
  POSTWATCH GUERNSEY

Annual Report 2011

This report covers the period 1st January 2011 – 31st December 2011 and is in two 
parts; the first a short resume relating to PostWatch Guernsey and the second  
relating to areas of Guernsey Post’s activities during 2011.

The role of PostWatch Guernsey 

• PostWatch Guernsey is a watchdog committee totally independent of the 
States of Guernsey and Guernsey Post Limited (GPL), comprised of  
volunteers, some independent and some representing a cross section of 
island society, including representatives from the Chamber of Commerce, 
Guernsey Police and Guernsey Voluntary Service.

• The first paragraph of the PostWatch Mandate  says: 
‘To act in the best interests of all users of the services offered by Guernsey 
Post by acting as a watchdog; to protect, promote and develop the interests 
of all customers of Guernsey Post’s services; and to ensure that customers 
receive the best possible cost-effective service from Guernsey Post’.

• Formal meetings are held on average every six weeks, but the frequency is 
increased if necessary.  Members of the GPL senior management team are 
invited to attend these meetings to report on a variety of issues.  The Director 
General John Curran and his assistants from the Office of Utility Regulation 
(OUR) are also invited to attend from time to time.

• The PostWatch Chairman, also other members of the committee meet with 
GPL management at various times other than the normal PostWatch 
meetings to discuss any pressing matters of concern.

• PostWatch receives no funding and is grateful to GPL for the provision of 
secretarial services and meeting room facilities.

• PostWatch also deals with both written and telephone complaints and 
continually monitors GPL’s progress throughout the year.   

Changes within PostWatch 

During 2011 Kate Raleigh resigned from the committee due to her involvement and 
commitment with other committees and organisations.  We welcomed aboard new 
members, Denis Mulkerrin and Steve Hogg. 



Congratulations

Our congratulations to GPL on achieving the Investors in People, Silver Award. 
Main Issues for GPL in 2011
 

• Low Value Consignment Relief (LVCR)

• Downstream Access

• Royal Mail Increases  

• Delivery Structure  & Universal Service Obligation(USO)

• Job Losses

• Missing Mail

• New Contact At GPL

LVCR

The issue of Low Value Consignment Relief (LVCR) finally came under discussion 
in the UK Government (VAT not payable on parcels valued under £18.00).  There 
having been undercurrents of dissent in certain areas of the UK Government for 
some time regarding LVCR, they decided to reduce its level to £15.00.  
Unfortunately the decision when it came was to remove the concession altogether 
from April 2012, meaning increased costs which would impact on the bulk mailers 
in particular, which if passed on to their customers would make the bulk mailers 
non-competitive.  The immediate reaction from some bulk mailers was that they 
would have to leave the island for a more competitive location.  Guernsey and 
sister island Jersey, are challenging the government over the decision as it is felt 
that the islands are being victimised as Switzerland and other countries are still 
being allowed to have the LVCR concession.  Failure to succeed in retaining the 
concession will have big consequences for both islands Postal Services.

     
Downstream Access

Downstream Access is a method by which GPL use a company other than Royal 
Mail to transport bulk mail packages which are not perishable goods and do not 
require next day delivery to the customer.  It is a cheaper system, but does take one 
day longer for delivery to the customer.  Bulk mailers who are able to use this 
method are very happy with the set-up because it gives them an opportunity to 
reduce their costs.

Royal Mail Increases

The continued world-wide fall in letter post and a fall in local bulk mail volumes is 
not a good base for GPL to work from and they are doing a good job in the current 
difficult market conditions.  Royal Mail increased their charges by 11% putting more 



pressure on GPL whose annual report in July showed a loss for the past year of 
£900,000.  The Downstream Access initiative will be of help to some customers, but 
this may well be negated if LVCR is permanently removed.  

Delivery Structure, Universal Service Obligation and Efficiencies

In an effort to make savings and improve efficiency, changes in the delivery 
structure were implemented.  Delivery times to some areas altered but the aim was 
still to complete deliveries by one o’clock.  The number of delivery rounds was 67 
but has been reduced to 58.

Following a survey of stakeholders regarding the USO, the OUR put forward a 
recommendation to Commerce & Employment to reduce the postal delivery days to 
five.  This proposal was taken to the States of Deliberation in September, the 
proposal was passed and the change to five delivery days per week will be  
introduced in the near future.

   
Job Losses & Changes

The reduction of delivery days meant a further 13 members of staff would lose their 
jobs, this being achieved by voluntary redundancy.  Because of changes which had 
been implemented plus the proposed job losses, the sorting office staff were 
perturbed about the future, but GPL management had met with staff to inform them 
of the company situation and the uphill struggle it was continually facing.  Staff were 
also requested to put forward their own ideas and thoughts on where savings could 
be made.     

Missing Mail

A complaint was received during the year from a customer sending specialised 
items to the UK.  The complainant had received complaints from his customers that 
they had not received their goods.  A detailed investigation took place with advice 
from the Police Crime Prevention Adviser who is a member of the PostWatch 
Committee and it was discovered that the items were going missing in the UK.  
Steps were taken to correct the situation, which was quite difficult as GPL has no 
control over the mail once it is in the hands of Royal Mail and the matter will 
hopefully remain resolved.

New Contact at GPL

During 2012 Cassandra Morris the Communications Co-ordinator was introduced 
to PostWatch as the new link between GPL and the committee.  Although Boley 
Smillie and the rest of the management team were still accessible to PostWatch 
members, Boley requested  that Cassandra should become the first point of 
contact.  This has proved to be a very effective move from the PostWatch point of 
view, with Cassandra acting as an extremely efficient trouble-shooter, dealing with 
any queries and getting things moving very quickly.



New Developments & Initiatives. 

GPL introduced a 9am next day special delivery during the year which has proved   
very popular  and is a cheaper service than that offered by private companies 
operating in this sector.   This was complimentary and in addition to the 12 noon 
special delivery, although the latter had seen significant growth.

One new initiative related to the large volumes of mail which was incorrectly 
stamped/franked or not stamped at all.  This caused a substantial loss of revenue 
for GPL and customers are now sent a card advising them of underpaid mail 
awaiting them at the Post Office which they could obtain on payment to GPL.  
PostWatch members were shocked at the large armfuls of unpaid or underpaid mail 
placed before them, relating to the day of their meeting and which they were 
informed was average for each day. 

In Conclusion

Guernsey Post Limited is facing a continuous uphill struggle with declining mail 
volumes, annual rises in Royal Mail charges, plus the possible removal of Low 
Value Consignment Relief.  It is the opinion of PostWatch, that management and 
staff are doing an excellent job to combat these problems and applaud their efforts 
to remain focussed and further improve the efficient running of the company. 

Consumer complaints have greatly reduced again during 2012, the assumption 
being that the overall performance of GPL has improved.  When complaints are 
brought to the attention of PostWatch Guernsey they are taken very seriously and 
dealt with in the most expedient manner always looking for a satisfactory 
conclusion.

As the official consumer watchdog of the Guernsey Postal Services we stress how 
important it is to receive customer feedback, good or bad.  It is important however, 
for customers to go through the proper procedures and the first contact for 
complaints should be to Customer Services at GPL, then if no satisfaction is 
obtained a call to PostWatch should be made. 

My personal thanks go to Guernsey Post management and staff for providing us 
with access to information and statistics, thereby enabling the committee to gain a 
true picture with which to ensure the public receive a good service.

Finally, I thank the other members of PostWatch for their work and support 
throughout the past year, also to Laura Le Maitre for her valued secretarial support.

Dennis H Le Moignan
Chairman – PostWatch Guernsey
February 2012   

NOTE:  The PostWatch Guernsey Mandate & Constitution, also past and present 
PostWatch Annula reports can be found via the Guernsey Post website at 



www.guernseypost.com  

The methods of contact for Post Guernsey are:

PostWatch Guernsey, FREEPOST, PO Box 633, St. Peter Port, Guernsey, GY1 5SS 

Telephone: 01481 733561 (Voicemail Service only)

E-mail: postwatch@cwgsy.net

 


