
 

 

PostWatch Guernsey 

2018 Annual Report 

(Covering the period January to December 2018) 

Membership and meetings 

We unfortunately lost one of our members in 2018 when Caroline Mullins resigned to enable herself 

to focus upon a new position in her daily work.  Caroline had brought with her an excellent 

understanding of the problems affecting people living with a disability and in 2019 PostWatch will be 

seeking to gain a replacement with similar understanding. 

I mentioned in last year’s report that I shall be standing down as Chairman in April 2020.  For various 

reasons none of the existing PostWatch members are seeking to take on the role and so in 2019 we 

will be actively looking for an individual willing to do so.  The sooner such a person can be found the 

better as it will give them more time to understand the various issues influencing the provision of a 

modern postal service. 

Throughout 2018 I continued to have regular dialogue with a member of the Guernsey Post senior 

management team, passing on information to other members as a result.  PostWatch also receives 

monthly complaint stats from the company and I am pleased to report that these are now being 

received on a timely basis, together with an explanatory commentary. 

Meetings were also held with the Chief Executive to pursue specific matters of concern. 

It was only necessary for PostWatch to hold two formal meetings during the year and no PostWatch 

member’s term of office came to an end. 

Main issues during the year 

Company performance 

The company’s annual report (covering the financial year April 2017 to March 2018) was released in 

the autumn.  Another challenging year for the company and profits were down over the previous 

year, but the company still returned a surplus of just under £1.27 million.  A dividend was paid to the 

shareholder (the States of Guernsey) of £0.6 million. 

The company must be congratulated on dealing with challenging times yet continuing to make a 

profit.  Nevertheless PostWatch remains concerned that operating costs will need to continue to be 

contained if tariff increases are to be kept to a minimum.  However, we do recognise that overseas 

tariffs are often driven by costs imposed by other postal authorities, over which Guernsey Post will 

have little influence. 
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In 2018 the company again achieved the Investors in People Gold Standard.  The IIP specialist and 

assessor was quoted as saying “Guernsey Post has been accredited under the Investors in People 

framework since 2009 and have had the Gold standard since 2012 it is great to see it continuing to 

grow and develop, and it is a true testament to the commitment of the team.”  PostWatch adds its 

congratulations. 

There has been some new blood at Board level with two new Non - Executive Directors appointed in 

the autumn and Simon Milsted appointed as Chairman following the end of the tenure of Andrew 

Duquemin. 

Tariff increases 

Regretfully Guernsey Post Ltd found it necessary to increase tariffs again this year, in April.  At the 

same time the company undertook a simplification of some tariffs structures to integrate with Royal 

Mail and international mailing tariff structures.  It is worthy to note that it remains significantly 

cheaper to send a 100g standard letter to the UK (62p) than if sending the same letter from the UK 

to Guernsey (67p).   

Possible effect upon post from Guernsey to Jersey 

At the beginning of the year we became aware that Jersey Post had approached CICRA to permit the 

company to amend their Quality of Service (QoS) targets.  Whilst it was stated that a change would 

not affect post from Guernsey, PostWatch was concerned this could become the case over time.  

Whilst PostWatch normally concerns itself with local postal matters, on this occasion we felt it 

appropriate to express our concerns by responding to CICRA’s public consultation.  We noted later in 

the year that the proposed QoS amendments had been withdrawn. 

Postbox maintenance and repainting 

This continued in 2018, particularly in the first part of the year.  The company has sensibly decided 

to maintain/repaint boxes as and when necessary, thereby avoiding concentrating such work to 

specific times and this has also resulted in their “shop windows” generally looking smarter than had 

been the case on some occasions in the past. 

The company provided regular updates on its web site to inform customers when postboxes would 

be temporarily out of use whilst maintenance was in progress.  We support this approach but would 

also welcome if the media would carry such information, much like they do for roads which are 

scheduled for temporary closure. 

Replacement postboxes 

During the year two postboxes were relocated.  One at Rue des Grons, St Martins, the other at the 

Ville au Roi to replace the one previously sited adjacent to the former Ville au Roi Post Office.  The 

latter had had to be removed due a building development whilst the former was changed to a larger 

box which had come about following a PostWatch member noticing in the lead up to Christmas 2015 

that the previous, small sized, box was often overflowing. 
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Pricing errors 

Shortly before Christmas it was brought to our attention that there appeared to be an error in the 

price calculated by Guernsey Post’s retail software system when sending a parcel overseas to one 

specific European destination and when using the track and signed service.  Guernsey Post 

undertook further investigations and found this was indeed the case and that a similar error 

occurred when prices were calculated for some other European countries.  In all cases the error only 

applied to the tracked and signed parcel service.  The company was able to interrogate their retail 

software to ascertain that there had been a limited number of occasions that the affected services 

had been used since the last tariff change in April.  The identities of the senders could not be 

ascertained, however. The retail system errors were corrected before Christmas. 

In 2019 PostWatch will be working with Guernsey Post to see if more extensive software testing can 

be undertaken to increase assurance that charging errors do not occur the next time a new tariff is 

rolled out. 

Regulatory Regime 

I have reported in recent annual reports that PostWatch members had become increasingly 

frustrated with the lack of development of a proposed new regulatory regime for Guernsey Post.  

The intention agreed by the States in 2015 was that the States Trading Supervisory Board would 

assume regulatory responsibility, taking this away from the Guernsey Competition and Regulatory 

Authority (commonly referred to as CICRA).  Much of the delay seemed to result from political 

changes with the STSB and also the Economic Development Department, the body responsible for 

taking the necessary legislative changes to the States.  It had been suggested some time ago that 

PostWatch might help by having a more active role in monitoring the performance of Guernsey Post, 

and this had been agreed by the forerunner to the STSB.   

In order to make progress, PostWatch felt that a different approach was needed and therefore the 

Guernsey Post Board was contacted, suggesting that a Memorandum of Understanding be drawn up 

and agreed between PostWatch and the Board.  It was intended a memorandum would set out the 

role which could be played by PostWatch in the future, together with commitments from both sides 

to achieve this new position.  I am happy to report that the Board gave the idea unqualified support 

and work was undertaken to draw up draft documents for final approval by PostWatch and 

Guernsey Post.  Finalising of this work is expected in early 2019. 

Summary 

2018 has broadly been a successful year for PostWatch and for Guernsey Post, and both 

organisations have continued to work closely together.  This has been achieved particularly by the 

on-going willingness of the business to provide confidential data to PostWatch, without which we 

would not be able to properly function, for the benefit of the customers of Guernsey Post’s services. 

Lastly I must thank my fellow PostWatch volunteers for their time and their contributions to our 

efforts.  We consciously maintain a low profile but I don’t feel this should imply the work we do is 

anything other than valuable. 
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Bryan Guilbert 

Chairman, PostWatch Guernsey 

7th March 2019 

 

 

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. 

• 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 (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) (resigned in June) 

 


