Dear Customer,

Local public consultation - Have your say

High Street (10) Post Office
10 High Street, Croydon, CR9 1HT

I'm writing to let you know that we are proposing to move High Street (10) Post Office branch to the
nearby TGJones retail store at Whitgift Centre, 34 North End, Croydon, CRO 1UB, where it would then
be known as Croydon branch and be run by our retail partner TGJones. Services for customers would be
unchanged, and opening hours would be increased on Tuesdays and Sundays.

Why are we making this change?

Post Office Limited recently announced it is moving to a fully franchised network, as part of our wider
commitment to deliver a “New Deal for Postmasters”. Over 99% of the Post Office network is already
successfully operated on a franchise basis by carefully selected retail partners. We are confident this
would create a long-term, sustainable future for post offices in communities across the UK, including
Croydon.

We'd like your help

We're now starting a period of local public consultation, and your feedback is important to us as it will
help to inform our decision. For more details on the proposed new services and layout, please see the
branch information sheet at the end of this letter.

What exactly are we consulting on?
We'd welcome your comments on the following areas:

e How easy is it to get to the proposed new location?

e Are the new premises easy for you to get into and are they easily accessible once inside?

¢ Are there any other local community issues which you believe could be affected by or affect
the proposed move?

¢ |f the move were to proceed is there anything we could do to make it easier for customers?

Please note the proposed change of management of the branch is a decision for Post Office Ltd and
therefore we are not seeking feedback on this aspect of the change.

Local Public Consultation starts Wednesday 30 July 2025
Local Public Consultation ends Wednesday 17 September 2025
Proposed month of closure October / November 2025

Posters and leaflets will now be displayed in branch to let customers know about the proposal and to
ask their views. You can share your views on the proposed change through our easy and convenient
online questionnaire via postofficeviews.co.uk. When entering the website, you can use the search
function to find the consultation for this branch either by branch name, postcode or the unigue branch

code 009013
g
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How to share your views:

Consultation Hub (postofficeviews.co.uk)
comments@postoffice.co.uk

Call: 03452 66 01 15 ,

Textphone: 03457 22 33 55 Lfczf]‘:]:fgntyhoivrepahgse’cjgE
FREEPOST Your Comments — N.B. This is can find one in your app

the full postal address. Items sent by store. E
Freepost take 2 working days, please allow

enough time for responses to be received.

think right here and now?

Want to tell us what you E
Scan here. =

Post Office Limited is registered in England and Wales. Registered No.2154540.
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Good to know

e Post Office’s “New Deal for Postmasters” will increase total annual postmaster remuneration by
£250 million by 2030. To find out more, visit our Post Office Corporate website,
(corporate.postoffice.co.uk — search postmaster new deal).

e TGlones, which already operates 179 Post Office branches across the UK, has plans to grow its
partnership with the Post Office to bring postal and banking services to more of its locations across
the UK. Our retail partner’s team have strong experience of running Post Office branches from their
time as senior leaders in WHSmith and have seen how valuable these services are to communities.

e Franchise branches typically offer longer opening hours, as well as a wider retail offering compared
to a standalone post office, providing greater convenience and accessibility for customers and
businesses alike.

e All staff employed by TGJones to work in the proposed new branch would be trained to the highest
standards with on-going training on products and services, as well as operational and service-
related matters.

e If the move goes ahead, we plan to install new self-service machines as these become available,
however in the interim, two additional temporary serving counters will be provided.

e Internally, the proposed new branch would be in line with Post Office specifications, making sure
there is sufficient space for the Post Office service to operate alongside the retail offer. We would
be working closely with the new operator on the internal layout and some fixtures and fittings may
be re-aligned or removed to make sure there is clear access into the premises, ensuring the
entrance, aisles and the waiting area are kept free from obstructions and adequate room is
provided for customers and a wheelchair to move around without difficulty.

e If the relocation of a Post Office branch goes ahead, we will contact Royal Mail to inform them of
the relocation. Royal Mail is a separate business, and the removal, relocation and provision of post
boxes is their decision.

e As with any branch change, we understand that customers are often concerned about the impact
of such changes on staff. Please be assured that our staff will be fully supported throughout this
process.

e Posters and leaflets will now be displayed in branch to let customers know about the proposal and
to ask their views.

e Any information we receive will be carefully considered as we finalise our plans.

e In this instance we have extended public consultation by one calendar week to allow for the
summer holiday period. Therefore, if you do wish to share your views on the proposed change,
please note that Wednesday 17 September 2025 is the closing date for all responses.

e Ifyou are alocal representative, we will write to you again at the end of the consultation to respond
to the main issues raised and to explain our final plans for the branch.

e This consultation is being carried out in line with our Principles of Community Engagement which
have been agreed with Citizens Advice, Consumer Scotland and the General Consumer Council for
Northern Ireland - the independent statutory consumer advocacy bodies. An extract relating to
consultation is available at the end of this letter.



https://corporate.postoffice.co.uk/en/blogs/2024_11/post-office-plan-to-boost-annual-postmaster-incomes-by-a-quarter-of-a-billion-pounds-in-new-deal/

If you are a local representative, it would be helpful if you could share this information through your
social media channels and with any local groups or organisations that you know within the community,
for example on noticeboards, local charities and in GP surgeries, to help our customers and your
constituents understand the changes we are proposing to High Street (10) Post Office. If you would
like a supply of posters, please let us know. Our contact details can be found at the bottom of the first
page.

Thank you for considering our proposal.
Yours faithfully

oantin Edwarde

Martin Edwards

Transformation Delivery Director
Post Office Limited



Croydon Post Office Information Summary

There are times our branches may need to make changes to its opening hours. The latest available
branch information can be found on our website www.postoffice.co.uk/branch-finder

Current Location ‘ Proposed New Location

. TGJones, Floor 1 & 2, Whitgift Centre,
10 High Street, Croydon, CR9 1HT 34 North End, Croydon, CRO 1UB
Current opening times Proposed opening times
Monday 09:00 - 17:30 Monday 09:00 - 17:30
Tuesday 09:30 - 17:30 Tuesday 09:00 - 17:30
Wednesday | 09:00 - 17:30 Wednesday | 09:00 - 17:30
Thursday 09:00 - 17:30 Thursday 09:00 - 17:30
Friday 09:00 - 17:30 Friday 09:00 - 17:30
Saturday 09:00 - 17:30 Saturday 09:00 - 17:30
Sunday Closed Sunday 10:00 - 16:00

Services available

The same range of services would still be available except for the banking and travel customer ticketing
system.

Serving positions

There would be three open plan serving positions. Two self-service machines would be available at a
later date, however in the interim, two additional temporary serving counters would be provided.
The total number of serving positions has been based on future predicted business levels.

Access

Access would be level with an automatic door at the entrance to the proposed premises. Directional
signage will be provided from the entrance doors through to the new Post Office area which will be
within a dedicated area at the left TGJones store on the ground floor. Low-level serving counters, a low-
level writing desk, low-level pin pads and hearing loops would be available.

Getting there

The proposed premises would be located approximately 180 metres away from the current branch,
along varied terrain.

There are two car parks within the shopping centre — Whitgift car park and Centrale multi story car park
both with designated disabled parking bays.

Public transport available to and from the surrounding areas. Information on public transport routes and
timetables can be accessed at www.tfl.gov.uk

Store retail available Books, Stationery, Magazines, Toys, Snacking

To get this information in a different format, for example, in larger print, audio
or braille call 03452 66 01 15 or Textphone 03457 22 33 55.


https://eur01.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.postoffice.co.uk%2Fbranch-finder&data=05%7C01%7Ccarol.holas%40postoffice.co.uk%7C6360a933811f4bf921c008db5d2972df%7C6b3c4bb26f2645af97b3fded2a7a60f9%7C1%7C0%7C638206205828968779%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=2NXL2kuO7FPkSdIY7%2FHLYrSv0e6cmNe8xGuqDRadjjc%3D&reserved=0
http://www.tfl.gov.uk/

The latest available branch information, including possible alternatives Post Office branches in the area,
can be found on our website www.postoffice.co.uk/branch-finder
For additional information about product availability call 03457 223344.
For details of maximum value of transactions, please speak to the branch operator.
Information on public transport routes and timetables can be accessed at www.tfl.gov.uk
We sell Royal Mail and Parcelforce Worldwide services.
Postage services from other companies are also available in selected branches.

Proposed

Services available Current Branch
Branch

Everyday Personal & Business Banking
Cash Withdrawals v v

Cash Deposits v v
Cheque Deposits v v

Drop & Go v
Parcelforce Express Services v
DPD - Buy in branch
Subject to

DPD - Drop off and collections

agreement of

Evri - Buy in branch . .
carrier provider

Evri - Drop off and collections
Post & Go

ANENENE N N NN

4
Pay Bills & Top Up

Passport Applications

Paper Check & Send - New & Renewals v v
Digital Check & Send - New & Renewals v v
Licence Applications
SIA Licence Application v v
Taxi & Private Hire Licence Applications v Subject to
agreement

Identity Services

Document Certification Service v v
In Branch Verification v v
Driving
DVLA Photocard Renewal v v
Vehicle Tax v v
Foreign Currency v v
Travel Insurance v v
Travel Money Card v v
Western Union v v
Savings application forms v v

Savings Account ID Verification (free) v v



http://www.postoffice.co.uk/branch-finder
http://www.tfl.gov.uk/
https://www.postoffice.co.uk/branch-finder/0090131/high-street-(10)
https://www.postoffice.co.uk/everydaybanking
https://www.postoffice.co.uk/everydaybanking
https://www.postoffice.co.uk/everydaybanking
https://www.postoffice.co.uk/everydaybanking
https://www.postoffice.co.uk/mail
https://www.postoffice.co.uk/dropandgo
https://www.postoffice.co.uk/mail/uk-guaranteed
https://www.postoffice.co.uk/mail/in-branch-dpd
https://www.postoffice.co.uk/mail/dropoff/dpd
https://www.postoffice.co.uk/mail/in-branch-evri
https://www.postoffice.co.uk/mail/dropoff/evri
https://www.postoffice.co.uk/mail/post-go-self-service
https://www.postoffice.co.uk/banking-and-bills
https://www.postoffice.co.uk/bill-payments
https://www.postoffice.co.uk/identity
https://www.postoffice.co.uk/identity/passport/paper-check-send-service
https://www.postoffice.co.uk/identity/passport/digital-check-send-service
https://www.postoffice.co.uk/identity
https://www.postoffice.co.uk/identity/security-industry-authority-licence
https://www.postoffice.co.uk/identity
https://www.postoffice.co.uk/identity
https://www.postoffice.co.uk/identity/document-certification
https://www.postoffice.co.uk/identity/in-branch-verification-service
https://www.postoffice.co.uk/identity
https://www.postoffice.co.uk/identity/renew-driving-licence
https://www.postoffice.co.uk/identity/vehicle-tax
https://www.postoffice.co.uk/travel
https://www.postoffice.co.uk/foreign-currency
https://www.postoffice.co.uk/travel-insurance
https://www.postoffice.co.uk/travel-money/card
https://www.postoffice.co.uk/banking-and-bills
https://www.postoffice.co.uk/international-money-transfer/branch
https://www.postoffice.co.uk/savings-accounts
https://www.postoffice.co.uk/money/id

Principles of Community Engagement on changes to the Post Office network (extract)
A full version of this document is available on our Consultation Hub — postofficeviews.co.uk

We are committed to engaging and supporting our customers and their representatives as we make
changes to the Post Office network. The following Principles will be adopted when communicating
about changes to your local Post Office branch.

We will Consult - where we are seeking feedback on proposals prior to a decision being made on the:

e  Permanent closure of a Post Office branch®
e Permanent relocation of a Post Office branch (including the franchising of a
Directly Managed branch to a new site)

We will carry out a six-week® local public consultation, informing customers, locally elected
representatives, Consumer Advocacy Bodies, and selected charities of the proposal. This information
will also be made available online and for a Directly Managed branch a press release will be issued to
local media. We will ask locally elected representatives to share information with other key community
outlets (such as notice boards, local charities, magazines, GP surgeries etc.).

The consultation will ask specific questions on areas where we would like feedback on access to Post
Office services and will confirm when the change will happen if the decision is made to proceed. We
will provide clear information on any changes to services as well as access to and into the new branch.

We welcome all feedback with the following factors being taken into account in making our decision,
which we expect to make within four weeks of the close of consultation:

e Customer access to, into and inside the new or alternative branch/branches with
particular regard to vulnerable consumers
®  Any local community issues which could be affected by or affect the proposal

At the end of the consultation process we will write to locally elected representatives, Consumer
Advocacy Bodies, and respondents to the consultation (where practical) to confirm our decision and
provide a summary of key issues raised with a clear response to each. This information will be made
available online and in branch (where possible).

These Principles have been agreed with Citizens Advice, Consumer Scotland and the General
Consumer Council for Northern Ireland, the independent statutory consumer advocacy bodies.

What to do if you feel these Principles haven't been followed:

Please get in touch so we can investigate your complaint. We’'ll explain in our reply whether we believe
we have followed our Principles of Community Engagement and will provide you with the contact
details for the relevant consumer advocacy body (Citizens Advice, Consumer Scotland, or the Consumer
Council for Northern Ireland) if you're not satisfied with our response. The consumer advocacy body
will independently assess whether we have followed the Principles of Community Engagement process
(rather than the decision itself) and recommend any actions with respect to the complaint.

postofficeviews.co.uk Call: 0345266 01 15
Comments@postoffice.co.uk Textphone: 03457 22 33 55
FREEPOST Your Comments

5 There may be a small number of cases where due to circumstances outside our control we have no option other
than to permanently close a branch in a particular location. In these cases, the consultation will seek feedback on
alternative Post Office service provision in the area.

6 |f the consultation includes more than four weeks in July in Scotland and Northern Ireland or more than four
weeks in August in England and Wales, we will extend the period by one calendar week. We will not start any
local public consultation during the two-week period which includes the Christmas and New Year bank holidays.


http://www.postofficeviews.co.uk/
http://www.postofficeviews.co.uk/
mailto:Comments@postoffice.co.uk

