the customer completes which details the contents of a 

CN23 Customs Declaration Label parcel, This is affixed onto overseas mail, the contents of which are valued in 
excess of £270.00 
These are agreed between Agents and Operators with Post Office Ltd prior to 

CoA Conditions of Appointment 
appointment and form part of the Contract for Services or Agreement signed. 

Examples of CoAs include - The official opening hours, Details of new signege 
required. Etc. 
A container where the coins that are immediately available for pay outs are 

Coin Hopper 
held 

Coln Sets 
A selection of Coins produced from the Royal Mint for commemorative 

occasion which are available to buy from selected branches 

A counter In a branch that enables customers to be served both retail products 
Combi 

& post office transactions at the same time. 
Comms Communications 

Compensation A form of remuneration for loss or damaged goods 
Where different settlement rules apply for one or more items Ina session (e.g, 

Complex Basket one item an be settled with a debit card but another item can only be settled 
by cash), 

Compliance 
A set of rules and regulatory controls that affect the way we sell products and 

services in our branches. 

Where more than one mail items are sent and addressed to the same 
Consignment destination. They are charged on a total weight basis, rather than on Individual 

pricing 
A customer receipt that proves that a mail item has been accepted over the 

COP Certificate of Posting 
Post Office counter. Can be hand written or computer generated. This does 
not guarantee delivery, merely proof that the clerk has accepted the Item at a 

ace and date. 

Counter Printer 
A printer that supplies customer receipts for goods and services using a printer 

roll, rather then A4 paper. 
CPT Cash Packet Transfer 

CPU Central Processing Unit The CPU Is the brains of the computer where most calculations take place. 

Credence Post Office Management Information Reporting System. 

Credit Card A plastic card Issued by a banks for the purchase of goods or services on credit. 

A sales technique used to inform customers of related transactions, in. If a 
Cross Sell customer asks for foreign currency, we would introduce Travel insurance as a 

product 

Crown Office 
Part of the Network of circa 300 branches that Post Office Ltd own and have 

direct employees running the branch. 

CSO Community Sub Office 
A branch that is run by an independent operator, generally only open for 
restricted hours. 
The validation that changes to direct & indirect customer material and/or 

Customer Experience 
communication to not cause a negative Impact. 
A locally accepted times for last acceptance of mails and doing daily 

Cut Off Times paperwork to allow for summaries to be produced. Items taken after this point 

would be sent/processed the following working day 

01 Driving Licence Application Form 

A metal stamp that gives art impression on a receipt/bill which provides 
Date Stamp 

verification ofa transaction showing the date and location of acceptance 

DDA Disability Discrimination Act 
An Act of the UK Parliament which has now been repealed and replaced by the 
Equality Act 2010 

Debit Card A plastic card Issued by a banks for the purchase of goods or services. 

A postage stamp that Is part ofa regular issue of a country's stamps. These 
Definitive Stamps generally depict the Queen's Head or the individual country emblem and may 

or may not show a value. 
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OG Dangerous Goads Items of mail that are considered a hazard/risk when In transit 

DPA Data Protection Act 
A United Kingdom Act of Parliament which defines UK law on the processing of 
data on identifiable living eo le 

Driver and Vehicle Licensing 
u

DVIA Government body that deals with driving licences and motor vehicle licences 
Agency 

DWP 
Department of Work & 

Government body that deals with benefits payments 
Pensions 

EA Equality Act 

_ 
An Act of the UK Parliament that gives clear guidance an discrimination and 
how to treat all Individuals fairly 

EHIC 
European Health Insurance A plastic card issued by the NHS which allows for free health care at certain 

Card European counties. 

End of Day procedure Collating the day's transactions and despatching necessary paperwork 

ETOL Electronic Time Overlock 

E-Top Up Card 
A card swiped through the Horizon system that credits a mobile phone with 
airtime 

E-Voucher A receipt generated from Horizon to credit a mobile phone with airtime 

FAA Financial Assurance Audit 
Fast Drop ha new service available with Royal Mail Online Postage that helps 
customers time at the Post Office'. 

Fast Drop The service is free and is available with a range of postal services, which can be 
dropped off in selected branches 

FCA Financial Conduct Authority A body that regulates firms that undertake financial services activity in the UK. 

FCA Field Change Advisor 
A field based Post Office employee who assists post office agents with the 
process  of transforming or relocating their branch. 
Often bought by Philatelists (stamp collectors) An envelope that customers can 

FOE First Day Envelopes buy to affix special issue stamps on and get hand stamped on the first day of 
the stamp issue. 
The process of going through and declaring all cash plus stock in hand, as per 

Final Balance 
Balance Report, and committing to the figures. This will then produce a'Final' 
balance report which the Operator should sign as a true reflection of the items 
in branch 

FONCH 
Foreign overnight cash Amount of foreign currency declared as being held 

in branch overnight 
declaration 

Foreign Currency Currency from another country 

Fortress A secure counter serving osition within a post office 
A post office with franchise contract. Usuallyoperated from en Crown 

FPO Franchise Post Office Branches where the operator is a 'High Street' chain, le. WH Smiths. These am 
run using their own staff. 

FS Fujitsu Services The company who develops and maintains the Horizon equipment 
Regulator of all providers of financial services in the UK. The FSA has now 

FSA Financial Services Authority become two separate regulatory authorities, the Financial Conduct Authority 
and the Prudential Regulation Authority 

FSA Field Support Advisor 
A field based Post Office employee who delivers new entrant training, 
conducts audits and intervention activity within the post office network. 

Formerly P&BA and based in Chesterfield. They collect and monitor data from 
FSC Finance Service Centre 

transactions and (false with our external clients if discrepancies are found 

A post office employee who works in a Crown Post Office. They discuss and 
FSS Financial Services Specialist introduce Post Office financial products to customers but cannot give advice, 

merely factual information 
FTL Field Team Leader Manages the activity conducted by FSAc 
FTT Flip Top Till Used in branches that have open plan orcombi counters. 
FUB Follow up Balance 

A discrepancy showing a higher value between physically counted assets and 
Gains 

the expected assets based on sales on Horizon such as cash/stock etc. 
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A network point that acts as an entrance to other computers on the same 
Gateway 

internal network. 

The Giro Slip is pre-printed Giro stationery inserted into the slip printer to 
produce a summary of Giro transactions taken on that day which need to be 

Giro Slip manually dispatched to the processing centre (Summary of transactional 
receipts or payments taken on behalf of Santander which was formerly 
Alliance & Leicester and prior to that Girobank) 

Global Economy 
A Parcelforce Worldwide service which provides a basic service for sending 
mail with no guaranteed delivery times to over 200 countries 
A Parcelforre Worldwide service which provides a Guaranteed delivery 

Global Express 
timeframe by Airmail 

Global Priority 
A Parcelforce Worldwide service which provides a Guaranteed delivery by 
Airmail for Parcelforce Worldwide account holders 

Global Value A Parcelforce Worldwide airmail delivery service 

Grapevine is a FREE service provided by Post Office Security to those working 
Grapevine within Post Office branches, to keep them updated on criminal activity in their 

area 
Her Majesty's Revenue & Government body that checks that Post Office Limited complies with anti 

HMRC 
Customs money laundering regulations. 

Name for the system software which is permanently connected to our servers 
HOL Horizon Online 

online 
Name of the system (equipment, software and processes) used at the post 

Horizon 
office counters. 
An integral facility within the Horizon system which allows individuals to find 

HOL (Horizon) Help Horizon Online Help and also print post office instructions on productsand services, which can be 
accessed whilst serving a customer. 

This is the contact centre for branches who need technical help with their 

Horizon Service Helpdesk or 
Horizon equipment- For example if a replacement screen Is needed or an 

HSH or HSD 
Horizon Service Desk 

engineervisit needed to fix a technical Issue. It's accessed by calling O845 
6011022 and choosing the option for technical enquiries relating to your 
Horizon system including hardware. 

IW 
Information Commissioners Independent public body set up to promote access to official information and 

Offlc protect personal Information. 

IPS Identity & Passport Service 

Interactive Rerndtmsnt Tho database we use for advertising and also applying for any Royal Mail 
IRIS 

information System Group job vacancies. This can be accessed from internal and external websites. 

ISA Individual Savings Account 
A tax free savings account where a certain amount can be invested within each 
tea year. ____ 
An optional extra product offered by Royal Mail which allows for a signature 

ISF International Signed For on delivery for mails overseas which can also provide compensation if 
lost/damaged 
The term is commonly used as a synonym for computers and computer 

IT Information Technology networks, but R also includes other information distribution technologies such 
as television and telephones 

The hardware attached to the laptop ores a peripheral item on a PC that 
Keyboard 

allows for Inputs to be made using number or letter keys plus command keys 

Losses 
A discrepancy showing a lower value between physically counted assets and 
the expected assets based on sales on Horizon such as cash/stock etc. 

Magnetic Cards 
A plastic card with a magnetic strip alongthe back, which is used as a way of 
payIng bills or saving at the post office 

Mail Segregation 
The standards for how customer's mail is kept and separated within the post 
office secure area allowing compliance with Royal Mail expectations 

Malls Despatch The time at which the post person collects the mail from a post office branch 
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Ma In PO Main Post Office 
A post office branch which operates under a Mains operating model. These get 
remunerated for the number of transactions they do. 
Data received from various streams within the business which allows for 

MI Management Information performance and transactional Information to be collated and used for 
management decisions 

MoneyGram/receive 
MoneyGram is a service available in branch which enables customers to 
receive funds from another individual within the UK and overseas 

MoneyGramhend 
MoneyGram is a service available in branch which enables customers to send 
funds to another individual within the UK and overseas 

Monitor The screen of the Horizon equipment 

MOP Method of Payment The way in which payment is received for a product or service 

A way far customers to return goods they have bought online from Home 
MOR Mail Order Returns 

Shopping retailers. Is. Next. Postage is usually free at branch. 

A term for an ex-Crown Office that is now run by an individual using their own 
MSPO Modified Sub Post Office 

staff but offering the original services available when it was a Crown Office. 

MVL Motor Vehicle Licence A term used for a vehicle or car tax disc 

Mystery shopping is a tool used externally by companies to measure quality of 
Mystery Shopper service, or compliance with regulation, or to gather specific information about 

products and services 
The first port of call for post office branches if they have a query or need help. 
It is a Helpiine for Branch Staff for ail Robbery, Burglary or major Incidents plus 

NBSC 
Network Business Support 

all transaction, navigation queries (e.g. which icons do I need to select for a 
Centre 

particular product or service) or stock related queries. It's accessed by ringing 
0845 60110x2. 

Assists In the physical needs of moving/relocating branches. Liaises with alarm 
NCA Network Change Advisor 

and safe companies to ensure work Is done to standard and timescale 

Network This relatesto the Post Office network of approx. 11500 branches. 
The National Federation of Subpostmasters (NFSP) supports subpostmasters 

National Federation of Sub and operators across the UK. They are an Independent membership 
NFSP 

Postmasters organisation with a commercial trading company to help support the retail 
businesses of their members. 

NS&I National Savings & Investment 
Post Office client. We sell Premium Bonds ontheir behalf. Used to be called 
'National Savings' 
The actual process of branch changes within the Network. Branches are being 

NT Network Transformation remodelled internally, others may be relocating. Funding has been received 
from the Government to support this. 

Network Transformation This is a term used for the current programme of activity regarding branch 
NIP 

Programme changes within the Network using Government funding to support this. 

These are postage stamps where the value Is not shown. it may just say let 
NVI Non Value Indicator Class or 2nd Class on the stamp. These stamps can be used at any point in the 

future regardless of actual price Increases. 

OBC Operational Business Change 

OFCOM Office of Communications 
Regulatory body that outlines the standards we must meet when we promote 
and sell our Telecoms and Broadband 

OIC Officer in Charge 
Derived from declaring actual cash holdings in branch on a daily basis at close 

ONCH Overnight Cash Holdings 
of business 

One for All Gift cards 
A gift card pre-loaded with an amount of cash that can be used in high street 
stores or online as a method of payment 

On-site Training Where an FSA provides training to an operator at their branch. 
OOH Out of Hours A stock unit that Is used out side the Post Offices core hours 

Counter positions with no glass screen. Secure safes are fitted below the 
Open Plan 

counter. 

P&BA Product & Branch Accounting Also know as 'Chesterfield' and now called the Finance Service Centre 

Database holding postcode and address details. Used for validating 
PAF Postal Address Finder 

transactions or personal records 
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A way of securely transferring a parcel from the public side of the counter to 
Parcel Hatch 

the secure area 

Partner Banks 
These are High Street banks that allow us to do a range of services on behalf of 
them to enable customers access to their accounts, usually with no charge. 

A word known only to an individual which allows access to privatefconfldential 
Password 

systems or documents 
These are the basic criteria on which mails Items are sent regarding standards 

PAWS 
Packaging, Address, Weight, 

of acceptance. Is it correctly wrapped, is there an acceptable address, does It 
Size 

comply with weight and size restrictions? 
A standalone bill payment terminal similar to our competitors (Paypoint, 
Payzone), usually situated on the retail side of the branch, that allows 

Paystation 
customersto top-up gas cards/electric keys and also pay bills if the Post Office 
counter is unavailable 

PFWW Parcel Force World Wide 
Name of the Express parcels arm of Royal Mail Group. They deliver to inland 
and international destinations and specialise in guaranteed delivery options. 

PHU Portable Hardware Unit 
Commonly used for locations with very small customer numbers & where 
Horizon equipment is taken to various locations to provide a service. 

Old terminology referring to the letter sent to an individual stating that they 
PID Personal Invitation Document could fetch their Post Office Card Account card from their local branch - Now 

referred to as PUN (Pick-Up Notice) 

PIN Personal Invitation Number 
Personally known number which shows the user access to 

rocesses/transactions. Is. Cash withdrawal using a Chip & PIN card 
The devise, usually on the public counter that allows for entry of the FIN by 

Pin Pad 
the customer 

PIP I Pricing in Proportion 
The method used by Royal Mail to charge on size and weight basis rather than 
weight alone. 
Plastic template used In branches to measure the size of letters and small 

PIP Template 
parcels  to determine which price structure to use 
Rarely used 'shortcut' key on the Horizon keyboard. Every transaction has an 

FLU Product Look Up 
allocated product number which, if known, can be typed into the Horizon 
system. In practice this is not used as we have icons displaying the actual 
transaction which are easily accessible. 

A basic account that allows for the Department of Work and Pensions to pay 
POCA Post Office Card Account an Individuals benefits, Nobody else can pay in and the account holder can 

only take cash out. No interest received on the account 

This is a payment, subject to a maximum value as authorised, that may be 
made to a Post Office Card Account customer during an emergency situation 

POCA emergency 
and must be authorised in advance of the transaction. The branch would ring 

payment 
0845 6011022 and choose the option for authorising emergency POCA 
payment. 

Post Office External Contact 
This is the contact centre for customers to call if they have an enquiry about 

POEx 
Centre 

Post Office Products or Services and availability, to make a complaint orto 
pass on thanks and recognition. The number is 08457 223344 

The range of savings and Insurance products we have which are sold In branch, 
POPS Post Office Financial Services online or by post. Products are done in conjunction with Bank of Ireland as a 

general rule. 

Post Office Financial Travel 
Joint venture between Post Office Ltd and Bank of Ireland which manages 

POFTS financial products offering travel money, travellers cheques and the Travel 
services 

Money Card 

POL Post Office Limited 
Part of Royal Mail Group wholly owned by the Government. Responsible for 
maintaining the number of Post Office branches In the UK 

A post office branch with a Local operating model contract. These are 

PO Local Post Office Local 
generally smaller branches with a large retail side which have the Horizon 
system next to their retail till. They offer a slightly smaller product range for 
ease of transactions. 

PO5 Point of Sale Leaflets and posters in branch Identifying our products and services 

a 
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A self adhesive label that is produced by Horizon showing the value of the 
Postage Labels postage required on a mails item. These have replaced stamps as a general 

rule as they allow for faster processing at the counter and with Royal Mail 

A printed document similar to a cheque but processed and owned by Post 

Pastel Order 
office Ltd. Can be made for any value up to £250 and is a guaranteed funds 
document. Payable Into a bank account or potential to be encashed In a Post 
Office branch 

Printed Papers 
A service/pricing structure for sending mail abroad. Criteria means only certain 
items can be sent this way. le. Books, magazines, 

PSA 
Performance Standards 

A document used during training to support a clear learning path. 
Assessment 

Public Switched Telephone 
PSTN 

Network 

P513 Premium Saving Bonds 
An investment opportunity from National Savings & Investment Product which 
we sell on behalf of 

PSU Powersu pl Unit 

PUN Pick-up Notice 
A document that a customer needs to be in receipt of, enabling them to 
collect their Post Office Card Account card from a branch 

Rates Board 
An Electronic Board displaying daily foreign currency rates, usually in larger 
branches and visible from the outside of the building
A consignment to or from a Branch of Cash, Stock or other values to be 

REM Remittance 
brought to account 

Rem In Remittance In 
Recording the movements of items into a Stock Unit/ Branch (Cash and value 
stock) 
Recording the movements of Items out of a Stock Unit/ Branch (Cash and 

Rem Out Remittance out 
valuestock) 
This is how an Agent gets paid from Post Office Ltd. It is based on a product 

Remuneration payment for each transaction they do and differs from one transaction to the 
next 

Restrictions Policy •A list of transactions that is restricted within a Post Office branch _ 
The act of taking out a transaction that has been done previously on the 

Reversal 
Horizons stem. Often used to correct errors. 
Subsidiary of Royal mail Group - responsible for delivery and collection of mail 

RM Royal Mail 
within

 
the UK.

~ A plastic card from Royal Mail, issued to business customers after vetting 
procedures are completed, which allows and authorises the purchase of large 

RM Authority Card volumes of postage stamps where the business wishes to pay by cheque. The 
card has the business details on end is used as a guarantee that the cheque 
willbehonoured(riotbounce) 
This is a Royal Mail contact centre for all personal and business customer 

RMCS Royal Mail Customer Service enquiries. Personal Enquiries are made on 08457 740 740 and Business 
Enquiries are made on 08457950950. 

RMG Royal Mail Group 
The managing company overseeing: Royal Mail, Post Office Ltd., Parcelforce, 
and General Logistics Systems (GLS). UK's largest employer 

RML Royal Mail Letters 

RMSO Royal Mail Special Delivery 
A secure Wert day delivery offered by Royal mail giving priority handling and a 
guaranteed  delivery window of eitherby 9am or 1 m. 

Royal Mail Engineering Outsourced facilities management for RMG (Id cards, clock setting, cleaning, 
ROMEO 

Construction alarmmaintenanceelc) 

RS Stamps Recorded Signed For Stamps 
A stamp that can be used to pay fora Royal Mail 'signed for' service where the 
item is a basic weightwehtletter/largeletter 
An individual who looks after a number of branches within a geographical area 

RSM Regional Sales Manager and gives sales support to those branches through coaching and delivering 
workshops

RSP Retail Service Pant 
An individual whose responsibility is to the NT converted branches ensuring 

SCM Sales Capability Manager compliant and correct sales conversations are in place. Generally for a short 
time eriod of u to 2 months. 

SCO Single Counter Office 
One positioned branch. Could be open plan or fortress based (behind glass 
screen) 
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Appendix 1 

An area within the post office where cash, stock and mails items are kept. No 
Secure Area 

access allowed to the general public 
Removesthe amount from the Branch accounts into a holding account at 

Settle centrally 
P&BA, Chesterfield. 

SIDS Self Inking Date Stamp 
A metal date stamp that self inks in between stamping used for validating 
transactions showing location and date 
A Travel insurance policy which covers one defined period of time as needed 

Single Trip Policy 
by the customer 

Small Parcel A term used in conjunction with sending mail, up to a certain size. 

Standard Operational 
SOP 

Procedure 

SORN Statutory off Road Notification Informs the DVLA that the owner of a vehicle is taking it off the road 

Traditional name for the individual who owns a branch, Otherterminology-
SPMR Sub postmaster 

Agent or Operator 

SPSO Scale Payment Sub Office Refers tothe type of branch and which contract they are on. 

The process of making a formal and complete statement of the physical Stamp 
Stamp Dec Stamp Declaration 

holdings within the till, usually done when completing the balance. 

Stamp Portfolio Stamp Book A book that holds loose stamps 

Stock on Hand 
A list of all stockthe office Is holding excluding cash (Postal Orders, stamps, 
tax discs etc) 
A title given to an account which holds a particular amount of cash and stock. 

SU Stock Unit 
Most branches use one stock unit and identifier, normally AA, but some larger 
branches have multiple stock units and are allocated to individuals for greater 
responsibIlity/securIty

SVM Stamp Vending Machine 

Swipe Card A magnetic card sometimes used for paying bills 

T&C Terms & Conditions 
A definition in wards between the consumer and the product owner outlining 
standards 

Offered by Royal Mall or Parcelforce Worldwide for certain products which 
T&T Track & Trace 

allows online/call centre tracking and confirmation of delivery for mails items 

An electronic confirmation of certain transactions based on transaction data 
TA'S Transaction Acknowledgments 

from external clients which is sent to a branch for them to process. 

An electronic accounting adjustment issued by Finance Services Centre 
TC'S Transaction Corrections Chesterfield which corrects previous errors in branch. This has an impact on 

the branch balance and would cause a discrepancy for the value Issued. 

TOLC Time Delay Lock Compartment 

A card that is available in branch (Sr online in certain currencies which allows 
for a prepaid value of currency to be loaded. Can be used as a Mastercard to 

TMC Travel Money Card pay for products, primarily abroad, and also able to withdraw cash from ATM's 
abroad. They have the security of a chip & pin and the convenience of a debit 
card but are not actually linked to a bank account. 

Top Up The process of addingcredit to a pre-paid card, typically mobile phones 

TP (BTP) 
Trading Period (Branch Trading A period of time where at the end a branch must do a monthly balance. 

Period) Usually 12 periods in a year, depending on the number of fiscal weeks. 

Transaction Log 
A report which allows for Horizon to be interrogated and produce transaction 
and events processed in the last 42 days 

Transaction Reference 
An individual reference number generated for each transaction 

Number 

Travellers Cheques A form of currency to be used when travelling 
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The process of going through and declaring all cash plus stock in hand, as per 
Balance Report, and producingthe report. A trial balance shows the user the 

Trial Balance 
current state of the balance but as it is only in 'trial' format, It allows for the 
activity to be cancelled without committing figures. 

United Kingdom Borders 
UKBA 

Agency 

Ultra Violet Feature 
Security elements which are only visible under a UV light, used mainly on bank 
notes, driving licences and passports 

Up Sell 
The process of selling more of the same item to the customer. le. If a customer 
asks for 10 stamps, the clerk should offer them a book of 12 
A logos access code which is identifiable to the individual based one standard 

User Name format. This is to enable usage of the Horizon system whilst still being 
compliant and accountable 
Allows employees to securely access their company's Intranet while traveling 

VPN Virtual Private Network 
outside the office 

VR Voluntary Redundancy Whereby staff voluntarily leave the business in exchange for agreed terms. 

A faint design made in some paper during manufacture that Is visible when 
Watermark 

held against the light 

Post office branch services are now located in many high street WH Smith's. 
WI-IS WH Smith 

They have roughly 70 branches across the country, mainly ex Crown Offices 

This is a regulartraining session which many branches and Post Office Lid 
WTLL 

Work Time listening and 
internal teams use to cascade Information and receive feedback from team 

learning 
members 
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Appendix 2 
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Service Availability Description of service 

Government Services 

Post Office Card All branches A basic account for customers who are in receipt of 
Account state pensions, benefits & tax credits and who do not 

have a UK bank or building society account. 
Payments are made into the account by the paying 
department and customers can withdrew cash at all 
Post Office branches or the Post Office cash machine 
network. 

Local council services Local Area based Services on behalf of over 300 local councils covering 
a wide range of applications and payment services 
both from and to residents and customers. Services 
include cash collection from residents for rents, rates, 
council tax, parking fines and licence fees, payment 
services including asylum seekers allowances, and 
rebates, form checking including benefits, planning 
and concessionary travel applications and identity 
checking and verification services. 

Car Tax — Motor Vehicle 4,600 branches Car Tax - Motor Vehicle Licence and Statutory Off 
Licence Issue Road Notification (SORN) services provided. 

Customers can have their documents checked and 
get their licence at issuing Post Office branches 
nationwide. 

Driving Licence photo 750 branches Allows photo cards to be renewed and makes sure 
card renewal the photo card renewal application meets DVLA 

requirements by taking a photo to the required DVLA 
standards, ensuring that the application is error free, 
capturing an electronic signature and sending the 
application electronically and securely to the DVLA. 

International driving Selected branches Applications can be made in selected branches for an 
permit International Driving Permit which is required to drive 

legally in many places overseas alongside a UK 
driving licence. 

Passport Check & Send 2,500 branches Customers can take their passport applications to a 
Post Office where the application form and 
documentation are checked to ensure that everything 
is correct, The application is then despatched by 
Royal Mail Special Delivery priority processing. 

Identity checking Selected branches Customers who need to have photocopies of identity 
services documents certified (for example when applying for a 

mortgage, bank account or new job), can have 
original documents checked and photocopies certified 
at the Post Office. 

Biometric Residence Selected branches Customers who need to apply to stay in the UK who 
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Permit Application for are from outside the European Economic Area (EEA) 
the Home Office may need to apply for a Biometric Residence Permit 

and can do so at selected Post Office branches if they 
receive an invitation letter from the Home Office. The 
Post Office captures the customer's biometric details 
by taking their photograph, fingerprints and digital 
signature and sends the information securely to the 
Home Office. 

CQC -CRB registration Selected branches The Care Quality Commission (CQC) is the 
service independent regulator of all health and social care 

services in England. Customers who need a Criminal 
Records Bureau (CRB) check from the CQC can get 
their application checked at the Post Office to verify 
their identity. 

Rod fishing and game All branches based A range of rod licences available for angling in 
licences on demand England and Wales and game licences to hunt game 

are stocked in branches where there is local demand. 
Fishing licences are available in England and Wales 
only. Game licences are available in Scotland and 
Northern Ireland only. 

Financial services 

Personal banking All branches Free over-the-counter cash withdrawals, cashing of 
personal cheques, cash deposits or cheque deposits 
(the latter in most cases) for partner banks, e.g. Bank 
of Ireland, Bank of Scotland, Barclays, cahoot, 
Clydesdale Bank, First Direct, First Trust, Halifax, 
HSBC, Lloyds TSB, Nationwide, NatWest, Northern 
Bank, Santander, Smile, The Co-operative Bank, 
Royal Bank of Scotland, Ulster & Yorkshire Bank. 

Business banking All branches Business banking services available in branch on 
behalf of Santander, Co-operative, Bank of Ireland, 
Barclays•and Clydesdale. 

Cash machines Over 2,000 locations Over2,000 free-to-use cash machines are available 
nationwide at Post Office branches nationwide. 

Bureau de Change All branches A wide range of commission free currencies and 
American Express travellers cheques, 1.600branches 
offer a range of currencies on demand. An additional 
2,500 branches offer Euro and Dollars on demand, a 
further 3,436 offer Euros on demand as well as 
Turkish Lira in the Summer. An additional 4,500 
branches offer Euros on demand either in branch or 
online. Currencies can be pre-ordered for collection at 
any branch. 

Travel insurance All branches All branches and available on demand in 9,000 
branches and via phone. 

Travel Money Card Selected branches The Post Office Travel Money Card is available in 
three currencies - Euro, US Dollar and Sterling - it is 
a pre-paid card that customers can load with 
currency. It can be topped up at selected branches or 
over the phone. 
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Moneygram All branches International money transfer of up to £6,000 to over 
150 countries. 

Automated bill All branches Acceptance of payment and pre-payment towards a 
payments variety of bills including gas, electricty, water, phone, 

council rent, mail order and insurance. (Some 
schemes available on an area basis as agreed with 
local authorities.) 

PayStation and All branches To charge electric keys, Quantum Gas Cards, E-pay 
charging of electricity Transactions. (Stocks of electricity tokens for meters 
smart cards are also available in selected branches based on local 

schemes.) 

Mortgages Selected branches & A range of mortgages are available including fixed 
online rate mortgages and tracker mortgages. 

ISA All branches The Post Office offers a fixed rate and variable rate 
ISA: applications by phone, post or at the Post Office. 
A junior ISA is also available which is a stocks and 
shares Junior ISA: applications on-line or by phone. 

Growth Bonds All branches Fixed term bond product offering 1, 2 & 3 yr terms. 
Apply by post, phone or at the Post Office. 

Reward Saver All branches Variable interest rate product with a bonus for the first 
12 months. Apply by post, phone or at the Post Office. 

Instant Saver All branches Easy access variable rate product with a bonus for 
the first 12 months. Available across over 0,000 LINK 
cash machines, Apply by phone, post or at the Post 
Office. 

NS&I Premium Bonds All branches Premium Bonds are an investment where, instead of 
interest payments, investors have the chance to win 
tax-free prizes. When someone invests in Premium 
Bonds they are allocated a series of numbers, one for 
each £1 invested. Minimum purchase is £100. 
Customers can hold up to £30k. Apply by phone, at a 
Post Office branch or online. 

Mail Services 

UK Parcels Guaranteed All branches Guaranteed UK Parcel services for next day 
deliveries. 

- Royal Mail Special Delivery Guaranteed by 9am® 

- Royal Mail Special Delivery Guaranteed by 1pm® 

- Parcelforce Worldwide express24 

- Parcelforce Worldwide express9, (available in 
selected branches), expressl0 and express AM 

UK Parcels Confirmed All branches Confirmed UK parcel services: 

- Royal Mail Signed For®is! Class 

- Royal Mail Signed For® 2nd Class 
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- Parcelforce Worldwide express48 

UK Parcels Standard All branches Standard UK parcel services are reliable and easy to 
use and offer a range of delivery options for non-
valuable items: 

- Royal Mail 1st Class 

- Royal Mail 2nd Class 

- Parcelforce Worldwide express48 

International Parcels Selected branches Guaranteed international parcel services for 
Guaranteed international parcel delivery, 

with the added security of end-to-end tracking and 
online confirmation of delivery: 

- Parcelforce Worldwide globalexpress 

- Parcelforce Worldwide globalpriority 

International Parcels All branches Confirmed international parcel services with tracking 
Confirmed or signature on delivery: 

- Royal Mail Airsure® 

- Royal Mail International Signed Fore) 

International Parcels All branches Standard International parcel services: 
Standard - Royal Mail Airmail 

- Royal Mail Surface Mail 

- Parcelforce Worldwide globalvalue(available in 
selected branches) 

- Parcelforce Worldwide globaleconomy(available in 
selected branches) 

Drop & Go All branches Drop & Go — a free, fast-track service, aimed at Small 
Businesses, internet sellers and customers sending 
regular amounts of mail. Uses a prepaid card, and 
helps speed up the branch Journey for these 
customers. 

Additional postage All branches Articles for the blind, HM Forces letters (British Forces 
services Post Office) etc. 

Philatelic Selected branches Royal Mail special issue stamps and associated 
products, such as presentation packs and first day 
covers (stocked based on demand). 

Local Collect 9,771 branches Undelivered postal items are taken to the nearest 
participating Post Office by the postal delivery staff for 
later collection or customer has opted for the 
collection at their local Post Office branch. 

Redirection All branches Mail redirection service for customers who are moving 
home. 

Telephony 

Home Phone All branches The Post Office phone service offers customers line 
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rental and calls. Application process at Post Office 
branches, online or by telephone. 

Broadband Essential All branches Capped usage broadband service available 
with Home Phone nationwide, minimum 12-month contract. Application 

process at Post Office branches, online or by 
telephone. 

Broadband Premium All branches Unlimited usage broadband service, wireless router, 
with Home Phone available coverage. Application process at Post Office 

branches, online or by phone. 

Phone cards All branches UK International calling card offering calls to national 
and international destinations. 

Mobile E top-ups All branches Top-up service for all pro-pay mobile providers 
through Horizon and PayStation. 
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Introduction 

1.1, This Report has been prepared by Second Sight, which is the trading name of Second Sight 

Support Services Limited, the company appointed to conduct an independent investigation 

into a number of matters raised by Subpostmasters, or former Subpostmasters. 

1.2. Part One of our Briefing Report (Part One), issued on 25 July 2014, describes some aspects of 

Post Office branch operating procedures and related functions of the Horizon system and 

makes reference to this Part Two of our Briefing Report. 

1.3. This Report expands on the main common 'Thematic Issues' that have been raised by many 

Subpostmasters in their applications to the Mediation Scheme (the Scheme). This has been 

done in the interests of efficiency and in order to avoid duplication across many cases. 

1.4. The Report structure follows a modular approach with each Thematic Issue, as broadly defined 
by Second Sight, forming a separate section within the Report. There are some topics on 

which further enquiries and investigations by both Post Office and Second Sight are continuing, 
which when finalised may be included in future updates to this Report. 

1.5. This 'Part Two' Report is therefore a 'living document' that will be periodically updated as we 
develop better evidenced views on each of the matters raised. 

1.6. The number of occurrences of each Thematic Issue, from the total population of 150 

applications to the Scheme, is indicated throughout this Report using the following groupings 

and descriptions: 

Few Less than 15 instances 

Many Between 15 and 70 instances 
Most More than 70 instances 

1.7. In this context, the most commonly reported issue (complaints about Training and Support) 
has been raised by over 130 Applicants, while the least-reported issues (concerns about 
Pensions and Allowances transactions and Motor Vehicle Licences) were each raised by only 
13 Applicants. 

1.8. In order to put our comments in context, the issues being considered are based on concerns 

raised by 150 Scheme Applicants from a total population of approximately 11,500 Branches. 

1.9. The identification of a Thematic Issue occurs at the time that a Case Questionnaire Response 
(CQR) is initially considered by us. As the Scheme process continues the underlying concerns 

are further explored and conclusions are set out in the Post Office Investigation Report (POIR) 

and then in our Case Review Report (CRR). This Report describes Thematic Issues In more 
detail. 
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1.10. Comments on a draft of this Report have been provided by Post Office and by the Justice For 

Subpostmasters Alliance (JFSA), and we have taken account of those comments when finalising 
it. 

1.11. In considering the CQRs submitted to us, the seven year Data Retention Policy of Post Office 
has in some cases limited the availability of evidential data. This Policy applies to both Horizon 
transactional data (held by Fujitsu) and also to other business records such as emails, letters, 
memos, interview recordings, transcripts and Audit and Investigation Reports. 

1.12. Until recently, Post Office did not appear to operate a 'litigation hold' process whereby 
documents that may be needed to support a complaint or investigation are preserved — 
irrespective of the seven year retention period. 

2. Process 

2.1. Scheme Application Forms and CQRs included a section asking what were the Applicant's main 

issues of concern. As the Scheme progressed it became clear that some issues were being 

raised by multiple Applicants. We listed the seventeen most commonly described Thematic 
issues and then referred to these throughout the rest of the process. 

3. Scope 

3.1. The definition of Horizon for the purposes of our work was considered in our Interim Report of 
July 2013 as follows; 

the name Horizon relates to the entire application. This encompasses the software, both 
bespoke and software packages, the computer hardware and communications equipment 

installed in branch and the central data centres. it includes the software used to control and 

monitor the systems. In addition..... testing and training systems are also referred to as 

Horizon ". 

Whilst we have adopted this Post Office definition of Horizon, it has been necessary to extend 
it so as to properly include the totality of the Applicant's experience of using Horizon. We have 
therefore found it necessary to also consider issues such as the Audit and Investigative 
processes and the Contract between Post Office and Subpostmasters. 

4. The Contract between Post Office and Subpostmasters 

4.1. This section deals with two separate issues. First, the potential impact on Subpostmasters of 

some of the terms and conditions set out in the Contract and secondly, issues relating to the 

notification to Subpostmasters of the terms of the Contract, 

4.2. The following extracts are taken from the 'Standard Contract' (dated September 1994) between 

Post Office and Subpostmasters. This is a 114-page document, that now incorporates several 

post-1994 amendments. A copy of the entire document is available on request. 
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4.3. The Standard Contract is described by Post Office as an arms-length, commercial transaction in 

the nature of an agency contract. 

4.4. The contract allocates several financial and other risks to Subpostmasters who may not have 

understood or appreciated those risks, particularly if they failed to seek Independent legal advice 

before taking up their post. Our comments on the clauses most relevant to our Review are 

made solely from a business perspective. 

4.5. The Standard Contract spells out the rights and responsibilities of both Post Office and 

Subpostmasters. The clauses most frequently referred to by Applicants are as follows: 

a) Section 17: (in the November 2002 amendment) lists the Key Products and Services 

(also referred to as the core products and services). 

b) Section 15: (in the November 2002 amendment) refers to responsibility for the training 

of the Subpostmaster and, in turn, of the staff employed In a branch. Under this 
section the Post Office undertakes to provide the Subpostmoster with relevant training 

materials and processes to carry out the required training of his Assistants on the Post 

Office Products and Services.., and the Sub-Postmaster accepts the responsibility to 

ensure the proper deployment within his Post Office branch of any materials and 
processes provided by Post Office Ltd and to ensure that his Assistants receive all the 

training which is necessary in order to be able to properly provide the Post Office 
Products and Services and to perform any other tasks required in connection with the 
operation of the Post Office branch. 

Also... Post Office Ltd may request from time to time that where it has obligations as 

described above the Sub pa stm aster should conduct specific training (whether through 

written/distance learning that may require confirmation of completion or via 

presentations) in relation to certain Post Office Services (such as, but not limited to, 
money laundering). Failure by the Subpostmaster to arrange for such training to be 
properly applied will be deemed to be a breach of this Contract by him. 

c) Section L, paragraph 10: requires three months notice of contract termination from 
the Subpostmaster to Post Office and allows Post Office to: 

Terminate a Subpostmaster's contract of any time in case of Breach of Condition by the 
Subpostmoster, or non-performance of his obligation or non-provision of Post Office 
Services, but otherwise may be determined by Post Office on not less than three 
months notice. 

in section 12 of the Standard Contract there are a number of paragraphs, as set out 
below, addressing responsibility for losses and shortages. These paragraphs are at the 
heart of nearly all of the cases being considered in the Scheme. 
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d) Section 12, paragraph 12: 

The Subpostmaster is responsible for all losses caused through his own negligence, 
carelessness or error, and also for losses of all kinds caused by his Assistants. 
Deficiencies due to such losses must be made good without delay. 

e) Section 12, paragraph 13; 

The financial responsibility of the Subpostmaster does not cease when he relinquishes 
his appointment and he will be required to make good any losses incurred during his 
term of office which maysubsequently come to light. 

f) Section 12, paragraph 14; 

Surpluses may be withdrawn provided that any subsequent charge up to the amount 
withdrawn is made good immediately. 

g) Section 12, paragraph 17; 

Subpostmasters may exceptionally not be required to make good the full amount of 
certain lasses at his office. if he feels entitled to relief in making good a loss he should 
apply to the Retail Network Manager. 

h) Section 19, paragraph 12: deals with enquiries by officers of the Post Office 
Investigation Division and states that: 

The main jab of the investigation Division is to investigate, or help the Police to 
investigate, criminal offences against the Post Office, British Telecommunications and 
the Department of Notional Savings. The investigation Division does NOT enquire into 
matters where crime is not suspected. 

i) Section 19, paragraph 19: allows persons interviewed by Post Office's investigators to 
have a friend present during the Interview but that person may not interrupt in any 
way, either by word or signal. 

4.6. Having considered the Standard Contract in some detail from a business perspective, we are of 

the opinion that it can, in some circumstances, operate to the detriment of the Subpostmaster, 

who may not have reviewed nor fully understood the terms before accepting or declining to 

enter into the Contract. We have not seen any evidence that Post Office either advises or 
requires Subpostmasters to seek independent legal advice before taking up their posts. 

4.7. The Standard Contract places a number of financial and other risks with Subpostmasters who 
may not have properly understood or appreciated those risks, particularly if they failed to seek 
independent legal advice, Consequently, there is a risk that appropriate risk mitigation 
measures may not be implemented by the Subpostmaster. 
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4.8. We have been told by many Applicants that they were not given a copy of the 114 page 

Standard Contract until long after they had committed to purchase their sub-post office, or long 

after they had started work as a Subpostmaster, or even at all. 

4.9. We are advised that in some cases, a copy of the Standard Contract was not provided to the 

Applicant until Post Office commenced litigation. Post Office has stated that Its Standard 

Operating Procedures require that Subpostmasters are provided with a copy of the Standard 
Contract no later than the day that they start work but this often seems not to have happened. 

4.10. We understand that it is common practice for a new Subpostmaster to sign an 

'Acknowledgement of Appointment' letter that refers to the Contract, but without necessarily 

being provided with a copy of it. In so doing the Subpostmaster acknowledges receipt and 

acceptance of its terms and conditions, without necessarily being aware of its specific 
provisions. 

4.11, It is worth noting that retaining evidence of the provision of the Standard Contract to the 

Applicant has never been part of the Post Office's Standard Operating Procedures. 

5. Automated Teller Machines (ATMs) 

5.1. Our Part One Report provides, in sections 5.23 to 5.29, background Information on the 
installation and operation of Automated Teller Machines (ATMs). 

5.2. When a Post Office branch is equipped with an ATM it can be located either within or external 

to the branch premises. The installation of an ATM at a branch is often desirable as It can 

result in greater footfall and, as a consequence, increased sales of both Post Office products 
and services and those of the co-located shop. Most of the reported problems we have seen 

relate to Bank of Ireland (Bol) ATMs and some to HANCO ATMs. All of the problems we have 
seen so far relate to external ATMs. 

5.3. Problems with ATMs have been reported in more than 20% of the cases considered so far and 
have included both small and large shortages that were charged back to Subpostmasters by 
Post Office. In other cases, large surpluses occurred, which caused concern to some Applicants. 

5.4. The normal cash dispensing process on 801 ATMs involves electronic interaction between the 
Branch's ATM; Wincor Nixdorf (the service and maintenance provider); the LINK platform and 
the customer's bank. The ATM cash balancing/reconciliation process involves electronic and 
also manual interaction between the Branch's ATM; the Branch's Horizon system; Post Office's 
Financial Service Centre (the'FSC') and Bol, This is a complex arrangement, requiring greater 
human intervention, at the end of each business day, than that typically needed in most high 
street banks whose ATMs are seamlessly connected to their own computer systems. 

5.5. One notable problem, reported by many of the Applicants raising concerns about ATMs, seems 

to relate to the manual (rather than electronic/automatic) extraction and use of the 'cash 
dispensed' figures from the 'Bank Totals' receipt that Subpostmasters are required to obtain 
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each day from their ATM and their daily input of 'cash declarations' into Horizon. This has been 

referred to by some Applicants as having to deal with an 'air gap' between their ATM and the 
Horizon system. 

5.6. In February 2008, Post Office issued an 'Operations Manual interim'. Post Office stated that it 
was issuing new instructions because "a number of non-conformance issues are still effecting 

the processes for ATM reconciliation and settlement and to explain the correct end-to-end 
accounting processes relating to Bank of Ireland ATMs"

5.7. The Introduction to the Operations Manual interim stated: 

The Bank of Ireland, via the LINK network, extracts a 16:30 - 16:30 cash dispensed' figure 
automatically from your ATM each day. This figure forms the basis of a settlement to Post 
Office. This figure is the value of cash dispensed from your ATM from 16.30 the previous day 
until 16:30 on the current working day. 

In other words, the amount of cash dispensed to customers, from each branch's ATM during the 
previous 24 hours (or during the previous 72 hours between Friday at 16:30 and Monday at 
16:30), would be available to Bol and that data would be extracted by Bol from each ATM. 

5.8. The Operations Manual interim goes on to say: 

in order to meet the required business accounting standard, branches are required to obtain 
each day the 16:30 - 16:30 'cash dispensed' figure from the 'Bank Totals' receipt which is 
available from the Bank of Ireland ATM, and to enter this figure on the Horizon system on a 

daily basis. 

The Manual later describes that as needing to be done each day after 16:30 but before 19:00. 

5.9. The Manual continues: 

in Product and Branch Accounting (P&BA) a comparison is made between the LiNK generated 

figure and the figure you enter on Horizon. lithe totals differ, they are queried with Bank of 

Ireland and may result in a Transaction Correction sent to your branch. If you do not enter 

the daily 16:30 -16:30 'cash dispensed' figure on Horizon, this means that the settlement 
figure by Bank of Ireland cannot be confirmed. In this case the two sets of figures are 

automatically reported as differing, resulting in reconciliation problems. 

5.10. In addition to obtaining the cash dispensed figures from their ATM and entering them into 
Horizon at the correct time of day, Subpostrnasters were also instructed to make a daily cash 
declaration (and do this every day including on days when the branch closed before 16:30 hrs) 

through their Horizon terminal. Specifically: 

You must make a daily cash declaration on the Horizon system for the separate stock unit 
you have set up for ATM transactions (including days when you close before 4.30pm (16:30 

hours) and you have logged on to the ATM stock unit). Unlike cash declarations for your 
counter stocks, however, you do not need to make a physical count of the cash contained in 

the ATM in order to complete the declaration. 
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You must make the declaration before 7pm (19:00 hrs) and you must include all funds stored 
in your official safe that you have received on a Remittance specifically for your ATM. 

5.11. it would appear that some Applicants misunderstood the instructions, and some were told 
by Helpline staff, when they were investigating differences, that "the problem will sort itself 

out" (though it did not). Any differences would normally be expected to be resolved by means 
of Transaction Corrections, however this often meant that further errors were made. Many 

Applicants have also reported that they subsequently found that the Helpline's advice was later 
countermanded. Comments referring to problems with Helpline advice are found in the CQRs 
in nearly every instance where the Applicant experienced problems with an ATM. 

5.12. A consequence of a user gett€ng things wrong with the ATM cash dispensed figures and 
inputting incorrect data and hence causing an initial discrepancy was that an out-of-sync 
situation could develop where the branch's ATM would be expected (by Bol and by Post Office) 
to have an amount of cash in its cassettes that was different from the cash figure that the 
Subpostmaster had entered into Horizon. 

5.13. Based on comments in many CQRs the problems reported by Applicants relating to this out-

of-sync situation, became, it seems, what can be described as commonplace in some branches 
prior to the February 2008 release of the Manual Update. 

5.14. The Manual Update confirms that, by following the new instructions, the process for 

entering data and balancing ATM cash will change and states: 

if following the instructions contained in this workaid means that the way you will now enter 
data on Horizon and balance your ATM cash will change (for example, if you have previously 
entered figures which ore not based upon the 16:30 - 16:30 figures or if you have not 

completed this task daily, moving to the correct process is likely to result in a cash balancing 

difference). 

if this is the case, P&BA will issue o Transaction Correction, to address the cash balancing 
differences, and will try to provide clear evidence and as much information as possible to 
help with correcting transactions. The correction assumes that all previous ATM dispensed 
figures have been recorded on Horizon accurately and that branch cash has been correctly 
declared. 

5.15. Many Applicants have commented an their view of the complexity of the processing of ATM 
figures in Horizon and the general lack of clarity and hence ease of use of the guidance and 
instructions issued by Post Office. We consider that the February 2008 instructions represent a 
goad example of this complexity and show how easy it might have been for some 
Subpostmasters to make mistakes. This is an extract from the paragraph titled Loading cash 

into the ATM: 

Always enter in the ATM the number of notes Loaded in the machine, not the value 

Ensure that you enter the number of notes you are loading, not the amount already in the 
ATM 
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Please remember: At the weekly balance alt figures are cleared. Therefore, you wilt need to 
enter all amounts in total when you reload the machine next. 

5.16. As an additional example, the following extract is from the paragraphs dealing with Weekly 

balancing and recording figures on the Cash Management Sheet: 

You must make a physical count of the cash in your ATM at least once a week and record the 

figures on the Cash Management Sheet before removing the cassettes for your physical 

check of the cash. You must not enter any of the figures on the Horizon system. The weekly 

balance can be carried out on any day of the week, even at the end of a Branch Trading 
period as long as your premises are closed to the public, it should be completed at any time 

after 16:30 hrs when the Dlsp 16:30 — 16:30 figure has been entered. 

Please note: You do not have to reconcile the cash in your ATM with the cash declaration you 

make on Horizon. The ATM is balanced using the Cash Management Sheet as described 
below. if the Cash Management Sheet balances, your ATM has balanced. 

5.17. ... and the following extract is from the paragraphs dealing with if the Cash Management 

Sheet balances, but there is a discrepancy on Horizon: 

The Horizon system should not be recording a discrepancy in the ATM stock. If a discrepancy 

is not rectified, it will give you a wrong carried forward figure and the problem could be 

compounded. If there is a discrepancy on Horizon but the Cash Management Sheet balances, 

you could hove entered incorrect figures an the Horizon system. 

Go back through your receipts and double check that the 16.30-16.30 cash dispensed' 

figures for each day have been entered correctly on Horizon. 

Check that any ATM cash originally remitted into a counter stock has been transferred into 

the ATM stock 

Check that the transfer into the ATM stock has been accepted 

Double check that the doily cash declaration has been completed accurately 

if you cannot resolve the discrepancy, do not phone the Wincor Helpdesk,; please phone the 

NBSC for advice. 

5.18. In those cases in which the Applicant reported concerns about an out-of sync situation most 

have stated that they had no idea what was causing the problem. The 2008 Manual Update did 

little to resolve those issues. Furthermore, if the branch's ATM was operating after the 16:30 

Sol 'cut-off time during the week and/or at weekends (as would clearly be the case with 

externally located ATMs), then the transaction volumes and associated accounting entries on 

the following Monday would include all cash dispensed in the preceding 72 hours between 

16:31 on the previous Friday afternoon and 16:30 on that afternoon. 

5.19. We have also been told that when ATM-related reconciliation and out-of-sync problems 

were reported to the Helpline. Applicants were often told to ignore the shortfall because it will 

sort itself out. The advice from the Helpline, particularly prior to the 2008 Manual update, 
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appears to us (based on comments and reactions from Applicants) to have been inadequate or 
possibly even misleading. It may also have had the unintended consequence of causing 
Applicants to give up trying to understand and resolve problems. This in turn, could have led to 
the temptation to falsely account, while waiting for the problem to "sort itself out". 

5.20. Many Applicants have commented on the apparent impact on their branch's ATM of power 
or telecommunication failures. Other than recording in some cases the dates and times of such 
failures, it was difficult for them to relate those failures to specific deficiencies. it is recognised 
that there are standard processes in place to deal with power cuts and connectivity interrupts _ 
to ensure that data is not lost or corrupted when those events occur. Nonetheless, the need in 
such circumstances for an ATM to be re-booted by the Subpostmaster, or for It to be remotely 

re-booted by Bol, could in our view, introduce a possible risk of data loss or corruption. Post 
Office has given assurances that this cannot happen, and that it never has happened, but some 
evidence seemingly contradicts those assurances, so further enquiries on this point are 
continuing. 

5.21. There have been many reported instances where a cash withdrawal could not be completed 
due to a problem occurring during the transaction. We understand that this occurs reasonably 
frequently and can be due to a mistake by the customer. Depending on when the problem 
arose it is possible for cash that should have been dispensed to the customer to be withheld by 
the ATM but the customer's bank account nevertheless debited. 

5.22. When cash is dispensed by an ATM, and there is a delay in the customer physically removing 
it, the ATM will, after a set period, retain the cash. This Is known as a retract. 

5.23. In most instances such retracts occur because customers get distracted and walk away 
having failed to take the offered notes within the pre-set timeframe. (usually 60 seconds). In 
such Instances, the customer's account will be debited and, in due course, his account will be 
re-credited once (if he notices his mistake) he contacts his bank to report what happened. 

Those notes should have been found, at the end of that day, in the ATM's'retracts bin'. All that 
is innocent and not a cause of problems to any Subpostmaster. The more serious aspect of 
retract fraud is dealt with below. 

5.24. It is possible that some of the large discrepancies reported by Applicants could have 
included losses brought about by external theft where sophisticated methodologies had been
deployed (such as retract fraud or the more advanced transaction reversal fraud). The risk and 
consequences of this sort of theft/fraud, and the need to thoroughly investigate every apparent 
ATM cash shortfall, seems to have been under appreciated. 

5.25. We are aware of a project, carried out by Post Office in 2012, to react to increasing retract 
fraud but we have been told that no report was produced and we have, as yet, been unable to 
check whether any Applicants were held accountable for losses that were, or might have been, 
attributable to external ATM fraud/theft. 
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6. Motor Vehicle Licences 

6.1. Not all branches are authorised to issue Motor Vehicle Licences (MVL) and only a small number 
of Applicants have reported problems with MVL processing. We have seen a small number of 
instances of a particular problem. This relates to V11C forms that were misprinted with an 
incorrect bar code. This seems to have resulted in Horizon recording the sale of a 12 month tax 
disc, when in fact a 6 month tax disc was sold, 

6.2. If this error is not immediately noticed at the Horizon terminal, a discrepancy, being the price 
difference between the 6 and 12 month MVLTax Discs, will occur and the Subpostmaster will 
later be held accountable for the resultant cash shortfall. In branches issuing large numbers of 
MVLs this could become a significant amount. 

7. National Lottery 

7.1. Not all branches sell Lottery tickets or Lottery Scratch Cards. Where these items are sold, they 
are usually sold from the co-located shop's retail counter, rather than from the Post Office 
counter, even though they have to be accounted for using the Horizon terminal at the Post 
Office counter. 

7.2. There is often a significant difference in the opening hours of the counter in the retail shop and 
the shop's Post Office counter. The retail counter will therefore be selling Lottery 
tickets/Scratch Cards outside the hours when the Horizon system is operating at the Post Office 
counter. Since branches are not allowed to sell National Lottery products other than through 
the Post Office, each day's ticket sales have to be recorded, the following morning, in Horizon. 
Also, before any Lottery Scratch Cards can be sold, they must first be 'Activated' on the Camelot 
terminal and then 'Rem med in' to Horizon. 

7.3. We have received many reports where Applicants have stated that their branch's Horizon 
system would get out-of-sync with the quite separate Camelot system, thereby generating 
material surpluses or deficiencies that were eventually corrected by Post Office issuing 

Transaction Corrections (TCs) through the Horizon system. The average Lottery-related IC was 
approximately £650 and many of these TCs were for amounts that were exactly divisible by 

£160, that being the value of a full pack of Scratch Cards, 

7.4. Prior to 2012 most discrepancies on Scratch Card activations were caused by Subpostmasters 

failing to 'rem in' activated packs of Scratch Cards to Horizon. In February 2012 Post Office 
introduced a system change that finally eliminated the possibility of synchronisation errors 
between the Horizon and Camelot systems. 

7.5. These problems appear to have been most serious and frequent between 2005 and February 

2010, when Post Office made a significant change to its Standard Operating Procedures. This 
reduced the possibility of having packs of inactive Scratch Cards recorded in Horizon or having 

activated packs that were not recorded in Horizon. 
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7.6. We have also been told by Applicants that, before these important procedural improvements 
were introduced, inconsistent and sometimes conflicting advice was provided by the Helpline, 

which further exacerbated their problems. 

7.7. Occurrences of the out-of-sync problem appear to have been particularly prevalent in branches 
where an associated retail shop sold Lottery tickets late into the evening, after the Post Office 
counter had closed. A further complication often occurred on the final Wednesday evening of 
the monthly Trading Period when 5ubpostmasters were required to reconcile the Horizon and 
Camelot figures as a priority task on the Thursday morning, rather than at 17:30 on the 
Wednesday, but this requirement was not always advised by the Helpline. It is not clear 
whether the training and support that Applicants received covered this important point. 

8. Training, Support and Supervision 

8.1. The nature and extent of training provided by Post Office has developed over the years as 
described In our Part One Briefing Report. In our opinion, the training was probably adequate 
for people who had reasonable levels of IT skills, numeracy and accuracy, though further 
product-specific training, rather than the use of Operating Manuals, was perhaps required for 
some Subpostmasters, especially those whose branches delivered a wide range of products and 
services. 

8.2. We have been told by most Applicants that whilst their basic training was probably adequate in 
regard to general 'Business as Usual' Transaction Processing, it was predominately sales-
focused and weak in regard to End of Day, End of Week and in particular, End of Trading Period, 
balancing. We have been advised by most Applicants that there was little or no coverage of 
how to deal with discrepancies (both surpluses and shortfalls), how to identify the root causes 
of recurring problems or how to deal with Transaction Corrections. 

8.3. Many Applicants have commented that, in the years prior to the installation of the Horizon 
computer system, they typically had monthly surpluses of just a few pounds (less than £30 
seemed to be the norm) and that they first experienced large discrepancies shortly after the 
Horizon system was Installed. 

8.4. Many Applicants have reported that they or their staff only started making serious mistakes 
after the new system was launched. This could indicate a lack of understanding of how the 
system was meant to operate and be used, which could itself indicate that they had either been 
insufficiently trained, that they had been unable to properlytrain their staff, or that the new 
screen-based counter processes had introduced new ways of making mistakes that neither 
they, nor anyone in Post Office, was aware of. 

B.S. We note that the duration of Basic Training has varied widely over the years and is now far 
more extensive than it was in 1990 - 2010 (the pertinent period for many of the Applicants). 
Post Office refers to the current routine provision of two weeks' training for Subpostmasters. 
Many Applicants have reported in their CQRs that they received fewer than two days' training 
and were simply handed Operating Manuals for self-study and to train their counter staff. 
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8.6. Post Office's Trainers, and in some cases Applicants' Line Managers, do not seem to have been 
well regarded by many Applicants and appear to have been considered particularly weak when 
dealing with ATMs; Lottery processing; Motor Vehicle Licences; Foreign Currency and other 
specialist products. 

8.7, Subpostmasters are responsible for training and supervising their own staff and Post Office has 
no responsibility to train staff, other than in Crown Offices. Post Office does provide 
Subpostmasters with relevant training materials for themselves and their staff, but it does not 
operate a quality control function in order to ensure that this further training is properly 
delivered. We found that further training for Subpostmasters was predominantly delivered in 

response to user demand, rather than being determined by Training Needs Analysis. 

8.8. We recognise the complexity of the current product range and question whether a counter 

process involving over 170 products, operated by more than 68,000 staff, of vastly differing 
levels of intellect, experience, numeracy and attention to detail, can ever be expected to work 

well without a fully effective and comprehensive training and support regime. 

9. The Helpline 

9.1. Many Applicants' CQRs have included examples where the Post Office's Helpline has failed to 

provide worthwhile support when called. The relevant call log (when available) often does not 

provide sufficient detail about exactly what advice was provided in order for us to form 
evidence based conclusions. Specific criticisms include: 

a) difficulty in contacting the helpline due to its limited availability; 

b) unhelpful, script-based, responses; 

c) many calls, including those seeking help on balancing problems and discrepancies, 
were afforded 'Low Priority' by the Helpline staff; and 

d) instructions received during one call that are said to have later been countermanded, 

sometimes months later, by another. 

9.2. A frequently recurring response by the Helpline, relating to shortfalls, is said to have been: 

"don't worry about it, it will sort itself out". 

9.3. Many Applicants have reported that problems did not sort themselves out, nor was any 

indication given by the Helpline as to how long they should wait before realizing that a problem 
that had not sorted itself out would probably not now do so, nor how they were supposed to 

balance the books during the Intervening period. 

10. Limitations in the Transactional 'Audit Trail' 

10.1. Many Applicants have claimed that, whilst acknowledging some errors were caused by their 
own mistakes, they were often unable to determine the root causes of discrepancies (both 
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shortfalls and surpluses) reported by Horizon, because the underlying transaction data was not 

available to them. 

10.2. Post Office controls the Horizon infrastructure including back-office accounting and 
reporting functions. A consequence of this is that Post Office may hold Subpostmasters 
accountable for shortages that they are unable to fully investigate due to a lack of access to 

data. A Subpostmaster has very limited options In these circumstances and often has to make 
good losses even where the underlying root cause has not been established or understood. 

10.3. The concerns fall broadly into three areas: 

a) data that isn't available even on the day of the transaction; 
b) data that was at first available, but after 42 days (later extended to 60 days following a 

system change by Post Office) is no longer available; and 

c) data that isn't available after suspension. 

Data that isn't available even on the day of the transaction 

10.4. Applicants' concerns principally relate to transaction types where Horizon produces, at the 
end of day, only an aggregate amount and volume for that day's transactions. These 

transaction types are those where customers have paid for goods or services by Debit or Credit 

Card. 

10.5. In the event of an end-of-day discrepancy for one of these transaction types, and without 
the benefit of a disaggregation of a total amount into its constituent transactional components, 
Applicants found It difficult, If not impossible, to identify the individual transaction(s) that 
brought about the discrepancy. 

10.6. Typically, a Subpostmaster would need to find items: 

a) that should have been, but were not, Included in the aggregate total; or 
b) amounts that had been incorrectly entered, such as (50.00 entered as E500.00, £39.00 

entered as £93.00, a withdrawal processed as a deposit; or 

c) amounts that formed part of the aggregate total, but should not have been included in 
that total at all. 

10.7. Only by finding those errors and omissions could Subpostmasters begin the process of 
correction and loss mitigation. This may sometimes have involved attempting to contact the 
relevant customer, but in order to do that they needed not only to identify the incorrect or 
missing transaction, but also to know the name, and perhaps also the address, of the relevant 
customer. 

10.8. Many Applicants have told us that, prior to the introduction of Horizon, it was easy to do this 
since the paper dockets retained to evidence each transaction provided this information. It is 
regrettable that the Horizon system does not provide the same functionality as the previous 
manual system. 
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Data that was at first available, but after 42 days (later extended to 60 days) is no longer 

available 

10.9. The main concern expressed about data availability, is the need to go back to a previous 
period in the event that a Transaction Correction (TC) was Issued by Post Office a long time 
after the transaction (to which the TC relates) was erroneously input into, or omitted from, 
Horizon. TCs are Issued for different reasons and different products may be treated in different 
ways. If the delay in issuing the TC exceeds 42 days (now 60 days), the Subpostmaster may no 
longer have data readily available with which to respond to the TC and may have rio practical 
alternative other than to accept it. We have been told that if further data was requested from 
Post Office, such requests were often rejected on cost grounds. We are also aware that the 
difficulty in printing and examining Horizon's Bcm wide 'till rolls' was a significant issue in 
locating the transaction(s) that had created discrepancies. 

Data that isn't available after suspension 

10.10. Applicants have reported that their ability to investigate transactional discrepancies, or to 
defend themselves against allegations made by Post Office, were often thwarted because, 
following their suspension (usually on the day of an Audit) they were, as a matter of Post Office 
policy, denied access to the Branch. In many instances we have been advised that Post Office 

Investigators also removed records, often including personal documents such as diaries in 
which Applicants had noted problems that had occurred; to whom they had reported those 
problems; what advice and instructions they had received and what had resulted from following 
that advice or instructions. Applicants have also reported that, despite their requests, they 
never regained access to any of the records they needed to prove their innocence. 

11. Transactions not entered by the Subpostmaster or their staff 

11.1. Many Applicants have reported that Horizon transactions appeared to have been entered, 
or cash or stock balances changed, when the branch was closed and no one had access to any of 

the Horizon terminals. 

11.2. Post Office has confirmed that it is not, and never has been, possible for anyone to access 
Branch data and amend live transactional, cash or stock data without the knowledge of 

Subpostmasters or their staff. However, we are aware that certain error recovery and 
correction processes can result in transaction reversals that carry the System Identity (ID) of the 
branch employee who entered the originating transaction that the system itself is reversing, or 
the ID of the employee restarting the system (see 'Transaction Reversals'). We note that this 
fails to easily differentiate between entries made by a user and those that are system 

generated. Enquiries on these matters are continuing. 

12. Transaction Reversals 

12.1. As mentioned above, a number of Applicants have reported transactions that appear to 

have been input when the branch was shut and no one had access to the Horizon terminals. 
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12.2. A few Applicants have reported that they had entered an original transaction, but had not 

entered the reversal of that transaction. Rather, the Horizon system appeared to have 

generated a transaction reversal, without their knowledge or their intervention. 

12.3, This matter was also highlighted in a report by Helen Rose, Post Office Security - Fraud 

Analyst - dated 12 June, 2013: 

.. it is just that! don't think thot some of the system based correction and adjustment 

transactions ore clear to us on either credence or ARQ logs." 

"However, my concerns are that we cannot clearly see what has happened on the data 

available to us and this in itself may be misinterpreted when giving evidence and using the 

some data for prosecutions" 

12A. N.B. 'Credence' is a Post Office Management Information Reporting System and 'ARQ logs' is 

a reference to a request for Horizon information archived through the 'Audit Retrieval Query' 

process. Enquiries on this issue are continuing. 

13. Cash and Stock Remittances (Rems) In and out of the branch 

1.3.1. A number of Applicants have raised Issues concerning 'Rems'. 

13.2. 'gems' are inward and outward remittances of stock or cash (including foreign currency). 

Large amounts of cash and stock are routinely sent to and from branches using this process, 

Robust procedures are in place to ensure that the process normally operates reliably and that 

errors, or theft, are rapidly detected. 

13.3. Occasionally however, branches will report that a Rem 'pouch' was not received or that it 

contained fewer items, or lower value, than the sender claimed. Similarly, Post Office will 

sometimes find that a Rem pouch sent by a branch is missing or its content has been overstated 
by the branch. Post Office deals with these discrepancies by issuing Transaction Corrections 

that show the details of the shortfall or overage. Because such discrepancies relate to physical 

Items, it is necessary to rely on witness statements and other documentary evidence as to the 

exact content of Rem pouches. 

13.4. Some Applicants have described instances of foreign currency shipments being accidentally 

sent to the wrong branch. We are aware that some of these errors have occurred due to Post 

Office's Business Partner for Foreign Currency (First Rate) using an incorrect delivery address. 
Clearly, this introduces the possibility that an Applicant might have been held accountable for a 
shipment that was never received by his branch. 

13.5. Post Office is now carrying out further Investigations into this matter. 
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14. Missing Cheques 

14.1. As with other outward Remittances (see Cash and Stock Remittances (gems) in and out of 
the branch above), branches Rem' to Post Office's main processing centre (in Chesterfield) all 
cheques that the branch has taken in each day. These are put together into'Stripey' envelopes 
and collected by the Royal Mail after each day's cut-off time. 

14.2. For almost all of the cheques that Post Office handles each day, everything normally goes 
smoothly, but some cheques do get lost or are accidentally spoiled either within the branch or 
at Chesterfield, while some envelopes get lost in transit. 

14.3. We have also been informed that is possible for cheques to get damaged in Post Office's 

cheque processing equipment and therefore not be processed, In such cases, if the cheque is 
so badly mutilated as to be unreadable, the possibility arises that a branch might be charged, 
through the TC process, for a missing payment even though the cheque had been sent to 
Chesterfield. Also, where a customer's cheque 'bounces', it will be charged back to the branch 
if the branch staff failed to follow Standard Operating Procedures. Post Office has stated that it 
will attempt, where possible, to obtain a replacement cheque from the customer. 

14.4. Assertions have been made by some Applicants that customers' cheques (received in 
exchange for goods or services rendered at the counter) never cleared and they were held 
accountable for the value of those missing cheques. Post Office has told us that there have 
been no examples of this occurring and, in due course, Post Office will have an opportunity to 

respond to several specific examples cited by Applicants. Enquiries on this matter are 
continuing. 

14.5. Some Applicants have complained that the TC process was sometimes so slow (in regard to 

cheques) that, by the time they had been advised that a cheque had been lost, mutilated or 

returned by the paying bank, all chances of mitigating their loss were gone. 

14.6. Post Office has confirmed that Subpostmasters will not be held liable for cheques lost in 

transit and that, if all required procedures have been correctly followed, they will not be held 
liable for cheque-related losses. 

15. Pensions and Allowances 

15.1. A few Applicants have reported problems with Pensions and Allowances where Post Office's 

Investigators made allegations that they, or their branch employees, had stolen money by 
fraudulently manipulating Pension and/or Allowance payments. The allegations were that 
amounts had been recorded as having been paid out when they were not (overclaims) or where 

Green GIRO cheques or Pension & Allowance dockets had been re-used (reintroductions). 

15.2. Post Office has responded to our request for background information to help us better 
understand and put into context the fraud that Post Office had alleged was happening in those 

branches. 
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153. Our purpose, in seeking this background information was to clarify how these types of fraud 

may have been perpetrated and how Post Office identified those responsible. We needed to 

explore the possibility that Applicants, who had been accused by Post Office of fraud but not 

ultimately convicted of it, but who had in some instances been required to repay the allegedly 

stolen funds, might have themselves been the innocent victims of a far larger'pattern' of fraud. 

15.4. Post Office pointed out that "it only prosecutes cases which merit prosecution and does so 
always on legal advice" and noted that the vast majority of the cases it takes to court involving 
reintroduction fraud, result in successful prosecutions. 

15.5. Post Office's response described the way that overclaim and reintroduction fraud can be 

perpetrated and how the relatively easy to manipulate dockets have since been replaced by the 
more secure 'Post Office Card Account' (POCA) which uses 'Chip and PIN' technology. However, 
Green GIRO cheques are still in use by customers who have lost their POCA cards and by those 

on temporary benefits. 

15.6. it is clear that, while overclaims can arise as a result of errors Innocently made in a branch 

(e.g. by forgetting to remit a voucher), reintroductions Involve a positive decision to re-process 

a benefit pay-out even though the genuine transaction with the customer has already occurred. 
Post Office concedes that reintroductions can happen by accident, but the 5ubpostmaster 
would still be liable for such errors and it regards multiple reintroductions as being indicative of 
fraud. 

15.7. Post Office has concluded that no'pattern' of fraud exists, and we will now examine each of 

these cases on its merits. Further enquiries on this matter are therefore continuing. 

16. Surpluses 

16.1. As stated In the section above dealing with The Contract between Post Office and its 

Subpostmasters: 

"surpluses may be withdrawn provided that any subsequent charge up to the amount 
withdrawn is made good immediately". 

16.2. Post Office defines discrepancies as including both surpluses and deficits. We believe that 
the cause of all material discrepancies should be investigated and corrected. This should 

include consideration that discrepancies could be caused by the system itself, or by errors 
occurring outside of the branch. It is only by doing this that the underlying root cause of the 
discrepancy can be established. 

16.3. Feedback from Applicants has demonstrated to us that the preliminary investigative 
assumption adopted by Post Office appears to be that discrepancies are usually caused by 

errors or problems at the counter and or by theft. Post Office's confidence in the Horizon 
system remains very high and as such, the system itself will normally be discounted as a source 
of error. 

Page 17 



POL00090358 
POL00090358 

16.4. In inputting data into Horizon it is possible that errors are made that generate a surplus, 
unbeknown to the customer or third party. Another cause of a surplus could be the 
underpayment at the counter to a customer, although this is more likely to be detected. 

16,5, We understand that although surpluses are expected to be retained by the Subpostmaster it 
is possible to hold them in suspense by 'settling centrally' so that future shortages and 
Transaction Corrections could be offset against them. Many Applicants appear not to have 
been aware of this facility. 

16.6. The failure to investigate and correct material discrepancies is perhaps unique to Post 
Office's Business Model. Unlike commercial entities that do not operate on an agency basis, 
Post Office has had little commercial incentive to seek the root causes of discrepancies as the 
burden of cost (and risk) is being carried in most instances either by its Subpostmasters, in the 
case of shortfalls, or by its customers or Post Office Clients, in the case of surpluses. 

17. Cash withdrawals accidentally processed as deposits and other counter-errors that benefit 
customers at the expense of the subpostmaster 

Cash withdrawals accidentally processed as deposits 

17.1. Mistakes can occur if the counter clerk accidentally touches the'DEPOSIT' icon on the screen 

instead of the adjacent 'WITHDRAWAL' one, thus generating a deficit of twice the size of the 
customer's withdrawal. Such errors by branch staff can be difficult to Isolate from the system-
produced totals of card transactions (see limitations In the Transactional 'AudltTrail' above► 

unless the customer notices his windfall and then tells the branch about it. Absent such 
customer honesty and diligence, shortages brought about by such mistakes are very difficult to 
isolate and recover. 

Other counter errors that benefit customers at the expense of the Subpostmaster 

17.2. We have been made aware of cases where Applicants have been held accountable for 
shortages that have arisen through what Post Office refers to as "errors made at the counter" 
and where customers have profited at the expense of the Subpostmaster. 

• 17.3. Where a customer has received cash or goods and later discovered that their bank account 
has not been debited or their card account has not been charged, it is quite possible that they 
may keep quiet about it, leaving the Subpostmaster to be held accountable for the resultant 

• shortfall. 

17.4. In mid-2008 the method of processing receipts into Giro Bank accounts was changed. 
Previously, customers completed a two-part paying-in slip. One copy of the paying-in slip was 
retained by the customer, another was retained in the branch and cross referenced to the entry 
made on Horizon. 

17.5. Prior to the mid-2008 processing change, the Subpostmaster would have been able to 
identify the amount of cash that had been recorded in the system by cross-checking with the 
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paying-in slip. Hence, a correction could have been actioned and the branch's books brought 

back into balance, in such a case, the apparent cash shortage would have been eliminated 

because the audit trail enabled the specific cause of the shortage to be identified and corrected. 

17.6. However, after the processing change, paying monies into Giro Bank accounts was actioned 

via swipe cards and one-part paying in books with no supporting documentation being retained 

In branch. 

17.7. After that processing change, the counter clerk would swipe the customer's card to access 

the account details and then key In the cash deposit. After inputting the deposit, the system 

printed out Just one copy of a receipt (which specifically states on It "NOT TO BE RETAINED") 

and this was then passed back to the customer along with their swipe card. 

17.8. It follows that, if the counter clerk did not immediately spot an error, any later balance 

would show a difference between the cash holdings on Horizon and the actual cash holdings. 

However, after the processing change, there would be no supporting documentation available 

either to the Subpostmaster, or to Post Office centrally. Therefore neither the Subpostmaster 

nor the Post Office's central processing unit would be able to check whether or not the cash 

deposit entries on the system reflected the actual amount of cash that had been deposited. 

18. Errorand fraud repellency 

18.1. Normally, when a business detects errors or fraud occurring repeatedly, investigative and 

analytical work will be carried out to determine whether changes to its Standard Operating 

Procedures, to its hardware or software, or to its employee training, should be made so as to 

reduce the likelihood and/or seriousness of future recurrence. This process of investigation and 
analysis generates, over time, a 'Virtuous Circle' of detection, loss mitigation and process 

correction/improvement which builds the entire system's robustness and efficiency. 

18.2. In not fully Investigating "errors made at the counter", even where it is obvious that some of 

those errors have been systematically repeated in a branch, or even across the Network, Post 
Office seems not to taken'ownership' of finding ways to reduce (or manage) those errors. 

18.3. This has led to a situation where subpostmasters have been bearing the cost of losses 
caused by errors and fraud that could possibly have been designed out of the system, or where 
improved operational procedures and training could have reduced the incidence and severity of 
errors made at the counter. 

18.4. A good example is an issue that has been raised by Applicants in regard to Giro transactions. 
This relates to Horizon operating in Recovery Mode, for example following power or 
telecommunications failures that resulted in the branch terminals freezing. In these situations 
the system goes through a complete reboot, then, when it has finally rebooted, a message 
appears on screen asking "do you need to recover any Giro transactions?". 
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18.5. A few Applicants have reported, when faced with that question, they usually did not have 
sufficient information to know whether or not the system needed to recover any Giro 
transactions, If they responded in the affirmative, the system asked for the details of the Giro 
transactions that needed to be recovered. As the user did not have the relevant details to hand 

(and could not access the data as Horizon was still completing its reboot process), they were 

forced into responding in the negative and hoping that was the correct response. This often 
resulted in the 'wrong' answer being entered and transaction errors being generated. 

18.6. The following key question, that arises from the above observations, is: 

"is Horizon fit for purpose?" 

18.7, In trying to answer this difficult question, we recognise that, in the vast majority of cases, 
Post Office's Subpostmasters operate their branches year after year with minimal reported 

problems, For them, the Horizon system appears to be "fit for purpose". 

18.8. References hereto 'the Horizon system' are mainly focused on 'Horizon On Line', which 

evolved from the original Horizon application. Our comments encompass not only the system 
itself but also supporting processes and procedures. However, some comments received relate 
to earlier versions of the system, a number of enhancements having been made following user 

experience and feedback. 

18.9. For the Horizon system to be considered fully 'fit for purpose' for all users it would need to 
accurately record and process, with a high degree of error repellency, the full range of products 

and services offered by Post Office, whilst providing a clear transaction audit trail allowing easy 

investigation of any problems and errors that arise. The cases that we have reviewed 

demonstrate that this design objective has not always been achieved although some 
improvements do continue to be made. 

18.10. A fully effective system would also need to be able to cope with a diverse collection of end 

users and operate in areas where power and telecommunications reliability could not be taken 
for granted. The cases that we have reviewed show us that errors are more likely to occur 

when unusual sets of circumstances and behaviour are present. We have little doubt that 

branches with unreliable hardware or poor telecommunication and power supplies, appear to 

have suffered a disproportionate incidence of problems. 

18.11. We have also come to the conclusion that some of the people appointed by Post Office as 

Subpostmasters may have been unsuited, from the outset, to the ever-increasing complexity of 

running a computerised branch. These include those who: 

a) were relatively (or even in some cases totally) new to using a computer; 

b) had insufficient time and knowledge to be able to investigate and resolve shortages 
without quality support and assistance; and 

c) relied upon staff whom they may have 'inherited' from the prior Subpostmaster and 

who were either careless, inadequately trained or even dishonest. 
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18.12. Where a person, who was either unsuitable, inexperienced or inadequately trained, was 

faced with problems, perhaps associated with hardware or telecommunications failures and the 

system's resultant restart and recovery procedures, It was at that moment that an otherwise 

repairable situation often turned Into a catastrophe. For them, and in those specific 

circumstances, Horizon could not be described as "fit for purpose", 

19. One-sided transactions 

19.1. Many Applicants have raised concerns regarding transactions involving debit or credit cards 
where Horizon has processed a transaction but the corresponding charge to the customer's 

bank account appears not to have been processed. In other cases the opposite situation 

occurred, where Horizon rejected (or appeared to have rejected) a transaction, but the 

corresponding charge to the customer's bank account apparently was processed. 

19.2. One possible cause for this might be that telecommunications failures have occasionally 

prevented one side of a transaction being processed whereas the other side of it has been 

processed properly. 

19.3. These transaction processing failures would be less troublesome if they were always 

detected, at the counter ideally, or later by additional control and reconciliation processes 

carried out by the Subpostmaster or by Post Office itself. 

19.4. It is however not yet clear whether Post Office's in-house (after-the-event) reconciliation 

processes can be relied upon to always detect any one-sided transaction that the 
Subpostmaster fails to detect. 

19.5, Where a customer has been charged for something that he has not received, there is a very 

high likelihood that he will detect this (for example If he receives a Final Demand for a bill that 

he believes he has paid) and will complain. On the other hand, where the opposite has 
happened, and a customer has received cash, or goods, and his bank account has not been 

debited or his card account has not been charged, it is perfectly likely that he will be unaware of 

his windfall or will simply keep quiet about it, leaving the Subpostmaster to be held accountable 
for the resultant shortfall. 

19.6. It is important to understand that, where that sort of error occurs, no evidence of it is visible 
to the Subpostmaster unless the customer discloses it. 

19.7. We have provided Post Office with examples of one-sided transactions and our enquiries on 
this important point are continuing. 
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20. Hardware issues 

20.1. An examination of the hardware in use in a typical branch reveals that much of the 

equipment appears to be quite old. in some cases it was first put in place more than ten years 
previously. 

20.2. There also seems to be little routine hardware maintenance. Instead, faulty equipment is 
replaced as and when needed. This process is referred to as "kit swap outs" and principally 

involves the replacement of broken units with reconditioned ones. Reports of several 
reconditioned components or units being tried, and failing, before a working one is found, are 
not unusual. This is because much of the bespoke equipment used by Horizon is no longer 
manufactured. The most commonly raised issues concern printers, PiNpads, touch screens, 
telecommunications equipment and base units. 

20.3. Many Applicants believe that faulty equipment could be responsible for otherwise 

unidentified shortages. Post Office's position on this is that it cannot happen. Enquiries on this 

point are continuing. 

21. Post Office Audit Procedures 

21.1. In many cases Applicants have told us that they were not given copies of the Audit Reports 
relating to their branches and that their enquiries to Post Office, in respect of those Audits, 
were never answered. 

21.2, It is clear that Post office's current practice is that each Subpostmaster is provided with a 
copy of the Audit Report for his branch. We do not know when this current practice was 

adopted or whether a similar policy applied in prior years. 

22. Post Office Investigations 

22.1. As a result of our investigations we have established that Post Office's investigation team 

has, In many cases, failed to identify the underlying root cause of shortfalls prior to initiating 
civil recovery action or criminal proceedings. This includes cases where Applicants brought to 
the Auditors' or Investigators' attention their own suspicions as to the underlying root causes. 

22.2. Many Applicants, and almost all the Professional Advisors, assert that there was inadequate 

investigation prior to suspension (without pay); termination; or civil/criminal action. 

22.3. Based on the cases examined so far, Post Office's investigators seem to have defaulted to 
seeking evidence that would support a charge of False Accounting, rather than carrying out an 

investigation into the root cause of any suspected problems. Evidence to support a charge of 

False Accounting is often easily obtained since, when confronted during interview with 
evidence of obviously overstated cash figures, the accused person will often readily admit to 

falsifying the end of Trading Period Accounts. 
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22.4. With the exception of an interview conducted in accordance with the Police and Criminal 

Evidence Act (1984) we note that the interviewee is not allowed to be legally represented, 

although they may be accompanied by a 'friend', albeit with very limited powers. 

22.5. Interviews will usually be recorded and, when an admission has been made, this will virtually 

always trigger a 'Guilty' plea by the defendant and often an associated repayment proposal. As 

a result, Post Office Investigators seem to have found that recording admissions of False 
Accounting was the key to achieving relatively rapid, and (to Post Office) inexpensive, asset 
recovery. 

22.6. As a consequence of this, Post Office's investigators seem to have de-emphasized the 

importance of unearthing the true root causes of the "mysterious shortfalls" that Applicants 

claimed to have suffered. Even when faced with requests from Subpostmasters for 
investigative help, this has often been refused. Regrettably, this refusal to provide investigative 
support is In line with the Standard Contract, 

22.7. It is clear from comments made by Applicants, that this was clearly contrary to their 

expectations and that they were unaware that, under Section 19, Paragraph 12 of the Standard 

Contract, the Post Office Investigation Division (POID) does not have a mandate to provide 
general investigative support to Subpostmasters. 

22.8. Post Office's instructions to (and training of) its Investigators seems to have disregarded the 
possibility that the Horizon system could be in any way relevant to their investigations. A 

consequence of this flawed approach to investigations is that many opportunities for process 
improvements have been missed. 
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+•x`.:e'. <.r tie : 3:..a tr; ;A.  h they r rnAy edit 1ppb 'rttt v&y rnui,, p d .7n tbee, 

_,_. Suet;itii: rcurtlSta x s. 

2.3 hn thin 3eply: 

.r' +6 peewee t .~ t.'.,:;~i -::):i{3.'i atrf4t aeC113.lt3,Y•, are to p3tattry,;:"•s an the Pepirt 

:Irtti?:i'- 5ta:1sF' ~;Y„t4ii"'A'1';~•. 

• xX..,:  :. ~: t€ ~ ltM:;; ii< ll et...', ' c;31+.. tt. CE :. '7ss _ _'; f •f3<fi

Subr.. trnaster'. .r, ,cf;eTH whether Or r{iPy h,z o gi;,lie r, th ti .... 

t ~f E:3',i. . -F ~..fi'-;',,;E„ ;,<l ts?t ; e Yi 1?•n•ra .o ra7:,..;6 . , 

"F~mix— !t lb1>:.; 'sdh ai in a a .r l th . a 3 m iosi.t. nx ~: a.. '':rn=_ a , <sl•_ : ._. 

: ::.m ....... -, ,il:c3Tt 

A olthe :apa =isee! term•:. are deiine'd to the Part One l rtes n~. 

S 

.. . ..................................... ......................... ... 
:•:•• ::• '/A.\: .'M\  '//.4:"/FH.::I/.4:"I/.4:"::.x:..wx:: vx:.: 
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3,tw Y„:n3 u 3n,  Jr? t the? r 3az:A 33f dt'=d Ifah}P } if } Iris I)E3i CTS =+? of this " pIy iy . 

to , t . ; v ' .Y>il f :d3t?": I,}?,3t ('1431 Cr'tl3 E: ,3,U,3` 43 'r.'>b 2S 3'F(3 tIN at' 3,}3dtt.

3.2 in order to }s t;r3Esfy a. oss of yssca€ cash, an rnsest ator netts two piece's of key 3nfermationr 

a. How itltt[h cash o<: be 3 'a3 ch as a res {. f3f }}tt .ra:'S s 91or :$r~ a t~'~ 4 - jjf'G wP4''

{ u. :13 31;h. 'fin?_. inf3 3 3'3:33,;01 3S 1 3 . ' 3 .. i::y the tI. a33f }S ,7 co:3: 3 F<5 1331

h. l w 1Ft1;3::33 . 3Jt• f`i :12:3 .3 :. in `.E` 3,f .i, Its E°, ,1t3G ?3 3   3

<3r£; of We cal on i`3N 

. , 
33333:t 

3.3 dn) '3a? + 31_. .. ....t >r ': 131*i %,l ., _ ter` it 13: ,  u~f , _ ., :f }.. <±. , . , a It Yi _1I3

a `.;}Si8Y 331 3 :33' a

[MY+.K 

Cottoning the branch accounts

3,L if u b is n1Ft' t3 . t -s `:age of the s. ;EF£7,=t£c3n is to idFin334 33:t ii: y t 3ire3 it 13 Cal,

went :'tit Itit. t: .;a , 3 t3. 3;3 ai 11, c3 tf ' e':Ft , 3Ei3' A' , 33 . .c::3:O 3y

f1 or U'33F 'bat ),ts; 

s 33 KiLi4,. 133 £°3 cta_a7> i: :. 133 I_tf ,33'3._ 31 1 333 :i1 111 fdt.; 

q 

_ ,: 33 il . _ 3 

3:5 £ ftt'< 3; (omit to d3t 33f3'331? 31 : 4. 33h::i'. :I :1ro.3t, }33: , f 3331 :733:•.. °3 • 1 3' 3i .i 3 3)tr. -̀tt.`: 

nate. 1 c n.l3.,y, trtust tie E}tF. 3.. '1:?:n }r r `t' ' 

,I 1.' : ,3  III . :<1. +c 33 ; 3.1 . 3 s . . i ,. •3 '' •3 13331 u

orr^urs i lr ... 6. r>:131413 a 7,2: 3 s r t id3' .EtFt ,. ir3 33t ;rlrti. 1}1a_; 'v'rXla  {tt 

not be 't33',-33: 3:33 I" ,3 3£33 rs_ 333 ,> a f: 31133}335.33:3' 1p:. 1 331 i`i> £ <tA;}(13'>1> 3 

::.L!' . E.) 3tr ,E>.:._ r r•:E I33'd3r Yor;; ' r 93e 5 ,1.: 31E3 
, >; rs

?3 =:i;t, cf3 ?3! Lt° :33 'r, ":13 : 3 :;,333 CIf 2..> , fi`s 8,- 3C. Cl. 1. :?333.`131 

;:3'('•k' t reiIut' , 4:33.3': :' 143.1 0313 :3 :1311 :1: 3 i :-, iT3£' I:5:00!}}3 tf{ < „et 1 : 33:>n 333' :313'5' I

a 1 rJ '... `3 ; ftf: 3 £{N1 A Ia i'i;r uu , tt Ih.v , .rOli r',: 3 "tp5sj <.:, , , yt s ., a^.w

Ft 314:333::

It f±c3` t3t , 3f ~ 13t:i_ ,1301 ? 0p33o"_ants that ftty' < t1,_ ft '  f 3 i 333 :3: 331 :311::: 

L"3 ti' , :'ir 3 ;3. 3 < t3t;. 1'ra3 ' E}n. 1.;.. , ~ ::333 :,;Ss.. 1 t' t: 33t 3 @t 3;. 
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;i£43f' E t ,. _. ':'.t '@o ey f3Y ,fl ✓ ~E a_T;. .,. , (^ #f}s y tUy':. hf (( fu;;} i 3tfl s3:r 
°.` 3< U7 

U t.. ' ';t n'SO ft f. A :. {lF

„ ; Ftyfap} a iflc ~~, it7E1 ;tF rli F ~d :c= !  <.F, 1 e  3 N'. xEi t', f :i ;W 3' _. ai 1$dt<i% t 3 , .Safi•':. 

~f7tltr'tyltrt32} Ct15h F3?spl?"i?:ar;t5 

t`: <. .. { <;36 !i: # :T` ~ Ef _' :;+1f?: f 

SFi ijtt:3stm„ > ":, ti t( t 3 f tfv,rr""t Qrt. For this 

• C Oifnt t'ts atmint (N' £$~h in thF. branch dafty or4 record t i ; frpure ?'n H r'Ii2Y n aS a 

• Vi8a?'.2 a I. ib ~C<t4 E('.('r' It 'the re'ct: £#

1'~sae ,2i~EZ hx<r>fg 3f1=it i  r nr,

. :: :.r. .::E £, Gi ei #i ,t} :.;7. ~£ .t1t 1E y: t,

fE'><f„5EF f t'3 , 
u. 

r!s ., '} tt}8 bra' cr 

aft .2@ i'f:, : o~;,i#t I: no 115j2; i' c, _ Ez"airC!5rir3°dt>=<r

♦ '.t37YY if :::FS; ~'; ''T'fiXar'st?, 

♦ (sN33;1t whidS irkL>?:'} :if- 6£wff ,ly'be t#sf 5s?ti'o .A ffgrs"sll:.

• .rxate the e arwow , trav ,a lwr~s that. wrcr the. Gaii..w, o€ a bas>s. 
>:: z 

3.10 C,a? v a€ct.rate ;:asts } e € ra v n ;.r t mast tritital aspect of had: accfrufetrntf, Without 

3.7.7 For tl ifr :"PaS!ir , ft E < t .t li 2i# tha: to f 9 trf d.' ? 7'f1Nf 2 8C('u att ',:-3:! ! t.,qi h Et c 8 :f to . ..: 3 

h < ;:}} a.E :.3T   <f ::'i •f3 ,<<' >#t, 1'; 'i3 }13 tf%i' fSli%13i<~{ 

to zf)~ar a": tfE <, e4 . t 2tJ" 3it:£ Tice} :it`F:-3 r :: 3_333 1  f'}}St UP ,f . . > #sF. >r,aFi2`: 

Ft. if  tE?rFi« tkf ,t" $ .0 C<<T.P Etf ,t@f; (,h'. ! 'a it $ T ' '< <..3- 

Sft'y 3?fat d $bF ;r ~ s , <3 - fit_ nC;< eF -d r:: F £,_"  s rf, :?t"r- s:£a}sf3if ;!l th

•

<'

f t of Ph 3 .t:1(r : 

,{1'E}3 c:r • VEtF`cFEf Ep,.F, .it <:f;<i#tF !f tE  < i e ,(;•.x t < .. _,: r:i# i c.J Eft: .' 

- ft s,? ( .. sa tt}t F Fs't> sst; is curs3ta x <';3 df,#<- ?f ;: : tE  f i CUtrotiEi`: ng Olt,

C?P'tii A3 J °: M.Eti o5 ;{ <e { 5 Ei

................................................................. 

are ppragrppft a"u of tiro r pot One Briefing reryrrdfng'inaiuno ppob' error,. 

:.. .,:... .: .,:  .:::. .:::.. ~:... _ . .,.:>' Y.6<;' ik;:::6.xa: wao mm :.ron:. «a. «a...u<a.•;.ue 
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3. .2 In , ; .;.:r d F>>33 i1P 3, 3 a~itfr. 

taTa .3.`t.is,3%., u.. .. ,>3 ?t3t t3 

333 t£ <<II _ 33 J i :"i 33'V :'. 13! _. '3 .1. £, ",3_.sa l ;  _AC• tj f i3: .'rA 

i<.1 <R -§y3gslt(-<y.7 >rF:> fu~!3As3` 

bu3 f..<...<.. t ii <..itr,pte brat crptu:a t k .i1 fi'+a ,. a((.< 1te •3 

3,13 i' i able t: r <i ny ..•' f '.'Idz3Yt or e?tne 

. ... ., .I :It,  : .. v} .. ~ . . Stnt

Ifk.r  (#ia s ft t,f 3L t. , 3  < ti<: f'J 13 3131=: 1:0 £? _ >3 

'£39t 1. : :73 33: 33<  ':,urn tIti,,, Iai 3d r.: t3i:> a;a:~7.3rI 

Re#rs3ns§Yetitf for tesse<_ 

334 .tL n!>rf3Ysf! <, .A:,pi3< at:' :x,'s of f, :.f.".~ ?'I< : 8:: :1 :3: 's3? 3:7. , ::,f'!?rK?

o.,& ;  t# .1t #1: 3:33' F £ :3'a;:££ `<-h c#t tf 'v 6a, £o e.;<< l:£'s: 2 i i <  i v 1313-;; 31.8 ° s: !:; ,_•: 3: 

4}3C°Et'3, ~[=flt tta:. 'n d.jt 1— (:a`_: .eFif #,f -: '23 ,,F,f  ._., P-t£3Mf :3 1 .C:irir. 

i£3i' e 3 :.? 331 t 1(3 V31 : a ! h t. t:, 3e a 3rs: 3 ,

3.:15 1Y,^ i'1,  £,tlt: kl<f " '£ ,fs tr: : << 1:7 3. :,til£t, il. ,:`c•r lot } :': 3. ma., 

b43 faYdi # £ Sv.,i r pi. . .3.3 ' 8 33 3 .3 (t or are tat i 3 (", ... 

be tht :'; 1n 3f?~S 

3.16 i4b`_'eYtY, „ <- - :' < fl. f e >t ft ~ . h 3 d : 3l s3 ffn3y bey H1r323333, ." 3 

r:>?>3f 'i 3f t f."' 8: it 1? {3#d IF . ,C: Z ia o . ', :d ',P3'4 R 1'i # or' - 

1<1:1  i3, 3:3 %::13 t "i <.:. ..3 5333)33 3 3 , IE t :•o 3 331 3 3

1 h c;ln r t#ir ; tr-3331 of . ,<.,,, . Yin „ <3< (. 3338a ~ ;`.t ul .< 333 ,£3 3 , ;:r #te:: .43F' 

::i£S,C.o 3ey 133£.3 C.4.•3.'i4'a.NK:a... 1.03 '<3. `(3' ci.> -.v Tf.'' • (333,031':t (33 33(:431'. : 

3,;17 P03: ' (-". S,.P Er i %rF' ,Ummitt.-(t to 6133*, .e ,.. ::j3£ 1R`,3 3t :.:337£7 (3'(8 

:13133;. "F 3 t:`.'i5f3a£h , . c:3033f3:3? f1:3% I331. :031333 an3311 33333 33 - . _ f #. of 03 (feN 

37c33(:  :f 3l ,L.:flf > >@1t& 733333 Ih3: ";i3 ,{ 13 : ., 31 tf 1333 3<j 333:333333 33 33 3333333 ' ;Q`, 

H0 3.;.. -':1:13 131031 33. 3331 333131. ':3733# 0133333 3333 PC . 3 3. ..> ?. is 33113 .4 33:-n:u 

j;. , 333331 1 133 433<333(3 33)3d' 33. +1''Tw e3 '  3 `y ( 131,

........._............_ ........................................ 
::3coln 3<333333t2 
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Post  S rt'.:(3ilf3.E? If: flBtLifjh 4 - -f. ..+a.. F3"t3a

C' [.IMP the s ko  ;  • O i S ...Riet r'ci_. t}'taf$ a $ , >;.tsp)$$ t t>.r:_ ;L3 no 

.  r o: 1 < t 3 :.pi . <.vfu3 thi 0 3 '=F t({'<. t : ri pr1. f't! Ox, { Li Y.i r' 1141 

a3'Id (21 tCat.tf.S 3'Eaatfr<j ti: ?ti(3:i do l (?f th 

ci•i t at° t t tFits ti -~LtE3t.3fJ5° - If'f:5-

4.2 t rt of thE'. Contract '^> ^? f :Ca th.i? ;::7pe t ti`e j3:ftfrf3P 'r:?af:h w. i  tr. :'si3d - r 

1: r r ', ' ..1'l1 :`i Iht h . d3 f 'k 3 ntrutt; and 
,<r xf: I3 t _.tstN't3 tP_3 t-s tY3;_t r,, 1 9,,,33rect. der , £ III ni,i .'ss<?,ers, 

C3l.lt tH ,$$ ._R1! Yz ]t' .S . ... 1$' f. EB£IF , >E tl t tr t J' % 3S I L L''

$ii4iI p. .. ,1(siw3. LI3f retool ,l  L r,?3l1 .t U I'd! on '11 :11110 $i UP.' PI a•£, IL 

-wfjp•: i <i 
"._ 3a,', -. y.:t s,i3f:. :i, P p^ la; ,.  'a.C' Z jT ? L'. 

o t. -< tie 't die co rv, r ;c3 .r„I16i~,9..-ir pr~..r fr,:i 3r lriii~(9, 3`111. .E,, ., .,W~U _L.t3<a t.~.:3~ 'r31 1iP'.4<°.t

:.i 'PJI;ai:i. 71gti::~i. 

} spact of salecteC te'ms and mnditfar 

4.4 AL POPIPI; 11 +x, • tUp t I•-t t .£U: 'Oil : t' 1: .t 14.31 : t f 'xti'i -:f k v R f 

.:? a?£ 1 £ <a f:k! 3:11 310 !?>; :.Ri t :" i)I3.J H : . :.$ : ' < '~A?{N£3 Yj .> :`>h e a e 003  :lot 

01 1111 <. S31t1`i3ff as a M . ->ft<3 's:33"> _ .{« p;ts£ 2 J. ; a . opo Co o 3 Uo

:ft :i . .{ iii3f,<„i7i itot:isn tha t E; a: ow of };. o F '0:3 t-i3;- S.df £ .A:ti 0 731 io '.:}!S, t I x}.'.v" and 
1 tr ate 1. . ;£1:.:: ax: ' - 3x30 £s f ,p: t C3 )on b .an : ooi

„;.e fasntess of the Cta*ttract 
" a 
u. A 4.:.. Pcragraphs 4.4 and 4.6 both roitke th pme eond w :. at r"+' cnp „'+(,. 1Y3.,,: : :ip(.'1:'t;ive` 

@ , E< -.;i;=£r:. 3 f i 3 i. -.. a3 3; ;:n ti.r :_1,1a< r, Ch OP Q £:f :r 

.:3.7131,17:  r3;.;tMrr< tf3 03°;s,>i1 l< :=r < daf 2. tlzi -'f:e p3: ,

4.6 The C'-,:& i' a to3S. .:: 1 1-,13: : 3p. i . :Cau se 'p<x13 0000,100 

areas 3131 re 3313 a$lt?3i<,333tr Way 3 00' $1, £_ f} f3 afs; [ 3f 7{311 i3" iPo' 03 >x13 LUPI' 33-1s' 

f:^r;t£ f ,, ''pit' 3D £ E?03. The h 3 tat- '1.300 no 1' 1'1' 3p1' In3,ti :>tl-+e3 :. 311073 .33 _ 

00re ;:'t .,t t}tr1'£t:#r">1,a'1' ' £a[ 'IlIte !a ` ';N [111 'P toot: G co3311 31.; :: aC3 <C 4. ; t > .3 

13`:h:<  < cs <_t13< - .. .0 ."31403 !a^ h< . 3?t' .t are tai.? 3;i son.idar to tt0000 used it 4. or. h;stn 

3)  .g 3 . .)3a' '.33,0. 
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4,7 h an ~ti, !:;c . . .-. .-.. rc cr,ii ,i~(}'':rt :e: i:i Y)-s.ir . rrat,:i;g At ssc - S o?we 

dotie'- l;3 tier r {_  sia<f 

and In r- s ouva a w , :: tf y Couu£. 5esauart

legal : ranpa .. 

4.8 im s " . it F..nti:{ th . i.:' e. on „ I' :h S:. f,:il e 3 ^.7 Pos £ : of ^;. 3njsst :`:'.N;t L:

.: tit  x, et

V)

11(.t Yi> t>  . 3} t Y3ri„ ;'t;: c><' < (: s ., i ~^7 Fti • 4 ' <<: ¢ t 

{sltmjAilfs Se yi3 "a r3,>f1F ivifr. €'r f >~tZ@? e t s S#-~j,3U' Itts•3I>`T, 

>l<f>jiJCfr t `.: !3 £37.f<.,.':`,1F'.r€ff`ey Ce:' the CCgrt3'a t 

4.9 I3 -ta';: „aye `:a ?7.1!':. .et, °, ?:3?: ~e < y .. . .¢ rn'~ ~e .d( :u :.n~3:. .e•:i; «` E"e 

11(S i  S"fb-_ 1 s ': t 'Eii?> vmh. 

: .Irss - ~t><(

4.10 30 .UfiJf .Ft. ft!: c 3b£._. £1 t it $ , ,t .33x' t es ; ';tiW e t S ta:,' t i;'ufl ;C3 freely 

a'4 at :as :>Ie?'frith. tf3: jlsa&al, 

411 The KPts ht :>>..f ," . iiu(F~3'. ctir3 § ' .::•?~ti' .c;t. ►.l?f! 

e'c iti33 tf, Y Sift1'f iJ't h 

: ? . r :{ rte{ki'r2-

4,12 i n air ;. Z; •s'• t 31, a r; a `37, _ . ~d { . s . t: s t . _ A I t : I v v.. 1 e t 3.F" - ' 

Cvoti t' flv ,. 
law 

i-0 . r.,:E': it; F % _-':. !1Nt e thN n :j:i•?s. 

i ''  iiri£Irr.:3  t ': ' u N t£ .: nnot be 3<,". y , is;e or 3 >stlitt£`. :r%i.3:.t.t d' '0 3 sr no 

I'!dve taker Oe Uwe to mad the f„i331 mst. 

4.13 l e ?Aejer -; 'F,,>) ri.its t 'nal: Pot Oldie •;o:'i. not r<< rd ,N3t J3£cr;%i3(>°rf3u'~`atQt"S tGt,A

a4vlo- I li o, is 311 . .. iII-~Yv:N3 , 3t S e':.t `3fl ,   ,fl 113tY`tE3 f;n `

): . t;: >7t t tljayi

Nntif+c?h+7n t: h s st ' f he f r tra t t r ;'

4.14 Na '3.Cj'i3j,ti.> 68 to 4.11 .:,.i. .i tf iiet f t L1tt3 . .. . ., ,. i;f a1 . :fit'... .... 

be G%3' e d no tf?c' e " .i A Iiflisfa fP:"R to i t[,io•5 _. 

t 
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confident

receiving u- traft or r +duce a cony flow, hs,  do . i'iC: il' um l.Cr7trad 

wa5 not ,. a-;idsd, rivet' the o -: tf Lase m ° ~.1'tP3'ncT 3t ;t >c:t - x. : r 3n

t.Mnt P:t~t3ft:~ .t -..3.'j 3f1:, Ch'.. :::s3ia '<.!:S:''rds are now no

4..15 t.. ES i  . th C<:i f3  ` ':  t (`E` J'kttkJ.n t' hoi~ 

it ^!fltfi  IR 3 ';;>t. t't C'L $i'u

C ,t 4 . ' ; id (lt f:3'l :G

{t i p strF , _ c r<: have a copy of the Contract no ater than the :Say that they commence 

t3tei3 re•~.tis.»;. 

4.16 Pararah u,.t.rf ti Pi?y t5 that i4 iomcn onto practice or new St b' ^tnlasters to SfL`}n an 
.•3iC, eeb`tltdCjRff?CDC OP Fitt .C,3  '. ~ti l,Gt a )ft. UP it

a p~£' h ':,,: i3Tf3~`ft£ n : t -. nr`:i f ti3~ ' : act. A$ a por.

T,$31T5 ar O.. 5: 43 Ition5 carp r.;f_w tr( „t  IMO a Cofftlad h f +Q`c3ICe'tu asset}i£ t ital: r i-rt 

that is not Signed. 

:,............... ..... ...................... . ....... . . ,.~>a awa :Iawk:J/aw~'Z6w "Z6w.:row /aci'~.ow ,wow:/aw »ow >mw.: rx,-»uu.ruawx.: 
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>:ar£f tderf al 

Pmt ORS re onse to section 5 •• Automated Tier M*chines (ATMs) 

S. Sect en 5 of t€a the branch fir ATM 

transactions. 

5 :2 The c3 pw sox t 1 )AY myth p ; e jT.'1r }h e  ATM tin

cnt ' crsnd SNIht. i!'. bra ii terms. S^e accnuntnn prnce_s. breaks . s3ri into 

( r the AIM is .?nt t . '. .e h•`i;r h hy fbv t t. Fff,'F and inadi.c S' the 

the AIM 1 H:: F ,'tt <: thevxoi £hn of theA { M C.. h ie;: part Vf the

i`rat t i:' tyyf:k. 

the amount of cash dispensed by an ATM , retordad daily <*n Ho'izon 

t: Ei:Q`Ort£Srt ?1: £:nkr;>de i C h .. '.eo ht Hr r he .")' . 

553 ! '̂rhtn 3f IN" (OK(' R c 'v th B c `fie;iit. }'K f,3„U di 73 

a' t ' U: I  !1SE., 't,xn t~~£. ti 's r. ,~„,, '£ r li<.,r ,EJLS are 

LQ : ' ,- on ako. 

.5.4 in short. nofhirt>J its rhr 4=fttnt a . .>': 3:M 1 ~.47`r 3_- g? thet tt }b' Ln& e a krii, of 

cne: 

or', fi § . s£'e>a; _no i~£it: UP - me , >_:E 00 fiMg O xan and 

i • 5!?S'i t 3r rK rill' "Pace b E> > !. ff7t t' £=tE.3'. ' ".i•. ! : , c.^:'. .3 % f?l7 _:i .:i) : in i(tr

cur.

Out 0f 'nn< i

&5 The ;<'eDu t' KF:22: o ...,istit7' . 9dihr i i:< i' i~.' Se?n: ` ni￼G ATM. The <et 3 t-:S. wf 

amoritil g f = .,iit;'t n .c .1 ,a•'.i t :`: kne a' 3 ct a 4ph £3..-_' C:' t} ~ 1 A t O ow , r 

on a dah; i-L1 i' ,17rni f" 1 n:

: tw r,o t e a ) .3d iff ! :`u!t Ui5 t8Yi'r><£, I'iiS < ifS tt3':i F,°3'iC ;°d fttjve t, then 
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000 S00t tats to to p"t a'.i 130000, t`cilots.' 0 to hi j ui 01Ch00 0I, ae{ the „11.0130„ : 1I"0' 00:: 

0310; 0[033 3 333) : 31: 300 331 (fit e•:; <Jipo hoop: l Rt`•eoo FiOIUCtO f) a opo :a';t t E'3!: fb ;^

_3331 ,itl op 1136; } ooh ? t - :Ct} 1t !, ilE1t> In Stx .

L:;,o€ 
Activ.atJ03-1 a1':0<f,atchca-3is 

72 h001 t. 12 i>tatPB, fora':  tl too l:cfee e %E 3.r. E.)I 6.' tf __ite f otft ode .. ei:iid 

ho 8 1  a • -ii 33>p 3 1'i h3' o:a0,081 :000.:.b 00 .. 3 i :3t";i th a 003-333000

1'F:d.1:PZreP t 3'tf`s +> 13 (?,.:. k: des>3,ts„,',,. 3n Inoi E: thadll 331 fdi: ; ?<9}.413 >.4eo ;311133:^ P avt t oc Y333>. r*j. 

Y. a 3) <33 3333 S : 3 '0t? fPj ff31't +.1  tat $4')t.11 pU :i ::At CAS"E4'

that 11,0 c 300 Tt 00 01:_ ., iP , 1.101t c oot t , zFilo.;}t tOO o -)t 00 13<1 -00? 3 33> 13 103 

t l: -' . 1133:. 001,300 300,3? U. '031l _z 0 t .1, S :a 0 slat C.fi'i'ff tf _3 . >;tB✓;1 35 33)0 

:300(1 4 03100003. 0 oar: ,'  30::, I. ? : 30. f  x1'_111 po0 1 0 -:n13,1 a101 f3a9~ 

,?>> 5 *3 t1.,; dab so  oik0 > 1'373;p 1 0030 LYi! 6 _p ':`  - there ._ 

f# i t i?:17£30' f  et <i?t ;30.1111 ix- isi?ev<l 13) tt ' 133 `3-3:1t. 

i,i> ;,? 'tw-, that rs3 n r. e0 3},31 3s ft. :'s u1 ra  to d'. E.63t3 0r roars 3r: s aEC 33P'G5 w0-3(: 3::''.. 

that that:: 0001000 <ti .,? 01t 0-133 too 10000 *„ l00o >ie 00 e01 0100e and the  e  oie .. 

:..3 11 t 3. ..._. 3t ::S*03133'y. 

1 ,0 30e 130 (. <0 003 G 0500:30) 1 ,.3a ti1: oo }"l0000 ,"-* 001 33 3100 :10,010 0 30031. 

pl natal 00303.310:033 3 <0:3: -0313 sf!I tsft x13 €133= 1-31:3w: , ',:. 0. 'pool h,:aco 00e0 ::0t0 a to the 

00::V•i 
h b' fl t -3r 3. 401300100 3 .5 :.l of 1030030 10135:31301. 301. 3 `;13(137;033 < b '1:x`33 Ef371'? 

3000:03 3 71s 3r _L Ft 30 0 433 033,0. :3 30-00 311 <%' 01033,10 ,03:0 000 t:> {s) 00330< 13-1£ 43 3305301 

irttl~i j <0' 1'3urtd. 

1'.t? Ii 3.io 03 331(.{3': ,33(30 13:30<3 03>0 33 iif10 Ot t. 311:1 00 00?3.., >t;, }o i 1301 . ..  ai ; o 'olO 0000 

0l: i3> fair 0* 03.31 31.4:310 11!.1:31': f a t'1'113 'Jest - '331 .30'> 3.131: 1.3.03:-:: 03 <, 33. 300.3 3oo:i -:. 330135 

30 3:313; (lu4G 0E40m ?ero)l, `i-, 3Otaarl  i 0o3000010035 •.:<3i ' e <r:z; :ri, 1.,= , fli:. 

03,013.1 tt.a'<:l 33)3 0ç0 *s3re fl >133. 3.103 ? 00130013,;71'0 ow) 3`:y31L'. 3.h, :0000)3.'. took M":, 
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7 7 The imp y , ..}I£ tF,[..tt£, f. 3£ ,:?,tt ., d }l OO fl .• .::it: ..Uvathf. ::.}f In

;tO

7.8 In am ann I a, . clear that thin£ , ., tL,.,i::, af:.l:for,t

my r=".{e: r,S}" le iji1t thiit tl t ,Idr. _ 31l i! ;}l~ .2 3, _ fil'

Support 

7.9 At i)csraorate,. 7.6 the Re , ;t $tatec that the 3)Y!'JEti ';,! E'Nr};q}ter>7{i h' the AJoi}t;ai'}t,i tpriot to • 

p f,r`Cif it thac. at 6 x S ac' ° v Yi"t.^ i ^ ` Ilft~ { t e ¢nt, '•~a .£e' 

enMA t3. 1 od {l, `ii t :_3!P 10 1 was nw at£tY 0 l < c 3➢S;`:.t ff C''- r':nA 1t i is n't „112ire 3

of the Si . .. <<3t`:,o :r p.2. 'F .a. he x;x.:3iF  1 e 'fi~-E,e. to 

t£<F'V1at : t:: :f33 . ._ j£ ?Y}ch itt,;ah 1rl -: .e 

7 1 This L`i i3 ,id e £1 i.d a a<_e ; <_ ite Sain e4'ed 3pF :t r.3`s8 t Y iv=a haGiSdea`? inij on the 

adv•cc ill vldc o:: t'-? ^C\lE $Ll fl ' „iJ,I :. t t 1 .. :' ,, Sfflfed ahpve, the reG(Mbliati0o 

N}du(tec{ by rtot,t Off, ;E rF ti'a}7F' .thht: any ervor tit}{fi.: be corrected in due course. 

Out of haws sales 

7.1l F'3rat;': .. :,; ° _ - ,.,?: t ,t_ r f. _ a U_ys„4 Ni . ' i;'ab y to iltn , _1r}} of ; l  ovi 

tak%iTl as .: ;.F :;`" <,o L'.-f . of 1,::.'i* xdla'f. "4:- cfe:C'tb?ia at .ar dt}£`y_z! of'the .~ 

p., ,? E , ti(i}lfit <f £;'ii. sF,iF, a', fet•(ten £ att .: e.:: 's open ilu '

Li3C'ar~F ~ £ taf.t. t _..v .b• tu .t:-:!" _l£ ii'i t{ .d.-T,-' 'a ,. :.71 'ii at 

kwi , :aEe3> i„ t nsk'f Fed (t:cini the retail .h.,:,. t the branch cash, Fdr- 3,+he y. . ... 

7,1:.fi Th y ;f of the o_. n nna,.1 ' fie:. :$he 9..j -'}thti . 
ox sftl{ he 3'ytEiB _tt '3ll ' 4i 3fk to

I ..}:; ref >di d::'; f , .,~,; cF at J .t ` s<al: is , _:rf.n;,,l~ ,fl„rr:3r:.}' ., wl ,., 3 i£x . >:; 1' :.3`}l

Chu ;'rz,:a< < : arrt?ufe, iiyt% :,. ;T, .ti)t of f5 t._ ire:'' a t t.riOU t  iflo.

t« Um f E .)f_ ey a t< f eyd, k'-El£,owd . ., "iii' a f kf.rl .. .. ., r t ns awn 
a;:<s 

.ik  i _UclY1TiC (E :. .>+ ..„ J , ,?: . ,.tt: Qt it.£ : l a' the FIF .., :? f` i .f',nt tl': , Ie it oC to' 

1 .,. .. . hr .H ifl7 (`;jY £l r ,c >.,.. i i i AKill 31 i;f }:. c? i3 -3' s Si}f.1f#ii f', bii < ,s}L!!yi£ ifA L,c• 

halve` I'i.i t{ID.' d.r"f . F : ii , f' :F U'£'-a l fxi ti ,'  l', lilt' . . :'. . 

7,11 .7 a<ti if i -- , :ct y'i3~,}11f 2: %i ii _L<i, :! x x .'.?itii   the heat 
U

ii'•l: .F,S xi ti eitwi i'  the rr'..tthl; '2,U .` ;.:; x.' thlrS ht ,n ° P. tit: silt

ti>F•,r;•r;i ,. - 0. tt;'E?r00F FOr-:: .:f s"v1£,} rra'.,:G re.t .2Ft i t ,c at a a. ,:(i 'itl hai,oc. 

Rather than rove the reconcElaior' or' . ci °tia'l,E"te ::..j everting at they t'Iou{'! :%;31' .a 't do. 
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Ftlf L3 ':f3i?.l ' t'E<3 to

Y £ %,`Fis the £ %:O

1h  P ): P .ea.,2 ' a ?t.s4'~ Lc __ ,v , 

xyda7Fe ts3 ul}f>~:t £tu o.3;'t ,. _::". tE, c4 ~;, i1L., tl },7<+eit -~J~£;: `?i<3 )1-

a 'C>, _ a ~v istd. tiM ;'m saws CaSQS: H :.

7.1 1ri f,}cr ter n.:#?e. vper ;

"% t:r t''t ar3: i 33 f: •:1-i ,} A. 1.;3££ t ::I:as S

1_ORO, brc73C11N'.• 4- and of 

.3:1r,<v Ai t >L1 t~l~ , 11i2~'i t3;aa marag s 64 Q3 _ `~ , Dne !Sr :ing)3 4mt t??!nq i ° 

-.Fn n , .`ot.

55 cc 

df.iat3 :. .e3.E i j,~F'O%i3` Li :.:r&::'11'£F:j 4'3111

,~ dP art pr.d .E ::use ..r 4. }"~`~. '31St 3o ow £t x, Y.:

3 t f...... 1"F.'i;t H?'ae 4^.tri7F`

~sn'ie Cd tot next day ae(e.uF;ti:u;. 

w 
ii `,lI<' .~; t. any 1Qr.5 arisin J tro,,r, 

_s: 
a ,s. .?JS,.: t :'. 131(111~s ~~.,'.?=(S ir) E11c r~C ,..~1` / 

r 103 art tar :F3 th13 tir.£a.:. r,;r N3;i.:t a SUNS.)-fri33t<3c i ;it31:;3v. 

'. .18 1'~l'(tf:G+; lft a?. 17is'~rP ,f~<q,_'j to 3'£3 g 'f r'r?l'1fJca tt:E3 n3..j.Y33bL~C of '1t. 1°<Fis:Ene.i3's 

tabz trar^i-  3 •Fz ria3tEu 3111 i

.hive 3-.v t3-3?>r. -'s,3:•~~trr, ffie' ;oav!s f. et'ti, l .taa4:ird t, 
Mi 

_,r£ c..--F ,:t ;a r •.:air3r;O 

tar 333.£t .133 39<t: is v,u. fi laeEl _'3 34 •a A %131 3 

Y,t3?t nr _ • °fF ?3

thof,; ;"Or any t3ab 1ty aupropr a =ly Y r3 s?:> 463t>"; t iu O 1!»1514+ a it 

!.3 
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j'.Ep .tr . 1 S; `,7?A~3fa~lf4£i3~i 

T,,;, c IU:'i jeS i3t '1,?'<tt, s - ,.::i.r>fl 73i~ nus :_,l ij uFi non:' v ).~f' 4 f___;:.131F3 ;i .: ib` s •..C> 

f . Uy, O 

3o>src, ltF 37 lr, ,li£. . . xl 

sty , i ),, .I,c:; a ?xhOP GV It ?t ,r.?t I a(:

Support  ~•5s 3i,f j i if f :f'.:f' .4 3>f3 ;':y_ 

Pt 

O. N.::`tC? ar c.,. N ..N".^ t y . .. :£ jG II fl to • 

£<wt~ - as Fre f E:z (SPvi t'Ot by, F 'd to a , tim ti? O ..'' Qy, end 1 ek A ..! _. 

is , >Fl[3 }. ,r_~i ts:?;_ 3_i?'a~ #~'<., cla i fr .. . . ••w{.tF~3.. ,.,, ' -_:i is ~ v; fs; :_ , 

c=13

$j' 

tr <f'.2{r SS K e EOd"A ,Ost to £`lv. F f o y , '\ulttlt t , ,ajA ~ A 

;a<<3'K3tF m3 1'ee< ,  2- .:,.aEF?(:3ri ' r?:VtE.'u. .itar 'lj 

t{S fif.; 4 <•-.f,-t ltc .7(t 3ftja Sft }Fn: Eli :.l 7Fs (s i _ :,:its° 3~(Aifc31

( •1;t tttt a.£ ~: TA:"1lt.r; the }EYl<Y.Od arva St.; Si:: N to g1~2a ! t; e R m f "t3~i;:~i'.' ia3: ri. 

be)w'afld stows to b. :'lf, 3iffC . 

5.4 (.vi ! he ?pepu : y:; C:Pe .3g. :'3 .... i - ; duct

tf 94tlf;Q ? c_t_E N yf _A t_~A K _1' £3;

1;If€  ~ 'i ~~, lt& h l aat .;:?ld tt~ < ':Y t#e•:1 ? p3 '.... ',

D i fts,. 

Q' Ct 
TiXrf "".r of t _ - p `- _. Y3 :e'f,fassl: 3 d'Z jipo ° ..,

rr (S , : t ~7  `. .n ,^a:;. „3•a" _. 

t -:£ 3 11 L;rt£77t > ! :f3. s J4~. `a E iif :' >3 : +f t.fpP°a 1 s~:f .li%`~ k:. ' 

t . 

P!OYC', 1t3 1'{qt' ZOtl 

;j tS F',, 3_i `. 'jlitit f ti ;, th 3'. ?it ,tty ,=:pil3iZ1 t.•>i~ °t•t 'E i7~'„h :i,=,., 

JQ F7 (ts  
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(i00 Ott ,3 k d< of ui`tia5nitandhriQ of hoso flfm : i ww.. < ,o .

nlya00 ' }n°;.:t` ~3en.:v trnir d, h'ti" f:1 ' neelt ~liir o _ a ,, £-r,o 1 aft :r.' < e j car 

tic

€'o;t r0 ,?' ,£ (h3': c3 , £3 _' :3 as;j-3''r} , Eo he £} ',tz i, v0d t•~

!'vtf,Y1!}'ct tA. 0'. N l. (0 illEfa::}3t (%£ ?~vs it::i3cton 

3. di a'. 3 ' .'3133: :&..33E f<,£<s hB 1ho. 7334..H'N 3 jK?; t'.t< 1.: _i. t >: 3 s : 0.( 01P 

F.3:: 31 , pur -natalA 0 ti;, 3 a' 03, 03AXA. f„a? r E'(au<'} 73,x ; -fcr1 A jslfcant5 

kk
2E :+ , ,33f: ;! r;  3i:i 3 ~7ff „ t t(:f:. 3 3iF. .373i i. ].1 1.i3 

tho [:  31£. n

ATMs, tcittery traosaetinnr,, MVL for 3 n currency or ether speciaiist prod t. s 

i;?. • At u,3r o ( 
. ...' 

lift P ort h:oh3iq 0 rL oorod 3}3 t tn" Pitt O  e t.ranr~ 

333..0 qw! 911 R A0 0 de?sung wan ATM5. t tter, tr. n3 'a[t{,n s: Mø(fl 
'1:o :ff 1: L oo 'oo tp r3 Co.. E":C' and o hor ptoduft,, 

u'.5 t3+o'o 
.✓ 

a .a.L'. of 00 000 to rilpport these 3 ad cowr,tt Uri :.1,tr ii.;.33'3t^, '3£1 ' to 

ea. r.! docuT`"'M ptPlA - 000tot . .3Ft, a is l°1131'1' Ii t pl:. <. 11(1 oro ooioo to

331;31311 3 0oo 3 .33 'r3'€ 1oir> tO be ro 7:f o131r33o33 311M ;_: AT id< 3<0 thai Apo;; 33i o;

p iemdo: . 1131,11:(1 ,t 30fE: 3(3 . 3  33 313 t. 33' :!rte li1aiti1f301 . . ,,,':f fn islat r. ,7F ibis , 

i_+71131 3 311 33 31.'0, (331Ji.., 3>300 3i113 n,-,0 _~fhet -130 3(31.3 (33' ;33311.:  ?i3s :>; ,F t'- 3 ! 3r& (3 

.010 EA3 ( 31 i , .4 :3'f lo if • < }fir, t 0f2@:i 1 ve  '.```aw ? o-oot tOo 4a.,?t,; .t cf 

r?c"1:H" Fuf:... x:' i 10 : -;K or 0Fe.0:`wme sew 3smna 'we :hro r i' Jr... 

Traminc Ned Ana€ysis 

A 
... .;5 1~..~f✓ (3(13130:1 1, u'j17t3:01 o: (Y30 EI tff: :: A,3i ,'h RftP .n 331 :3.31333 133 Ito' 1PEIL. old :-o9) 

• <' :$<a33 xis T13 t3F_1'p10333 (3:13 ,001330  . : , }c3 :<a;?. 3 3p f}}.'th 

taa: il£.• 

;:oar 

1 10 % 011 ootro : t 1"torr:3>7rsmI ~", e =tho' (1( 331 .;N. .., 0103,1 0.}'.1313033(3' 113 £}t.< - 

13 1 1 3 3'?3 , 11 3 t- i ;e:,a ,. -a 1: a -: ,  33 f 

.31;33 _ul, -truK;30 • '.:31331301 (3,011 , :o1:1 fpef Ft'z: :P1 to 3031(010(1' 013,310 ;jai -e 331331 

aA r3<' 3133, 0101.31=. 3 (3130 3(300 3(3 3.3 n't , : a 1310 1('3131 I (311011331/ (31 11 AllOtIld 0.7 

1(11:3: 1. '(33 ai: a€;,' to (1: 311 >,,t333G3: e na„ . ',' 03'3131111'#311313131, It a30' (3 13(3 30::0. rho: o 3311: 

'• 13tl}lik: `v 10<3 33310'333310.11 (3(3333031- .aau i>: :od4?3:1. .. lE-: i1330 age Me 1, 33 

's$U 4tpt3(in that the +Fri 3p0 f33 0;3:3 r 1131 3 =3310 1 3i ;013310'11133:. (1031 310 ot3coo::: S 
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,::Onfiderftia# 

£{,, hp:n tn'ta<tpr: 3'€ y .ir, E'c -i 

3 a r. lx := , .3k3 '3-' - ,Sn<r. 3 33! Rd r: 333 F se!!i. s~t;. 

Training assistants 

.1,12 A to : C31 I' 1£331 t{ <.  ,1 zi i £i3" 3 . , _ 3 tai 73 £3J t,J'>Y£'"fb :< , 

r: :. .. 7!,. . Y1 .t A!e? .sac! o"4.F`y 3},,kt:;-_. ° . . ~~~: i c s ;::',. E' P itFk'i' % ¢ A yr;r cy!`.•_ 

. for nt3t <pi-, £::!' cf s %d .,, s , i h;'

~.. 
f?:>flQ ,rtedwy w¢' ', .0 r.Ji kited :r tEAQ CpiiE:Ya3<R 

8.14 An, ia4 . rF b,. a by , , rn =_ k r sO 333:3 t#1  ateh; rau€d he the reasnn for the 

lC1 i;a`i t r I -' ,.(.....i<: t , i'.F :.i;af <. ; ~. ^'IO ,Ys a t . ,l:"y` 1 ".:. k!l". J €Q • -,Ji 4t!€<€ be to the `<> 

he bY:?i3€d he :Sable 'Or them c. ceder sect 12. d se ,1 2 Qf the 

81.5 1^: e y event. Pcis. 17hee ceuki not. operate the  ;;ualtty cOrOr„i fonct1on pn,'£3t>.,e e by the

39:3 qps f ".i E, f '_ .. . :ar.eo_ lier 1)n 3 r(;'. k 1 Jj .ih1,.evQr 

t}1L>y 113,11 £;LI G}<'L`F to 3,?!1ts,3F.F83~~~ f@OT wti S I t -1  ilnt3 ,rid rr. L1Pvi: thefi 

em"i L'3jt Ct'c 34 t wfi•.̂ ..

.SV i"11t'3'1'1Wt C Ye £ .. Y s , _i Linf 33. _~ 4 .' t?(ifi. i(3cStt(t_ i,`{

Q.3 3',g 33 3d,. '+ti€;rin ':. 35.'et: :"33! .:,I khlt, 

917 F' ::,3 e' h 3f :ii. 13t t <.(:: :* )3 n,7!Ckl,:333 ',f3i>:?id 1'tf' 3( ti ' 1:11 . >3 ',.3 s

fhi_ ' . , .- . x ,_13! <.n:::i: E),  ,t <r': + E,L ,lE'<:€ +'Y..! f.i. SYajt-. i_ in a nu`. ...'ef 

tG,,..., i n`„t , c9£,33 333 !f„b`fi ^: 1 7 313 'y„i3:-. kti Hi<.33 G ti ((.  8ny 
„
qua€it_S .. 

{ the ;1 £i:in5 of their Stuf3. 

. 3333,35' 

333'.1. 
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Post Office's response to section 9 - The Hetpli; e 

'l i iu. rr pr:: r.t 9v lAtha Au•p3EL3 ?-.. 9'o at

a namUtai of ha'f{J Ii tt! . uaaa ft H na011 H5r1 1 ..f '1::!_ t farl. ':6:

ha _ Rirr r More detail an the hetp13nSe can he 

inuaa at isyr' aa f. t f11 a(t Uai, ru?PItT~~- 

9 ;'sr= P ~3fr3' :F :_s E ?. . ...,. t;P IlU z{,t,.,. a ?Steil to the Report:. 

a. D ff; .afty ata ai.tin the Fr Wiur due to hn lted. ava,labitity; 

j). t i.'ii'?eipft . sicrirt ba"ii rf:!il>:?3't't"i; 

c Mara rsa were aff£n . " air . . nty fi ad ttr} t^w e rr?? tn, ry r _a.ar'Ff , .'rTifartor 

rinifik;°.a lrr.Eeis. 

d. t O?It, ;... trr > a,itr that r <;:.3.e:i fT,: a;?E.: , th :c:e. 

Q.) he. atr.3t?f3 :3t 9 a raw: t a f f3s,.<.1.5 ai{{Yl? aura r: A:a tar nt_ Those egakfo r'i appetr 

'..{"?ester tree pa arrrrpr L7 of the it , har1r a to this Replvt ar h the P ort reaches no 

Cf73'1CfUi on at all, On thl" ha •s. Post Office a ni not tirrh rr; ara how thl,: tapir; 7's ..c:"..t9er'd 

ther;'lahc ?ssue. e err rftf "tc   thtr .e Nyaf: trs par atarI an th e f'Et Cat a dr to ,t fl hew'. 

Diff utt, cmita ti:ix the ' fetpt ne CtiEt' to lirne da  sip ctF,>~{itY 

`).a E.89 AV  19 : }.  a ,3i ar: < C U. vw.. adP to ariaradarri at er:37:.Gr 

Ill. ..V5;. - Par eta tr w rant tia. rt:rd trerr t`?+. i+..tf3#, ::i i 'old tie itc lir ;(.i. hr 

_ 19. 11 f_ 1. 89C erM rn:7fi  r; ra tatty ad ,r :c and (. traaaIf7 prr Cut ttr  ii 1111her  Pta 

rare; ast:t.oie t3:' vaa`,

Cr N 0urreflt1v the hoening time' for the !-ietpla)e are from 06:00 ton Of) ,ore l8arn0:'3t rt

1110 3- t): h 1) 310  li2(I' .i :111:11 ii t w l a > Pert t.ltt. ', '.ir la me r t :it_Yr. ,ELY. of

11FF;S 0 17i..' a_. ptiYif?. 

4.6. Stat:stks avai :i for the Period from A,rrit 2011 to March 20114 show that: 

aP. .oath".'. 1 2S059 

i..: 
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Confidential. 

l+ve acie `.aIL;: . . Lrit

Calls abandoned; 1;37$22 (7.54% 

9.7 A. ':9 (1 be teen from the ebove reift. the verace `h`attinq timne wee ijet 4i'o Onde Over f)_n', 

rt iti'r re t;. ;ede to the Hr^j(l€t e were 3'n,  beied, Of the abandonee „a; e, th;e will oeode dii, 

u}] 71tif✓fl .t '.5 2a 1.1 ?i1Q.r: fo' f' v I;.€ li;t ire f:i  r who ;;ere we: jort to ch nde 1 thrirr .r4 

lice t;1G:  1yi` 'o MO t ee ;"3a g5A"": . ,.y fr:Ay to e .'Pwolved :' f9 

Unhelpful, script based responses 

9.8 The He:'v ine does riot use Scripts. The of whom are yery experience. with 
l 

Horizon, listen to the izueri and ;.r r 4:airetj i :: je t - +lion. ;"i iYerneily (hie Ceintart 

management system) the Post Office Ke'.uei 'do B se is accessed where there are articles 

relating to that cat.egoiy of cat. The erator then selects the relevant article according to 

the issue raised by the eater land relays the information to them, lithe Knowledge Esasa does 

not provide the relevant Information t' here is a second her of advisors that the enquiry can be 

escalated to. 

Many calls were afforded "Low Priority" 

9.9 There is no priority system in place ki' caWt to the He piine with the exceptiori of matters 

relating to robbery or burglary. Wb1tt: those call; are dealt with at a pnority other calla are 

aritiwered and dealt with in the order'ihe_'y are re :8`. E::_. 

It 10 In addition;. If the bt:;r:i.tne: lei as not dtr 4ed by the adv' ;:e I)rovideed they could eeft a 

higher level of tu;',c t r_cured 0t pe;r tgr.i„?, 4.6 of the farµ 0'IE Oriefi11'.. 

Alleged contradictory advice 

9.11 No evidence is preserited in the Retort. ;e; ,uppof't the vi,or : bet c.rdriidictnry e;tvo e roe l>Pe'n 

given by the 4eipbne. 
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' r.. -. ::.:t In 3hn }.fx <3T tEtc al!'; Eri.t. '4f+,,i tit the 3 Eef{` :tar. tN. N. < :;: 3 ~nVo The laps 

: 3  OnAv333 .33<,f ff3c` ,qtr e.+  'ra. iE ;;l>~t i[,3 air .:> f18 y3vTf: utt:o.E 

Shay 13 E ' " 3`o Iiiou tr3 . t- .,rd . ,.• .lt Y Shfi. "a; ',, trry that

:' 3e ,6:3i afvi<< . ..:3 fii =f<x#. l _:_ , E. tT. r E_.ga<e' <i7 3:'3:. 3 f 7f >-k> ,Ea r33> 

• 

• '.,?3t• b: :?iE ̀ ~l 3 Ts i ::'.' ~a '.̀ , Ev37~.. .. -. .: ,.< ."d  L1 1l_ <{gs! ~ i:`N :y34o" that t

3. ' tr~,~ , 'i&l fa-, a:f 'r_3i , ,7i3.'tY d 'st?c r E;zaiihµpfnir'ot-nni'. 

33e.,;`; f< 3YaAi f.l - rtiP~> £t 33a?1aSt.,.,

.,27s1e.T 'F 3t)i'ts><a_ .:3r 1131 ..,li'_ ~: d &13 r3~i;T~. ps<, 3 _:';ai'tf 3tE a': '  ft7t a: a .tt 3Ti'a ilt <f 

-w Tt ay` o rE Is ; rl '.M C t.< e r i: . ji(rl: a<3 iul

y9.y „i A4 ;:FL33 3 ,: <}ph 9: 3 e t  < 3t i.` <3 l fl@`di 9, •riirl tas d uy 3,f3!' S 3< 3„ 7ii<.. .;oi 3 Baia: 3ff.r 

deed ' e tf'sF_+n  i l :3 :;'{I, ? ' 1' i: by Me

f s„ , ; as 73i s: tP3 ~3.^f 13 > ? 13 3 L,...,;. W, d,fiLFe nqv 3.F33'1 that. I „'J f:..:> v<' f kf ii2S?55.. 

9:14 I' 3i 1 gh ir:a (II U . : .3I31133Pon UN:, .J3 f3;'. 3u) f _  f E ffe 3i ll iiri`.3. 

•h' is ph : a~. ,;'n.~it3 .,ft ?.;t 31 3 I iy 3133333 *:<i3'.._ ^.33'. z i"_ ysc r,3   hail •33;,+7 ,<e 

`• :`.i4.e"E7 at'.• „n 3333 1 fr f • Ears`, i` Rt➢T`.cr~ stiftl 

by 3 l3<3 olivE {3:'c13: .• fi£3<:<f c333f 

x y%E;- I rL•3: ~%'fsptn 3: r+C .3 ),:: . in < 33) 33)33..3: C;'ii3. ort ;( i33 ;l . f W33 33

oaf anyWEdI33 V ) i (; p 3)biem 1*t£ a too `;13..3x73 _ 3d3@ J3 C2v)ngs 

.31 
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Post OffEce'r, r :Pranse to ton 10 - UMtaions in the Transactlona "Audit Trail" 

IM I Section .1.~ i of he 'Ri?pOr'. COr 1.1era what 1Y r raUy refers to a le;`;'.'tat ooS ail audit tra ', 

Tla- TUaart is a 3  1 3 ,3.1 `- ' ta. fu £ 3 . s :ar' a)_,v ?hta {y at, ala 1 341. =-e 1. iau>? or 

) i  3335=. ..3i.. ,,,. fil 3., II isj' j' .r F3.'•. L. ..',ia 1 {car' 

a :3.< a .aa. t' 3r35a3430a (I t$..

2 Yhin i'e' ,: i c:or3i: <. > fist ^~• 'mtuat*.ns: 

a. Data Pal: ;:, r3.3t 43471. 0' t ` da, 1:r i;ff t3 3 acte' u 333 a ,.:3 a's; 

b.. Bata that 7t i ail ,34t t ''ef •s b 'i r. 1 ?` sF37€81"31 .,ad 

c. Data that is r o avaltabiP :its, G:3s '. '. 

ii i 3'33. gvrtt 3 3 ' 
3 n 

's..... 
N. <. , P3 ,'`14>t-, t3tJO T tf: =r_ .ia 0 i1"• :.1Tt'tPYStnnf~3n Of tht; :;.-~it3>.'s` 

iif .'%£: 34.t 33latiori r3Pe:i'.'it txy trrarirhes to in 10.41j:3te im"es. 

r.C3,4 if al chi,  .:'e:'3.:34 34 ,"a' a 'E 'tcl t2Ca that vjliaaa a :. ,:er 1,;t i ..... 

the 34 f a'- »Y ( xt a(.ta as f: aS434f `...-

ifl 3' i Ybs_. t3i1 3 3< f tip  3::r" i 331.11. :`)31 ray Of 

ail 3. ',e aY da3y1- i i34)4111.') aa..l:r(: df ti'f t ^ : p 4 031.311 1.3 41.4 di":

pea. . E3t34a7 fc (33 ' : w it , i,?3 :33 5`, tU $3333  3a€ 33334 3) 1 t t 34 e e I` ays 

tfPt`r3 c. a .c 34,  a :33 3 :'.a o" 'or a rrfl^ : '%-,i.3m ..)3 :e:

I'13.G If a , v': (:3.; aicar) :)s.3' 3o t''3? 1.1..:.3' '037 3)3<3'O34:< '3 '3 333 iea351v YtU? 

4f .>f9i 313, ' 13t at_3 334 ;?`:cs a. _ 3 3 t 431 -3 u ar t 

W3 I733 a r E'3. " 3 ai ea, , 3i3?a t s(.1 1`3)33473 
c 

1, ha :a 31l_ 3..3er 

.7 the 131.1.30:7: 

)ata that 1.1 iii' ticct:.inis rlE{'i from the day of transactiorr1 

10.6 041,3)3334341::. 1.13 to „<.';._ ' f3>:33 .334  ?thdi-:S1if .31'03:"s . 3)t 3 x„ ,dl:eFP'. 

to `>;s; a ~7 ,?33 J3"3 34 7' la'j £i)^f 1a3a':401 'a1.a (J ,z'-^'. '}1E 01<33434 y  :73 

tr s:: 1.1.3434') a ./ ,,h:3• 33< 33) 33.343 33'3 3 :30)1.3003: ai 4.'::3313'3' 3) 133':).3311.31 (?r :i < t 1.:'.3-3 ' 3rd „_. .. 

t1.33'  , . . 113 va3tE .331.711.7331. l -r 113. 71'Ihtr 3I 1.3'),. . :..3451333 Yod. 341101.3311.341. ' . .„ 

ev 1.01.1 ..y 34:7; r . r3 ^: eii?c sZ+.S r1. n __ 'i33t 3 3'i4:,'$ a.:::.J?? As a r .3t., 

on 
», 
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.!I5j3 e T a  7::; a:7 -'vt :5133 4, tat, ft a i rmd 1xuu tao that may have 

f.dta",L'i31i error, i he :{5(737: c 3 u h It ! Uk „ 4 ,4 7.

ion) itpi q;ttt"::i 17.3:1 i:'r 4.erf3!'d7e'r 34. 37 by ':(71:23:° g Ira' c (:. ,8)11,- Tt3t C mI 

;x134 3ItF(3t-411 :S 1 373)1 'r341 t'r3'41 to ti`tf !I311 N~It_-..,'3 7 171 7:331 x;°}3711 p ar 1 . Cv' ` s' 3719 7 311 :1 `G 

( .a'' b' ?eV?fiwed 

.10.7 P17;0fifi?di:w;f <e , ::13:1413 4d 5'111"I :T_ria"i , U.: u. 3 gr;11. crd,37f03'^at 44' 17%, 

~..r'1,3 i r;:'7y3.:_33 ti.owo nah: Ia 3,h Me o'a a,a :7 3 t 173 -,.51, ::1 i r -.-:r:1 

',.977 I _tI, ,rx taf Ica s And tx ~ ',. „ s -:I ~_•re:r_. 1£: ''. <-Sr, s. ,-„ -_ 3'; ':37 71 03711

i3T It 3c:1 tt. )'73:'.33377':3v:.  ha, 33'E.i 1., S; 1: .,y 13137 Ua a :cb' :' 11 31.3 @133:i, r`;137 333x1 11337 4,7:3 

3t<:i'a td (yi' ••.s9T3r 3:' 37 ai t!1eg1_ -, U

Data that is ava'3kanie but after 71;3 days is 71:3 Ivnt~er available {this was extended to 60 day„ 

10, 00 t: a: o iy :a'. i'it ra:a .: y'z 77 . :ra: ba 7T37 1:414(1:0i ::4: 733 va$a1717: a: 171,337 , ' fto 7 

day a , 3 :f * :7::: 70 mE 311'3( 9:  3-40:4>0  o  3r , :a:3:1 9 ()i, t17: _ . '-a 4 '3ad31 1t3Ie t,P 

10.9 The 4p'.:l 513:1e3. 9$ - r h data any : .Jrrij a, f 3 I,. 7:'•a i!3' AY p':3:'E3 331 7,430. it (inaj 

not c' ..V. ' ab:5 t3:,u 430 ttt(1131(83340 by a:`3;.t3t'J;3-ok9..." to a Tra adr';xi i.::? -ECI:i , 111,;8' 

ITaly ix: :s:;aed ftar ttba dnte t13 at data fan he :.377.3voci 17.3 ymy:md w;_ +;. (70 days). the 

Rep 
rt.  

i:<.3:. tha '1 -. . (41`133 3-- _.181)3(1 ,i,f3k3 .r. Y l fty 4 , &: 3 rz'-3:33? 13 '33 a<.,rf3) 1 7 3'. .Er?3117. 

1.0
.  Wha? IN:: 1crT .F, :_rt 'a Re 11,x1 743747(7t)44 7. 14.31 1>wh .3313x`:737 s 71737 `.S3w403) a 

t x31":.+ E3C33• (; ., .773.3r.. :a,t: :uI 31,41.3( 1, :: , (33- AM 1(31773,:1,134 1.77137 -93,7)'; are Wen 

, 7_ 3' 0 c31403p :3'3d: _ -'r3 ,t : .e 1730. it , _3?3''s :3}U'. . i;+ytP :/  yi1 33v<.: ehen 

r. P7iq -ry 0.373740 11,3.=7 t r 7,-,-::',, 717111 His ,,7171 3.17747:04  t17n ,7777 to hI: 

'a 13433331 .7113.3 <,134 3311! . 7113 >3 the a .' l $ t a _y 13<-f: 41@3''> i_: ,3 .3 3313' 1' 3 ::.f ,I ,,II  
 _. 3,a 3:17,' 

.. roovie'd 17 rev30N Or i.' '33I3437 a 119077(334': 17, :4 4.7400 )17 4-4 :t 7- 37) 317 4'047i: t 717(:.11$.. :3 

t a gene73733 '1;3771 373::-:;:; 011 data 3141h 1173907. 91 1:91 .3 17 1740 : ranch, 

:43>3.13. sa37"4 439.3 (0) 34074137. 413133.7 4-77777373313: i3T3rP331< : ' 3i t`: ' i:, : tf (F[te' c:2t ., : :1833' .c 1 . ..e 31 n:i 1,3.83 

IIti 
data 75 49714737 _.34737 ':14 7737: 417- EZ<3 _ ,.t..:. ,73 1117 ....,174%477" 37174. FL a z' 4- q4 : - ' 1'13a77 3 

1 T;3'797:1734£:

10::1 17 r 77.303940, 0 :1 77:3,3:31, wolx::, 4: 3:0313.771. a   11 :81 C1 3 :Cbvr,i:17:13377 4: ,174: 

:3:37' Iri-3?f 1_ tSC£E ':4':3701, ^ 1 Xml . 'i`r- tt <%"i;'Ex311e3Tt neeei':'d 3- '331 117:: 33;3{X0 3 :`.i3?4 t a: 
t: . 
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4:~nfiMs?3-at3.s i 

3t€3r"•f if3.€3 . s '.'. ~', '!xat3~:ifz T.:"G > e:.?•'.€3t :a.ti.t. f3.•.

-1{ 13 on he 1t31C P' a " 

o.. i 

NL

' H' < :,' .i ..,. `, t t, . .' .; . . , ; :1

jar- a

3zE-, rr,?;gf.F~tt ;Faai(y E. tai .e fto: „CH? -': o ~3<v' ; df4G{ Lair _ ;,Faa. 3.. 

!hat :t .i. €3 9{ ,if..

Data that is not aiariable afti 3 a,}sPfrnsif3rf 

U)i.X P3'."if33A}tt3 ,i. .i f ,. ,£_3? >JC :f{lnt s T1r t_Eae~3^L,A "g fPfile ._.r.P_' ft7 :f:,t:i 

~+. t!~'ak''f ., ~D i3,. ^f>.. w . ,_ f .. ~r~a t..c~'g`S f€ R. "•t`f ".~ -~3G+g~3 r~,~ec: .. j'i2R 

Fi3AOl . a t -:Af{ tlif , / {lint- Olcy c I. ,3 Sabl;' tZ de .: uw3 f 9it,'veS from<1 an :.i.. 3Ff

b F jSt 'i?1':G:i {;f ; °F [v ':i 1'71J31tL 5. 

ll. i v i " -,t { < 3 ce are aa- arkthat A€"ipiic. ~ml_: 3 ,3op 3 the 'SSLEB that the"dr ' wr

inoved -n iot ie ymLd to Y{'t<?Pp lft f ' . A.A A' 3A'cA zt{

t t be -  i33t{37?9tct $o Q1"CiL3t.{iCf?i7 833 skp-,, t,<331t ft`. 

3 r - he pr  Pm t f'i*f3c~  in tN? Pt~i^nt -I f a 

C f3t](3 t~.t3ili~:~fz<r e,NFt`•tf SuAp c.dii, F''ooQi Office ny € 3Ye away :iorn hranG h`C: 33 d;°s For

l i'VF; •;[};j3 vii;

S9r37 T rl'l23C tff3Tt'i 

17.16 z s >at .s CC _,3 ,trr E t a)3 W 17.4 of the R ort is the process' relating to) 

wmer t^F l+r .iii f(3 tUFti}tPr f r Gr thAl €3: n: f.3: io n ;j, 1 +airf;

. S '.!::3 i C , t"nf.t - :. .::a}t. F'P£`. ^'' ;;. it{ :. 

n .~:n..jig 3r . .3a, 3L; €t ~.'.,> t. i ',.- F~~< ":±':' 

I  fl    
'"? I 

, : '.'3.3% f,T t 7 ...^.:t. t. Y'.:f i:, [f r'4 tip 3::

jG 
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Confidential 

trltn  i3 ~h , }1In ;I ::f'1 tlQed to a Chip and pa tem using a -Mn.. card

,:ue ,! i:` tftc, pro:,>s.<.;i: tank (S tmatandev) rain the (a; n bankinti cur.- : a. e€ o .: ; `: .. 

h ncte.. no dopn;f.::kp b `:xdd b? burr_ Yu._ :.,v 11-tE a7St mer and no papf' dn<'„r tutnr) plan 

retaEn¢d by the b icnlr. 

;: e leG .1f nuatan that cuu to th choI yui ;7Sf nnnhot nath I)a:nS' 

<.-L1):r;fnaaKEPI" :n 'hark w?. -bat  or nut the :ash dep,.-j at ant ler O(1 "!' 3" -' : of a_t,;; the 

3 inruf3t of curb 1(Y j1fi`
utwlt_ Eh .F. nr C, f `erIt a" the a3n ucat 3rena-dudc3 l4)'1i'i, fl YZr ha 

a II:: (-U)' 1t 3fif'(l by - i  cu-:t 'llun t`: f~ ;ti-I the '..I N(; nut : ,c) f31-{hl`tc I :: {t f1 

ha:; E; o f aar-i ; nerii Van tlf 8€€ hr at.rnet barks 'Which have al@s0 r V d away t(ten 

,syuut 1rf >:: ); to rant burnt arsx:aas.. 

33 
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Past O is i si r~: Q r t entered by ?iz p ;tnster or their Sbf 
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1 (335hr.Rn It331 

Post Office's rep iponse to section 12 - Transactian Reversals 

:4.1 Sir::G:t ,i,u of the }cc,.C_ cc ^.Fdrf5. Y?"M_ sGiiF? 371' t F f::e~f°, ,. fl t7£1. 

1.3,2 F;? IS33 ,t, 33 3';N I .~ ; ((3? s 1 r 1:. 3 t Oi ? > ftsaet Qt tr 3:3.3( t T : Is TC' C U(4.3 3c1

ha 5t': -3 1 a -,?13,1. 1 ^:(3 Ye  Y17Ui t F , i3.,V 43, i0 ci t3+2'a, .i ,,r U,33 'S33ui3tf". . <Ikp tt3. 

12.3 ':c' t~e 3. l3 t'sI:4e5 that W 1F?F 3 1 aFF_'-s,=€,3Y1 RF'Ver ,3'. h;ilpt~r¢ ,. Ho31,'t: r.€Or3 Lhr 3. Yg td31 

3 ;  3t 5 f 3t 371 1€, ' 31: 3II :,< ,.it:,tF i rh- 3 . . ._'i t (U 31:133(. b,: cport 1<:; the 3$31':- i.5 

(3 33 33 Se btN a3. 1. th? ' (3 1. is 34 ?3. ..) kltlt + 1. .3. '£;331331 i`, f R3

..~. 3 a <.;3 ;3jf t , Sjtt . . ,:3 ' 3aa , 333 3( 1  iiIi>41 3.^ 3.3:1 333 > > 3,.c 31.1.3 

~ardu 1 ,3 ' y { t P e;>(3 1? is 3: e z t. Thi :^c bpo,  la':-. ' o::~ Put 

33 F1e1. .:. 1 E ... It,;W .1- . '-S . '(i •)t 3=) 3T53k3 aH'-' ll~ =333333. '(. '::~ 33 nitt,'. :?YlIt on Other 

1 . ^ 41 13(3<. Ya3 (3 j 4t31 r :'3 133'. 

12.5 K:, .?3, I :3 ! 3 , t t3t31??;. e1:U,n1. ;',, t1::,< 'p t P lay 11 1(1 (33 (3311:. (31 3Uh1ih are ((33(33.1371411:31 {11:31 

311  ,)f.^ > to 333 t't?3a the p3 S::a., t ,:, `_ its .>t31a.,3 ..33.1 3'1s, ',J. thffi U"' :>.31

3,3141(33(9 by .:71", `>t 
t ps;trllaSFr r : hI-3o. .t?313n, a t'.u3nb33 O. t<aatl'.:mr •' that 3.13.3'. :1:1(1 (3 :133:33. y 

II 3 '41' :'„,Y33t`[. hs tj. .n;' . :. 3 3331 11 :`: vt"F0w33 a, #t',' t3er"'I0 333,,b a the r$V6r s'III uSCslil.o 

33131 ti t'a - :? 3133 .11 <<oi::r., 

. > 3% r1'7(3:3 .313334 (3 1:(3 '(31  333jat333: b' 131 t :1(3<33(311(31 jf yt :ji3 3 ._. _,  #t9 '12.4:1 are 

Y 3131.331 4(3,3 :' U3331eXt. 11411 3H 3.111 3.3.., 31.13 .;.;.333 (3.'44333I3., thaI 3'3.3134 a t : .,t,(,: 3.17313.3. 

n :133 31 37 
(1F 'I1c'ftdc (3t3 :313.• 3"1?3.0 :c  11,o A1U4Fftt 1.?d0fl3.33f 3 1 

t31r3333 t (1..31333(3? dale owd by 'n^.: 1:1311(31.1  111: ^We vr,;, 1111. 11(41.13 l 33.14 31413:3)34 4314331 (33:4:341:3:; 

1:31 '.' 3(3131-acted 41'1:•,, ' 3-13333:3,31 1113` report 3S>3ce:: 4:18,33 3 :13,33 Chit. 31 33. 1333 33.33)34 with 

3-3.301:011 t:: ,3:14'31 :33 . 33.31:.,. :t the, a' *c that the data 4   11:1 1311:(33.t3114 (3 . ':31 OOC 

3.z3<3f1', E 3: 31rz1,3 13:313 43 (13)3 3. t (3:1133.1(3 that there H3a3 any 731(313.  b331ilg IT3.1C137 314311 1.135 not 

. 31(33133 WII.13333 3133? 331,3:11 143. :133. ..Ott , :131 31333 33.1 £3:3.'33' :?tahf. 

ti 1315 3331.1:143:11 113,1:333) 1.333 3:3(3_U? t1333t 3X3(31(3 .:? 333? 3.11.4131? 434 )(3'1n3 _ a EDt 31111.: 

3S 
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Not ( e' :: 1 r . et.` t4: .. e.L.iC. 13 '• Cat .:Uitt 'Pt:ES tit. '{ai3nven U {fd

:33.x' CiP;:tt£?3t 13 .,f the Re ̂ :i'": f t. e on the :'AYf3{F`ixnc Jf ,' tt :3i3tt :itf3LE( t, i. d .i:'em 33",9!?Lhes. 

tt 7 ,.15.4 : : t :are 

:132  ',t li(i f' . t Fi¢n r:r edolao '?L _;or 

t t on tt3 h35+.43tt tc1%3tt t:ri c3  &&!3 n t a rvrklj t 

23.3 ceett` ~ T73fc, 3 : i < 3 pexi Y tt3 . ti? n b end :E:ie}£ t Ffj :S tf £' t 

i3 tb 4# h U. jY,ti trh }?,1' .l_fT;°Y

ht:arit  

y

1U c.: )<:

t tflt"~ 1t <1 t. t1 .;L t_.` .e (: . 'S'. t } 3 t# f  f 

#,::rtl: 6-:. 3 YiL. 40 isl 1 is'he a t: be 

it(a h $t, i .33'".`.e£i F > .i-. 

4"t v '.i'i'.•<:A# it lc3;iP3ita cj g•. !s • 1? f17ct : E ri £3}} et.

R' 
'.:s,G if t:t',~r~ i; tYi•:3YE' Cv:C .:iti .:~ ? ptttiC'i ° t t'<': . tss:{r;-:lt t ..... . ,..i: ;f:i', y;jt.ttirt iy 

in a 5U plu it  lint boolt tl «ihf a 'ct1' 7c < ,i _C: til7Y!

t`

.f! !£3 CiECt _¢:. i_t A ' yxi en. 'ZNi < :a b + U t{.e•' '•C. s:.d osoon l)"e:uid bo • 

£Qf.`Cki'f~ y the ,{ 'an t r WYNfl 24 U' the. 

{tilt tlti' #r :U t ti'>t: £f tz'>5 u3i 1-: due fil 

I :. £tf . "t: . T 
?3t':a(m £.(tt £E) :.. .> $Ak:d te t#ZM b i 1.'::') 

£f4-. to ,'. . 3't a : {. t2:•ion. 

pp

 ' 

13.6 t:F t?' _ _?w t t ' 4. a: r it4 7 ' {t t iiF,i? E1U t4 

t, Y1flvo .' ,Y:  „. )tE tt itl Lai Nttt ' :i%3i) .i  ,h {

a >.•:'.: PfI 3 _ 7£. : _,., .~ XiCfl t'. lhY'glE° ttt # 4t d4 :':E ,3<3"tniE 4w3'!Y2t'3 fl-w?y j:An 

the z. ~ ~ 'd<i. 1{fat 2; ~ t _ , sa 4,q'.': ! >f r [ttLi`~:

i?td tit a: ',

t .0 c,. gg• u: )d .,£Fi{lit th a£.2:?{:fl3 i4 f v' 4.a t '_  

13 . 4 Woo,. urt ;uu. '.1't'itp^t _3a s Yet)atie>:a in His ush en r.:  grin th ''tom 

<i '. r ,vd.  'V:`:~`:f3 :!'. E: H?iMei; 3'i i:i ~E'i:iit't;;: if h. ,r urn tr .'ne #` ?}f t?S.S ?:•; 3 t3 ik?3tlt:',!'a`F3rtyL~ 

36 
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C de to 

a€•<<; <:a->ved by the cash ak e e air. >> 1'r,' ugatFtz'. (. "~.};<Gi~ "`s":3:atet has the 

tJ V3i . E•>3:J.f y 332._ :n that rix" ;UN - _;%;e-ant <0 the po : ti :.9' 

•%f  ..) ii the 5h&rtfa':t; Surmus or Pt<II:e 1t+- t<?,~ 3rdt :lt3 the C Lflt 

rt;-a_,ttgate the %riatter farther. 

14 8 IP  A _ [': deal, 5; it  t '7 ie*th the t anve''; where @;r3 :t1%  y )Y¢35

:a( t N swA £U the VP ong hf f -<:~ #3. I  '9.3t *t3 ^;:u ve _ t .1 f ht C<..;kj result in ?3 

t1 f: [`C S.rfluStci' t)..fw IL;=;;J:3. 1 e P<U a f~<_ItYay l i3t tii3`., i1fT>.e if t:r,tV3<:i . 

1S. . the 0?nei 3;<:ii , .Ihi ed .3hcvea.;;  hiien lF;f`v'I1C}i. Ef '_?t h P; refit i reeed't bye 

tng far ,. ntt} }p 3 ti. }t3f z.- tHti( i ~~ eta tr _ r_,..c:.. E,v :d~$~ hf~ti3inf7 

fi e3":l;i h 3'r F:<.; i. ':,%o,eive t <r *' EEC ?CE.. tv

13,110 W ere the t .:.di it, tb3 e3i L., a dlierer t 3.:' <'3 rii s Till t QW; bit ^tE.'!t_<f 3 . : ,. hit r :urneT 

Cr:C: a  : isi7tr3' 4t =a:. alt s atil•M t_af t o.h e i tt, t jmui" <t .V3ll he CC i Iv; 3<i2f: 

CC '3'ia F. 1 Cre: e FlC , Cut PFlC< :^£. CC `.:3. af. . : t a< r: u t< rreteerr wit he

c*ie :t 3f3}' S°f f <e,..i ::ler:> ale 31 rfzav tE te heeia Er W.tC( ttul : c2 CU i 'i e ;iaalsl !1e ec;CC tO 

he h 3aC! , It -r ce3a ti tls @<:i ii ,r 3 s» C', li ii' , 'hE<f .s~C i_ 
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Confidential 

Post aft ot r po o to sZctiort 14 Cti ques 

14.1 „io:woo 14 o the E.t i•9Ft rlisCuSso thE'>i"E1rJ;`.S f  •m;ttinc Sl'`.@ques fircon P t Office .. 

bF:nwh to Pco A i io,, cheque p'3 p 'o r wid ' it considers th8 51tiFa •^Yis ikAai ~P_ 

<}':: si, , _tf.. :lo Hilt I'ei3:h Fti . :'',  st ,, or i:ar :not ht >, <,..: d

bra ^.,0 7 vii i._, { )lt ... .h ' `SA {_Va yv  the ,i;yi6

pFmo, t-' o ed when cheques qo 's i .r3 <3r

.4.3 #n su^,^^liay, it is inr a ie tha chegtias .A ii ucrasianaE y 40 m.ssir at tore* staje in their 

pier ,  o paroraph I4.6. priAl e : ttt:t th > ctr >trr

"alv'.•...;rr f,_i ;oo t f_: j t chtny33t1 3n b £:':h ttlt e'ft. "v_`? f .:t $' F . he 

to a Sub j?rlst°+ x .`rr where there i. rioar 

t .a` tho ':.3ep .t' o tmr n: .,1r : .. r.-i3i<,,, p :00` a >p afx:e or rtwReice: 

} `<! >~37o oc  t~'.t :>t3,i1 ' v .' t?iti1: ̀ . i.st :t ::'to? i .i,..<,; UPS ct L?r,:,cerwal '' > r

icc MA t tll , (,u.e'j. , -octo: . f t-heC !t t<:t .odor Whict': 

'.3ot, 3 by ':a  c. :o. Y: eme o 00 -ce 

Process in branch 

14.4 Ur sa i _ come 1 a  0 :?I,r  .,< t : r. aS the 4 ' 

pamerit for a range of :, : f 3., ;- i-;it _itli.  ; he P_nq.rt -iislwd -t> t,:; ned La ter m—,  f 

( "'&ke Sure st >n not a r 3err a•^ s ass: 01. of the PhY que ooa , to W, dam aj?to, 

;:_l acct ttss,  t t .-t , t l;a s . . . s i co:',o ftd. Isis. ;e•tf enabis uj<<17tll: f:. 

,:Y3s r ° to::, , ' loll ;.IT " 0> tfs; .s1 'i .0coo' i tsr F,. .Tia j r r S„Slocco Octi_01 

:rt < ` ui rt ;. a>t Ui  > . ,xrv4d  t'.c no mit to :too' 

',odh tt , c

a1__ t i'so pa zt MOP 3 s ' 'any chotoot_ hOviil `v._ e,orried oc Horizon.

,jin Ej , p jf  ij+.h?, :ht> Cti t: Ea i C?".etzi;p :. aat;Wmatic rer_orde: on Hodson 

2.4E Fitt cQ J acct • hutl d Ito de7toat:he: 'o:m i)e., t 
rafO 'J$; the f'>2E'.I o} At Mat coth..b n of 

t•,he dad .,kUN (" tO h tt'- i h j)i . > itt' coot ': i to i ho ,t
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£art#s¢$~rits~l 

..& hubp t a._ •tr fm :"n i .bb .abow tt30' 't'.

(3f %',ai f` i:,t;g` i3C. tt 
_ 

-' b . .fy3 

n. G bpo t ante ue-ifien that the ehe e he in the tilt match (volume and value; 

.....r 

. fhe .r_ . . < <  ir ox cf+-•Pib 

eas 

~TCmmA{ •v~itV 1. 

41. 'M ( l 

Yy fa'3ti3t 

8. th i'x.. .;;8"th tat=.

. A. hat, 1F ti'L3t Voucher (8".:V? iz mar catty ,c,mptett i to th w number o :;he yes, 

Ytiit.ff? !33 .arailT{) (. -,3s3<,it. 1iif {i f)af ... , I) .

then i9 the i t0 tYYe Gei:ue 

HotiG:".? .pt  <E>3 '3 ;15 1 -;„ :'fl <s : : : t):. if?I 'tt If e 

...... 
FSC pra>~- r. 

14,7 13'sf' Tf., .£l~" ii£3 ib__ %}. tlS f31 .3 ?f:., i .lotitf314th..g3'•`-< 1F <t  x;.i °`d%at 2 .Lj' >} 3'gf3t }i[ , f..Cri fO 

the `icff_ `, llf c:Si .s£f <. ''f, ~ ,_ fk i,;% h> )f t3T8f3ia-tf >t 4 ze Cil-._ C iN:$'S7$ tf) F'._ .if 'flit, (:ovie' 

b.y„f the t3 #'rIi.3LtE<? .3 e; C:; .,: t

s,, `_N3'F'f3i.3U1 s{o•e, ,. e.. a' ;; ,rtrff • .,  v 3 ~¢. .'a:3'1f{31 t° b; F.. t t. ..3 t. .iI ' %`i.ii£ >. 'd3+3 idf3 

f..'s_ .i >.. .;3` .l . • f ., ff'xn .IL,1.  ......t r'.•   e.l'3m E E 

r.9 Rt Rt33t t t IF P`13+_;' i` i.~I~r:Li t:_f the b aEe>' .4_ r;i"l<he 7yaerr t

:Ltd b l.+y ft tF,> t33 Sue pr i3s f 

o ': r:. ' 3r: :.atf3 4trtl $ t.d) d t . then y t€~CC'fJOfJ;; rFC.Y 

tht ::3h: he _t>3YS '3 `3;:nF':LMYi 

yto,c .trfJnSi ..beet tft t(f 3"%3f ijc27fr^`.;3cee

be. tE °, f vffir•t £ y t L ; , i

.1331 t31 pat .i,i'Fe.'faf3' 3i -, p;33.ii_h Tha3^.' e h ?),' eec:3f_

be C1.ace a{tjta3 'r} 3t t . •3Yte E 3-': aCt3.tu11, i, ae. ...

:. e:o rr;v. „ .m>...mr mrva„ .uwa .uw, wu .< <, n; -X .,..'X , rrx;;-vu-. rrx, rrx; -rrx; v.,,, 
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{:ortridentiat 

4nvestt frog {tl5t cheques 

1.41O It 3s c> {•.. io4ltt'tft~f?: ' - pch, t e N { r'F,1F r {.'E`{ , . 1p.

P:: v,'li1 'i.'31y ` -a:'th c t.i{ .K{t}i:'. 

aus Y or ca a'rbEa£a. !., f3£f1c`r a. =F ot tr R,ce. C. " ^ri{{ a.. t tt3i•! 

on t„

. r „Ir iYt 

i`a fratfto % -rec for f i?:rzr,; >.SUAd to 3 braids 

1412 T'•.' {:Fp 3,aiiS i? 31vf; ;E'Fa.is11.';t, ` .. _.:ips(1 : ft ::! 'azte:i :,. 35,

3. £"a3"sS„ai.tit~ : fn ? , tfis h ~? <3 tf. t ?'~[{s- t . ~.c`S: t• i. p ,sth e) identied tram the ... 

r? r)rti'tw`~:: rt ,s{lit t::' ! -Ioramn by the u pS4°o(n53:ei. 

t:. 8rnch' !>; c` . t--- f .:; aai°-. S:a ? t5 S f i, P; tf

4. i$hCt' .-f ~. I" }s3 

the tFYet uet wh t? 

C, ;r ' {:{k' i' :{ Jt •p:3.Ff? f :?F•, : to ; iUt {t?: ii;tf 3<_} ilfl 

a,tc.r afiru~ <,•`ail~h3i-p,l , t{ ,1 t£::

aLldre:5 E'-ofrl ttJf~ tr~~_:a,tton :<~+a. 

4??. Thet;?~Stt,tfl Ff?r i`i then: C.G?J't3cte4 to £' r.•  t t , i:,Q 3fst •f)f {'t F's El ? :t i• 3'. . .. . .i?"I. 

r { ry (F=d thoo the '.: . Y •

e. IP e f ^€a«1per i i hequ s_ n t.>,; rirn;ra < r pt.. :: e*:° r t t `d: o f he 

~•'cttit.t :' : ,Fa',i[ r ..c- k of , {a.., f7, rtF ,. ' `t3F nri. :.. : ) .rdvrfv h<P; f:f3c: 

. t'i E1"a •a 3+SY (33 '.J1; J `:'.i3F r3s v..,'i ?a. j. ?P_f' e -.rY::: .F Y, t{'F!' 313 3 Y3i:aff ::! 

where pos bte By S'?, ve :':" Y s i:Yt`.s<7t@Eti'" the {GSo to Post t itricLt ?s 

if .c isf ;iit:{F1 f S •'. ."1P1>'t}".£?':U_t..tf Qi• "f- `F'?Ieycnt 

t?a  :a. . - t
_ 

d;'s{< :: fey fa 1 1i:' `• is St!3fjaa r  

j icj'"(i«7Jt: h ?1r p f37 . E ( c: if p;.~: s sE 1;33'tfif Yn t` £ ,. t s 4,y Y3o s p silk c 
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;gFtf(~f.Fvie3? 

the tr a- a:t n 'V to : 41 Me 19 :i , ry Cherue fa?- , , JJ0

Y t<_,tu3 dentd a e int '. , n: ':i r thy' 

des ,and r, , t -,fr; tC ,r f")£fl e VWH ats .n'r; the ': to the 

P•^Ue pr; aFt~k diwv -{vn YAK the ba Z dh and £i evv u3 tra riiil fa . ._,.., 

not reve.a' d t W N >f tfrF. '?p eratfo`+a. 's>faa.?sses. 

,.413 Them am two Sup t fia" 

prosesse at d M!{ : .ha he{r't

a. Cha i vs a ,..ae{a aucptr:`2 Ptabie 

rurti;_a i ~ t <,n t a '-;,< :~ a>tir-:g t.i3 ono byh ctea'Eg14e fora 600- 

., ,• C'F :eii0t a„:Eft .,t:!t i,fcdt'i;.A it, iXIsillste tu'u.

. S c £ •sv{? { t{ rt, i`»~~¢r; .ta??r}ci£ ht s.fFas~Wed Yhs»a`; n n c , 'f h~ 

E{,,..abt£~ Zit {tieoti€y ,, r r..:at:{r: Pi -;;;titer a{~aFt. T1'ti ' : '~~i ;ifs., ri < 2{r o'-;

u irl,+ ien r,te;;4 a!!)E 1 at;•:;<e 

b. The r3,elh,ui :. 3 ls- : :t{.; v.i h tha r_i'sa:ytts~ 

.~(. 2, _.. ~'~it;: ` d7 t{1 ft i~ t ~ F~.f}?313 ~, 3r(tr7;'• 43p. Veit{3 

the , 

E PUf':d3CN.1

C.he^;13e i {t:P tE1 Ff•;IE . i,'E f d :.'`(h :?i t St 7PCtt' of the e37ff of the "'ay pri•".,r 

t'o, 3£'1 era+rt{1 ':Mt. Aga n. thi< ri - ' inua ; o 
t ,ii`tic <,. + suat loss ^ ~etEE3af.;n steps 

de :2 :13e'1

:t4 .t4 Weea SC':ht; t d t'r -_, N hah1v Iar a fl L{ 0h0q.:P. a f+a Plot x_03 nCt{an `Po}t{:'C 

sort to the hran t€ z i ;!ttzrut„ ,i ^t,a :h+':;ue t3, tie br;i{u :. ttis vritt retu; rt th« 

`mv to the r."iiz ;, :,e. .. .:•M o- `iW kle:t~aCt: , 
d ftwn Wa k i annIS f3t+taini3 

r'HC. i,ent Ehatia,fc f f . T:. . =.•t+itfir L it t£ 7 :' wfl t the e iie t:f the 

fr'vrm{ k t'rp=~" th

Bounced [heldk;es 

L1 PfiY3l7rtph [ra .'t 1>tdb 3 `f?S 2 ' ... " . :'?{'r 3i tt<ii l• tr ;` w. •r.1' 9(t_ S i 'c it33^f e rlal" . kalhs a 

a { *af1St .a. )& ont.<;J than they' Y;?'p : €2 h€ t< ' ^twPioo,, t {, :,.Il.{1CeC. .As 

tt., h{3 & ..0:0:11.7 is t{•Ei at ft*sny ,:. : 41+1 a 510..1' li Etfi E, r lr {33 0.,1 !i5 th£? 331 f3iiO-~ 

ac i€ 'at{ jp °otGf(3 , 6 ? €, €'C$ t'~ et'(ego -- '.h?m ':L£ rnuf'. £{rta t  : trf r S. €1€ tL 

4^2 
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,. _,nsEriNntfa€ 

.l ' G:: a'..., , K eta ..;l, .ang . n ; h ques he

aet) .,nr! I ocov.~ y r f i yt rs rs  s by ESC. Pe a Ztr ee 

11 ( i_l zdii 1 l P a5i b re/ :I- egoj :ni

F''o >t .f  IC? will absorb -ha r[v u3ting Ita . 3:. ." 

34.16 Th rUb U>: bore to Oh ri,t I i wbus the brdU(t ;- ".mletl .0 sw pU 1_Ci'"3i 

f i:i?tilt }'tt 1. b .>:/5 , :. 5 4st .e..~.t.' . : 5, . s __.a)rela

,ii`Ua  n _ar0{ ( urt U.; U . , or L&'ng payrrtent for <l prodlxt  i pa", :.•)1:

by (: s? l:

Transaction Corrections for rn ng or bounced c*:eques 

1,4.17 f ar,>uraph 14,. rn a <e: i efer the to ,1w"'..:3'.^:ti riot .hem bie - Yif'. tp th :'! ~OS .£?s: ci' the 

tr&n&naion correttlon for a Frs .nq 0?' }i(iii ?Ceti cheque has been sent t'> tbs n too long afitr . .... 

the?s aC tc i '. 'c̀ rh qu . T it _3 '..';G ors ✓: rf ray b we dyM:, o i O..clnftiu, "i !t iiliS iu 

nm the" UA ?,Pfit:i- Irl _ 'e ne st4_ d '; Py:;t Q f?Ce :. dCN_. ':0yrb n A ? '•.N?rl: e' ` m a 

ttk5 }7. , t;(_e 7.: d. . f.;%t?;nR''  W,130 Ih; ir boU l z FP;taut'

t h3 e b>s 'e dcAay bu . [. -baled YiC.re, 3f ^,e t :'r@ t prCr S i> is ,,a4ed 

ten d 11t,(_ e
>fl 

34.2.8 Typ , . aU : >: e s ~ y,.itll . _~e~:. riiil l:cs :F a ae?h e>Eher 

r.~.ei. :E~a , 1 ii . , .<.: hr•:Eu.fil 1: r -,!: .o::-... 'U S. brantll aeili tic jwa e ,' ;fle• cseic Inert het_irc 

'fi31':F3 1:1(Y (: )r"ePtf i!a: !S :.i 5)55'nttf>;:. ... 
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C3nisd3>ntsal 

. . Post Office'; " ti ' t istan •£ Pti-htjn!3s i?3 d 4w :-es 

F 
15,a ~ti'ftfu , ~ ;f# ", <r£?t3f 3 i; E r tt7 £^, ~ E, ,;' ir't u9 t3 ;3,1) 3h:1  iil 1  31 3)

A3 1 : f ..__ .£&A) tacitt3 :i % % 1 3££-: ::1 3h: 1~1p 

srfnecent vth ' f t . type of 1ratA n,.t 'kit: ;able or the re ui; nsr 1n . el: in tn:e r branches. 

:"th, ?:assns setnistrr>#.• r hawdbybraf3 - '1:3ti( >3.ber??:.1 e° !Aya 

t3tta~.r~ . : ur >:k: ::3 33.i . 13.3 3,3313 trpf-> E13dasf:<-a;3 

:3 :: 3 :' _'..;t13J_f. .4, 5,, _ I i, 4,v

~%eiP£s P5.;3£d lie r A' =i313; os ,  u13 ' tU then s u3:? 5 ,;: 13•nt§3:1313 i3r,~Zg3ii..3ti 

A13r 

Benef1t y"nt methods 

°• :'> :15.3 1 here ar V;tif313 trust}f13d' >;; a%<'tas_h {f3114131'. is 13 f 1133' V13 1?, at' '1 

131.,.3

>:, F 

1 .4 
1 

- 't f )Y:> e4»?'!` 3)1 33133111 31ic< fkFji.;t9 p1l: 131_ :.: 1l{ A <3Y'11 wt 1313 n'. {(3 aft

< 'C^ to 3£^nef£t5, A 13 373 3<.d €-'e f 3l 3 ,:, j,7f t 7,{i . . f't out O3 the c vii <33 _ itt -•. 

t gether 31331h Ow 1311 .. 113'1313 3, 3131113 and ,3 E 31 . „< to f3 3?1313 3 13 :E; ':11' :: ie .3 r)

13 e t13, 'a?r£r:> 33' 'U313:• 3<13:13<1331313 3 :: :3 < 31333', . v:313::1'1''1:} :1333 : 1:E313 asp£' 313X{3'  ;ii' :13::: 

?,r37n:n<,31d }1<,c3 13131133:313? :13¢3 f 1t 1': .;E1313': 13313:`:::3 : ? <f:133:33 -. 31,313 IN?Va 1 :3 e:3, 13'::::: 

13x13 , t e<3 1313 313:3? . .13133:3 val. ps :: e:3 tF:r ud. ,.o,r;r.;,n 1333:9 tk•13:3 131313:3 13133. to 13.: 1313 r,13337e3 . 

t fie 13 33 •( 1313 3'• , 13 a>, 3133.":'  . k , ; 1'33< . : 1'1331313113 t, tsar, 3:13 3cf't' i 4nft 313131313, in 

$3r:£ 1 £# 3i,,€{ . .3 13 33 13 3133

'1~1j 33:1313313, %^a: , 13313_ 313' 3£131E n  C313': anf were : " aceiz adh Poit Come' ..r1 ?S<10131313. 
1 1,,-3

Yet.!•'',: 1331" ~:> 13-.34Id 113 1 .3i`^ E1'''_13. 1313 

'1S6 "3333 ,, =< ';13733131: 13 _333< 13;3,1313<113 337133t :3111313  'r'S.S 1;t133131373l135 13(1 t33 '<_t ?!ti f f'itCf t113? 

13 33131:1313: .: ' 1131 113131313313. 3... :S ItEi::33:: v'£E15i are 133133'1'313133313 3' 31313 f °< 113 

O 133 1 3 1 . t 72, %, 31C1 33 f {7: <t 13 133<13 ; II v13311  <iF', 1313 33 t t F Y3 the 

13:3113:31313:; 133tl34 <:; .._. . .1i13 

6.; 
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Gres Giros 

15.7 CL tmr whtt Irx.,< tIr ii ( ;<:> r1?.6 or {ef; ?r5 wh3 a?'e on tetTrpora'y benefits Srtay

5. .t Iz,S_ crr :r:(tt' f 3 it '✓.r~: : !<t < r: 

;v.  :- ..e..~'1 LCf!A-

1t83 ;~.> F ' a.., ,.!s , . ~E:j i!.;,,~> i F tria___.i IFs, 3:..:;;tE[_t~ f.xt:rr; S_• 1 b,.... 

t we 3a'i £ s C  Tbey at flow r .>r-rr1: In .,u ,n,:1E't t3:an . a: C,

ti3 r ,f -?,3se 0'6 ;hot'<

-: f:.iio. .( ,.t_-; i;trt~ ~'ayr3iPr•t'o'A'N01 a):. an i.rntffdy

P&4 fraW 

..5.9 PTA   fR iF)t5E f(i `Yr~ !f .l rst iti3,( t' SiS IM n on

do a to fh*f th angQ in raynlor*t rs±tho is over t rn. ee 

w

1510 !c?' F1ti:?` e.:!`.F1!`{3t 33a om(Alt to a ct3'.rtcmer rprpt;5:?d K!rt H ,.x:zoo, the, I-x anc(t 4J`:::n(:i ta4 e fr 3" 

` 3 a iit(@::• E,3E

iiy~%r4r t}d~:c'(,?P FFl rl ic'1'A'Ort, none 5,the3 h.g no ItC,o'ls, 

r . i ,t. .: tmi. ttt33 o irr.

On '1vi ~raf-rf LtiA ,er €~)t_:_ RrfrJ "r!__: *o t('to Tn`n183tt lt`,(?. O00) 1 ° ,fl t?r'r nr 

its .; t::< ,s:">€:> , .E  ., 0 r , .. rrt

00 rt+rjq' T1Ce?;C~,1 w,ct ref>^ m" ,C. t.a n +tis3 noto, a9 a { Cai"..:v3:.tt`J' 33 c:?rrect3t3?' or oaSo of 

15.11 '11't' (: E r r ,1:r  L '•;tF,j to' !0'3 t 31. tho noot  Y 

"4i3rJ1 nortp&f;l3OS f .t3' r}+ the t:rclrr,h on Ho 'oo ob thCl'arn' ,. t. `, nnn00 0 to

1 15.12 d F3c3O0 00? ..t,' .3 E3;f_F00 t3 E ?r'E:3` 'rq~^: b o n? 3 0,if rTr f iL~t'1' 11. 41 i~.  J .F3<" ft

003000?  noon to too In boo nd E I mono : a .y?Ew, boo ' (!Q :iS: rf ..;_,g{? 

t o its0 ho. 300°. 3, tin "t .C.!'.if 'i t.. .i ., ''e 3:2st . CF' 7 ;tar

sr'~F r 0 r9: T0000000?00 Coo tint o h) ,. a~._3a non ton .; nd to rcono,stho'r 

p <: 



POL00090358 
POL00090358 

3t .,, ,•', s,. 3 3 3 :;43.?•.7 i. :.T '%., ..' - <it: :E1, .. C. :1: i; t .::L~f - : „t'i d t there GPe n• 

3 : i43 

P `lr3) •ijct3 -,fl fraud 

A. R?"f3f C(3;:Us.;tJf1 T.>3~rf: tf aw t.~.fl ° i'.i i31I~ `A')-m ••Ft &,. 

?E'f31,a1 L: y - : 3 3. ;? 33j13 ; 4 aV the . Utf. :' O4 th3 ii 3t; ~3ti r -, ~)CTv`:iiNk. 

.e5 1N 13n 1~1s 4 itlfl~?1041 33 3 1 3 :: 3ff,We 1- :.'4y' 'it E'. "fec, .. Jf3 ?'1•, .<". a' 3 13.:Eii

4H > > 3 ~tya= ,. 3~tit 14341 3`1'33 1. s13~1F '. . "~. r,13 ,- a;• l C}Is` Er :3333 ~ n 1}.7 Sazrl;~cf3 ti:
.

t As O~et : 31~@ r;{3f At ,3 RYw: F)r:at >te3' 3i 'J. 41 e• ta_3~ ;;t , . ✓n.i, 3 331 : Em,

..v 333 4 4 j ..:o3 f 33:341>3 <3s}3}33 (33''1f1st 41 F. if33, 3) :.. 1. 3 ) 33..3. ::.:1313 {4 ,B 

if&Tfi. , 133 3.133 
i~33 

„ _.; 1 
44 

43"F?bs f4s- ' j1311 : 4 >334Y,3:33ne ,' :331:4: :. i :43 -̂qo?-, 

34 J2:: 33314' 11414 133>53 34 , 3, 3tC.l1{d P';5;.e i', 

.ISIS 441 4>........1:14, 333343333-3k .t t3)3 f . lk{ :3(s].ft 4 t4 be 3331 3:14: 3:333)4   1ril33 ' , r ..33:fIP413 1:3.3 441 

'3'f n1,3- r:?33'1(7 1., s_I1E`3 n! : 41 E0>;. _ <'f05,3 41; s,:331'3 a .,. 3-_f tf :i<3 .h4333 ! .y4•£. ^.

, 3 fib t4:3 £14q ...333 .43-33333:.... ti . .3, 43'3: i Sts, 34.41 33' '37: •33ii 3313 3 1'; 

41 41>334 , . '4)413 , 4133 43414 303::3:34 3<3 33' 33341':.::1 <333:53 .~ 33) us  334.33 133 1 t'. . 333 <s38 
,,. . 33 3 :334. 4.1? Et: 414E'41 . 3 . ', yti 4V 4. 33) 421334' 13341: 33141441f 43.44434 3)334 33

',41434, 33 334331 ''  33 E bis£ t,< > 341 /1. 33? 3): 3;41 p.E;X.-. ;`:+,£Y f f3 tss , ..'3-333,3, ),j. 

''. ..F '.. :x.:37 3t th e -:. 43 .iti; o-3+ 43004 3.>J4h .. r. 41 3 the 3 44x:4 f 433 ": :-: { s( - .<., .t 
341 4133>7') 

11.7 ,413,4 4334 13 41 3333331343 333331343 St 414ii t. .:f s v. .. ThE`. 4. 3)433. 3 :34 4344; 3 3413.141 31 :33.333.  34

3 .c 3,. ,   :33 33'1 31341414:  3.4:4? 3334113443 1 33343Os (4.. 333$ 3>041 '11 413:3 3 41(41. 3< j3Ef 331 ?'334'3 

3 :-;, "'' 311? 3 14 3 s ;" 3331 ; ,°.3 333n _.<' 1::3- e raeP (33)335 f '3'53 : < 331 <.:=343 13'. 

S 33':33 11)31 . 

F4au31 pre'reot3E'3 111 hranch 

13 33 1X<  : 1 1 14- 1-31333>3-3334:33 `4> , t 3,53. '. § f :>il i; f . . 431 c' :33.1410133 3331 41 33,335.

3_334 
Je,3#333,3 3.333333 .,> 3. rib;} as 31 ,:<3.> i 411sf ,a .2'.33`.3 <''3033:`OS: 3 + 3 33'. `. 

1,
4.311:: 43333 ,:2._3£4 431£ 3 133443 413ti t! 0334414111. 

34 tom_ tfk ' 3. fi r, Of 31 J~ ` .:335 f_ "s3.,13±'3 3. 13rt[1r~T£4.0 41:_~'.'t9 37`4 04 913313 .a: t (' ; _ 3. >1 

4431'3 f7 ,413 x :3 41:357::o:3>.:3 :413? V"11 1 711-133 ..,: ', 3:11 : 1331434111:333 41,3:5,1>3 133 ii:. i >i:;'1£1344 

3.333:33 i. 11333  X3)134 . 34:1:314. 3:31  u'S 33'.3 - ' :41£33-": A. 44 3 333 P i'3033,its£' : i:4 3-1>> c3-. 
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Cf_nfd?3'ItEcif 

ft   7i31dLf'i,r 

r t C U p ''.!f 1F_  f 3̀ i lit H: O. Th:J 

G?ny'it'.. t:fd?L"s: OF

P.. 1 if-r does not. '.Yal1b}3 r _ U: I : nt 

if : fi. . if "F 'flti)i 1J:° :31.{'df jk) a not Cnf C.wr the 31 .)(R:" (33"O; E r S t : ljitt111 (Slit .._._ 

P&.x tIf. t .rt"' d "TYrffr, f fry S{-tiff _ tor, R:jY. £3"fiS {' F C ftE _fie'", a3. 513`ce,.. they' 

e3!'f: 3fabie i•;r any ''I41r:jf
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Fast Office'' respoo: e to section 16 - Surpluses 

11s.1 SPOoi 1x• ;, f t€h >io;aar? c ,3l Edar; Past Clinchs (>pr.,a to,, :? d , tn. „art3#tE=_!; t i: nay fr• 

ttC'C(C £fjii

162 ,V at r .3r3 jraph 1t the'or Fi. ..._ ,ai> rot 'tr;>* Ei` t ; 3t 4''ia k.,,

j7ro iWwi tha   oon£ ct'"~ 3s'" r?l,i, `tLr# ILR :iZ?L#i'8kc'~#y. 

ft .. lE <a:' ff t 3 !_E1 a arS nay t.idtk, d ..rat may ht` :,E ?'lt7tod. ht? :ePor. 

that t'o  [ th `+1 pfi,Se. F(ld ,is'lots.

ridf:c' ,''a "(m, : cnndo or that Pot Uf, ra a£e 'ir>t ado CC:37CeYr7E~~ 

`..,) 8'Lrt"fAi n ," Po:;t a :';i , E #a.;3o:d that , : :(: be 3tE: rlbuEed fo .,n er"'Or r b? HS^•."h, 

i005 4r a deficit, it.Y~E m 3 . a  ir.ana.cUoo Ccrrectfor! to Corret. Ito? 

::.". .. 'F.00:1, 

16. ♦ 4100 , a,cEr,;a ,I C. .00.0 Vn brar,rh t e at 'h 3erod ti 3rl,nc. GrFr;<il .vh` ,re Pt ,.` '3; 

. siA 1 be ut .t. c: r 1'r ; t u  an , e  _Ge£<, tl' • r1,: •e • 

fItEsi deem  .a,euthe ft'- . 1  . ,:r e:>•:, :Iz,it e h:! ,s3<=.ii,at. <iE ?

i',d';o€jo-J't •r:?OS,I(Ett.' .rrs fE  f:<;;;i .; .e00)4 i3n ot a''me ote.tf?3ri 

_. . . . .. 
4•iirplttSE?5. 

1t5 Tb@ si tom 1rE3rC is Si s£8 rfli"E Eiri trM attIoot Er ov wor'#o _f fay. Peat Office Afif)e in t tes 

a lhti' ? fRt. e:y En in,3l.h tf 11u- 3,. etJ:;t d3`:.10r e:tne&t: a-S>1utan o - it does nul in; c_; gaze 

d('Njl::I7Cy 'r:R£:'+EMd EYr 8 E1/:31t<i':'•i E4E<i:•L3F1rS: 

. .F t. rrkost ill5[repanc are fairh smat 3£gi'I ao do tmC warrant a fuJ1'. snvestig Etian 

y,'£j#e e t 3.tj :,::nf. 'too : ci : fl f =.i n. 

b:. JC 0:  i#ne  a e <if (: •(;3(f<ie Yt3lF yn : 3 E ; , y trm t ern .aU 

'C. : bv. ;eb,   ;.k. . . . rs,0; ;n h`;; >'h be. the coed ur: s s doe; Fs< :a. m 

the _a; #o #-<.:IE >n; E ; :CO>ra? ..k ~,. ^ t _~ F;~~l# rr`ut 00cm  < E0nFr.e . . . .. 

Sub ta3>t 1:3:oer and their st&f as on v they wif': know how the ftrao, ..h hat, t3;t.:saEte.d 

is ut~s3t'tee 

µ 7 
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C r>f if z,.i, I,1I 

.._,> CC"•, ~li. _ :?~? E Lf ." (?f(}tt . , ,,. t < <, ~,, it h

arw c;' . f, 3{ {t3 qnt ,'i315 S.i ..0 that 

IP P - r. ->.~ . nifi ; O 

<> 
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i;cr'i{tenti2 

Post. Office` respon>e to section 17 - Counter-errors that benefit customers at the expense of the 
Subpostmaster 

7 i3t the Rai: 1. i tf cier: ',.c.. itt!it. •o`t. r. i c:i3_;:.r1.t : raa°/ h :i1 [ rrorn natal' : C'."'rus 

Stita{lcl="'Rr f 313'_>.  S3c:h1:,p dø1, OOt wve re to arty themr at3C 

ii au :t r i,'. e; apti>n*. re -c di, f_. s sell. t1r_, : 3 , ' p 1,. 

- ph '. a .;ri Oil.(  NJf:e a counter clerk ttt' sses 

!la "frncCII scar ;ether town rttO acj?tt.td ar txe i a: On 1hl3 e{-,a{ no a `>tt txst{rtdrst3' 

^le,l itij t:a., t' >tf i,l ht ;;? tte, ii;,=:>f .I 1 3 3e; tile. bran,' rtr r{f 

_.... thi ra . ,tp., n` ma:- ' into the hranch tit the df. Litf 5 bYti7ci1 fL riiSCS the recc'::e-o .aoh 

tica:t:c:: t:ot ,on{t E ay.. ah:n i.a .,t, : .:.-Cr :ash ti:: thY c , l tC31 3t r tl lA t h? tll c_r_ncc the amount of 

the cranchi. 

17.3 Poet Dice ernes that ths error may occur but tha' `:'U . wli).itd ne an error ww.tt:F7l the bra3"{d1, 

Ifni a : tmti tT0aui problem with Horizon tr th'£=Cf 'Sf ant tan: no the Sub poStma fe{ would be 

ttatilt" Inc t?%a:3!3 ri:i ,tilt any Hiss that hac been crf?~:tea. to acnordence with Section 12, Clause 

3.2 of the f otbpoetmaster co0tract. 

27.4 Paragraphs S 7.2 ar3d 17,. are a repetit:fon. (31 the 3003.331 {aIO:;d {': 1,311:13(333 .19 .. to wti:i;h ca'e 

Port U ces coinimante (l{: '!3'3Y eatt1C31n_ 

17.: Parac}raphs 17..6-• 17.3 are a { CI 1: 3'ti;)13 oi' the, k3sua raised at paragraph 10..1- to which see 

Past Otfice`S comment1, or: that (eitio11 

49 
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Confidential 

Post Ctf,:& s response to section 18 - Error and fraud repellency 

; 8.1 if ct T I  : .;;oth, a r rur and train < - 

It ra!see 4 :<<, s,es 

i3. Ha C <s ]ti'i: i +t?3:r -<s -le : Itiiif  /r>)~~(ASi 1;,r3 cu3 tz`ef I-in ii.' 

b Cher, Horizon arcuratabi record transactions prca:pssau3 in br nci ? 

<  ,y )<pt <st s3 M3p _,.rr f: at'rt! as

d. S , ld Ir e .,',_ n w >rh + 3' n<(n c Yr , •

Developing Horizon 

18 .2 
-/> t Statos t / t

th U U _ 13 tl atf:. : 4`s9 ~. 'L'i. > l. J,> i'.qt:<+ •~

n c. cr'' •,!  i -}: ;<: <? ; :)t ";3;, s , hS L  .,Ufa ..;,,.r

J.it , ,-:, ft t rs have hear: 3Le for IUri es that could have been avcnded. 

A.  -- i3. v-. i i- ::%> iUla f`i iTtt:EJr 

18.4 i':a fF CI)I1taiF . . .+ a 1.:7 i>{'S [?` 1,i3~• ~Y .;. ;. {„3rG . .:' ! :Yon  .}e3 ','E E'J'S. If Ia •~'3rlear CtF' 

RlhGt. t 3_ 2 J f"'.+ p ., e Hi - an to be under--.-r'n'r'. +TL e hr re has been no 
Ir >l for r: -:. Fr-- 3 - im e ':i3"1i1 } n or o t 

d!

k8.y hr Report fV: ? ' c4 a 4i':  it-. L?(J1:̂ .<or:; 

).
184., Ay"fii?': W<i?TT7:Y.) /5 <?fl iS3$: E` 'tkif ?..._ r:'rJ7 f3' ed by'.4p?4? a,itr /r re rd fo G!re 

f .+4<fit, ,'N<; r t , t,) %z : i>,,1 . . li / AA. k//.

..4>L4'.• f J; : ,. '-~JF.  ?:. T 'd .+ ~A r 1 ,-

.... ........r/' f ,: +  :r 

fade %,. :ofi, _:. _•:? s:'<; i, 1,<?f,>..°?71.C1c' .?
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:urdidentral 

1Ci5• A, sr -:,{ ptc c'.'i4.I ,.I & > ,_. f .,,. _., .1C v s:c _. 

.J✓~ : :.:J  . 1< ;3:/;I;3 0.'; : . .. I Ye  r,. . .. t131 . :::> >1 <';.i(''f:tf t

ions i; ..a.,4 t t Sc~ ' ;a ?F< 
.r .

"?)'$Pff. f.3E'3 1-! I o. . '.:'(:

Qfito)  e .07ed11 :; 3> '? r. L' <.  1-.r.,3v /I 3>i73' er < <:7;,t 5r3f.> 1 >.,. 

I' '=t.•oot I 3 .,  ,.3,0(1 t; 7.. .'7>-:3 ( 11 'Iota  , ,: a r ;%: Ta ..t e:f4'a:7 

r » Italy 0-al!2 ' 2..: Dfli r-- <... : F: t, f t4Y 'X  ̀ ;3 ` raoo that 

.ac Ito' a 3'a t'1  v„c>' „ °t  1.0 .;l .: i cf. , ,)zz<t_r,:..;

3?>>°3::dC.. 1 -]T+3fi[ :' 3yt , a f;.f:'Lr`.,.

't 8.6 R m notee tat  tho. <4rpo does rot to 4tud a on p 'U ' 30 ;3S 30 i!'33' 3npr5''c' in.•3t or 

f3Vt3`o t e al .'.i~u}' Pat; . t.Nr Sf anpkin ,e.. '.;-"~; P 3> t >. i,. to ' ev ^..i.E. 'I bone ,tjreged i`1.0.3.. 

...> 3'- _:t no t}:'3'3 z_.-3., t 1>Cp" }Sr »'3 teat ndVi th. epoe$. 

18.' Port Office i3n Nut has a number of proeesrees in place for reguiariy revvewing and in'33̀aroving 

•. ••• t'ttxtf?'i ). F::"aa: 3T'. f:i .tEti:•'. 

a, incident and Pr3b or t h%nagemant processes. F'r'. ' 3 t('' - • }3  .e'.. r"'GL C t}tat 

Y >>3>> 
3 033.t: >°  '33' ' '3n 3' 333':< tff3c"ttw; tad t-pi1r aVr"':t•' 00001.3 

fnsta::<;% 3 (}3d '.e033 :0)0 C 1 . ti',e"3 'i pIfoWero 7 v 3:3 1'i e:' 3 3cn` dill;} k s. iuol. 

Gat e 21 rota' 33 t4 ,4 tad hoed Oe to a"Yore} kwt4O3' r1(t!'1ric ), I"`>  < ti '-iF11(yf: 

~• ai })"r3t3t at; 1. 033 ce .3'0" 1 323 , I4 Ff?3"1`: 1'! as "'Os or can 1f a;3 3Y (t 

'tlaa3Qti 3a i.r v? woo" . "do' 1 . 3}h` 0001 '!4£'di6' V} ,(3;S ai}@'d ai4wo're. 

b. Dperatiariet rovfews ,t% ht 0 )4'3sE iJ' j }<iff on a 'thiy 000 Arc ( .. 

nt3Fnl'<?r ' 144'Kr3'eYi ,}' .-  3S3 , ".ni. in both float O'ti P 3 xC # 343 ;:r_ jtet c I

3Y3O33tf)3 e 0 34',0 3) 3> 3, 3>• 3 3 i 'k,  .'S,33q 0,, .;:43<  3 4 t33 ['><>J aef- "l 
ss;iss 

prepare Or '-'. ,w't3 <'{813 ' ' :;ii 3''':'' 333"4 i?\tepto. 

c. Operot4onili favoaws Not^ the N3-SP. t 4[' E 3'•;e be 3 {n p3, , er !. f;.3.: :3'If: 

have Ope s h 13',a' a "W t tr or 0300 3:- 3>,d. too-.:, tfu, ;: 3:Ye311. It hw 

Sn!'t ro'FC ,  f :towe; '3'10<"3>3143 '.1>140 ^31303 i'I' „„ It.:'.tiie?) f3iO3' 0(3>0033

i15<a333_3-,>3 r<33>a3_d. 'Si:,tea_< r 3331r..3 -'<,0'r3, ,0 , ,e3::3,3t: 3 3e3'>4'3 . 

thes , 3- <t33 1a1d)3130313. 3>0e: 3>437> 1 34'  .033001 3)01(4r; 1. 1 ~ciate' 

p7 ows ° : :343+r y to rt30 err= 3€ .:' (3.31'.1'I,3343 '>0334  . O:'> . tilt a for} Ail PM`G. 
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Confidential 

d, wnu f .:'A n n r vn -ent. a E   t a  j E i 
s: #r 

7ertt.et. :g ta:. wh a_- of as i?Itei:<. < ;:.'tra ,c sthatFnt .tSu rt°

I a:r oe a, :ti::. : a:: ..n c£ Et t ; 'dt t t r : it 'ynna davataaad and 

: >  " a e , :an. nni£  aa,h, r° n:r [:;°rrt 

.-tit fiil:l:x>. pr:3:dnat a d t:nra: k a.. .a ::;E { h: the ton O£#"..  f tn}JTro. .-. tt3 

i ia:art t tt) a :i t  rsr:Et 3 ,c hh33td :  .3 £ iait`. 

(st£ifs<,t sy.: to at<e tl t rian ei u =,  r a a' . t `?„itt _. f)r a" iN>iS 

prc s and ha tr- : t.a + u h . !.( <{ pr.,~ tfi tt'^ d° t : . .fU:y`Y3fUa1. tPi 

: F  Hri:' M !e::.d t j 4 t `"f i, t4 q nta <ty 1i: H; t:h 

Uttara ,-. :a C': . appea to agree watt own a': , £,:: M s act 1Hat::: it 

£.9a 3'a rtth: .h that ,'it%?i t: a .. a fc. . 'tw in ?n :;'taala: Ha' ' . si}. 

y.~~,:: at= i ,~z: { i ,.a:ira£  i."hi';;: 

tut Pata 9 tt' a @r caajte t an t'vovnat tH iy. .t ". t _a?'i2Viq tlSNr fiYpe as 

Accuracy of capturing tra^sactu ns 

15.9 At. iF3'3, £. 1 -s 18.9 the Pepart state.: that, nt then' i.aptnton. for Hor3Yrin Ea he "'r

lot cJ is < m a 'and:: , ' - 'd :d : (, a .,rtr;£e : , e tat a' a'  ... , Wd F ,taa'i t  n: at 

t at 01': , H ha a ttn tsi. {,t a:: 3a; to :3 r,.> , h: a:}r rat. ::' .:' awn:?',, Pant at ty naive. 

„ F'r . ,cn: : s" :: _IIas_ _3 . . . s ;+E,1.`s a:ta3at h no tnn.atht i 2'   an are 
,',ls: tow: :aatn aw t the <, r liar., LFa'ks it riot nut proaadee an ideal 

a taa c a@r3A a'a "Or tea. H rate :aas?t',:.

1210 £ 
,_, o. 

i' capah'e of ttP t..aanp _t1 :, 'U: -a'::': - n':.. ; f ._ i itr , ...:f an:': tarn

an" s ha . 15 Pa • ;rt_ £'t.a titer, no ¢, x<iaaa :£e, Or P.>pta

7{ r} < t ad f Yi - C :!z dome with .:f:a w:hard Pratt r: (inq

an::::,a the:L', S i ::nt >"r'oyi)tatty t. a:{ 1, r v3. 

.1_ 1 x,- f x Ze ra` , ih t have heen f.,,3, , ,Er,, at ft?71 SIP hr. 3if 

YsAyla'.t-: SM. Hor:%v' I:d rant ac::orat.eiy t. tan:? San t::a: a a £< ;> <:; _at " xa?P5 an 

the: "t,d?.
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ronft4ent£af 

1:e?12 H.Ii: .e:,igneff to?n53.i'e the : ;u ray e: t:ar; action r3,fYM ;tt?;rr Y' root h£a 

':a?s>rf£r tc Ff :.,3.. : f ,3( no t, :atsa ;:p£7:> u33r. €,. Y, .,:#I:e3. #rat a£aJ.,r _ -{F

;f'

... . 
Off 'e. d I - -E?tY l',f-i 3ted. 

:i. Net to Nil t13 ke't: 3t31_l .: 1 t t3 i3.) 4t_ -£: t3a'i;>'fH >,~ w. :)'Fi +.0 .'i E€'s2:# t.fit` ictt:3j 

f3' ,`k::>l"311#,)":`,j 
3
\E3 ~'i)E r , t}!- :. . f;i drFlt;klr3Y oY (:dx OlEt3~ti, LjotidE: .1:::i 

a tQ as >Y < v.E .;e£> # '.e , li]1ti(#

u££#: IH r,<3ya, rat ti _i th a , tt ri X ` a :a -'t r£ t 

to .H AH ix )i ti.E: iion"'on t?ro3 r~a:~>rr~£s E , o.:t tFr<a 

data centre. 

?;. No partial bas- <ets, ^ta'- < t tra fnSac'i r. c c  ti r r]i.i3Y',2. .o 3:„#f irr

full - TIO par Y3° t'H: b  4 ecci Eit^:1 

f. Na rnk Stns aS +:Y> -if #3.3Y:#<. o - :UO'ri :£3 r..u3£ixf ,c -,

' rrc2 f*f:enit3ef . .3 -. -N' ) voli , t .f•f•. <. 33'f3 c - ar i'n N£ ]#. ##3L`;

Ho £:-:alt"s tor:ir, :3 rh k Pryr f?), ~'Tv3 ir3`li;. . ~% SGE1f; u' i, + v t7t7L'i 

a £ : :;1'e "s #?rou• . , z - :. , 3 a .. o-s'r.aY, ` a, a £r. Hi : :a Ss}r#.: a. ne:rnber^ f'PiEiirO 

`IJLStFt`.f "•.- £cf-}er as E'>rect a e? i)' Hoa' - + 

1` Si:u -aa data Gto;o ,- .i41 .,,:$ PEES~f``3. t_t1^=`+~_ Jrif# 

- ~ 'ar .In `yr u/d :. LW t3 _e p? t tnn e fal 7f 

tf1;-i- 1ne l et art E-,. £ant ".7c Hy t !3'1a3#I<::. #t,. Y,3'!i3Gi t(3 Carr;. : the data 

.F "J a clan i'r'e_ I 

j•i > If an v, f"::. f i1PY:.. :'E?t; -£. S ;:'if3ftdan. t ^•a' T'i!f. 1zn3 arr:;3 Hfj%'•'ecor , trarksartior. data 

And the R pv. t prrew t£, fa r td -i aHr '! arri" f tfl ri...

Power and te#e ernn3 nica`iars fas10 es 

114 i'a i' 3 a :Lr'.:it0 rye that tori ft_:7S,of be eff> ctive, £#1' ti bttiro en1Y&t be be to i} a ate in 

araoc ei e3' p:'w:ef and a l ..c ;3 t 3,i: rEe<£ i '$} v otf#em. it ¢S. ncited.ti hat the 

Hirt af#2r a view on whetter I{,:ae .a 3vrrrr the. tarr.'.ard, 

N'dOFi I. '^ - d.6. rrf .-. w ct Frar B Isi rinc'
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~r f.3t] F .__ '31t '> f37.a3, sff..  ~t - ;::'r : <..f`d 

A.81,4 in Po .t Wats b a c es 7f3 r + ,..3 tz i dre f 8'i(➢: reAte t  aid t. +. V Y 
£, pw 

f>rr 1 t.` l:re , Iff7F, ( {t f  3;i`+(: ll `l.h K, UW Pert Qua 6rlP. n., ! ic' t

~•Ew 93 Ej3pis:3 .t -. ._.i ~~" .r i'i1i13t7f33 I 11 ]a'."tof :f-<{ __. 7 - < _ -r:.

{f3'> < u?mrtrg

{r,uu f .nfu.at:a.3n 3,^'.t3t.ti2'. nr^ T ::•+^J g a s rir<a : 3, {n x 1y;:

a, '833<tr;. ç a'. 333 f: t : NOW w 3-; h: (S' 23r i ff .'.:& a l3 atniaf ttC:: llx- ;t ; 

y o..Eln a t ~nl.,;tr..a.Uy carry C3ut a' retryand aitu? r`:f.i t  to the Oat a 

cefl:; to. a$Jarr., 

Foik""'tirlft

:'a i- tue and 3,k3rf;l the>r t alp,, ;ai:t, 

tG (."'Y'>• it ,'LIfF{ {t. t- ltRtijT£'tll{<'C{ th a nS,S`;:' i.;it1 <1{ ,i ,,. , S';EQsz 

ar ;,'t,L' lr

<at.:<r<, ,,,, . <<< l. r t sa { be :ni:i'wei 

ot vt Zuii'33en Pr rtt 3:::t 3 copies of a INst-.)nne ted £':,:;Ff:r: ereipt (':+Slr! 

ti::;_lI t13 . _. . Y 

The YYrPt>: w'ud hn,,v i3"3 iln£4C: that are ether er :^f;LQ'„ur d or rx::;:f: 3a 

13 . - ,:t<a t.  ;tt.< «+ tt . 1: a E F tt t : a;t . .:' `rt 

dt 'Zau;L r the .k t.<... tit t etp . 

a tt' tISact oEt t. CEt°3+,ata. e ttheo S:xk Shoo{ W be reiained by the braoch. 

X. SrinnFt)n +A+:::3311 tlter< lo; slut ft'e a .t aF< 3a.E>r.

st. 1h :yt.t .3'-.;a h ; 1 i ter3 make :atta rda;,

.;is+tpt. tha t1: e  t. n,tde 1 wsh s + fl d:. daa n.:te r intf'd o lhern

r̂ob 'rtantr- ' .Gtf
-c fr  f'.:n c nat ,<
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Confidential 

a. i r .a,; sld r rrspifay .Pa i_ag 3i£ soeeri_ I;, ear l !a 

t.  the  k`.. . Ufe.i v,' Jt , 'ie :d<_t aashM".

£ s' de " +i of the is t 

l5aakat _. .. ~aiir.% isf 5P1 b, ; eci ri'i the Data 

@ AM " 3 • 3 , M. :'SL firl er' tf>?ti Ihot , 'nd.. 'r£+ : i be I.be i21 t < , ie ,̀iJui of kfrl. 

two C Ye , the r ecniat_i p ,3= c e t ei eeeed the t ,e .eaf' Pc 

of dw c ou . n had f" il `_"a c i4:f e.. T.fK• poiN

g. A Resxei, r:ta£o5i'd.::!fd have . eil p: c -d refio? i ::ac: t :( ~•.. 

t';. A me' age is .bf_.p4rrye. to :nir etier (Grifir Teti ?3 JE3t t t. CC e,Cf i. i:~'r4;7fcf l!'ki'y 

then rettjrn tSj he H'ne r..reen. t) e 1c,t3 ii . the t?anta t f e ii 3it:fcd a' 

the twit the ism, he a`eked 3 :Pf , .< r , .: .Jl%111S to ccenl fcae i.h4 i:>r -,~<e•£t; 

Gror.e~, . 

1817 it e%.p e tar ...~ $ , ,i itie:r. Ifir is t,i>f; f. y :,if, ei urifit,albr xea IIl `_ ':. 

teee ame 3e;ure. se ai ~< _ ig.d f rrirl `rla 

rye r ;n ,c= VVnIcff hi<i nf of the rep e,c,arne frfi+ii i , ,i 1a x 3r 

•• }''ioA i)+} e aw t till; Cr 111 i;si i`. st!ii' alid ar G has rf3.`, f C e@?r.;

1$.I8 - i'.,l we, RG , ;,ape. that there are re,er. n nett ai err, ai:r. earn , .nely 'o OC.ar A. .. `r5 

13'i3' ah _ S 3 C`. ii t apei;ii"rrat and bhra,ca1 y;m pi i35eilY. i a Ahat these 

Ciicllt t~nr a'; err err ivFftfi' :_hre, the hf'S7.me,' Ic ,9r o Pert CMhrre glare ̀ errt comment on th!: 

ifrx of ri3l]3} j. 

Fitness for alt user

28.19 At paragraph 1811, the R port rmtac that there are come peaniil who are urFsuited from the 

•rU:`.ct tO U'>Aip a .>r',lj ate`rr,CP. hi.a l::h It C; mat int.:.  t lx: . raw the 'e tea t? ':'ii•` ;I 0'.1 

Mf 'wh l b a  f. i£ r . : f.. < par per '_a. Boise er: i11 gerneia'.. t' a' i`-. 33'I ✓r i'eQr`,Yc^i'r 

j3T'r'e to 3ff3 fl'' 3- .I fP'C;: 7 f; hon t YIG. ). 

men 18 ?0 }-i( aar13 by thiiure.Sidc of ti cr tr er.tare. the :" n  if,r i;: .;Jrr:i3i1 have n(.t had any 

:i" f.; ;ar nmtt y .tarn err c.n.: etfrertieCiirCttit> of it. `ltht:'st a Small n ber may fir',d the operation 



POL00090358 
POL00090358 

• tF t ~to . - th .

'n (v .,? pf .3 Ff  r .`y'Gt+3A-a c v' not Pf1 f 

1821 ! p.f 3't: d °>h '4).1d Ytf§ t> i" IiJ iit: ' !'Iffn if iT:6wtr' 

• , .H r u3 , , . „Y . s" f YttC'iS YFit „;.i,. ~_.e hz5

~rtrf i~ Poor ,"e ~s~ a ?;:.. : r,P.:. ) ti ':.:,:'A hd: rt; Ar.: .,'t35p Yo ... 

°w; .zn tt}i~P3Up, T • •• ina; n0° 10 g~ f'itKfr c:t', pn;< c'

V.-Moh11"a k xnll'iiis 3f:. Y:Orjwj tre tili, r 'd 0)' CY33:Pr c0 CFC an, ob1fbY.

'til'.--'. ~' * df:^.:3 ..:?i '^, . s:i:Y fhat over 4 EO.`  ,. 3 1 r d Rvizo!Z since b 

z : l,a..e tat fir! a cflrnplain to fhe SC. a  hawa that tY i : i1Y fat' pur ou 
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c : nf:' et)ttaI 

Post Oc& rerpor oe t , section 19 ••• One-side! ban actions 

i 0U0 _ 3 _-; tto? i:pelt ctnkfnta1t5 ow  what it c fft  

?'.c ; o : 3 :t ? . fiavir nit futiy fo  t sod all the s_ut t.& ort oat;. Y`so 

333 - ;3 0 , . "a< r Wpm f _ van;c Own '. .3: f)2'. .r3 a :03 3 ,0 to thn :,3t,  f,: ij 

sey but th v do _:i o*o: o We guidd.., =wK h.t, r.bv,tk< fF La Y'ci3i ar i if3 1 pr ^_sii;4 

but the to aia bank, arc unt is not Charged f>; t Flub'' ' 
13:.1.113 

19.7. ThN Pcpsc,rt ,Tcoatoc that theca siEs. actor o could, comebow. the rise to a toss to a 

i:frlaster. . h:' '., ,o ho ;3 t} I 8"wl:"'>£Nc F,r.. ? a!`", ,4ffCr

a aeltt 3 >- >1-te outh c ;r1 our, or. r,•;t Sts.P arac thast _?rtfd qi 'i;o'to the ak30':%e 

Safeguards 

.,. u
.3 . h.' g'1E r 3 3t, a ,t :f pa'Kr33 ph 1t?._ that 1x-;. cau-,P fora c'o' l < a e;. J.(r , ;:37e to 

r tOtIO e> .f3', 303, ;; -alif0I t C ::d. MU: 3..00310; that t&3. c, 3i $itt; yfi.t3£73it 00u0 ea') g w 

3S? £<^ <.. './o'-.' L'a.7., :_1 '7` fto 3neVltlb :r 31`si'. (3f (3r s.:3 III ho '-'tfS`.9 .3,E... tftt' 

10 333 a - 'f OCl . If 3'3-d310 air' Q Ain) f y1. '. E?} ,, 1 I . 3: a" ', 'If' t F, 3,013 •,as 

rove
-f 

_.-i :310. II 00 re tddy any 100'0. 'Itf 3f3%te001J0 0? I'll". T 03l 0000q::3''d: 

are op cdFf to p'at o Ufuf ui odtu t„ so' I S Clot 000 iir r :. o' 1ak ' f.t33013 a, 313 03* dnc:ri £lent. 

....• 1.9.4 C r ..ntLattcin %.-Eft3  can have two broad io acts. ftie main vact `vo!itd be the type of 

:7"lterrd:jSlani that E.; addrsoneo: 3• ':3 • 3, ' j ✓ }: „ t3l3t 330 3 '. -E.3'Yt:f to a,t, 3i'0l'3pf118.1$ of 

thr. i.ply. 

..?.S The other impact iva^'t h would affect the cu>tomer. not the s b ostmast r? wouto be where 

554 _>:d Paya .'3 was tr:£ c uprrd f`ter the£ ;nk £`-:fad rit xf scc , 0t t r uror Car 

the payment .. .. t 30100  0.100'? ::01131"rned that U'r b antd<t1011 'I 3 cur TOO' r<!rn 

^ h ' O to a srt6fd~fl P Whef0 00 aph there .;c no wont. ' 4' the Saw , ; 0000030'. 030'. t.ho ut.orne'r 10 

no f<:3f• '31h ?0 e ̀ t: draw alr:woa on F,,O'dS in their hank at10=::31t 00 030130 ;r they 3e313330 FiPtg-feme%3 

for n 3gifi, € ;;h:enf.+€ ;f f3 3335 of :e'i harlot. 01330 1003100 13 x . o''t. tO 0103 iii v ` i . .. 

fe3+ce; ,:'3th o£ n;3 , r.r aIi =3 aciete¢'atE :f5 y <_p tff lI3'lO03 ,. € £3r. , std no 
..,, 

Off 000 ?>'03'1'3 30000300; 0 but :3d ?f :_Co r- 0301 (t3 31 'r 11'7 f33'13£:1f031': O'o, 3' fec?;^kS. 

033:0 57 
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('anffdential 

tWo risk to bran,£ ne 

1.9.6 Ft_. ^ a ? t 3   :r 7g;ae . es;; a; t t :.; .'s w t ,,, er. e «kF 3 as tt',e 

b",

he 

19.1 if o.?at c3i: nr; i ti2rr67 £Iir ,e,,., Y:.. c==;~ hcrd< 

r:.r:P2'Sf  K~ ..tf *F : ~~ a*L., : iii tt t ila.  

tI"FP' C:85'~^•:'r:cC 

•~' }"3?t. 3 - i:d?!hi • :.t <> ,;:i t3 t; F<d i.:d3eat. o'E£ ~x,)t n3f?..t>°✓^at!r ,  '{(N; Cti: 

art RC {i;,s•tnent, try '?t [ti>f3' i I . w

Y3;>,;3sx tics d:; ?a:: rJ #irs r ta,t? ~;,.u;tlu~ not hand aec~t .i3 . s cdl3 iii i•~ k al a [ . t•~itvi'['. 

.9 }?~..-3"itl >r3 „e"'. t}tt- ,. :t fl3C T!?<a ;- '.1?„dg~ .dl JrBt.. 3}3C

that € Fts

rl it3~s"< 

£: . 

Branch awareness. of this issue 

19.10 At . r . 9   g . ty?~~=; iP3..~1, t1u ._ t , 3 i zts~-i;trlr 4 3r:zns,x tai , .ezrald 

ç;4 .:  °.:r.. wt i  ~ha isrt.Ya i ->f; sn  

iar>

JL,«i,;?, .3 a•J~ L4 ., ,~~;•} t5F }~ 23. (• ~f .:.: fg.̂ 3:1F' £ tlS,:~i3i f ~L:: ii?.tlf~ i£.. 

I • x he reasons trd aDn;;e, this c is ine rec. a' . ;~ an; Agent, *relevasat ar^> a brand•> 

i .  : ,~. ..

Conclusion 

19.12 Ir .>,:ar 3 .,£ :iI  .I ta i tk3tt. s':• t3 £ t : r.s+z.? of n irl 

r l I. ur tfs - fr_-'J<iiII ?;a4a c1 `o r7c .x'";;iipc,n ,  P f'•`e o 

58 
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Post Office's response to section 20 - Hardy are issues. 

,_.. . I to ii cc! t{'t>3 Repf73'i. ?T 4e'. srne ç° is ear '.tfi a S DS•ce3V 31 rr ct.3lff3. Hon..• : n 

cod ether 3>. ::3:4#@d t33'; n #' dwcoe, <. r"i?I, S!]Y lvd.#>,<_'# rk'ei 33<3# {3.a•'•t>3 it fan', 

ev der1ce to suppoit lc %E ,1nt3tfs'„ 001 does it desritiy ldent i coy iosEcc that n"tcy # e 

O3T33 u7 r to ma,ft 3 3_E lic er1 ,31::''.33 tft3-'• f)>ene. 

E;m; 3r ~) 

20.2 Poet Of  _ ccopls. hot >8 woo i3r_, 7S3•U33 can co se God 113 t £.:: w a£no 3'- i< •o' v. ' 7

s ,E >•-`f LI i3. - :f3 j' fate !135:.3:_0. the vf3 '. 30 <335es t f ,33 f<<;','.'3311 f d"EI 

_.. : 001. i0VL? tote to a thel0Oti soc. 

203 0 . v Volt t'.r3.5: not ctte fl E,; , . doct Oco df!J Icoci •.3  lre •.3 S: uit'.}> 

10}, af8i3, ass'Id #k'. 'S]m YrL to 3. .i di u, t .. d [30'0'3 L%fi3£i 

1,cs ,<<tt l ii3_list:  - - 0  H,1gmg "{-i3Y?T3f3e. 

3 f0 c t ,i .: ,;r: ,;a# to 33313;t? 3 I ' 5) s., # _n[ 0y. t3C!'e 3S a recovery p{'M''SS in p',a e 

ma1P'35,' Il l' >v01e #adunr., 

20 J Yd' if 3!333#' f , ` 01 4 1 „f' 'HJ{3r Y!3 }iNr30I #ti`lifu E ifU}; 541'3 13 3?' RR a3 r 51 4fPS3f`. 

c-,-. 1<i ..~ 1333:; 13331, cc 0033 _t, ik3o'f' o r 1#w': o .St~3'>E• t 333 f tilt age 55 ._ 15'5'#., 330 331 in a 

55i5i c i

_ . ._ 
jf,j, Z. At ld< < ?j0-1 .:.r3 1IS3i. '..??;if9YY it3te4 3<b,3 j)ino3'4 S3:#f .3cr i #f.f::>'dP - 333003!#C`I °F `::E'.. Th35 is 

corc_t. but equip nom fS r epoac..ori O3. d' when neeSOt'f <3 00550y standard ptaci ce.

: .. 207 t,; ads#3 0 states that mar c App33ran , be :e.'e that fa t l opuip-eat could be 

3 33r d  P30 05 5 50 ' 3, < en 5 . S n6f f3 3 ._.i .clot 1333 -^` dooc E30: bo r`i put forward 

' 5''~300031 053.010 : 'c1 50I 31:3 i 05515 -?ve. -13.0 f# 100 f. '033(03: : '. . 
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Cr~fffidenti$i 

P)4 3(f;cc';:. r»;t:;,m;<; : sn:linn 21... P t Office Audit Prncearfttr « 

(.!. .. I P /r :~". riC~F.n ,itil^if . iEf u.,,ii:i,
uiE 

*11,' 21.2, that P t OOffl,e -, 13'.7> ' f'f-d: e :. 

,^ •:r«:''!e ~. a::.' ,iu•{3«gE' :,a cc v~;; ~:3 .~t dsn giKf'; rpert. `<'.Swev . i.he Irfu .iG e 

p36v: inn H ;..np( i Oi the a, .d:t `QS'.3wt ^3a f:?ei'rz mmn it: pLwf.'. 

21.2 f

I t 3 r, sn .;:f ca.~i~~sr:a?y <, n' : .:~:;

_ 1.f3'c~° 4 3': •, f I tP't#)t='<P ; th ?+.'k t,f ,.c sueP' : : t

aF`  3 < EF .:z<'t( F - "mow:.:?t~l Y trt 

ffrr 7<isu~ l s  .', i4: } :tf: .:*' :1: 1 .- f.aPd }T6' d fit3`Ec 
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P333: 3"3ffk rs??>(3rit3'>M t£3 `. 3333:333 22 - P31:1 1:1€fi£:t> 1 ( 3 13333333. 

22,3 3:31.1£3 ( 33 . .. .3 P3 , ... 77333 R3?3333 7. i? t'. . X33. . 333:3 333333 1)3 Id3Et33::31 ` a  ̀1A t .. : F.31 :1. 

3 3.11 33(3333Nw_ lip e . 3 .3 33: 1331-t to 

.. .: ' Ic: 33318-31 clutst,13 if  p 1 7 c33 : 3,33 ;a t 33 tf?3 °}-tS 3,( f`:;3 .Y', 'f,(fifwt_1 

i. t'.`'i @.'.L3 D&E f ", k3E'. , CS J. t.., ~F31 tl 3 ;.ilo y 1. . J 3. 3

......, :33:3:03' . .3i£.> ;333£3 < 3., 33331 3<f 33 1 .3 d°t, 31t:3 33 3 .3i 1:33 3.1.3.33037331: 3: Till: ::: . 

333 L,?a:33£3 7W c3. 

22.33 Y `s 4 !s. tl3E] tE <. tt` P,,  t33e sta3efl3 rat k!3 33 c 1:31: 3Pc ir. 333 03 3., "k.e3 t ^JE. Yktj 1EC3'r

{ 3{3.:A3.a' .' '.33x- £.,- 3' - 3::, 1:73 11 : .: 'aftffif -3 a.. 1 IN33! : x351. ' 333: :1f333. .3E a: 33 33 33

. .i 3 733333333:3. rotj<. _  331333: 3' 333.30 3 .3;? 33X '.333333? 

3333: 13. 

1.::.1; n3.`„ 13:3 3333 .:3 ::3: 3? 3asQ.<::p31:. 3 3: l:tit';. ;^ _, j, .,y?:( ,3 3 3. .:F 1,:::,3 3.1 :i,,, °-:..-, ::.3t3 3.'.':13:331'. 

33 :3.333333333333 3:• t3:i:33 3: 1 3iub Gt1t33,! 3 , :?r 33333:33. c 333 3333 3.33-333.33  b 33 ,t 31WWW3333 

:3330>1333313:3333. 133 33337 3113::?Ai 3(33r 13.,1E 333:. >3:3:3 <:3:33:.:: -:,

:3:33' i n 333 :0 ;1: p 3:i 33'{ 3 3 333: 3 13833: x'333 „ •fit 133 33 13.133:33333: n:33Tc 3 t3 ,33) ii' :33333331 33: 3. 3:,..

333:33333. 33 3.33<3. :1 133.33:33 ::::133::333'l: ":(:333 f1 ,:,H^J on 3313333. 1:3.33333333? .. , :333: 333? 03333(3 3163.3333 

3.1 3333333 IA: o 1,13)3333  :3313:3:3.3. 1:  .;S Sri P.G. ?333:'3 3.3331

22,6 133:- fc3o act ti0 333333 therefor- 33331e, 33 3133 333:33:3 >" 3:r1"V' -r' 131'x£3 t s%3ff;  :tc i .A 

3.!i33r3331 _ 3  3.1. - 3 5. .3 , 3 it' 3 333?: 3u :3:-' -'33. ,3 b :: , 33 33 i: -:  sr 3. 33:3:3333,333 ,33

''ti 3.3333:: >3. 133:3 3333c to 33:Pf331 / 333 :'h 333.1333133<03303; 3:33:3:33:333:33333:3:13333  33  3>F` 3'73333c3 31: 

3:3':,133c 33 31331333333."11 a 137 31 373333333 ,(3333 133:33 337)3 Qt333 3 3 L:433 i3 - :::<.33333:.3.33333'3:-::. .3 SE 

333 `.>£33.a3 >.° :.:3,r:, .333133333 ...,,' ,:.331.3:P'>1:34::'l 3< 33 . ,3. ;.,eWS .? ne 33333333 

•,•.• E `Vi ';:3:3i,. 133 g in 33 3 , ?331:33333 13 3 3 tilt. x37311.:3 E ii<,3 1313 :E 3.33"ii£ 3333>...

24 31333331 i3 3333': in 3.3 ££33111 :33 3.3333<33': .3l333333:1 33 ,33333 .'3:3-3 t_333e' 33333 :33.3:3:733 33333 :'::3333, tt3b$ €? 33(3331, 

:>t . a <-..£ 1:33'1 3133 :33:3:3:::: . 3 33333 33,3:33)333 o3 ...' 33+13 : t::: 3'333 313133: 33 3 3333. P3.333.13'1: 3 
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ANNOTATED AGENDA FOR SECOND SIGHT 
30 SEPTEMBER 2014 

Attendees 
Post Office  Second Sight

Chris Aujard Ron Warmington 
Belinda Crowe Ian Henderson 
Rodric Williams Chris Holyoak 
Andy Parsons 
David Oliver 

Aims for the meeting 
1. Commercials — new fixed price linked to productivity 
2. Scope —Second Sight clear on the limits of the scope of their engagement 
3. Quality — Ensure 55 understand that they need to operate as professionals engaging properly with the Post Office 

team and building the product quality from now on 

1. Rate Of Delivery 
SS told BC that they plan to clear backlog by October (producing circa 5 a week) and then revert to 3 a week. Ron 
has stated at WG and again to BC that under no contractual obligation to produce 3 reports. We need to place 
them under one. SS productivity high lost week at 6 draft and 1 final reports 

• Even with last week's spike (6 drafts and 1 final) you areonly producing 1.9 a week (prior to that 1.4) 
• Rate of delivery has been unacceptable as is repeated Insistence you are delivering when you are not. 
• Stated you are not under contract to deliver 3 cases a week — we will need to change that 
• Think last face to face meeting showed that where there is no evidence you just need to write that up and move 

on. 

2. Cost of proposals 
Second Sight proposal of £3500 per report including, historic average report cost circa £5000. The split on which 
cases the piece rate would apply to was provided last night and at first sight appears reasonable. 

• Cost has been high and proposal is still substantially too high 
• Board and finance have agreed the move to a piece rate from i September 
• Also worth noting that our press office have received an enquiry about the terms under which your services were 

procured. 
• When engaged we expected a quality appropriate for an independent expert 

• Utility of your reports to us is limited — not helping parties in mediation at all — needs to assist at mediation not 
general comment 

Counter Proposal 

• Willing to consider Fixed fee of £2500 a report 

• But must be linked to rate of delivery, only invoice every 20 final reports produced, must produce 5 per week to 
qualify for full fee 

• 15% of the fee retained until Post Office agrees satisfactory conclusion of SS's engagement 
• [£20K bonus payment for successful completion and termination of all Second Sight work by 30 April 2015.] 

3, Work Product 

This is the opportunity to pin down all of the scope issues around the work for MPs and ensure Second Sight are clear 
on what they ore contracted to deliver and what they are not. 

• Not paying for any MPs work - you are engaged as forensic accountants to review cases in the Scheme 
• If you think that issues need further investigation then we need an Investigation plan that: 

• Identifies (ie clearly articulate) the issue 
• Set out your steps to investigate and reach a definitive conclusion 

• Set out how you will report the opinion 
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• Set out the time to Investigate and report 
• Specify your costs for doing so 
• Even after all that though you may not be the right horse for the course 
• And you should note that we may need to procure it in any event 

4. Workflow engagement 
S5 engagement has been poor since 2012. They have failed to engage properly on the facts of cases and have 
been difficult to pin down to meetings requiring senior escalation. SS quality has consistently fallen short of 
expectations in both case reports and other reports. 

• Been very disappointed in the manner of your engagement —two years you have failed to engage with the team 
on the substantive issues such as our feedback on your case reports 

• This Influenced the quality of the Part Two report which I was very disappointed In — unacceptable that we had to 
send out a 60 page response due to the inaccuracy of your work 

• Also the quality of case analysis has not improved and frequently lacks intellectual rigour and logic — little proper 
evidence or critical reasoning and a worrying tendency to appear willing to be swayed easily by less than 
compelling and un-evidenced assertions or special pleadings, including where these contradict the findings of a 
Court process, eg M052 where you are suggesting we mediate as you now believe the applicant committed 
perjury, contrary to your initial conclusion 

• Also now Part Iwo complete it appears to being used to provide un-evidenced solutions where 55 have not been 
able to find the cause of the loss 

• Tone in which you engage with the team is unacceptable for a professional service provider — expect it to improve 
from now on 

• Very concerned about your behaviour at the last face to face meeting around your so called "thematic 18" — 
which is not a neither thematic or true. We will writing to you formally following the meeting along the lines of 
this draft 

5. AO8 

• Confidentiality Agreements for two new staff 
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Briefing Paper: 35 Engagement 30(09/2014 

Background 

On 24/09/14, SS were sent a letter Inviting them to attend a meeting on 30/09/14 to discuss concerns 
surrounding their delivery of services to Post Office and the Working Group. 

Areas for concern included the quality; rate and manner of delivery; and value for money. A face to face meeting, 
for which this brief has been prepared, is scheduled for Tuesday 30 September 2014. 

The following provides evidence for the points raised in the letter. 

Rate of delivery 

1) At the Working Group on 12'• June, SS confirmed they would deliver a minimum of 3 reports a week with an 
increase In production to be expected within a few weeks of the meeting. 

1.1 In addition, on 1" July SS signed a letter of engagement. This included a commitment to conduct services 
provided "in an efficient manner and with a view to ensuring that the costs of the scheme are reasonable". 

• More than 15 weeks have since passed, 

• 28 draft CRR reports have been produced, at an average of 1.9 a week, 

• Only 3 times have SS managed to produce and supply the number of reports they committed to - despite telling 
the Working Group on 11"' September that they were doing so, 

• At the last WG meeting they admitted to a seven week backlog (16.09.2014). 

Looking at the first ten CRRs produced: 

SS invoices show that prior to making the commitment on 12°^ June, SS had already begun work on five of these 
reports. Thus, SS should have been in an educated enough position to understand the level of work involved In 
producing a Final CRR and the likely timeframes involved. Despite this: 

• They took an average of 11 weeks to produce from the time the Post Office Investigation Reports were shared: 
seven weeks to reach Draft and an average four further weeks to reach final. 

• They were subject to an average three weeks slippage to reach draft, and two working days slippage to reach 
final. 

However, it should be noted that most recently SS have produced: 

• 1 Draft & 7 finals for week commencing 08/09/2014, 

• 3 Drafts & 3 finals for week commencing 15/09/2014, 

• 6 Drafts & 1 final for week commencing 22/09/2014, 

• At the last WG meeting SS explained that they were now in a position to reduce the backlog and they expected in 

future to produce 4 reports a week and definitely no less than three. 

Cost of proposals 

2) Discussions around perceived value for money will likely focus on negotiating a piece rate for CRR reports 
going forward. 

2.1 Again, referring back to the letter of engagement, signed on 1" July - this included a commitment to conduct 
services provided "in an efficient manner and with a view to ensuring that the costs of the scheme are 
reasonable". 

• To date, SS have invoiced PO £650k for work undertaken within the scheme, 



POL00090358 
POL00090358 

• The average cost of attributed to in 55 Invoices #86-93 for the production of the first ten final CRRs is £4.5k per 

report (though this is likely to be an underestimate due to gaps in invoice data), 

• This equates to an average of just under Elk per page. 

2.2 Second Sights Commercial Offer 

Background 

1. Second Sight will charge Post Office a fixed fee of £3,500 for each final CRR delivered to the Working Group (to 
include the delivery of both draft and final reports). 

2. The fixed fee will be inclusive of participation at weekly conference calls and monthly face to face meetings 
3. Out of pocket expenses will be charged at cost. 
4. The fixed fee proposal will apply to all new CRRs where work starts on or after 1 September 2014. 
5. Normal time and cost fees will be charged up to 31 August 2014 on all cases and subsequently for CRRs that are 

Work in Progress as at 31 August 2014. 
6. Second Sight will absorb the costs of Kim Evans for the month of August 2014. 

Comment 

In the letter we have indicated the proposal is too high and productivity needs to be linked to fees. 

Proposed Counter Proposal 

• Fixed fee of £2500 a report — this takes account of the more junior resource being brought in to work on reports — 
which should result in a lower blended rate 

• Agree the fee should cover Working Group participation and preparation. 

• Out of pocket expenses at cost 
+ Any request for further work on a time and material basis must be submitted in writing to the General Counsel 

and must have specific prior written authorisation from the Post Office before work commences 
• Invoices only to be accepted every 12 final reports completed — this should be every 4 weeks. 
• 15% of the fee retained until Post Office signs off the satisfactory conclusion of Second Sight's engagement 
• £20K bonus payment for successful completion of all Second Sight work by 30 April 2015. 
• 5% reduction in fee per report not delivered at the agreed 3 per week schedule. 
+ Willing to review the cases commenced prior to 31 August 2014 — still awaiting a response to Be€inda's request. 

RED LINE on unit cost 

• Not agree to any unit cost above £3000 - -~ 
• No ability to carry out any work other than report production 

Quality 

3) The quality of the CRR reports have been subject to minuted WG concerns over their style and quality. 

3.1 On 07/03/2014, the WG agreed 55 reports (namely M001 & M014) needed to be revisited to (amongst other 

concerns) "Ensure conclusions are reasoned and supported by evidence" 

• Despite agreement, CRR's' do not provide detailed referencing for the sources cited - nor do they always provide 

supporting evidence or reasoning to substantiate the points made. For example: 

• M022 states 'Taking all of these facts and circumstances into account, we believe that Post Office should bear a 

significant proportion of the responsibility for the losses that did occur' 

• M009 states 'we do not find the argument by Post Office.., particularly compelling.' 

• M057 states 'we believe on the balance of probabilities, that the applicant was responsible for the loss' 
• M048 states 'On the balance of probabilities we believe that the losses were caused either by user error or 

theft...' 

' Based on analysis of the first ten CRRs - for which work had not begun prior to the meeting on 07/03/14 
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No explanation is given as to how the probabilities have been balanced. This is despite, on the 13/03/2014 the 

chair preparing suggestions for how could approach their work on claims. Guidance included "in giving its 

opinion on disputed issues of fact, SS should explain what standard of proof SS has applied, ranging from sure 

to probable/likely" 

Issues surrounding the quality of reports have however continued. For example: 

• On 1 May the Working Group discussed M022. A range of concerns about quality were raised at this point by Post 

Office, including that: 
• The Applicant would need the Part One report, 
• The depth of analysis was not sufficient, 
• A clearer articulation was needed of the factual basis upon which conclusions were made, 

• Neutral language needed to be used, 
• The evidence used needed to be clearly balanced with any counterpoint brought forward, 

• Un-evidenced statements needed to be avoided, 
• Raising real or implied questions needed to be avoided, 
• it was going beyond SS's areas of expertise. 

3.2 CRRs also provide limited (or no) explanation or evidence for why a case is suitable for mediation. For 
example: 

• Section 6 all of the first ten CRRs recommend mediation. Limited (or no) reasoning is given and limited (or no) 

reference is made to the preceding content in the CRR: 

• The explanations given in M006, M022, M028, M048, M076, M127, simply state 'We consider that...' or 'In our 
opinion this case is suitable for Mediation and the following issue should be considered'. 

3.3 More recently, an initial recommendation not to mediate case M052 in its 'Final' CRR was changed to a 
recommendation to mediate the case in a version 2A of the report. This latter recommendation seems odd given 
the detail included within the body of the report. Namely: 

• An admission and subsequent verdict of guilty to 11 charges of theft (with a further 23 taken into consideration) 

at St Albans County Court. 

• Acknowledgment that "the expiry of document retention periods has resulted in it no longer being possible to 

offer a fully evidenced opinion on a number of matters raised by the applicant". 

The argument for mediation appears to be based upon the idea: 

• The Applicant only pleaded guilty to avoid a potential custodial sentence, 

• The Applicant then concocted a story as to why she stole the money to persuade the court she was guilty and, 

• Had she not pleaded guilty, Post office's evidence would not have stood up to scrutiny in court. 

However, the 'Final' CRR (superseded by VZA) acknowledges that "The adequacy or otherwise of the Post Office 

investigation process has no relevance in the light of the Applicant's guilty plea, since the evidence was never 

considered by the court. Since this Is the only substantive point raised by the applicant, there are consequently 

no issues for us to consider. Issues relating to Post Office prosecution policy, and the conduct of any prosecution 

and whether or not it should be deemed 'safe', fall outside of our (5S) terms of reference". 

The sentence in bold above, was removed from the CRR V2A. 

Workflow engagement 

4) There have been a number of incidences where SS has failed to properly engage in the manner we would 

expect of professional advisors. In particular, in relation to: 

• The spot reviews (ten reviews), 
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+ The detailed briefing notes (four sets), 
• The feedback/comments provided on the draft CRRs (24 sets of comments). 

4.1 Where revisions are made, they tend to reflect the more minor points of detail raised by the PO and do not 
always (fully) reflect or acknowledge the more major and substantive points raised by the PO in their response 
letters, For example: 

• With regards to case M127, Post Office comment '...no evidence of theft or any other criminal wrong-doing has 
been found.' (Post Office Response Letter, p.10). The text of the Final CRR remains unchanged stating 'It is 
entirely possible that these two branches were subjected to such attacks, and Post Office's failure to investigate 
either of the two substantial shortfalls... means that these types of external theft may have contributed to the 
losses.' (M127, p.9). Although reference is made to 'elegant techniques', how such theft might work and why it 
could reasonably be expected to have occurred is not explained. 

• The text of the Final CRR for M028 states '€t is unfortunate that further steps were not taken at the time to 
conclusively establish the cause of the losses. This appears to demonstrate a weakness in the support framework 
available to the Applicant' (M028, p.5). This does not acknowledge or reflect the point made by Post Office that 
'The CRR does not explain what additional steps could have been taken to establish the cause of the losses 
conclusively. In fact Post Office went to significant lengths to investigate the cause of the shortfalls...' (Post Office 
Response Letter, p.10). 

Overall Recommendations 

in order for the CRRs to deliver against what is required from the Terms of Reference and Scheme 
documentation, It is recommended that; 

• The production of remaining Final CRRs are subject to cost, quality and timeliness control, 
• The level of assessment offered in the CRRs is increased, with the reasoning made clear and links provided to the 

relevant evidence, 
• More detailed explanation Is given as to why cases are (or are not) suitable for mediation with reference to the 

findings in the report, 
• Explanation of alternative views is provided and an opinion given as to which is to be preferred and why, 
• The precision of the referencing and citations is improved, 
• Delivery is regularly measured against the Scope of Services and Scheme objectives, 
• The level of case specific detail in the supporting invoices is increased. 

END 
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PRIVATE AND CONFIDENTIAL -• NOT FOR ONWARD TRANSMISSION 

Ron Warrr;ington & on Henderson 
Second Sight Support Ser';ices : J111:tee

It 

4 SepteG f

beat Sacs. 

Second Sight's Engagement 

As mentioned at last week's Working Group meettrigi I is  Jregret °ft at ur nc :< rftp. tk .t to 
write to you in connection ,, ifh the £resting to u+'h€I £ you Sect ! S ht, S ri €: to £¢uth to shor 3l, 
to deal vo<ith the delivery of your seriices to Post *ftc and te Worttng ( o rl . y'::Ft,
the te, oc.r for Pry `,;r tit q rs fiat tt'erx tf. .$AI ':oeepc ...£'IUr Gr Of esOr Y the €ast c,r,th 

tinc'udirfg your firm's rate of progress tra r eehrg nth CeiBe 'sports and 'ha pro; ar. t,vr',
Part  acvo Report; •Ahich have given us cans ] for concern. 

e o v I have s 't out -n ge ral. rma,.: tha tnst*K that 1 ^,iii€ be catverirg in !n{ me€tirtg with ycxt 
fox, P; ck I hi; vt:euld Wo v yolk S Ctertt t Me to consider the necessary ren'tedies. Let n  be 
c.toar, Post Offtc&. n no 'toy Ms s to fetter your independence, findings, or opinions yuu+ 
e;epress rnercty the rtt ttr .r n wl;icii they are being dc livered. 

") Of mostcn :: s has beer, 1 ~ the rate ni de! t ~fy of y-rittE ; yee Rf-ui€>vv'r. ,=!. thc 
Working Grou reetin n 12 June you op 'o ,t i;f)1.£fl3(Fi for the r li'VCi> .,̂r `,ou' (ae 

Review Reports wfhnch tt* Workt.^Sg <ioup t. to Ff is .i%. T?'te tn<ni lY,,-, rn td' that Yo: 'ocnf€tutee 
ti^at 'fo'.h VA 1tt€t t :dellv+at; ng a mtntm::trr of three fel-}orbs a ae'r:. i,ltk'i ::1"F 1G'f4' Sf', if"s );•;Fndu,,'.'<i:3n 

e'.epeoted wtth `h a;.tew Z.eeks €t is r:v:"i k!: s RC>? Pt  it  E:Lt?lg unr3 in tl'f 3t petted yL' i t 've 

produced a total fS reports at or average n i 1.4 :vr'r . t n y ts. c have you t l vese i sour 
target for a ve Y. The nocr or effect it thr:. r,rompt and co -,f f€ectivi", ies mlion of lib(, 

,oherre is obvious. Equaify, you c emitted repcatexi;ye to Ueltver the Part Two Report to March 
but we received €t in August. 

2) The manner of the de€ivery is also of concern to us. here hove been a number of 
instances where Second Sight as a service provider to the Wortunq Group has failed to properly 
engage in the manner we would expect of external profcssiona .ac,'sors. In parlic. ttar, in 
relation to the spot reviews (ten reviews), the detailed brefln notes four sets) and the 
feedbackfrxrrt^nments pros ded on the draft CRRs (twenty four sets of r`Lmrnents you have fai ed 
to exptain rai-y one ",where ,,<ou disagree :vith Post Office rn such a way treat Pi,)sf Office arrt:€, most 

. .. intportentiv, other readers can understand your pc r.>"34:ttve on the eon €3,%viq, psittrtns Indeed 

PRIVATE AND CONFOENTtAL -- NOT FOR ONWARD TRANSMISWON 
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PRIVATE AND CONFtt9ENTtAL - NOT FOR ONWARD TRANSMISSION 

when Post Office has attempted to schedule meetings with you to discuss substantive factua 
issues of concern this has proved very difficult. 

In future, i will expect a Second Sight Director to attend Post Office offices within a reasonable 
time of a meeting being requested . iust as Post Office expects and receives from the other 
professionals it engages. 

Finaity, Post. Office has concerns about the value for money it has received from Second Sight's 
services. Second Sight has been engaged continuously by Post Office. During that time, Post 
Office has invested a considerable amount of valuable time and resource to provide Second 
Sight ittt information, in some instances on more than one occasion 'e assist you.,
investigation into Horizon. However, since 2012 aside from attending Wo itl Group met3ngs. 
Second Sight has only produced two. "thematic reports" and investigated ; d ra ported on 
twenty five applications the, £dtiiity of which have not yet been estabitsheel, 'You have now 
provided Post Office w'etl a suggested new billing errangenrent.ffnkad to:repent;:production and I 
understand that you have discussed your thinking .with my team. Hewing carried out a 
preknlinary reMew of your proposa tt still requires further work. Tha rate is still too high and i 
will need you to• link the rate of your case report productscsrt.explicitly to your fees. Please 
respond to Beinda`s outstanding question this week se that we can discuss your proposal .'hen 
say: meet. 

I realise that there are always two sides to 
perspective on these issues but as your el 
work product, our expectations are not b 
independence or to undermine $ecotis 
independent does not absolvey u of the
(including Post Office) the wrk Abich .y6 
engage with Post Office on the m enial 

Yours sincere y 

G RO 
Chrtw Aujerd 

Generttj. Coun t, Post Office Ltd 

vet~< In and appreciate you may have a deferent 
'it, albeit wt fe there are others interested in your 
1g Met, ::: Post Off toe is not looking to fetter your 
ignt''* position, although the requ:irmnierit to be 
luirements on you to deliver to the Working Group 
ate contracted to :proi$de. and to report to and 

of your servlt s; time. bilzing ens~ quality. 
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Dear Jo 

INITIAL COMPLAINT REVIEW AND MEDIATION SCHEME 

I am writing regarding the recent media attention relating to the Mediation Scheme. This followed 
the disclosure of a report in relation to the Scheme prepared by Second Sight. Although the media 

coverage was minimal, I thought you might find it helpful if I provided you with further background 

as well as brief update on the Scheme. 

To that end, I attach a note prepared by Post Office's General Counsel, our lead member on the 
Working Group. 

As you are aware, the Scheme is overseen by a working group with an independent Chair. Given the 
group's independence, Post Office has always maintained that the Scheme should be allowed to run 

its course and the business of the Working Group should remain confidential in line with its Terms of 

Reference. Indeed our ability to challenge other stakeholders who do not respect that 

confidentiality is undermined if we ourselves have not done so. The attached note has therefore 
been drafted with the confidentiality of the Working Group in mind. 

You will see from the note that we face a number of challenges relating to the Scheme. Whilst we 
will continue to manage the impact on our stakeholders, it is inevitable that there will be some 
public 'noise' as the Scheme progresses. And as Chris highlights, after over two years' investigation 

Second Sight have not found a systemic problem with Horizon and we believe this will continue to 

be the case. We will need to stand behind the extensive work we and Second Sight have undertaken 

investigating every case and defend our approach on the basis that we have acted impartially 

throughout and in good faith. In particular, when deciding whether or not to mediate a case, we 

must continue to be mindful of the need to properly protect both taxpayers' and Post Office funds. 

I am very happy to brief you when we meet In a few weeks' time and my team will continue to keep 

your office briefed when any significant issues arise. 

Yours 

PV 
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Update on the Mediation Scheme —Current and emerging Issues 

Media interest 

The recent media interest in the Mediation Scheme stemmed from the disclosure of the so-called 
"Part Two Report" and Post Office's response to it. The Report is a technical document, prepared by 
Second Sight as a streamlining measure in order to deal with (and describe) complaints, or themes, 

that are common to a number of cases. The idea was that the existence of such a document would 

enable their case-specific reports to be very brief. 

In our view, the Report was inaccurate in a number of areas. It also contained no clear statement of 

the evidence upon which many of the opinions expressed in it were based, and a commentary on 

matters beyond the scope of the Scheme and/or Second Sight's professional expertise as forensic 

accountants. As Second Sight failed to take on a number of our comments and corrections in the - 
final Report, we wrote to the Report's recipients to advise them that we did not endorse it. In our 
view to let the Report stand unchallenged had the potential to raise the expectations of applicants 

unduly and confuse matters at mediation. In relation to Horizon, Second Sight's general conclusion 
is that the system appears to be fit for purpose for the vast majority of users. This is a positive 
conclusion and is consistent with Second Sight's finding in their interim report. However the Report 
qualifies this by suggesting that Horizon could not be described fit for purpose for a limited number 
of users (for example, those who were technologically inexperienced) in some limited specific 

circumstances. Post Office has rebutted that qualification, as it is predicated on a number of factual 

inaccuracies in the Report, and we do not accept that the limited capability of a small number of 

users leads to a conclusion that the system itself is flawed. 

It is disappointing that this report was disclosed to the media, breaking the confidentiality of the 

Working Group's proceedings. However, coverage was limited and we have now issued our 

comprehensive response to the Second Sight report to those applicants who received Second Sight's 

report. This has, so far, not been disclosed although as more applicants are issued with it the risk 

increases. We have a media handling plan in place. 

Scheme progress 

Of the original 150 applications, 120 remain in the Scheme, Although Post Office has resolved 12 
cases prior to mediation it is fair to say that progress has not been as fast as any of us would have 
liked. Thus far, only 14 cases have been passed for mediation of which three have been mediated. 

Post Office has dedicated considerable resources to the Scheme and we have now completed our 

investigation into over half of the cases. So far we have found nothing in those cases which has 
raised concerns about faults with the Horizon system, the safety of convictions or Post Office's 
liability for the losses being claimed by applicants. 

We are also working closely with Second Sight to try to drive up their output. However, both their 

productivity and the quality of their work continue to cause us concerns, 

Future challenges 
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The fact that we have, as yet, found nothing to concern us about the Horizon system is good news. 
However, this creates a number of challenges In relation to the Scheme and applicants that, despite 
the confidentiality of the cases, will undoubtedly surface and attract some attention as cases are 
concluded. Specifically: 

• of the cases resolved, we have settled with a de minimus impact on our accounts and it is 
likely that this will continue to be the case. This is at odds with the expectations of many of 
the applicants, some of whom clearly expect large sums in compensation. However, Post 

Office cannot and will not pay compensation where it bears no liability for losses claimed by 
applicants. 

• we are investigating all cases thoroughly, and continue to consider each case on its merits. 
However, mediation is not the forum to overturn a criminal conviction. Post Office cannot 

mediate cases where the facts have already been determined by the Courts and where we 
have found nothing to cause us (or our criminal lawyers) concern about the safety of the 
conviction. It could therefore be the case that we decline to mediate any'criminal' case, 
around a third of the total caseload. 

• each mediation costs between £20-30k and it would be wrong to mediate cases where 
there is not, in our view, a reasonable prospect of resolution. 

It is therefore inevitable that there will be a considerable number of applicants who remain 

dissatisfied at the end of the process. Post Office's position is that applicants will have the benefit of 
a full investigation and Second Sight review of their case and will hopefully leave the Scheme with a 
better understanding of the circumstances of their case than they had previously. It remains to be 
seen whether this is enough. 

We are and will continue to manage the potential fallout from the issues highlighted above. It 
remains the case that Horizon is used by over 78,000 people across our 11,500 branches and 
successfully processes over 6 million transactions every day. After what now amounts to over two 
years' investigation, Second Sight have not found a systemic problem with Horizon. If this continues 
to be the case, and we have every reason to believe It will, then we will need to stand behind the 

evidence of the extensive work we and Second Sight have undertaken Investigating every case and, 

whilst not being drawn on Individual cases, defend our approach on the basis that we have 
throughout acted impartially and in good faith whilst being mindful of the need to properly protect 
both taxpayers' and Post Office funds. 

CHRIS AUJARD 

POST OFFICE GENERAL COUNSEL 
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Sir Anthony Hooper 
Chairman 
Initial Case Review & Mediation Scheme 
148 Old Street 
LONDON 
EC1V 9HQ 10°h November 2014 

Initial Case Review & Mediation Scheme 

Dear Sir Anthony 

I am writing to you to convey JFSA's concerns over the current position and direction of the 
Initial Case Review & Mediation Scheme. 

JFSA is now of the opinion that the Scheme has strayed so far from the original purpose for 
which it was intended, that the few Applicants who have actually reached a mediation meeting 
through CEDR have expressed such disappointment with the Scheme, that at least one 
Applicant has withdrawn. 

JFSA requests it noted that:-

1. 

As has been stated on many occasions, it is JFSA's view that it is not the role of the 
Working Group to approve which cases go to mediation for the following reasons which 
are contained within the main document that each of the Applicants to the Scheme 
received. Within it they were promised:-

• "post Office now wishes to offer a Scheme to Subpostmasters sa that indiy al 
5uhvostmasters have on opDorturiitvto raise their concerns i with Post Office. 

• "The purpose of mediation is to give each side the opportunity to explain their position." 

• "The Scheme is being spr rvised by a Working Group comprising of representatives 
from past Office, Second Sight and the JFSA. The Warkingirotgs rglgis ~enre the 

zcheme is nln in a fair and efficient many, r. It will also be involved in making decisions 
on how p, rticu/ar case6* should be managed through the Scheme. T ensure s  rr

LrnDartaJjtL the Working Group is seeking to appoint an Independent Chairperson.
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The "*particular cases"are identified in the main document as those that "lithe 
information provided by the Subpostmaster is insufficiently detailed or not clear, 
or information is not provided promptly, it may mean that a case is not 
investigated or mediated." Or, "If there is insufficient information for Second 
Sight to investigate a case, the case may not be investigated or may not proceed 
to mediation. "— It is these cases, and only these cases, that JFSA is prepared to 
discuss at the Working Group. 

• 'As a result of this investigation, Second Sight will produce a Case Review summarising 
its findings and a recommendation on whether the case is suitable for mediation." 

• "The Case Review should bring clarity to many cases " 

• "What is Second Sight's rule? - Second Sight was appointed by the Rt. Nan James 
Arbuthnot MP and Post Office to independently review and report on the Horizon 
system and any associated issues. As a part of the Mediation Scheme, Second Sight will 
work with you to investigate your case. It will then liaise with Post Office to obtain 
further information before giving an assessment of your case." 

• "°Will my case definitely be referred to mediation? - If your case is suitable and 
you provide accurate, detailed information to Second Sight, then this is likely in mQ t 
arcum nce. " 

2. 

That in light of a decision JFSA understands was taken at the October Working Group 
meeting in London, after JFSA had left, and which JFSA was informed of during the 
telephone meeting on 30`" October 2014, with regard to a number of cases now being 
held back until a revised Part Two report has been prepared by Second Sight. Due to 
the concern that the content of the revised report may affect all cases, JFSA is of the 
opinion that no further cases should be released in draft form until that revised report 
has been produced and those cases measured against it. 

That, dependent upon the content of the yet to he revised Part "Two report, it should be 
recognized that it may be necessary to re-examine earlier cases where Second Sight 
has already arrived at a decision as to whether or not a case was suitable for mediation. 

3. 

A letter dated 14k" October 2014 from Chris Aujard, Post Office's General Council, to 
Kay Linnell, one of JFSA's advisors, in which Post Office states that it has a statutory 

Page 2 oil 
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duty in criminal cases to assess any material which might undermine a prosecution or 
assist a defendant, and asked Kay Linnell to check her records to see whether or not 
she held such information. 

Having made such request of this .JFSA advisor, JFSA is presuming that Post Office has 
itself undertaken its statutory duty and made similar requests to all its employees and 
its subsidiaries/contractors who have been involved in any way with a case leading to a 
prosecution of any Scheme Applicant. 

Tn light of this request, JFSA is also presuming that Post Office has provided the 
independent investigations firm, Second Sight, with all documents held by Post Office 
and its subsidiaries/contractors relating to the cases Second Sight are investigating, and 
when prosecution files are requested by Second Sight, these too have been provided in 
order to verify all documentation was in order (An example being M030, where such 
information would bring clarification to point 6 of the exercise undertaken by SAH.). 

4. 

That, the current approach of concentrating purely on where the money went, should 
not be the sole deciding factor used by Second Sight in considering whether a case is 
suitable for mediation. The agreement given to Applicants stated that:-

• °First your case must relate to a fnandal loss or unfair treatment that you believe you 
have suffered as a result of the Horizon system or envy assgciat issues. " 

• "The Scheme is open to any Subpostmaster who believes they have suffered a loss or 
been treated unfairly as a result of the Horizon system or any associated issues. " 

• "Second Sight will seek to determine whether there was a problem with Horizon (orb 
associated issue) that had an impact on you. if so, Second Sight will also try to 
determine the scalean scaaei2(th t i act n vaur case." 

Effectively, all the systemic failures/thematic issues that affect a case should be used in 
weighing the suitability of a case for mediation. The issue of where the money went has 
seemingly become the sole deciding issue as to whether or not a case is suitable for 
mediation, to the exclusion of the systemic failures/thematic issues. 

Yet in many cases it is the systemic failures/thematic issues which have led to a 
monetary issue and whilst, either due to the passage of time or the lack of 
documentation, it is not always possible to establish what has happened to the money, 
it is far easier to prove how the systemic failures/thematic issues of a case played such 
an important role. 

Page 3 or 4 
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Then what is going to happen about all the cases where there was only unfair 

treatment due to associated issues with Horizon but there was no monetary issue? 

Somehow the whole spirit of the Scheme that JFSA agreed to at the outset and planning stage 
has totally disappeared. The further the Scheme progresses, the more entrenched and 
defensive Post Office has become, and the original concept of actually seeking the truth has 
long since been abandoned, replaced by denial and a culture of blaming the Applicant time 
after time. The underlying fact that it was the failure of Post Office to correct the 
shortcomings of their Horizon system and its associated issues is ignored by Post Office again 
and again. 

It is unfortunate that it has become necessary to voice these points, but continuing without 
raising these issues would be disingenuous to all those victims of Post Office who believed 
Post Office were sincere about addressing their cases. 

The question now has to be asked, is there any point in continuing with the Scheme which is 
just being turned into a sham by the actions of Post Office? 

Alan Bates 
Chairman 
JFSA 
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