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This report covers the period 1st January 2012 – 31st December 2012.  The first 
section relates directly to PostWatch Guernsey and the second to Guernsey Post’s 
activities throughout 2012. 
 
 
The role of PostWatch Guernsey 
 

• PostWatch Guernsey (PostWatch) is a watchdog committee, set-up by, but 
independent of the States of Guernsey and Guernsey Post Limited (GPL).  It 
is comprised of volunteers drawn from 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 approximately every six weeks, but the frequency is 
increased should the need arise.  Members of the GPL senior management 
team are invited to attend these meetings to bring the committee up to date 
on a variety of issues.  Members of the Channel Islands Competition and 
Regulatory Authorities (CICRA) are also invited to attend from time to time.  

 
• The PostWatch Chairman, also other members of the committee, meet with 

members of GPL management at various times, other than the normal 
PostWatch meetings to discuss any pressing matters of concern. 

 
• PostWatch continually monitors GPL’s progress throughout the year and 

deals with both written and telephone complaints which it might receive.  
 

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

 
 
Changes within PostWatch 
 
Early in 2012 Jonathan Webb resigned from PostWatch due to other commitments 
and we decided to ask Laura Le Maitre who has been the PostWatch Secretary for a 
number of years, if she would like to become a full committee member, to which she 
readily agreed.  Laura will continue to do the secretarial work. 
 
There are now 9 committee members and although we consider this to be a 
satisfactory number, should we receive an approach from an interested person who 
wishes to join us, we would give such application serious consideration.     



The PostWatch year 
 
It has been a quiet year for PostWatch.  There has not been any main issue which 
PostWatch has needed to pursue and GPL quickly dealt with any minor issues. 
  
Complaints by the public to PostWatch have become almost non-existent over the 
past two years, whereas in previous years, there were always a few made to the 
committee every month.    
 
 
 
Issues for GPL during 2012 
 

• Low Value Consignment Relief (LVCR) 
 

• Changes to the Universal Service Obligation (USO) 
 

• Underpaid / unpaid postage reclaim 
 

• Efficiencies 
 
 
Low Value Consignment Relief (LVCR) 
 
LVCR was withdrawn in April 2012, which resulted in many bulk mail companies 
leaving the island. This had an enormous impact on GPL and the company lost over 
one third of its revenue (over £15.5m).  Fortunately GPL responded quickly to this 
challenging environment and underwent a programme of transformation in order to 
address this threat.  
By keeping its prices low and offering excellent quality of service, GPL was able to 
retain a number of its largest bulk mailers even after the abolishment of LVCR.  
 
 
Universal Service Obligation (USO) 
 
The USO defines how many collections and deliveries should be made by GPL.  
In October 2011, the States of Guernsey decided to reduce GPL’s USO down from 
six delivery and collections a week to five. GPL implemented this change in March 
2012, dropping standard deliveries on a Saturday. At the same time, after listening to 
its customers, GPL introduced Saturday parcel deliveries which are proving 
extremely popular.  
GPL issued an excellent leaflet explaining the reasons for the changes and the 
change over went smoothly with few complaints. 
 
 
Underpaid/ unpaid postage reclaim 
 
GPL had been monitoring the amount of underpaid / unpaid postage and found that 
the company was receiving a growing number of items everyday with little or no 
postage attached. This was costing GPL a significant amount of money. To ensure 
that all postage is now paid for correctly, GPL implemented a system whereby the 
recipients of the underpaid mail are notified via an ‘underpaid postage card’ that an 
item is waiting to be collected.   



If the recipient wishes to collect the underpaid item from GPL, they are required to 
pay twice the difference of the underpaid amount plus £1.00 administration fee which 
they could then reclaim from the sender.   
Whilst reclaiming the underpaid postage directly from the sender would be the ideal 
solution, it is recognised that this is not a practical or financially viable solution for 
GPL.    
 
Efficiencies 
 
During 2012 there were more voluntary redundancies at GPL and this reduced the 
headcount by 44 persons over the 2 years 2011/2012 which contributed to Guernsey 
Post making saving of over £3million in the last 3 years. 
   
GPL also achieved an ongoing saving of £90,000 per annum by arranging for the 
mail plane to arrive 30minutes later in the morning at 6.30am.  
The knock on effect means that private PO Boxes and house deliveries are moved 
on a little later, but this has happened with very little comment.  
    
Conclusion 
 
The way we use the post office is changing; while standard mail volumes continue to 
decline, the increasing popularity of online shopping is causing a significant uplift in 
packet and parcel deliveries. 
 
In the face of prevailing adverse conditions which are affecting postal services world-
wide, GPL staff are working hard to combat the anomalies working against the 
business and are being successful, as a profit of £491,000 in 2012 proves. 
 
We would like to stress how important it is for PostWatch to receive customer 
feedback, whether it is good or bad.  It is important however, for customers to abide 
by the correct procedures and when making a complaint in the first instance, this 
should be directed to Customer Services at GPL.  If satisfaction is not forthcoming, 
then a call should be made to PostWatch. 
 
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. 
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