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would probably not bring much direct benefit.*® There was a risk arising from the fact that
despite these revenue streams, the key drivers for sub-post offices are cash withdrawals,
routine banking transactions, and the mails business. As such, the relationship with Royal
Mail and the impact of part-privatisation could be significant, although Post Office Ltd
emphasised that it has formal inter-business agreements with Royal Mail for the next five
years.*

27. In addition to receiving information from Post Office Ltd on the size and spread of the
network, the Department had requested Consumer Focus and Postcomm, the postal
services regulator, to carry out research. In particular:

e Postcomm was asked to look into the social value of the post office network, and
commissioned NERA/Accent to carry out research on this, and

e Consumer Focus would be undertaking research into the quality of service provided by
the remaining network, particularly focussing on the performance of Outreach
services.”

28. Consumer Focus has already carried out initial research on some Outreach services,
finding some welcome signs of good service, but also a need for improvement in the
consistency and reliability of service. Post Office Ltd has also been carrying out research on
customer satisfaction with Outreach services; the latest findings based on a sample of 895
respondents was that there was an 83% satisfaction level.*!

29. The Department had asked Postcomm to conduct some independent research into the
impact of the network on communities, which would be available to inform the
formulation of policies from 2011 onwards. However, the Department had not set
guidelines for levels of service, for example on hours of opening, taking the position that it
would be more appropriate to decide on the service levels locally, because circumstances
vary across the country.”

30. Post Office Ltd will review internally the contracts for the new Outreach services after
the first year. This review allows both Post Office Ltd and the sub-postmaster some
flexibility in the provision of the service and the level of commitment they make. It has,
however, also prompted fears that some Outreach services might be withdrawn after the
first year, although Post Office Ltd have said that this is not their intention and that the
closure of an Outreach service will trigger a full consultation process under a Code of
Practice agreed with Consumer Focus.”

48 Qq 101-102 and 113-115

49 Qq93-95

50 Qgqb5, 7 and 107; C&AG’s Report, paras 4.6 and 4.9
51 Qg7and 134

52 Qg 5-6 and 81-82; C&AG’s Report, paras 4.6 and 4.9
53 C&AG's Report, para 3.27
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Formal Minutes

Wednesday 15 July 2009
Members present:
Mr Edward Leigh, in the Chair

Keith Hill Mr Don Touhig
Mr Austin Mitchell

Draft Report (Oversight of the Post Office Network Change Programme), proposed by the
Chairman, brought up and read.

Ordered, That the draft Report be read a second time, paragraph by paragraph.
Paragraphs 1 to 30 read and agreed to.

Conclusions and recommendations read and agreed to.

Summary read and agreed to.

Resolved, That the Report be the Fifty-third Report of the Committee to the House.
Ordered, That the Chairman make the Report to the House.

Ordered, That embargoed copies of the Report be made available, in accordance with the
provisions of Standing Order No. 134.

[Adjourned till Wednesday 14 October at 3.30 pm
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Witnhesses

Monday 29 June 2009 Page

Mr Alan Cook, Managing Director, Post Office Ltd, Mr Ed Mayo, Chief Executive,

Consumer Focus, Mr Simon Fraser, Permanent Secretary and Ms Joanna

Shanmugalingam, Director, Post Office Policy, Department for Business,

Innovation and Skills Ev 1
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