
Why is the Post Office changing some of its branches? 
 
The Post Office has a unique and valued place at the heart of communities across the UK. A third of 
the UK population and half of all small businesses visit a Post Office each week, which helps to make 
it one of the nation's most valued and treasured organisations. We are seen as a vital public service 
and we are proud of this, but we are also a retailer that faces a challenging commercial 
environment. 

Over the last ten years footfall has dropped from 28 million customers a week to just under 20 
million. That said, we know that people across the UK rely on a local Post Office service and we have 
a new strategy that is designed to help us keep our network at around its current size. This is a 
strategy that aims to reverse the decline by transforming our network through modernisation, 
improving the customer experience and growing income. 

Investment into Post Office branches will help make sure that they are more attractive, accessible 
and convenient - complemented by the Post Office online and telephone channels. This clear policy 
has been stated by Government in its November 2010 document ‘Securing the Post Office Network 
in the Digital Age’ which outlined £1.34bn of funding to 2015 to support the strategy. A copy of the 
Government document is available at; www.postoffice.co.uk/our-network. 
 
What is a main Post Office branch? 
 
Usually these are the larger and busier of our branches – typically with over two counter positions – 
and which in most cases will have a retail business attached. There will still be a separate Post Office 
area and these will usually have modern, open counter positions instead of the more traditional 
closed screens. The overall look is designed to be more modern and customer friendly, making 
better use of space and with a more cost effective, integrated fit into the retail business. 

In many cases, customers will also be able to access Post Office services from an additional 
combined Post Office and retail service point in the retail area, where they can carry out Post Office 
transactions and pay for their other purchases at the same time. There will be a slightly reduced 
range of Post Office services at these counters but most will still be available. In most cases this 
service point will be open all the hours the store is open, providing customers with even longer 
access to Post Office services. 

What is a local Post Office branch? 
 
Like most high street retailers, we have had to develop a more flexible approach to how we provide 
services to our customers. Local branches offer something different and are designed for less busy, 
smaller locations. In most cases, instead of a separate Post Office counter area, Post Office services 
are offered from a combined Post Office and retail service point in the retail business, where 
customers can carry out their Post Office business and pay for their retail goods at the same time. 

As Post Office services will be available whenever the retail business is open, retail staff will be fully 
trained on Post Office transactions and customers will find it easier to visit at a time that is more 
convenient for them. 

The local format is designed to handle straightforward, quickly processed transactions, which helps 
to minimise queues and provide a more efficient and speedy service. This does mean that a small 
number of services and products won’t be available at local branches, but these are generally the 
more time consuming, complex or paper-based transactions – for example those needing an 
application form or paying-in slip to be completed and/or those which require further action such as 
additional despatch or accounting processes to be carried out. 
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This different way of offering Post Office products and services means that customers will have a 
more modern, brighter Post Office, with longer opening hours, that is still the trusted and 
recognised brand they know and love, whilst helping to improve future sustainability. 

Is it true that local Post Office branches offer fewer products and services? 
 
The local format is designed to handle straightforward, quickly processed transactions, which helps 
to minimise queues and provide a more efficient and speedy service. This does mean that a small 
number of services and products won’t be available at local branches, but these are generally the 
more time consuming, complex or paper-based transactions – for example those needing an 
application form or paying-in slip to be completed and/or those which require further action such as 
additional despatch or accounting processes to be carried out. Whenever we convert a branch to the 
new local model, customer information leaflets are provided in branch prior to the change, including 
a product list letting customers know what is available. This information will also be available on our 
website www.postofficeviews.co.uk. 
 
How do you know whether these new type of Post Office branches work? 
 
Over the past few years we have been trialling these different ways of working and offering our 
services. We are confident that we have developed the models to make sure that customer needs 
continue to be met, whilst helping to maintain a viable and sustainable network of Post Offices. 
 
How have customers reacted to local and main branches elsewhere? 
 
The customer feedback we have received indicates that customers like the new look modern 
branches and particularly like the longer opening hours. The extended opening times have been of 
benefit to customers; as customers take advantage of early morning and after work visits. 
 
Where can I find out more about how the change affects me? 
 
If we are planning to change your branch to one of our new-look branches, information posters will 
be displayed in the branch and customer leaflets will also be available, which you can take home, 
explaining more about the changes. If you prefer an on-line option, please visit our dedicated web 
page for full information at www.postofficeviews.co.uk . 
 
 
Will there be any disruption to my Post Office service whilst you make the changes? 
 
We’ll do our best to keep any disruption to a minimum and will let you know of any temporary 
branch closure dates in advance, so you can make alternative plans. To help you, we’ll provide 
details of other Post Office branches nearby, that you can use whilst we transform your branch. 
 
 
How will you take my views into account before making any changes? 
 
We want to know what you think and as we plan changes, we will be asking for your views on key 
areas. 

If we are proposing to move your branch to new premises, we will carry out a six week local public 
consultation before we make a final decision on the new location. During that time, you can let us 
know what you think about our plans. Throughout the consultation period, we will also respond 
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individually to any specific questions or concerns raised. At the end of consultation, all feedback will 
be carefully considered before we make a final decision on the proposed move 

If your branch is changing to a local model but remaining where it is, we will carry out a four week 
customer engagement. During the four weeks we will ask customers and local representatives 
specific questions to help us deliver the branch change. Once the change has happened we’ll ask you 
how the new local branch is settling in. 

More information on how we communicate change is available in our ““Principles of Community 
Engagement” available on our Consultation Hub or 
at: http://corporate.postoffice.co.uk/modernising-post-office 
 
For all of our changes we’ll provide posters to be displayed in branch along with letters; please see 
“Where can I find out more about how the change affects me?” 
 
How do I find out about the decisions you have made? 
 
We will keep you informed by displaying posters in the branch to support you through any changes. 
Details will also be published on our website at www.postofficeviews.co.uk under closed 
consultations. If you have taken part in a local public consultation and registered your views 
electronically, you will also be sent a link to our website when the final decision is announced. If you 
have written to us, we will post the decision letter to you to let you know our final plans. 
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