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Thank you for your letter of 13 January to Sajid Javid, about Eastriggs Post Office. I am
replying as Minister responsible.

The Post Office is transforming and modernising its network, bringing benefits for customers
and postmasters and securing its long term future. Government investment is supporting this
national modernisation programme to ensure taxpayers benefit from a sustainable Post Office
network less reliant on Government subsidy.

Network Transformation (NT) is the largest modernisation programme in the Post Office's
history. The Government supports this because it is critically important that the Post Office has
a sustainable future. One of the key rationales for the programme is that where Post Office
services can be rovided on a commercially viable basis they should be. This has significantly
reduced the reliance of the network on public subsidy and will continue to do so. It is also worth
noting that NT is not a closure programme. No postmaster can leave under the terms of the
programme unless there is alternative service provision in place.

NT is proving very successful with over 4,900 branches having received investment and
converted. Over 800 additional postmasters have signed a contract to convert, with many more
now engaging with the NT process. These modernised post offices are offering over 160,000
additional opening hours every week across the UK, seeing increased retail income. Regular
independent research is showing customer satisfaction with these branches is consistently high
at over 95%, with operator satisfaction also high at over 80%.

Concerning the specifics of individual branches, every branch in the programme is assessed by
the Post Office and each will have a range of local circumstances that apply. These specific
factors create a range of various options for the branch, including securing investment into their
branch by converting to one of the viable Post Office models.
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The Post Office works with postmasters to set out their options and to support them and assess
their business. There will be some cases, after having gone through this process, where the
Post Office does not consider the current service to be sustainable in the longer term, as is the
case with Eastriggs. In such circumstances where the postmaster has not been able or has
chosen not to seek to demonstrate an ability to build on existing retail sufficiently in order
sustain a branch under the new economically viable models, then the Post Office may need to
take action by attracting a suitable retailer nearby to integrate the service into their retail
business. All options have the same aim, which is to establish a sustainable post office so that
communities retain the service in the long-term.

I understand that there was a local public meeting held on the 18 January which was attended
by yourself as well as representatives of the Post Office, where the Post Office set out the
background to the proposed relocation of Eastriggs. I appreciate that there will be local
concerns over any proposed changes to post office provision, and it is important for the Post
Office to balance what is commercially acceptable for the business alongside its commitment to
providing a service to local communities.

The Post Office's Local model is designed to be an, improved way of operating post offices in
viable partner businesses, usually in convenience-type stores, integrating the post office into the
store which enhances operational efficiency making a more sustainable business model for
agents. The model provides access to the products and services that typically account for
around 95% of customer visits across the network, including inland first and second class Royal
Mail, international packet items weighing up to 2kg, and personal and business banking cash
withdrawals and deposits. There will be a small number of less frequently used transactions
that are not available, typically some of those that are more time consuming, manual paper
based transactions. I understand the branch nearby at Annan will continue to provide the full
range of products and services. There are already over 2,000 local branches operating
successfully across the network.

I understand the Post Office's consultation letter advised there are buses in the surrounding
area (given buses stop at the bottom Melbourne Avenue) but that it did not advise that buses
stopped outside of the proposed new Spar location in Melbourne Avenue. The Post Office also
informs me that, whilst parking may not be equivalent to the existing branch, there is a parking
bay outside the Spar for 5 cars. I am advised that at the meeting Post Office representatives
also provided assurance on security, training and integrity of the mail. Spar is also experienced
in providing post office services and would manage staffing and customer service to ensure
standards are maintained.

The Post Office considers all feedback received from its public consultation exercises before it
takes a final decision on any proposal. As I am sure you will appreciate, the design and delivery
of NT, as well as decisions on individual branches, are the operational responsibility of the Post
Office. If you have further concerns you can continue to raise these via the consultation
process and with Post Office representatives.

I hope this information has been helpful.

Warm regards,

BARONESS NEVillE-ROLFE DBE CMG
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