
 

Question 1 of the Inquiry’s Call for 
Evidence 

What impact did the operation & management of the Horizon IT 
system have, & what effects were personally experienced as a 
result? 

 

SET UP June 2017 

I invested £58, 000 into my post office / shop on Wirral. 

I was approved after 4+ months of processing/waiting for a decision to take on the business 
from POL. I had also borrowed a further £11,000 to secure the business. 

The post office was a mains and 70% of the shop space was required for post office services – 
this included a fortress / counters and required space for disabled entry. 

This essentially left me one wall of shelving for retail sales and approximately 8m long. We 
used it for stationery – 2 drinks fridges and some general confectionery and household 
supplies, but it was a very small available area. With post office fittings it would not be 
sustainable to run solely as a shop. 

 

ISSUES 

My first issues with Horizon began in September 2017, and the shortfall ended up being 
deducted at an amount of £438 per month. I had many issues with this given I had only 
recently invested and was to pay loans and overheads.  

The previous owner of the building showed me the screenshot of his previous earnings and he 
never had an earning below £3000 pounds with the exception of the month in the years he had 
the business before. In fact he was closer to the £4000 rather than the £3000 on an average 
monthly income from post office. 

 was my contract manager and he almost never replied to emails. He would only 
pick and choose insignificant items to reply to and ignore the important items when he did take 
time to reply.  

He also was very dictatorial in his manner and it was he who set the deduction amount on my 
pay and this was his answer “the amount must be paid back within 9 months and that's the 
minimum I can accept”. 

My issues with Horizon continued and as discrepancies mounted, I was forced to let staff go.  
In fact, I was earning a negative income on a monthly basis as a result of Horizon discrepancy 
deductions as well as continuous reductions in rates of pay on commission items sold through 
POL. 







 

appointed to my case (PS, I haven't even mentioned 50% of the POL people 
appointed to my case since second suspension). She advised that she would have discussions 
internally to see what could be done to maintain the services to the village. (This was raised 
even before payment was made for my termination settlement). 

I had several back and forth emails but it seemed the priority for my case was low and no 
answers were forthcoming. I was essentially forced to wait and I even had one of the POL 
appointed agencies being Potent Solutions contact me and discuss over a couple of months 
and phone calls.  

Obviously during this time Covid also presented itself, but this could not be used as an excuse 
and nor was it offered as an excuse because Post office branches remained open during the 
whole of 2020 during the pandemic. 

I waited, but no answer was forthcoming. I kept sending reminders. During this period, I knew 
my lease on the building was due to end at the start of June this year (2020). It wasn't until the 
end of June that finally came back to me to advise that they could not find a 
solution and they would remove the post office equipment and fittings.  

I was despondent that not only had POL effectively destroyed my lifestyle but because of their 
procrastination I was not able to apply for grants offered during the pandemic whilst this was 
going on. In addition, I was tied because they still had all their counters / fortress / equipment 
using up all the valuable required space to make a sustainable business as a convenience 
store, which I had hoped to do if the outcome to not find a potential buyer/post office agent to 
take the business over. Now as a result stock has perished, or become irrelevant as a 
profitable sale for those that are not personable such as the stationery items. Furthermore, 
there are many POL items that were not removed such as post office gift cards and marketing 
materials and none value stationery.  All of which are my expense to dispose of. This is classic 
of POL though – for example if the stock was removed in a timely manner, it could be used to 
supply other branches but they simply write it off if it has no physical value. Procrastination/ 
incompetence / disregard in decision making has seen a value that could be used elsewhere 
be simply wasted. 

Whilst this next point is peripheral, it still relate to the fact that POL conduct means I'm still 
stuck with the building rent even now.  I had advised the tenant above the branch that they 
would have to vacate. The decision of POL to delay procedure to remove the equipment meant 
we ended up in Covid period and the month by month became “Cannot evict the tenant”. The 
tenant is on benefits and has neither paid nor exited the premises and I now wait for the local 
council to assess and make a decision on her eviction. This means in the meantime I'm both 
financially and emotionally bound to the building despite it being OVER A YEAR since my 
termination.  

The result has been that  my new job requires me to use my 
own vehicle for 6 months probation until I have proven my sales ability and a low salary with 
commissions during that period.  I'm trying my best but the mental anguish the peripherals and 
core reasons for my financial and mental struggles still lie with the responsibility of POL in my 
opinion. The fact that said in her email, when I said they should compensate at 
least for the months of procrastination AFTER termination replied that “You've already been 
paid out “referring to the settlement made in January and giving a total disregard for what 
happened after is typical of POL ”Mid Victorian Factory owner approach” to use a term of 
Justice Fraser.  The fact that to this day POL only recognise NFSP as a representative body 
for postmasters and still promote them despite them being a proven paid for cosmetic body 
that works in the best interest of POL rather than the sub-postmasters is to me, clear evidence 
that POL are more concerned with what would have to be paid out if they didn't use every 



 

government and legal loophole they could find. The historic cases would set the precedent and 
be extremely damaging to the management.  

I moved from back to here (I'm a  year old male born in the UK) and decided on 
investing on a post office 

I discussed it with my wife and used the term “if you can't trust investing into a government 
business, then who can you trust”. This after we had lived in a country for many years which 
had an international reputation for its lack of conformity to international business practices. The 
business ethics of POL are a bad reflection of this government and it needs to be stopped. 
There is nothing I can see that has changed and I follow the excruciatingly slow progression 
towards justice through personal determination and desire to see those who have been 
abusers to be held to account, those who have suffered at the hands of them to be suitably 
compensated and to ensure this travesty is not allowed to continue nor be replicated in the 
future. 

All that is written above has further documentation in various forms that can be presented as 
evidence of my writing including emails from those mentioned.  I'd respond with the provision 
of those documents etc where requested to be supplied.  
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This publication is available from: www.gov.uk/government/publications/post-office-horizon-it-
inquiry-2020   
If you need a version of this document in a more accessible format, please email 
POSecretariat@postofficehorizoninquiry.org.uk. Please tell us what format you need. It will 
help us if you say what assistive technology you use. 




