
 

 

PostWatch Guernsey 

2017 Annual Report 

(Covering the period January to December 2017) 

This is my fourth annual report of a group which only a few may have heard of but which 

provides a useful service to Guernsey Post’s customers and to the business itself.  

PostWatch Guernsey has a low public profile but that partly results from the fact that all 

members are volunteers, with limitations on their time, and partly because the group has an 

approach to gently pursue issues rather than adopting a major “flag waving” approach on all 

matters which come to its attention. 

Meetings and membership 

PostWatch gained a new member in 2017, Caroline Mullins.  In particular Caroline brings 

with her an excellent understanding of the needs of disabled people and will add that 

valuable insight into the work of PostWatch Guernsey. 

Three sitting members were re-elected in April for a further three year term: Andrew Deane 

(Vice-Chair), Steve Hogg and Tracy Loveridge.  As Chairman I was also re-elected for a 

further three year term but under our constitutional rules I will have to stand down in 2020 

as by then I will have served a continuous period of six years. 

We have continued with the approach started in 2016 whereby as Chairman I have regular, 

scheduled, telephone conversations with a senior member of staff at Guernsey Post and 

information is then passed to other members of the group.  This works well and as a result 

PostWatch held only two formal meetings during the year. 

The Chairman was invited to attended, as an observer, part of the March meeting of the 

Guernsey Post Board.  It is hoped this will become a regular activity in the future, giving 

PostWatch a greater insight into the issues affecting Guernsey Post and helping the Board to 

have an increased understanding of the issues affecting customers. 

Main issues during the year 

Alternative regulation of Guernsey Post and the future role of PostWatch:  

Following the new machinery of government in May 2016 the regulation of Guernsey Post 

fell to the then newly constituted States’ Trading Supervisory Board (STSB), taking over from 

the Supervisory Sub-Committee of Treasury and Resources.  It had been agreed with the 

Sub-Committee that PostWatch would receive a greater range of information about 
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Guernsey Post’s Key Performance Indicators (KPIs) and that Guernsey Post would make 

greater use of PostWatch as a sounding board for potential new initiatives. 

Unfortunately, as was reported last year, few of these changes have been wholly 

implemented.  Agreements made with the Sub-Committee understandably had to be agreed 

by the STSB but there were delays with the final constitution of that latter body and once 

they were fully established (with a very wide range of responsibilities) it is fair to say that 

postal matters were lower down their list of priorities. 

The legislation to bring about regulation by the STSB had still not been brought before the 

States in 2017, although this was, and is, primarily the responsibility of the Committee for 

Economic Development, which was affected during the year by the resignation of its 

President and some of its members. 

The future regulatory model was also put into doubt when Deputy Ferbrache, in September 

and sometime before he resigned, made a public statement that he and his Committee 

were considering approaching the States to rescind the earlier decision on regulation and 

thus to re-appoint CICRA as regulator. 

All of these issues have left PostWatch in a frustrating position.  Unable to move things 

forward and hence unable to get stuck into a modified role. 

We hope that 2018 will see a resolution to this position, but it is clear that there are many 

matters of great concern to be dealt with by both the Committee for Economic 

Development and the STSB and whilst Guernsey Post is observed to be functioning quite 

well the regulatory model will likely continue to receive low priority. 

Postal price increase:  PostWatch was disappointed that there were larger than normal 

price increases in 2017 for large letters to the UK and the rest of the world, but we 

recognise that often price increases are imposed upon Guernsey Post by Royal Mail. 

Post box painting:  After delays in 2016 we were pleased to note that the programme to 

paint the outstanding boxes was completed in 2017.   

Use of vans for deliveries: We intend to gain feedback from Guernsey Post in 2018 on 

how the change away from bicycle-based deliveries has progressed.  Not all rounds have 

changed and in some cases we would expect the bicycle to be used for some time to come 

as being the most effective delivery method, such as for Town-based rounds. 

Delays with the completion of delivery rounds:  Last year we reported we had 

commenced working with Guernsey Post to measure the extent of the problem of some 

rounds not being completed until late in the day.  This work is still outstanding. However 

with more people now out at work all day, in many cases the time of delivery is less 
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important.  Nevertheless this may not be the case with important letters and with 

businesses seeking to have their mail delivered in a timely fashion. 

Private box sorting times:  There was some confusion as to when Guernsey Post sought 

to complete the morning sorting of mail into the PO boxes at Envoy House.  Various signs 

on-site indicated different times and these didn’t necessarily correspond with information 

on the Guernsey Post web site.  As a result of our intervention the signage was replaced and 

is now consistent and corresponds with the information on the web site.  Assuming there 

are no delays, such as due a late inbound aircraft, Guernsey Post plan on completing the 

sorting and checking of all Envoy House PO box mail by 9am. 

Deficient labels used for the “signed for” service:  PostWatch became aware that 

some labels used at one local sub office for the “signed for service” didn’t enable the sender 

to check via the Royal Mail web site that an item had been delivered.  Guernsey Post 

reassured us that a batch had been incorrectly printed and that sub-offices had been asked 

to withdraw them from use.  PostWatch was surprised that about 6 weeks later similar 

deficient labels were still in use at another sub office.  Guernsey Post gave us reassurances 

that extra steps would be taken to ensure only correct labels were used in future.  The 

problem appears to have finally been sorted. 

Customer complaints:  PostWatch is regularly supplied with statistics on the number of 

complaints received by Guernsey Post in each monthly period.  This also includes the ratio 

of complaints received versus the number of postal items handled in the same period.  We 

were concerned that in July, August and September there was a deterioration in this ratio.  

Guernsey Post took steps to rectify the matter and even in December, during the busiest 

period for the company, an improvement was seen.  We look to see this position further 

improving in 2018. 

Summary 

The proposed change to the regulatory model for Guernsey Post, promised in 2016, had still 

not been finalised in 2017, and to the layman little progress seemed to have been achieved 

by the States’ Trading Supervisory Board and the Committee for Economic Development.  As 

a result, PostWatch has found itself in a frustrating position and unable to progress with a 

proposed redefined role. 

PostWatch continues to work with Guernsey Post on the completion times of delivery 

rounds. 

We were pleased to see the postbox repainting programme had been completed and in 

2018 we will gather information from Guernsey Post on the effectiveness of using vans for 

delivery of the mail. 



4 
 

Of particular interest and concern in 2018 will be the number of customer complaints 

received by Guernsey Post and what steps might need to be taken by the business to reduce 

these even further. 

PostWatch will continue to help Guernsey Post develop its existing and future services and 

in this regard I thank the staff of the business for the manner in which we have been 

provided with information thereby enabling us to work together to the benefit of their 

customers. 

It is appropriate to finish this report by giving my thanks to my fellow PostWatch members.  

They help to ensure Guernsey Post customers receive good service and good value for 

money by their hard work and by contributing their views to matters under deliberation. 

 

Bryan Guilbert 

Chairman, PostWatch Guernsey 

21st March 2018 
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PostWatch Guernsey  

FREEPOST GU358 

St Peter Port  

GUERNSEY  

GY1 5SS  

E-mail: postwatchguernsey@cwgsy.net  

Telephone: 01481 733561 (a voicemail facility is provided)  

Further information about PostWatch Guernsey can be found at: 

https://www.guernseypost.com/postwatch  
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About PostWatch Guernsey 

• PostWatch Guernsey is a watchdog or “critical friend”, set-up by, but independent of 

Guernsey Post Limited. It is also independent of the States of Guernsey.  It has a constitution 

of up to nine volunteers drawn from a cross section of the community, including 

representatives from the Chamber of Commerce, Guernsey Police and the local charity 

sector. 

• 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, the frequency depending upon the issues at hand. Members of 

the GPL senior management team are invited to attend these meetings to brief members on 

a variety of issues.  

• The PostWatch Chairman and other members are in contact with, and meet with, 

members of Guernsey Post’s management at various times outside of the formal PostWatch 

meetings, to discuss any pressing matters of concern. 

• PostWatch continually monitors Guernsey Post Limited’s progress throughout the year 

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

• PostWatch receives no direct funding and is grateful to Guernsey Post Limited for the 

provision of meeting room facilities. 

• PostWatch members during the year were: 

Bryan Guilbert (Chairman) 

Andrew Deane, Guernsey Chamber of Commerce (Vice Chairman) 

Andy Goodall, Guernsey Police Crime Reduction Advisor (Ordinary Member) 

Steve Hogg (Ordinary Member) 

Tracy Loveridge (Ordinary Member) 

Denis White (Ordinary Member) 

Fiona Willis, Guernsey Voluntary Service (Ordinary Member) 

Caroline Mullins (Ordinary Member) 

 


