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Our Mission

To provide world class postal,
distribution and ﬁnancial services
with unrivalled local community
access and global connections.
Our Vision

Working together as a united
team, our ambition is to out
perform the new competition we
face, delivering a better quality
service, more efﬁciently, to more
customers by continuously
adapting, innovating and
implementing change.
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Our Values
Innovative, Change-able Organisation
We demonstrate a high ‘capacity to change’, adapting
quickly to external threats and opportunities, executing
strategies and securing the intended outcomes of
negotiated changes on time.
Respected Corporate Citizen
We enjoy a reputation among all stakeholders as a
respected corporate citizen, involved in the community
and environmentally responsible.
Satisfied, Well-led, Engaged, Responsible Staff
We are a team of energised, well-led, responsible people,
treated with respect, provided with good opportunities
and committed to a performance culture and personal
responsibility.
Commercially Successful
We are a growing, commercially successful business,
providing returns to fund investment growth, reward our
employees and meet shareholder expectations.
Cost Competitive Efficient Operations
We run an efﬁcient, cost competitive organisation with
streamlined processes and optimal use of technology, that
fully support our business objectives and customer needs.
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Board of Directors and Corporate Information

1.

2.

3.

4.

5.

6.

7.

8.

1. John Fitzgerald
F.C.C.A.
Chairman – 2,3
Age 62
Appointed 1 March, 2008
Mr. Fitzgerald has spent most of his career
working in local government, serving in
several senior positions, including that
of Dublin City Manager from 1996 until
2006. Currently, he is Chairman of the
Grangegorman Development Agency and
of the two Regeneration Agencies set up
in Limerick following his report to
Government on problems of social exclusion
in that city. He is also vice Chairman of
InterTradeIreland, the all island trade and
business development body.

4. Donal Connell
C.Eng., F.I.E.I., B.E.
Director – 2, 3
Age 55
Appointed 14 August, 2006
Mr. Connell was appointed as Chief
Executive on 14 August 2006. He began
his career in the Department of Post
and Telegraphs and has held senior
management positions in Unitrode Ireland,
3Com Ireland and Maxtor Ireland where
he was General Manager prior to joining
An Post. He is a non-executive director of
Xilinx Corporation’s European Board and
of Postbank Ireland Limited. He is also
Chairman of An Post National Lottery
Company.

6. Paddy Costello
Employee Director
Age 60
Appointed 1 November, 2008
Mr. Costello joined the Post Ofﬁce as a
Junior Postperson in 1964. He became
a Postperson in 1966 and he has been
employed in the Finglas Delivery Ofﬁce,
Dublin 11 for the last forty two years.
Throughout his employment, he
has represented members of the
Communications Workers Union at
Delivery Ofﬁces in Dublin. He has held
various branch ofﬁcer positions and
he is currently serving as the Treasurer
of the Dublin Postal Delivery Branch.

2. Patrick Compton
Employee Director
Age 52
Appointed 1 November, 2008; ﬁfth term
Mr. Compton has worked in the postal
service for the past thirty ﬁve years and
his current position is that of Partnership
Co-ordinator, based in Roscommon. He was
a member of the national executive of the
Communications Workers Union for twenty
two years and its president in 1986. He is
active in community development in his
local area and he is a member of Arigna
Leader Board and Roscommon County
Development Board. He is a director of
The Prize Bond Company Limited.

5. Anne Connolly
B.A., M.B.A.
Director – 2
Age 55
Appointed 23 November, 2007
Ms. Connolly is currently working as
Director of the Ageing Well Network.
She is also a director of Anne Connolly
Consulting Limited, a strategic
management consultancy company. Prior
to forming this company, she worked as
strategy manager with Kingspan plc and,
before that, at senior management level in
the public and not-for-profit sectors. She
has previously been on the boards of ICC
Bank plc and APSO and she was chairperson
of the Federation of Simon Communities in
Ireland.

3. Jerry Condon
Employee Director – 2
Age 55
Appointed 1 November, 2008; fourth term
Mr. Condon commenced work in 1971 with
the Department of Posts and Telegraphs
and has worked as a Post Ofﬁce Clerk for
his entire career. He has been an active
member of the Communications Workers
Union throughout his career and he served
on the national executive of that union for
thirteen years.
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7. Patrick Davoren
Employee Director
Age 59
Appointed 1 November, 2008; ﬁfth term
Mr. Davoren commenced work in 1965 with
the Department of Posts and Telegraphs
and has worked as a Post Ofﬁce Clerk for
his entire career. He has been an active
member of the Communications Workers
Union throughout his career. He was a local
branch treasurer for twenty years and he
served on the national executive of the
union for two years.
8. Louise English
B.Comm., F.C.A.
Director – 1, 2
Age 46
Appointed 1 June, 2005
An accountant by profession, Ms. English
began her career with PriceWaterhouse
and then joined IBI Corporate Finance. She
held a number of positions there, including
Director of Mergers & Acquisitions. A
member of the Institute of Directors, she
has served on the Boards of a number of
public and private Irish companies including
Bord na Móna plc and Sherry Fitzgerald plc.
She is currently chairperson of Capital Radio
Productions Limited (FM104) and a nonexecutive director of St. Vincent’s
Healthcare Group Limited.

9.

10.

11.

13.

14.

15.

9. Ciara Hurley
B.B.S., M.B.S. (Banking & Finance), M.S.I.
Director – 1
Age 43
Appointed 3 April, 2006
Ms. Hurley is a Vice President at Citi Quilter.
She has over nineteen years experience
in wealth management. She previously
worked with Goodbody Stockbrokers as
a Senior Portfolio Manager and with
Merrill Lynch International Bank Limited as
Investment Director. She is a member of the
Securities & Investment Institute (Ireland)
and also of the Institute of Directors.

12. Gerry O’Toole
Employee Director – 2
Age 46
Appointed 1 November, 2008
Mr. O’Toole started work in the Department
of Posts and Telegraphs in 1980 as a Junior
Postman and the following year he was
appointed as a Postperson. In 1989, he was
promoted to the position of Clerical Ofﬁcer
and worked in the Financial Services area
until 1998 when he moved to the IT Unit
where he is currently a Technical Support
Specialist in IT Network Support. He has
served on a number of branch committees
for different unions over the years.

14. Alan Sloane
Postmaster Director
Age 51
Appointed 1 January, 2007; third term
Mr. Sloane has worked in the family grocery
and post ofﬁce business since 1976. He
was appointed postmaster of Loch Gowna
post ofﬁce, Co. Cavan in 1979. He is also
Managing Director of J.A.S. Limited, a
security counter and furniture
manufacturing business, which he
established in 1985.

10. James Hyland, B.Comm
F.C.A., F.C.I.S., M.C.I.Arb., M.E.W.I.
Director – 1
Age 73
Appointed 11 December, 2008; second term
Mr. Hyland, a chartered accountant, is
former Deputy Chief Executive of Golden
Vale Group and was Group Chief Executive
of Youghal Carpets plc. He is Managing
Director of James Hyland & Company,
Forensic Accountants, and a partner of
Hyland Johnson Murray, Chartered
Accountants. He is Chairman or director
of a number of other companies including
An Post National Lottery Company.
11. Brian McConnell
B.B.S.
Director
Age 62
Appointed 3 April, 2006
A career banker by profession, Mr.
McConnell has comprehensive experience
in the Financial Services Sector. He has
served as Chief Executive of Permanent tsb
and Ulster Investment Bank (Corporate
Banking / Finance). Now retired, he has held
directorships in several ﬁnancial institutions
including Irish Life and Permanent Plc and
Ulster Bank Limited. He is a director of
Postbank Ireland Limited and of a number
of AXA Group companies.

13. John Quinlivan
B.Sc. (Mgt. & Law), M.Sc. (Spatial Planning),
Dip. in Public Admin.
Director – 3
Age 70
Appointed 24 June, 2008; second term
Mr. Quinlivan has had a lengthy career
in local government, serving in senior
positions in nine counties, including ﬁfteen
years as Louth County Manager. He served
for ﬁve years as a member of the National
Roads Authority and he also served as
a member of the Local Government
Management Services Board and the Local
Government Computer Services Board and
An Comhairle.

15. Catherine Woods
B.A. (Econ)
Director – 3
Age 46
Appointed 4 February, 2008
Ms. Woods has spent most of her career
in London, concentrating on the ﬁnancial
sector. She has extensive experience of
mergers and acquisitions and stockbroking
from her seventeen years with JP Morgan
as a Vice President. Her mandates included
the recapitalisation of Lloyds’ of London
Insurance market and the re-privatisation
of Scandinavian banks. Since her return to
Ireland, she has served on the Electronic
Communications Appeals Panel from 2004
to 2007, opining on appeals against
decisions made by ComReg.

12.

Secretary
Michael Tyndall
Registered Office
General Post Ofﬁce
O’Connell Street
Dublin 1
Auditor
KPMG, Chartered Accountants
Bankers
Bank of Ireland
Solicitors
Matheson Ormsby Prentice
Key to Board Committees
1. Audit and Security
2. Personnel
3. Remuneration
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Chairman’s Statement

In 2008, we achieved an operating
profit equal to 3.7% of turnover,
in the main through focused and
successful cost control in every
aspect of the business. Turnover
from continuing operations, at
€850m, was down €26m on 2007.
This decline arose mainly from
the downward pressure on mail
volumes and the contribution from
mail associated with the General
Election of that year.
2008 was one of two distinct halves for An Post. Mail volumes
and revenue showed good growth in the ﬁrst half but this trend
was reversed in the second six months as the economic climate
deteriorated.
The experience in our retail business was quite different. While
the ﬁrst half performance was in line with budget, second half
revenue and transaction volumes rose signiﬁcantly. This was
due to increased numbers of Social Welfare recipients collecting
beneﬁts at post ofﬁces and the increased attractiveness of
savings products and schemes operated by An Post on behalf
of the National Treasury Management Agency. In addition,
Postbank enjoyed further positive development during the year.
The growing strength of the brand and an increase in the range
of products on offer resulted in many more people seeking to do
business with An Post.
Preparation for a new reality
The Irish postal market will open up to full competition in early
2011. One of our main business objectives is to ensure that the
Company is well prepared for this event. I am pleased to report
that, as the day draws closer, considerable progress was achieved
during 2008. An Post’s Transformation Programme currently
comprises a portfolio of strategic projects and as these are
completed, they are replaced by new ones, a process which
ensures that all aspects of preparatory change are addressed,
with initial focus on those of the greatest priority.
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Customer Service Improvements
Our customers are at the heart of this Transformation
Programme. Reﬂecting this, the priority of management in 2008
was to achieve sustainable improvement in the quality of mail
delivery.
The medium term focus is on achieving our target of 94% nextday domestic delivery, agreed with the postal service Regulator,
ComReg. Sustainable improvements were achieved during 2008
and the initiatives undertaken last year are expected to result in
further improvement in 2009.
Delivering Through People

Building organisational capability
and employee commitment are
key pre-requisites to achieving
the planned transformation
of An Post.
In preparing for market liberalisation, we depend on the active
support and participation of all staff. Many of our successes
in 2008 are directly connected to programmes focussed on
changing work practices, work ﬂows and logistics planning.
During 2008, we invested considerably in initiatives to provide
continuing professional development for management at all
levels and to improve methods of communicating with a
geographically dispersed workforce. As well as demonstrating
to staff that they are valued and respected, this ongoing
investment is being made on the sound business criteria that
staff who understand the challenges facing this business will
support the adjustments necessary to compete in a fully
liberalised marketplace.
Securing An Post’s Future
Worldwide, the postal sector faces an extremely challenging
future. The growing substitution of mail by electronic means of
communication comes on top of EU market liberalisation and
the global economic downturn. At An Post, we have developed
a number of strategies to cope with these challenges.

The launch of Postbank in 2007 is an example of this approach.
Last year saw considerable expansion in both the geographical
reach of Postbank and in its portfolio of services. While we cannot
be oblivious to the difﬁculties currently facing the worldwide
banking industry, An Post remains conﬁdent that Postbank can
and will make a positive contribution to its business, to society
and to the economy in general.

During 2008, the Board approved
a new strategic direction for
An Post’s retail network.
This strategy is focused on a sustainable future for our network
and includes key elements such as infrastructural investment and
the broadening of the range of products and services on offer, all
of which will improve the service experience of post ofﬁce
customers across the country.
In recent years, An Post has become increasingly aware of
the underlying value of its brand and we have continued our
investment in it through operational improvement, ﬂeet
procurement, the development of relevant products and
services, as well as through advertising and sponsorship.
Immediate Prospects
On behalf of the Board, I would like to thank the management,
staff and our postmasters for their loyalty and hard work during
2008. I would also like to thank my colleagues on the Board for
their continued commitment. It is extremely satisfying to see
their efforts over a number of years beginning to bear fruit and
also to acknowledge the roles they have played in preparing the
Company for these difﬁcult times.
Everyone throughout the organisation has played an important
role in improving the Group’s performance and the contribution
of the Directors, in helping to set the course, has been particularly
valuable. I want to thank especially Mr Thomas Devlin and Mr
Terry Kelleher, who retired as directors during 2008, each having
served for four years. Their contributions are greatly appreciated.
I welcome two new Board members, Mr Paddy Costello and Mr
Gerry O’Toole. I would like to say a special word of thanks to the
Minister for Communications, Energy and Natural Resources, Mr
Eamon Ryan, TD, and his ofﬁcials for their assistance and support
throughout the year.
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Chairman’s Statement (continued)

Overall, 2008 is a year on which
everyone in An Post can reflect
with pride.

Our customers and our shareholder should be assured that
the year’s many achievements will not lull us into complacency.
Far from it, we recognise that we are on the brink of full, open
competition in our core letter delivery market.
The bright future we seek can only become a reality if the
success of 2008 is consistently repeated and exceeded in the
years to come.
In preparing the revenue and expenditure budgets for 2009, we
have taken account of these difﬁcult and uncertain economic
times and recognise that increased monitoring of ﬁnancial
performance will be essential. However, for An Post there is one
certainty – that is the requirement to continue to transform the
business into an entity that can remain viable in a competitive
market. That task must remain our central focus.

John Fitzgerald
Chairman
19 March, 2009
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Management

1.

3.

2.

4.
6.

5.

1. Donal Connell
C.Eng., F.I.E.I., B.E.
Chief Executive
Age 55
Mr. Connell was appointed as Chief
Executive on 14 August, 2006. He began
his career in the Department of Post
and Telegraphs and has held senior
management positions in Unitrode Ireland,
3Com Ireland and Maxtor Ireland where he
was General Manager prior to joining An
Post. He is a non-executive director of Xilinx
Corporation European Board and of
Postbank Ireland Limited. He is also
Chairman of An Post National Lottery
Company.

4. Peter Gallagher
B.Sc., M.B.A., M.Inst.D
Director of Strategy and Business Excellence
Age 47
Mr. Gallagher joined An Post in April
2007 as Head of Strategy and Business
Excellence. Prior to joining An Post, he had
been a Partner in PA Consulting Group’s
Global Business Transformation Practice
where he led major transformational and
business operational improvement
programmes for private & public sector
clients. Previous experience also includes
Director of Strategy with KPMG Consulting
and Business Operations Manager (UK &
Ireland) for Dell Computer Corporation.

2. John Daly
A.C.M.A., M.Sc.(Mgmt.)
Retail Operations Director
Age 46
Mr. Daly joined An Post in December 1988
having worked previously as a management
accountant in FÁS. During the early part of
his career with An Post he worked in the
Finance division as a management
accountant. He then held various senior
ﬁnance and management positions within
the Retail division before being appointed
to his current position in October 2006.
He is a director of The Prize Bond Company
Limited.

5. Pat Knight
M.Sc.(Mgmt.), F.C.I.P.D.
Human Resources Director
Age 54
Mr. Knight joined An Post in March 2004
as Human Resources Director. Previously,
he had been General Manager Human
Resources at Waterford Crystal, which he
joined in 1986. There, he progressed through
various senior HR roles both in Ireland and
the UK. Previous experience also includes
work as a Personnel Ofﬁcer with Bord na
Móna plc. He is a Trustee of the An Post
Superannuation Schemes.

3. Jack Dempsey
B.Comm., M.B.A., M.P.A.
Mails Operations Director
Age 58
Mr. Dempsey joined the Post Ofﬁce in 1968
as an Executive Ofﬁcer in the Department of
Posts and Telegraphs. During his career, he
has gained wide experience in all aspects of
postal operations and commercial activities,
both national and international, occupying
a variety of senior management positions
across the Company. He was appointed
Mails Operations Director in March 2007.

6. Brian McCormick
B.E. (Mech.), M.B.A.
Services Director
Age 49
Mr. McCormick joined An Post in May 2002
as Strategy Director and was appointed to
his current position of Services Director in
October 2003. Prior experience includes CRH
plc and Merrion Corporate Finance where he
was a Director. He is a Trustee of the An Post
Superannuation Schemes.

8.
7.

7. Liam O’Sullivan
Director of Collection & Delivery Change
Programmes and Operations
Age 42
Mr. O’Sullivan joined An Post in 1985 as a
Post Ofﬁce Clerk. During his career, he has
gained broad experience across the full
range of the Company’s business. Prior to
his appointment as Mail Processing Director
in July 2004, he held various senior
managerial and project management
positions in the Company. He took up his
current position in July 2007.
8. Peter Quinn
B.Comm., F.C.A., M.B.A.
Chief Financial Ofﬁcer
Age 50
Mr. Quinn joined An Post in August 2004
having previously worked and held senior
ﬁnancial and strategic positions in PJ
Carroll and Company plc and Monaghan
Mushrooms Limited. Earlier in his career,
he trained as a chartered accountant and
worked in practice with KPMG. He is a
director of Postbank Ireland Limited.
9. Liam Sheehan
Sales and Marketing Director
Age 49
Mr. Sheehan joined An Post in 2000 as
General Manager Sales & Marketing and
he was appointed as Sales & Marketing
Director in October 2006. He has extensive
experience in the Irish fast moving
consumer goods sector and in brand
creation, channel management and sales
strategy. He previously held senior Sales &
Marketing positions in Proctor & Gamble
and in Guinness and he was Commercial
Director with Erin Foods. He is a director of
the Irish Direct Marketing Association.

9.
10.

11.

10. Michael Tyndall
B.Comm., F.C.A.
Company Secretary
Age 58
Mr. Tyndall joined An Post in January 1989
as Head of Financial Accounting and he
was appointed as Company Secretary in
April 1998. He began his career in the
accountancy profession from where he
qualiﬁed as a chartered accountant. He
then worked and held senior ﬁnancial and
management positions in insurance and
distribution businesses. He is a Trustee of
the An Post Superannuation Schemes and
he is also Company Secretary to An Post
National Lottery Company.
11. Barney Whelan
B.Sc., M.B.A., F.P.R.I.I.
Director of Communications and
Corporate Affairs
Age 54
Mr. Whelan joined An Post in January 2005.
Having spent many years in the aquaculture
industry, he was responsible for public
relations and brand communications at the
ESB. He subsequently held the position of
Director, Sales and Marketing at The Food
Safety Promotion Board. He was appointed
to his current position in October 2006.
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Chief Executive’s Review

Financial Performance

As the Chairman has indicated in
his statement, our Transformation
Programme has continued to
produce significant results.
The operating profit for the year
of €31m, or 3.7% of turnover,
is gratifying for a number of
reasons. It reflects the effort
and commitment of management
and staff during 2008; it leaves us
well positioned to prepare the group
for a more challenging future in a
fully liberalised postal market and
it indicates the resilience of our
core businesses.
This strong performance was driven by a combination of mail
volume growth in the early part of the year, strong revenue
throughout the year in retail counter services, efﬁciencies gained
as part of the implementation of our Change Programmes and
consistent adherence to strict cost discipline.
Cash generated from operations

44m

€
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Financial Highlights
Turnover (excluding share of joint venture turnover)

Turnover €m

850.0m €876.0m

€

2008

2007

Operating profit

31.2m

29.1m

€

€

2008

2007

750.2

752.9

818.8

876.0

850.0

2004

2005

2006

2007

2008

Operating profit €m

Profit after tax

33.2m

43.3m

€

€

2008

2007

1.8

16.2

14.7

29.1

31.2

2004

2005

2006

2007

2008

Operating profit margin

3.7%

3.3%

2008

2007
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Chief Executive’s Review (continued)

As the economic environment gradually deteriorated during the
second half of the year, volume growth evaporated, leaving mail
volumes for 2008 down 2% on the previous year. Group cash ﬂow
was strong, however, with cash of €44m generated from
operations.
Collection Points

8,500
The signiﬁcant increase in revenue generated by retail counter
services was due to an increase in the number of Social Welfare
recipients and the popularity of savings products operated by
An Post on behalf of the National Treasury Management Agency.
Postbank continued to perform well, in line with plans.
Over the last ﬁve years we have achieved a €74m turnaround in
Group operating proﬁts, maintained a ﬁrm focus on costs and
made dramatic improvements in virtually every aspect of our
business. This performance sets the necessary back-drop in the
run-up to the full opening of the postal market. It places us in
a better position to face the competitive challenges which will
arise and also helps us to face the many difﬁculties posed by
the current economic downturn. However, further progress is
required to achieve the necessary level of competitiveness
associated with success in a fully liberalised postal market.
Mails Quality Of Service
Mail collection and delivery are our core services. Consistently
achieving independently measured quality of service targets is
our top priority. Any failure to maintain this focus will quickly
undermine our existing business and our future potential.
Meeting service targets, along with improved efﬁciencies, are
fundamental to our ability to withstand the challenges of full
competition from 2011.
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Delivery Points

2,184,000
To this end, we remain committed to the achievement of our
target of 94% next day delivery of domestic mail. During 2008,
for instance, we designed, installed and implemented an
electronic scanning system which enables us to track the times
at which the mail in post boxes is collected. This has contributed
to a two percentage points improvement in next day domestic
delivery, which was recently reported at 79% for the full year,
up from 77% in 2007.
We expect that further improvement, directly attributable to this
scanning system, will be demonstrated when ComReg publishes
Quality of Service statistics during 2009. Furthermore, we also
expect it to lead to a reduction in customer complaints and to
a higher level of customer satisfaction.
Last year, we invested a total of €39m to support the continued
improvement in service quality, all of which was funded from
operations. This is part of a multi-year €150m investment
programme which will see the introduction of additional
technologies, further capital expenditure on necessary
infrastructure, investment in staff training and the adoption
of new business processes.

An Post continues to consistently exceed the international mail
delivery targets set by the International Post Corporation (IPC).
In recognition of this, An Post was recently awarded the IPC
Certiﬁcate for Excellence in the Management and Processing
of International Letter Mail - having achieved and maintained
a standard of 95% next day delivery for incoming international
mail and 85% for outgoing mail reaching its destination country
next day. An Post is one of just 22 service providers worldwide to
have received this standard of performance.
International Incoming mail - next day delivery

95%
Customer Solutions
Customers expect us to be innovative in the development and
delivery of products and services. To this end, we implemented
a number of initiatives last year. These included a new on-line
collections booking system, a new telephone system to improve
the handling of customer queries and complaints and the launch
of new Priority International Parcels and Express Letters services.
A number of postal vending kiosks were installed on a pilot
basis in selected high density locations and these have proved
to be highly successful. We have also entered into an agreement
with Vodafone through which An Post will become a Mobile
Virtual Network Operator later this year.

Ongoing Transformation
We have been engaged for some time in a major Transformation
Programme, covering all aspects of our operations, to prepare
for the full liberalisation of the postal market in Ireland in 2011.
The Programme comprises a dynamic portfolio of projects, with
new ones commencing as others are completed.
The initial driver for this Programme was the need to prepare for
EU liberalisation of mail services, but it has become increasingly
evident that it is necessary for our ongoing commercial success
and has a central role to play in helping us to become much more
customer focused, more responsive in addressing problems as
they arise and in seizing business opportunities as they are
identiﬁed.
Social Welfare and Billpay Transactions

60.9m
I am pleased by the improvements already delivered by this
Programme in a number of areas. The Attendance Management
Project, for example, has seen us actively reduce the level of
absence due to illness moving it to a level approaching the
national norm. I believe that further progress can be achieved in
this area in co-operation with staff through our Partnership
Forum process.
Towards the end of 2008, we began planning the next phase of
the Transformation Programme. Focused on how An Post should
compete in the future, this will help us formulate and implement
strategies that will encourage customers to choose us over our
competitors in the fully liberalised marketplace.
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Chief Executive’s Review (continued)

Cost and Efficiency
An Post is determined to make continued strong progress during
2009 in the areas of cost control and efﬁciency gain. One of
the most important ongoing initiatives is in the area of mail
collection and delivery. Our aim is to optimise efﬁciency in every
aspect of this process, from work-ﬂow management to structures
and logistics, with the ultimate goal being consistency of service
to all customers – and most particularly to the changing needs of
our business customers.
Items of post delivered daily

3.5m
Involving signiﬁcant capital investment, to date the Collection
and Delivery Project has been completed in 40 ofﬁces throughout
the country. It has ensured that, in line with more streamlined
processes, staff have the premises and equipment necessary to
optimise mail delivery. I am conﬁdent that this ongoing
programme will make a signiﬁcant contribution to sustainable
improvements in customer service.
Building Organisational Capability
An Post recognises that the service experienced by its customers
is determined, to a large extent, by the behaviours and values of
its employees and contractors. Part of my role as Chief Executive
is to build employee morale and commitment, and to demonstrate
that An Post can continue to be successful, provided we put the
needs of our customers ﬁrst and at the very centre of our mission.
We continued our investment in management and leadership
development during 2008 with all of the Company’s senior and
middle managers taking part in a major initiative speciﬁcally
designed for An Post and the challenges we must overcome in
the coming years. This investment in leadership development
will be maintained in 2009 across all levels. This will build the
capability of all our managers and staff in order to successfully
meet the challenge of full market liberalisation from 2011.
The revitalisation of the partnership process within An Post
continued in 2008 with all of us, both management and unions,
using this customer-focussed process to discuss how best to
cooperate and ensure that An Post competes effectively in the
liberalised postal market. Likewise, several important internal
communications initiatives were implemented to improve the
ﬂow of information, keeping everyone throughout the Company
informed of developments within the business.

14

Retail
Retail services performed well during 2008 and there appears
to be scope for further growth in our retail business as a whole,
notwithstanding the current difﬁcult economic climate. Some
of this will be organic as customers increase their use of the Post
Ofﬁce for existing services.
In such a changing environment, the trustworthiness inherent in
the An Post brand is of increasing importance to many people.
This represents a signiﬁcant opportunity for An Post, which
manages one of the largest, best known and most trusted branch
networks in the country. We will pursue these opportunities with
vigour and determination in parallel with our investment in a
new direction for the Retail Network.
Visits to post offices per week

1.7m
New Postbank services were successfully rolled-out throughout
our network in 2008. The introduction of the “Everyday” current
account moved Postbank ﬁrmly into the territory of the larger
retail banks and this was followed by the roll-out of new
insurance services. It is intended to add personal loans, credit
cards and mortgages to the company’s product portfolio in 2009.
Like many European institutions, Fortis Bank, our partner in
Postbank, has not been immune from the uncertain business
environment for ﬁnancial services ﬁrms. However, we are
conﬁdent that satisfactory and positive arrangements will
emerge and that the objectives set for Postbank can be met to
the beneﬁt of customers, postmasters and An Post.

Conclusion
I would like to thank the Board for their assistance and
guidance during 2008 and, in particular, I would like to thank
our Chairman, John Fitzgerald, for his contribution and support.
I would also like to thank all our customers for their continued
support. I can assure them that we remain committed to doing
everything in our power to be their service provider of choice in
all aspects of our business.
Overall, 2008 was a year of signiﬁcant achievement for An
Post. We have clear objectives and a robust Transformation
Programme designed to help us achieve them. We have clearly
put customer needs and service quality right at the centre of
our plans and we continue to work with our customers, both
residential and business, to deliver efﬁcient solutions to their
needs. We are all fully committed to this approach and we
are ready to meet future challenges with great conﬁdence.
Everyone involved with An Post can be pleased with, and
encouraged by, the progress made during 2008. However, while
we can look to the future from a solid base of consistent
performance improvement, there is no escaping the harsh
reality that the short to medium term future is extremely
challenging.
The economic downturn is bringing new challenges for everyone
and is having a negative effect on mail volumes. Given the high
level of ﬁxed costs involved in the provision of our mail services,
this has the potential to impact negatively on our ongoing
proﬁtability. This will also clearly make the task of preparing for
full market liberalisation all the more difﬁcult.
Ultimately, however, we must respond to the market as we ﬁnd it.
It is really important in these challenging times to focus on those
things that we can control and, in doing so, be better prepared for
the impact of those that we cannot. I am conﬁdent that, with a
strong sense of common purpose established, we are prepared to
meet these challenges and, by working together, we will adapt
and succeed in our mission.

Donal Connell
Chief Executive
19 March, 2009
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Financial Review

Financial Overview
The operating proﬁt of €31.2m achieved in 2008 is an increase of €2.1m on the prior year operating
proﬁt. The operating margin improved from 3.3% in 2007 to 3.7% in 2008 mainly as a result of
effective management control of costs. The Group proﬁt for the year was €33.2m after a tax
charge of €6.7m.
2008

2007

€m

850.0

876.0

Operating proﬁt
€m
Proﬁt after tax
€m
Operating proﬁt margin
Net assets excluding pension liability
€m
Net (liabilities)/assets including pension liability
€m
Average full time equivalent (FTE) number of staff employed
Letters core revenue index (2003: 100)
Number of delivery points
millions

31.2
33.2
3.7%
383.8
(198.5)
10,970
110.3
2.184

29.1
43.3
3.3%
369.1
254.8
11,054
112.7
2.131

Turnover (excluding share of joint venture turnover)

Turnover
Turnover decreased from €876m to €850m in 2008. This reduction reﬂects the downward pressure
on mail volumes, the election generated mail in the 2007 comparatives and the disposal of two
subsidiary companies during 2007 together with the transfer of the Postpoint and One Direct
businesses to the joint venture company, Postbank Ireland Limited.
In the mails business volumes declined by 2%, arising mainly in the second half of the year, reﬂecting
the deterioration in the economy.
Turnover in the retail business grew as a result of increased transaction volumes.
Operating Costs
Wages, salaries and postmasters’ costs amounted to €547m compared to €535m in 2007.
This represents an increase of 2.2% which is less than the increase in wage rates during the year
arising from the implementation of National Wage Agreements combined with certain productivity
payments payable under collective agreements. This reﬂects the success in maintaining control
over labour costs during 2008.
The implementation of the Collection and Delivery change programme in delivery ofﬁces has laid
the foundations for signiﬁcant cost savings in the future.
Other operating costs amounted to €220m. This represents a reduction of 6.4% after adjustment for
the impact of subsidiaries sold. This reduction represents a considerable achievement and has been
realised whilst continuing to invest in marketing, with particular emphasis on the An Post brand.
Tangible Fixed Assets
Capital expenditure in the year amounted to €39m reﬂecting signiﬁcant expenditure on buildings
and equipment to support the mails business and more extensive capital investment plans are in
place for 2009. The programme of renewal for the transport ﬂeet continued with 750 replacement
vehicles acquired during 2008. There were no signiﬁcant asset disposals during the year.
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Treasury Policy and Cash Resources
Net cash ﬂow from operating activities amounted to €44m. This strong operating cash performance
has built up the resources required to invest both in capital expenditure and in the implementation
of the change programme which will set the foundation for providing world class mail operations
into the future.
The Group’s treasury function operates under a Board-approved policy which is low-risk and nonspeculative. The primary objective of the treasury function is to ensure the availability of funds for
trading activities while optimising the return on available cash resources.
Pension Schemes
Pension schemes in the Group are accounted for under FRS 17 and show an accounting deﬁcit of
€582m compared to €114m in 2007. The assets of the pension schemes amount to €1.4billion.
The deﬁned beneﬁt pension schemes are subject to actuarial review on a three year cycle. The most
recent actuarial valuations were carried out at 1 January, 2008 using the attained age method and
are sufﬁcient to cover 100% of the accrued liabilities. Since 1 January, 2008 there has been a decline
in the market value of the scheme assets. Discussions amongst all of the interested parties have
commenced with a view to establishing a considered plan to address the deﬁcit.
Balance Sheet
The Group balance sheet shows ﬁxed assets of €211m, cash balances of €350m and a net assets
position before pension liability of €384m. The Group’s balance sheet provides a stable ﬁnancial
foundation on which to base the implementation of its strategy.
Economic Outlook
Towards the latter half of 2008 and continuing into 2009, the economic climate in the country
has deteriorated. Activity in the mails business reacts to the economic activity and there has
been a consequent decline in the mails revenue being generated. Actions to mitigate this impact
include vigorous cost control and further efﬁciency improvements. The full extent of the
economic downturn continues to be monitored and the business will react to this as the
circumstances dictate.
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Universal Service

Under the European Communities (Postal Services) Regulations, 2002, S.I. 616 of 2002
(‘the Regulations’) and directions issued by the Commission for Communications Regulation
(ComReg), An Post is required to publish in its annual report information relating to the
Universal Service.
Requirements of the USO (Universal Service Obligation)
Under Regulation 4(2)(a) of the Regulations, An Post is designated as a universal service provider
with the obligation to provide a universal postal service.
Under Regulation 4(3)(a), a universal service provider shall guarantee, on every working day and
not less than 5 days a week, save in circumstances or geographical conditions deemed exceptional
by ComReg, as a minimum:
i one clearance, and
ii one delivery to the home or premises of every natural or legal person or, by way of derogation,
under conditions at the discretion of ComReg, one delivery to appropriate installations.
Under Regulation 4(4), universal service shall include the following minimum facilities:
a the clearance, sorting, transport and distribution of postal items up to 2 kgs;
b the clearance, sorting, transport and distribution of postal packages up to 20 kgs;
c services for registered items;
d services for insured items within the State and to and from all countries which, as signatories
to the Convention of the Universal Postal Union, declare their willingness to admit such items
whether reciprocally or in one direction only.
Under Regulation 4(6) the universal services shall cover both national and cross-border services.
Under Regulation 5, a universal service provider shall meet the following requirements with respect
to the provision of the universal service:
a the service shall guarantee compliance with the essential requirements;
b an identical service shall be offered to users under comparable conditions;
c the service shall be made available without any form of discrimination whatsoever, especially
without discrimination arising from political, religious or ideological considerations;
d the service shall not be interrupted or stopped except in cases of force majeure; and
e the service shall evolve in response to the technical, economic and social environment and to
the needs of users.
Under Regulation 8, certain services are reserved for An Post as a universal service provider, namely
the clearance, sorting, transport and delivery of items of domestic correspondence, cross-border
correspondence and direct mail, whether by accelerated delivery or not, within both of the
following weight and price limits (from 1 January 2006)
i the weight limit shall be 50 grams
ii these weight limits do not apply if the price is equal to or more than two and a half times
the public tariff for an item of correspondence in the ﬁrst weight step of the fastest
category (i.e.€1.375)
The free postal service for blind and partially sighted persons is also reserved to An Post.
Access to Universal Services
An Post provides access to its services through its network of 61 Company post ofﬁces, 1,187
postmaster-operated post ofﬁces and 178 postal agents. In addition, some 2,714 retail premises sell
postage stamps, as active licensed agents. To facilitate physical access to the service, approximately
4,800 post boxes are distributed widely throughout the State. There are 43 designated acceptance
points for bulk mail services.
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Tariffs
The following is a summary of the current prices for standard services. Full information on An Post
products and services together with applicable tariffs is set out in the An Post Guide to Postal
Services and the An Post Guide to Postal Rates.

Ireland & NI

Letters (up to C5)
(<100g)

Large Envelopes
(<100g)

Packets
(<100g)

Parcels
(<.5kg)

Standard Post

55c

95c

€2.20

€6.50

€5.25

€5.25

€10.50

54c if Ceadúnas
or meter
Registered Post *

€5.25

* The fee payable for the basic registered service covers compensation up to a maximum of €320.
Further compensation up to a limit of €1,500 is available for €4 and up to a limit of €2,000 for €5
based on declared value at time of posting.

International
destinations

Letters (up to C5)
(<100g)

Large Envelopes
(<100g)

Packets
(100g)

Parcels
(<.5kg)

Standard Post

82c

€1.50

€2.70

GB €18.25
Europe €22.00
ROW €22.00

Registered Post *

€5.17

€5.85

€7.05

GB €23.00
Europe €27.00
ROW €27.00

* Availability of service dependent on postal administration in destination country. Compensation
up to €320 in GB; €150 in Europe; €100 for parcels and €35 for letters outside Europe.
Quality of Service
The quality performance standard for the delivery of intra-Community cross-border mail was
set by the European Commission and was transposed into Irish law under Regulation 12(2) of the
Regulations and its Schedule. The quality standard for postal items of the fastest standard category
is as follows:
D+3: 85% of items; D+5: 97% of items, where D refers to the day of posting.
The Regulations require ComReg to set a quality-of-service standard for the universal service and
the standard set for domestic mail must be compatible with those for intra-Community cross-border
services. ComReg have set a quality-of-service target for domestic single piece priority mail as follows:
D+1: 94% D+3: 99.5%, where D refers to the day of posting.
Monitoring of the domestic quality of service is carried out by TNS mrbi on behalf of ComReg.
Details of the most recent results are available from the ComReg website www.askcomreg.ie or
from our website www.anpost.ie.
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Universal Service (continued)

Customer Complaints
In 2008, there were 351,679 telephone calls made to An Post Customer Services. Most of these
were routine or general enquiries rather than complaints. An Post is required to maintain records
of customer complaints taking into account the relevant European standard IS: EN 14012:2003.
The table provides, in relation to mail, a breakdown of written complaints received from customers
during 2008. The total continues to represent a minute fraction of the entire mail trafﬁc handled
during the year.

Written complaints received from customers:
Items lost or substantially delayed
Items damaged
Items arriving late

21,637
832
1,708

Mail collection or delivery:
Time of delivery
Failure to make daily delivery to home or premises
Collection times/Collection failures

358
294
2

Misdelivery

209

Access to customer service information

5

Underpaid mail

95

Tariffs for single piece mail/discount schemes and conditions

1

Change of address (Redirections)

6

Behaviour and competence of postal personnel

38

How complaints are treated
Other (not included in above)
Total

5
4,796
29,986

Included in the total ﬁgure are complaints about registered items, which number 5,559.
In 2008, An Post launched Getting it sorted – Resolving your complaints, which details the An Post
Complaint and Dispute Resolution Procedures and which has been distributed nationwide.
Further information
Additional information in relation to services provided by An Post is available by phoning An Post
Customer Services on CallSave 1850 57 58 59, by email at customer.services@anpost.ie, by visiting
www.anpost.ie, or by calling into your local post ofﬁce.
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Sustainability at An Post

Our Vision

Sustainability is a central element of our business
success; delivering high quality and affordable services
and respecting the communities and the environment
in which we operate.
This principle, which is one of our core values, guides our ongoing relationships with our customers,
employees and suppliers and reﬂects our commitment in this regard. Sustainability at An Post is
about understanding how environmental, social and economic issues drive business value.
A sustainable business, in our view, is one that has moved beyond compliance and risk mitigation
to capture ﬁnancial beneﬁts from improving the social and environmental impact of business
operations. We also believe that sustainable businesses enhance their long-term competitive
position by continuously improving their products, processes and business models and, in so
doing, minimise resource demands.
Sustainability at An Post is about understanding how environmental, social and economic issues
drive business value.
So what did we do during 2008?
During 2008, a current state assessment of our activities was carried out across the workplace,
the marketplace and within the communities in which we operate, as well as examining in detail
our various impacts on the environment. We also identiﬁed current Sustainability activities and their
performance and, while we have some way to go, we identiﬁed a number of priority areas with
signiﬁcant opportunities, in particular, in relation to energy in buildings, logistics and ﬂeet, products
and services, as well as procurement.
A vision and strategy for Sustainability in An Post was developed, which includes guiding principles
and key areas of opportunity. We also developed an implementation roadmap to identify key
actions which will allow us to implement this strategy.
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Sustainability at An Post (continued)

Environment
We aim to put in place a structured and systematic approach to the management of our
environmental impacts.

Our top priorities are to implement programmes to
reduce fuel and energy consumption across the business.
An Post played, and continues to play, an active role in a major initiative organised by the
International Post Corporation involving many other Postal Administrations. This project is designed
to standardise the metrics to be used in reporting our carbon emissions as part of a sectoral report
to be published, later this year, during the Climate Change Conference in Rotterdam. Our efforts
to minimise our impact on the environment include the optimisation of materials consumption,
reducing the amount of business travel through management control and the installation of video
conferencing at particular locations across the country. We commenced a particularly successful
waste management and recycling initiative in our headquarters. This involved the streaming of
waste into paper, recyclables including plastic and general waste, the bailing of cardboard and the
shipping of recyclables to Environment Protection Agency-approved outlets. This approach is now
operational at 13 sites around the country.
Logistics and fleet
We are currently addressing our entire ﬂeet management system across the country; we expect
this initiative to deliver signiﬁcant beneﬁts in terms of management information, fuel efﬁciency,
improved and more productive vehicle maintenance programmes as well as ﬂeet utilisation.
We have also, as part of our procurement strategy, included fuel and CO2 emission ratings in vehicle
assessment. We are planning to commence a further programme of driver training; this project will
by its nature deliver greater driver awareness and fuel efﬁciency. Other ﬂeet initiatives include
telematics, route optimisation and route scheduling.
Energy in buildings

We achieved both energy and cost efficiencies in
our Delivery Service Unit network by the active
management of power and utilities and by the
installation of motion and daylight sensors.
A single supplier of central heating oil was appointed during 2008; this will allow better
management of energy usage. The building programme associated with our Quality of Service
improvement programme incorporated signiﬁcant energy saving initiatives including upgrades
to heating, lighting and ventilation systems, and the installation of insulation and double glazing.
Another small example of this approach involved the installation of a new generation of hand
dryers in a number of Company sites. These dryers have highly efﬁcient hygienic ﬁlters. They also
have quicker drying times, use 83% less energy than conventional models and eliminate the need
for waste paper towel streams and the laundering of hand towels.
A pilot water management system commenced and is being implemented at a number of Company
sites in Dublin. Initial results are very satisfactory. In one Dublin Delivery Service Unit, the new
initiative has produced a saving of 15,000 litres of water per week.
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Marketplace
Our marketplace may present opportunities for An Post to both increase revenues and to further
reinforce our already strong brand presence.
New Products and Services
Hybrid mail, document management, low carbon services, take back services and recycled and
recyclable products are being actively investigated. We will always face the issue that, while
customers may wish us to provide products and services which reduce our environmental
impact, they may not necessarily be willing to pay any associated premiums.
Sustainable Procurement
We have made much progress in this area and continue to do so. For all tenders over €50,000,
the tenderer is now required to provide information on their approach to Sustainability and they are
evaluated accordingly. During the coming year, we will be identifying key product service categories
and suppliers and assessing what areas we can improve on to ensure sustainable procurement is
embedded into this area of our business. Two key drivers of this initiative are those of mitigating
supply chain risks and realising more immediate ﬁnancial beneﬁts across the organisation.
Community
There are few organisations which have the same level of community reach as An Post. Everyday
in every townland, village, town and city, our vehicles and staff are to be seen carrying out their
duties. The Universal Service Obligation, of which An Post is the designated provider, requires that
we deliver to all premises ﬁve days per week and we see this as one of our core competencies. This
activity brings with it many accounts of how our Postmen and Postwomen go beyond their direct
responsibilities and improve the quality of life for so many.
Our Post Ofﬁce Network provides services in areas which have seen population decline and
more speciﬁcally, signiﬁcant changes in shopping and business behaviours and this has led to
the closure of many adjoining businesses. However, we remain committed to maintaining an
economically viable network and we recently announced our intention to invest signiﬁcantly
in completing the automation of all post ofﬁce outlets in the context of the broader strategy
for the development of this unique network.
It is also a fact that many An Post employees play a signiﬁcant role in their own local communities,
a fact reinforced when approximately 60 volunteered to become tutors when the Company
announced its Literacy Awareness Campaign. This initiative has so far seen approximately 10,000
individuals respond to our national advertising campaign in their efforts to access further learning.

We will continue to monitor the perceptions and
expectations of our Stakeholders and implement
changes, as appropriate, to the way in which we
service them.
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Workplace
The Company has invested a signiﬁcant amount in the continuing professional development of
its staff. A results focused leadership development programme, which commenced during 2008,
was designed speciﬁcally to equip senior and middle management with the tools necessary to
successfully lead the organisation into the fully competitive and liberalised market from 2011.
Equally, investment has continued under appropriate training and development programmes
for front line management, administration and operations staff.
Attendance at work and safety and environment are key areas of focus and will remain so for the
future. As reported earlier, we have reduced both short and long-term absence during the year
as a result of increased cost focus and staff co-operation.
The Disability Act, 2005 places a duty on public organisations to ensure that their public buildings
and services are, as far as is practicable, accessible to people with disabilities. In particular, those
areas of buildings to which the public has access are to be made accessible not later than 2015.
Overall, An Post is on target to meet its commitments with regard to access under the Act.
The majority of post ofﬁces are, however, operated on a contract basis by postmasters and
postmistresses appointed by An Post and the Company is not in a position to oblige them to
alter their premises. However, the Company has contacted them all; informed them of the
requirements of the Disability Act; and encouraged them to address any access issues that may
exist on their premises. All new contracts require the postmaster or postmistress to provide
accessible premises. In addition, hearing induction loops to assist the hard of hearing were installed
at 47 post ofﬁces in 2008. This programme will be extended in 2009.

Transformation

We also determined that Sustainability can be
used to provide added leverage to the Company’s
transformation agenda and to support culture
change.
We believe that this can happen by enhancing An Post’s competitive position in preparation for
liberalisation, by reducing operating costs, by driving incremental revenues through stronger
customer and other stakeholder relationships and by motivating employees.
Such an approach will enable us to improve our already signiﬁcant and positive impact on Irish
society and the environment. In order to realise these beneﬁts, An Post has decided to implement
an integrated Sustainability model, aligned to core business and operations. The Company has
begun the process of putting in place the systems and processes required to accurately report on
our performance in relation to the four key areas of environment, marketplace, community and
workplace, and we look forward to publishing this data in the years to come.
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Stamp Issues and Philatelic Publications

The Philatelic Service paid tribute to 25 subjects in 2008 with the issue of 43 special and
commemorative stamps. Some of the many highlights of the stamp programme were
the 2008 Ireland Series, which celebrated the work of Paul Henry, depicting his iconic
landscapes in four se-tenant stamps and the “Filmed in Ireland” issue of four stamps set
out as film strips, illustrating four great movies filmed on our shores.
2008 also heralded a few ﬁrsts for the Irish Philatelic Service including the issue of the “Year of
Planet Earth” series of two circular self-adhesive stamps designed by Richard Chaney and the
introduction of the Postal Services Centres at various locations and a strip of four x 55c labels.
Other issues of note include the Graham Knuttel designed Beijing Olympic Games, the second
in our Irish Music series and a joint issue with the Spanish Postal Service, Correos, entitled
“Popular Dance”.
In December 2008, a new Non Value Indicator or “NVI” rate self-adhesive stamp was issued from
the Sixth Deﬁnitive series, entitled “Wild Flowers of Ireland” featuring the Yellow horned-Poppy
and printed using US printers, Ashton Potter, for the ﬁrst time.
In addition to the annual special, commemorative and deﬁnitive stamps, the Philatelic Service also
issued six Miniature Sheets, two Prestige Booklets for the “Ireland Series – Paul Henry Landscapes”
and “Filmed in Ireland” and a limited edition sheetlet for “The International Year of Planet Earth”.
An array of annual products were also printed, including a Year Pack and a First Day Cover
collection. Once again, the Irish Stamps Year book was produced to the highest standards of
design in text and imagery, featuring all issues from the annual programme in both a standard
and luxury edition.
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Stamp Issues and Philatelic Publications (continued)

26

27

