
2.03 Post offices
The arrangement of a typical main post office is shown in 26.6. The
balancing area was where the counter staff periodically checked
their book keeping and balance their day’s takings. With the advent
of universal computing systems much of this is no longer necessary.
However, a small area screened from public view is usually
provided. There are also safes or strong rooms as necessary –
dependent on the size of the post office.

The syphon zones are secure areas and cannot be entered except
by authorised personnel. The counter service consists of secure
transactions such as cash for pensions, social security, etc. and non-
secure transactions such as stamps, bill paying, vehicle licences
and passports. Behind the counters there are racks for forms and
each counter position has its own lockable facilities. 26.7 is a plan
of a medium-size main post office.

There are proposals in hand which will radically change the way
Post Office Counters operate, and therefore the design of their
offices. Within the open customer area an operator will accept
the customer’s form and code it into a teller cash dispenser
(TCD) similar to an ATM, which will supply the customer. This
will reduce the number of fortress positions necessary, offer more
flexibility to the layout and provide quicker and pleasanter service.
Similarly, other transactions will be dealt with by automated dis-
pensers, saving both queueing and staff time and numbers.

2.04 Community health council offices
26.8 is a zoning plan for a CHC office, and an actual office is
shown in 26.9. Near the entrance is an enquiry desk which also
doubles for reception interviews or individual counselling.
Adjacent to this is a reception/waiting area with display walls
and brochure racks. There is also a private zone where further
counselling takes place around a low table. The office accommo-
dation can be adjacent or on another floor and is generally about
the same area as the entrance waiting and consulting areas. This
office area also deals with telephone enquiries.

26.4 Bank

26.5 Building society

26.6 Relationship and zoning diagram for a post office
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2.05 Jobcentre Plus offices
26.10 is the zoning plan for a Jobcentre Plus office, while 26.11
illustrates one of these. The reception is the first port of call where
customers are advised on whether they can be dealt with at a counter
or make an appointment for interviewing. The counters deal with
general queries, clerical matters and queries on form filling.

Customers requiring counter service stay in the waiting area
until there is a position free. Queue control is by ticket, and waiting
times can be considerable if the office is particularly busy. Toilet
and baby-changing facilities for the customers are therefore
essential.

A psychological approach has to be considered within the design
to cope with extended waiting periods. It is helpful if seats are
arranged to avoid eye contact and thus the likelihood of raising
tension. They should also be spaced to avoid a rear seat occupier
using the seat in front as a footrest. It has also been found
that television helps to pass time and reduces tension. Smoking
and intoxicant drinking are forbidden on the premises, and this
has a market effect on maintaining a cleaner and more pleasant
atmosphere and ambience. Offices are generally equipped
with machines vending soft drinks and snacks. A guard is
provided with a position from which all the customer areas of the
office are directly visible, or can be monitored by closed-circuit
television.

More detailed interviews are dealt with in sessions on an
appointment basis. There are four different organisations who all
use the counters or interview rooms, although they may also visit
customers’ homes:

• Benefit advisers

• Contributions Agency (part of HM Revenue & Customs)

• Child Support Agency

• Fraud investigators

Depending on the depth of the interview taking place on the
premises, a counter or a separate interview room will be used.

26.7 A post office associated with a sorting office and a parcel-collect facility

26.8 Relationship and zoning diagram for a Community Health
Council office
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