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Purpose

In order to comply with our Licence conditions we must ensure that that we adhere to the Universal Service Obligation (USO) of “at least one delivery of relevant postal packets is made every working day to the home or premises of every individual or other person in the United Kingdom or to such identifiable points for the delivery of relevant postal packets within that area as Postcomm may approve in writing”.  This procedure is designed to address circumstances where a delivery route may overrun and the OPG concerned is unable or declines to work beyond their duty end time.

The OPG Overrunning Delivery Notification process provides a Delivery Manager with a tool to enable consistent adherence to the Universal Service Obligation and product quality of service levels as set by POSTCOMM. 

It primarily provides the facility for managers, in consultation with the CWU Unit representative, to take remedial action prior to departure from the unit and provide a greater time window, where necessary, for contingency delivery arrangements to be put into effect.  A further benefit of this process is that it provides the Delivery Manager with a focus for prioritising activity and a framework for solving the root cause of the problems using recognised procedures and national agreements.

Procedure
· The Line Manager in conjunction with CWU Unit Representative conducts a Work Time Listening and Learning session with all staff including those absent on the day, at which the Overrunning Delivery procedure is introduced. (A WTL&L brief intranet link is contained within Other Supporting Documentation). 
· At this WTL&L session the overrunning delivery notification process is explained and reference to appendix 3 of the Conduct Code is made to remind and advise OPGs of their obligations.  Appendix 3 of the Conduct Code is to be displayed on the Units notice board alongside the overrunning delivery notification process.

· The Line Manager compiles a list of OPG’s that decline or are unable to extend beyond their conditioned hours on a regular basis.




                   (The document at Annex A can be used for the purpose of recording this information).  

· Any postperson who wishes to change their “unavailability” to work beyond their conditioned hours, to available, must notify their Line Manager 24 hours prior to change in circumstances or in exceptional circumstances immediately upon start of duty.  The Line Manager will then remove the employee details on the unavailable listing in the presence of the employee.

· Where an employee feels he/she may experience difficulty in completing his/her delivery within the remaining duty time, he/she should approach his/her manager during preparation of the walk.  Once a delivery postperson leaves for delivery the clear expectation is that all mail must be delivered. The process for this is contained in Annex B.

· In making a decision as to relieve a delivery or not, considerations made by the Line Manager in consultation with CWU Unit rep will include:

· The volume of mail on that day.

· Any late arrivals of mail.

· The level of experience of the OPG in performing the specific delivery route.

· Any adverse weather conditions.

· Achievement of Individual Performance Standards taking into account the bullet point immediately above.

· All decisions must be made on the basis of a clear expectation that once the OPG departs from the Delivery Unit they will be able to deliver all mail in the remaining duty time.  Failure to complete delivery could be investigated and may result in a conduct code interview.

· All instances of overrunning delivery routes should be investigated and resolved by the Delivery Manager in conjunction with the CWU rep using as appropriate, the SDD Agreement, Weekly Resourcing meetings, the Delivery “How To Fix” Toolkits   and where necessary, the IR Framework. The priority should always be to resolve the root cause of the problem.
Overrunning Deliveries OPG Notification Procedure Flow Chart
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Key Requirements 

In order to comply with our Licence conditions we must ensure that that we adhere to the Universal Service Obligation (USO.  Accordingly, OPGs must register with their Line Manager if they are unable to, or do not wish to, work beyond their scheduled duty end time.  In circumstances where a delivery route may overrun and the duty holder cannot extend beyond their finishing time, this procedure will allow Delivery Managers to make contingency delivery arrangements before departure from the Delivery Unit.  All instances of overrunning delivery routes must be investigated and resolved by addressing the root cause of the problems being experienced.  The Delivery Toolkits and National agreements previously identified in this document should form the basis of the resolution.
Other Supporting Documentation. 
Relevant Delivery Toolkits:

1. Inward Sorting Toolkit (which covers Arrivals Inward Sorting and Preparation).

2. Delivery Toolkit (which covers Acceleration and Conveyance, Correcting Delivery Routes, Walk Design, Weight and Replenishment).
3. Individual Performance Standards.

Within the above are “decision tree” guides to resolve root cause of problems being experienced with extended delivery.

4. Overrunning Delivery Notification WTL&L document 

5. Overrunning Delivery OPG Notification Listing Annex A.  See also the resourcing page on the Intranet to explore other solutions to resourcing problems.
6. Royal Mail Conduct Code & Attendance Procedures document

Section 3 of Conduct Code attached as Annex B.

Contacts

	Name

(Full LAN Address)


	Title
	Contact Numbers

1. Postline

2. STD

3. Mobex

4. Mobile

	Mark W Dennison


	Access & Delivery Optimisation Manager
	1. -

2. -

3. 5364 2289

4. 07889 929495


Delivery Unit …………………………..














Annex A

Overrunning Delivery OPG Notification Listing

OPGS that are unable to or decline to work beyond their scheduled duty end time.

	OPG Name


	OPG Signature
	Date
	Managers Signature

	
	
	
	


Annex B  (Appendix 3 Of Conduct Code)

SAFEGUARDING CUSTOMERS’ MAIL

AGREED NATIONAL GUIDELINES

1
STANDARDS


Royal Mail’s future depends upon continuing to give our customers the highest possible standards of service.  One of the most important duties of all employees is to provide customers with the service they have paid for and have a right to expect.  Product specifications dictate the timing of collections, processing and delivery of items within the product pipeline (due process).  Mails operations are geared up to meet these requirements to ensure that we as a Business get it right first time, every time.

2
TRAINING/LOCAL ARRANGEMENTS

a)  It is essential that our employees are given the correct training and support if they are to provide an excellent service to our customers and complete their work entirely in accordance with the requirements of the job.  When this is not possible to do this, for any reason, arrangements should be in place to enable employees to alert their manager at an early stage in order to avoid compromising service standards.


b)  Delay to mail is a serious matter and it is, therefore, incumbent on all Royal Mail employees to ensure all items are processed in accordance with the local arrangements.  All employees will be made aware of these local arrangements and the specific requirements of the particular job(s) they will perform.  Every time mail is delayed, for whatever reason, Royal Mail’s employees should attempt to correct the problem efficiently and effectively as soon as possible.

3
DELIVERY

3.1  PRIOR TO COMMENCEMENT

a)  Where an employee feels that on completion of preparation he/she may experience difficulty in completing his/her delivery within the authorised time allotted, he/she should approach his/her manager as soon as possible before setting out on delivery.  It will be for the manager to discuss any problem and advise the employee what particular action should be taken.


b)  When an individual has requested assistance on delivery, but the manager feels that assistance is not required, this decision along with the advice given to the employee will be recorded and associated with the daily traffic volume records.  The employee can have access to this record and may ask to see it prior to commencement of his/her delivery.  In addition to recording the employee’s request, the employee will be instructed to ring his/her local manager prior to a specified time or as soon as possible if full completion of delivery workload within the time allotted proves not to be possible.

3.2
AFTER COMMENCEMENT OF DELIVERY

a)  If an individual is prevented from completing their delivery for any reason, it is essential that this is reported immediately either by returning to the office or by telephone (telephone costs will be refunded).  A written record will be kept.


b)  All employees should be informed of the local authorised arrangements, in writing, preferably in plastic card form if available.

4. 
GENERAL

a)  Employees must be made aware that mail must NEVER be taken home at the end of a delivery.  Correct endorsement procedures and correct use of the pouching off wallet, if appropriate, will avoid this.


b)  Although the main aim will be to avoid the circumstances that may pose operational difficulties to an employee and to find ways of overcoming any potential problem at a very early stage, it is also important that all employees are made fully aware of the implications of delaying mail and possible consequences.


c)  Measures shall be put in place to advise staff on the course of action to be taken when difficulties arise when managers are unavailable.

5.
SAFEGUARDING CUSTOMER MAIL (ROYAL MAIL CONDUCT CODE)


UNEXCUSED DELAY TO MAIL


The responsibility for safeguarding the mail and giving it prompt and accurate treatment is one of the most important duties of all employees.


Various actions can cause mail to be delayed, e.g. carelessness, negligence, breach or disregard of a rule or guideline.  Such instances are to be distinguished from wilful delay although they may also be treated as misconduct, and in more serious instances could also result in dismissal.


Furthermore, Royal Mail does recognise that genuine mistakes and misunderstandings do occur and it is not the intention of the Business that such cases should be dealt with under the Conduct Code beyond counselling for the isolated instance.  The key is that employees should do their job to the best of their ability and, if in doubt, ask for their manager’s advice and guidance.



WILFUL DELAY


Wilful delay of mail is classed as gross misconduct, which if proven could lead to dismissal.  The test to determine whether actions may be considered as wilful delay is as follows:


Deliberate action taken by an employee that causes mail to be delayed is called wilful delay.  Where proven, such breaches of conduct can lead to dismissal, even for a first offence; indeed Wilful Delay is a criminal offence and can result in prosecution.
6.
DELAY OF CUSTOMERS’ MAIL - DECISION MAKING MODEL

	Alleged Delay
	Judgement



	Incident
	Does it need First Line Manager to approach employee or not?

	(
	

	Fact-finding Interview
	Does it end here, i.e. no action, individual advice or ticking off?

	(
	

	Formal Action
	Is it appropriate for First Line Manager to deal with?  Decide on Serious Warning or Reprimand.  Is it potential dismissal or action short of dismissal?  Pass on to second line manager.

	(
	

	Precautionary Suspension
	Where it is potential dismissal, are mail or employees at risk?  See para 11 precautionary suspension not automatic.

	(
	

	Formal Interview
	Was mail delayed?

	(
	

	Mail Delayed
	Any mitigating circumstances?

Was it wilful or unauthorised/unexcused delay?

	(
	

	Penalty 
	Proportionate to the circumstances


7
PRECAUTIONARY SUSPENSION FOR WILFUL DELAY OF MAIL


Precautionary suspension is not automatic.  The decision to suspend should only be taken after careful consideration and investigation of the explanation for delay has been carried out.


The decision must be made only on available evidence relevant to the incident/s and only if it is considered that by allowing the individual to continue on duty, the mail and its due delivery, the individual, or other employees or Royal Mail’s good image could be at risk.

See Conduct Code for main procedure  (paragraph 11).

 How to Fix Process  


Start Point


Obtain confirmation from delivery staff that they decline or are unable to work beyond their conditioned hours





Any change in status must be made known to manager.














Manager reports part completed walk on DODR and investigates the incident (see annex B of this document).





Delivery uncompleted, OPG reports incident to Line Manager.


 








OPG notifies Manager during delivery preparation that they believe their delivery cannot be completed within remaining duty time








All instances of overrunning delivery routes should be investigated and resolved using, as appropriate: 


SDD Agreement, Weekly meetings and where necessary IR Framework.














OPG completes delivery








Manager takes remedial action to relieve the delivery. 








Manager follows process as detailed under Procedure Para above & annex B of this document (Appendix 3 of conduct code)
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