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1 Definitions 

1.1 Definitions 

1. Service Level – In the case of this policy, this would be the maximum agreed time taken to 
carry out an action. 

2. Trading Period – A four or five-week cyclical financial period at the end of which the 
postmaster reconciles the cash and stock position of a branch with the cash and stock 
position shown on Horizon by completing a branch trading statement. 

3. Transaction Acknowledgement – a notification to the branch on Horizon to acknowledge 
and accept the transactions carried out the previous day on a system not linked to Horizon. 
The effect of a postmaster accepting a transaction acknowledgement and transferring the 
corresponding cash into the stock unit is that Horizon will be in balance. 

4. Transaction Correction – corrections to errors made in branches, or by other Post Office 
areas, that have been (i) identified in the reconciliation between files received from third 
parties (clients or suppliers), or cash and stock centres, and the data recorded by the branch 
in Horizon, or (ii) caused by mis-keys notified by the branch or a third party/client, or (iii) to 
provide funds to the postmaster in some cases where repayment is required.  
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Errors can occur in branch that create  discrepancies between client/supplier/cash or stock centre and 
branch data, and Post Office will manage the investigation and correction of errors in good faith with 
fairness, transparency, and professionalism (being the underpinning behaviours of Post Office). 

Post Office has an obligation to its clients (i.e. a bank), to ensure that all branches are providing a 
quality of service and adhering to agreed standards. Post Office is committed to supporting its 
postmasters in this process by making sure that discrepancies are addressed fairly, that postmasters 
have access to support when Transaction Corrections are issued and are able to dispute the 
discrepancy or the Transaction Correction.  

This policy, and its linked policies, sets out clear and consistent guidelines to ensure that: 

 

• Errors are promptly identified in the reconciliation between files received from third parties 
(clients or suppliers, such as banks), or cash and stock centres, and the data recorded by the 
branch in Horizon. 

• Enquiries from customers (of the branch), a postmaster or clients (i.e., a bank) alerting Post 
Office of a potential error with a bill payment or banking transaction are investigated within 
the timelines set out in section 4.1 of this policy. 

• Postmasters are notified, when a Transaction Correction is issued and, in the case of debit 
Transaction Corrections, provided with an explanation as to the cause of the Transaction 
Correction. 

• Support is given to postmasters to help them to understand the reasons for and 
consequences of Transaction Corrections. 

• A dispute option is clearly available to postmasters who wish to dispute Transaction 
Corrections that have been issued. 

• Post Office will analyse Transaction Correction data to identify common and/or recurring 
issues and themes and aim to work to reduce or mitigate  them. 

It is vital that the procedures followed in relation to Transaction Corrections and Transaction 
Acknowledgements, are clear in order to ensure a fair, transparent, robust and consistent process for 
all concerned. 
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2.4 Application 

This Policy is applicable to all for all Post Office employees4 who deal with Transaction Corrections 
and Transaction Acknowledgements and defines the minimum standards to control financial loss, 
postmaster impact, regulatory breaches and reputational damage in line with the Post Office’s Risk 
Appetite. 

2.5 The risk 

Transaction Corrections are needed to correct an error. Undue delays in identifying, investigating and 
issuing Transaction Corrections to correct the errors can cause inconvenience to postmasters, clients 
and customers (particularly in the case of high value Transaction Corrections). Postmasters can be 
left with unresolved discrepancies whilst waiting for a Transaction Correction to be issued to correct 
the error, or clients (i.e. a bank) may not receive the correct payment. 

 

 

4 In this Policy “employee” means permanent staff, temporary including agency staff, contractors, consultants and anyone else 
working for or on behalf of Post Office and, for clarity, does not include postmasters or postmasters’ staff. 
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3.2 Policy framework 

This policy is part of a framework of postmaster support policies that has been established to set the 
minimum operating standards relating to the management of postmaster contract risks throughout 
the business and network in line with Post Office’s risk appetite. The framework includes the 
following policies: 

• Postmaster Onboarding 

• Postmaster Training 

• Postmaster Complaint Handling  

• Network Monitoring and Branch Assurance Support 

• Network Cash and Stock Management  

• Network Transaction Corrections (this policy) 





 

     INTERNAL       Network transaction corrections policy v4.0 Page 11 of 22   

Post Office Limited - Document Classification: CONFIDENTIAL 

o oversee and perform controls relating to the sending of bulk Transaction Corrections. 

o Ensure that standard Transaction Correction narratives are used 

•  – should: 

o be conversant with this policy and linked policies;  

o investigate enquiries from customers (of the branch), a postmaster or clients (i.e. a 
bank) alerting Post Office of a potential error with a bill payment or banking 
transaction within the timelines set out in section 4.1 of this policy. 

o aim to resolve any open items (which may result in the issue of a Transaction 
Correction) as soon as possible, and within 45 days;  

o support postmasters and third parties (clients and customers) to resolve miskeys; 

o liaise with the Cash Centre to issue Transaction Corrections to correct errors relating 
to remittence discrepancies and counterfeit notes; 

o ensure that support is offered to the postmaster, including by offering an 
investigation by Post Office to help determine the cause of and reason for a 
Transaction Correction; 

o where necessary, seek open and transparent dialogue with the postmaster to further 
understand the background behind the postmaster’s query or dispute; 

• – is accountable for data analysis, insight and reporting 
across Central Operations. 
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