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Agenda

• Introduction to the Post Office

• Providing financial services 
today

• Transforming our Channels  

• What the future holds
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A reminder of our scale

• We are still one of the largest retail networks in 
Europe - 11,500 locations 

• 30,000 counter positions and some mobile ones 
too…

• 62,000 people work in the business

• Serving 23 million customers who make 34 million 
visits and 63 million transactions every week

• £24bn of benefits payments every year

• £80bn of cash passes through Post Office every year

• Income of £1.26bn in 2008/09

• At its peak rate, the Horizon counter system handles 
750 transactions per second

• At least £2.4bn Social value per annum generated for 
UK
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And the scale of our products

• We are the largest foreign currency provider

• We are the UK’s  largest independent travel 
insurer 

• We offer 72 currencies and transact £2.9bn in 
FX a year

• For every £1 in circulation, over 14p goes 
through Post Office

• 200 million household bills are paid at Post 
Offices a year

• 2000 fee free ATMs - 58 million withdrawals

• 60 per cent of total UK debit cardholders can 
access free cash withdrawals at our branches
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However, five years ago we needed to 
change

5

Customer
visits were

falling

Customer
experience lagged

behind
competitors

Dramatic
Decline of

Government
services

New
business 

areas were
highly

competitive

Costs and
losses were 

unsustainable
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Universal

Responsible

Human

Informed

Progressive

Accessible to everyone, affordable, 
fair and inclusive

Offering competitive, sustainable 
products that provide stability in the 
longer term

Approachable, helpful and 
empathetic service

Well informed and expert about 
products and services.

Able to deliver, modern, efficient 
products and services

Our Values
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Our Progress - Return to Profit

• Losing £3.5m per week in 2006

• 5 year funding deal agreed with Government in November 2006

• European State Aid approval granted in November 2007

• Overall investment of up to £1.7bn

• £150m per annum Social Network Payment

• Returned a £41m operating profit in 2008/09 – the first time for 10 
years!

• Profits set to grow in 2009/10 but ….

• ……longer-term sustainability still an issue

• Financial Services can be the answer to sustainability
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LENDING SAVINGS AND INVESTMENT

PAYMENT INSURANCE

What’s in our Financial Services 
portfolio?

CREDIT 
CARDS

PERSONAL 
LOANS

INSTANT 
SAVER

FIVE-YEAR 
SAVER

GROWTH 
BONDS

SAVING 
STAMPS

CHILD TRUST 
FUND

MORTGAGES

TRAVEL 
INSURANCE

TRAVEL

FOREX

TRAVEL MONEY 
CARD

CHRISTMAS 
CLUB

CAR INSURANCEHOME 
INSURANCE

VAN INSURANCE

LIFESTYLE 
PROTECTION

PET 
INSURANCE

LIFE 
INSURANCE

MONEY 
TRANSFERS

POSTAL ORDERS

& PAY OUT

ATMs

BILL 
PAYMENT

BANKING 
SERVICE

GIFT 
VOUCHERS
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Financial Services today (1)

Bill Payment –

Personal Banking –

Moneygram –

NS&I –

Travel Insurance - 3rd largest with 1 million sales per 
year

Sales of £13bn last year

1.6m transactions carried out 
last year compared to 961K in 
2006/7 – an increase of 75%

62% of current account 
holders in the UK.  Another 
partner to be announced 
shortly

Over £1bn per annum

Favourite Travel Insurance Company

66
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First Rate Exchange Services

•28% market share

•£3 billion turnover

•On demand currency in over 8,000 branches

Financial Services today (2)

Post Office Financial Services

•Over 2.1m customers to date

•Savings – Over £8 billion now invested

•ATM’s – 2000 installed; the rollout continues

•Home and Car Insurance- 780,000 customers

•Credit Cards – Over 600,000 issued; selling 3,700 per 
week

Favourite Foreign Exchange Company
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Across our Crown 
Office branches 
we are moving 
from this…

Transforming our branch network 

®

12DONCASTER CROWN OFFICE

Transforming our branch network 

To this…
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Crowns – Financial Services Zone
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Transforming our branch network 

BRISTOL GALLERIES CROWN OFFICE
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Direct: a growing channel

Website

• Complete refresh: easier, quicker and slicker 

• Majority of key products now appear on the first page 
of google search results

• 39.8 Million visits over the last 12 months – up 36%

• 8.1 Million search “Post office” annually

• Finalist for eGovernment National Awards 2009

Contact Centres

• 3,000 contact centre staff 

• 27 locations across the UK & Ireland

• 7.8m calls per annum

• External helpline handled 845,000 calls last year

• Focus on customer experience & cross sale activity
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Expectation and momentum is growing for Post Office® to be major 
alternative to banks

What the future holds
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THE TIMES 17/10/09

Post Office sets up bank 
deal for assault on the 
mortgage market
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Post Office Banking Consultation
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Consideration for Banking
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What the Future Holds

•A greater financial inclusion agenda

•Continuing to raise the profile of Post Office financial services 

•Establishing “Main Post Offices” in key towns and cities across the UK with         
dedicated financial services areas

•Financial services products available by introduction through the rest of the 
network, over the telephone or via Postoffice.co.uk

•Broadening the range of savings products

•The launch of a range of Post Office current accounts

•Personal banking facilities for every account holder in the UK?
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Summary

o There is a general consensus that there is 
value in greater utilisation of the Post Office 
network - a key part of national infrastructure

o Post Office Ltd has transformed itself, so that 
it is a fit commercial platform whilst retaining 
our social roots

o Growing financial services is key to the Post 
Office

o There is great public support for us to 
continue to offer an alternative the bank.


