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3 Risk appetite and minimum control standards 

3.1 Risk appetite 

3.2 Policy framework 

This policy is part of a framework of postmaster support policies that has been established to set the 
minimum operating policies relating to the management of 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 
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o proactively seek open and transparent dialogue with the postmaster when a 
Discrepancy appears on an account; 

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

o make postmasters aware of their right to dispute a Discrepancy; 

o monitor the progress of any investigation carried out by internal departments; 

o for Established Losses, offer a variety of payment options, including the option to pay 
by installments and take into account the postmaster’s personal and financial 
situation; 

o keep records of all material discussions with a postmaster and other internal 
departments in the pursuit of information and resolution to a Discrepancy situation; 

o work with, and take guidance as appropriate from, , especially 
when a postmaster is part of a suspension and termination process relating to a 
Discrepancy investigation; 

o keep payment plans under review (including by contacting the postmaster) to ensure 
that the plan remains workable and continues to meet Post Office needs; 

o for current postmasters,  
, the case is discussed  to 

determine next steps. 

o for former postmasters,  
, escalate to  take 

steps in line with best practice, where reasonable and appropriate. 

•  – is responsible for the monitoring 
of potential Discrepancies and branch settlements, through the . 

• Current postmaster – refers to a limited company, partnership, limited liability partnership, 
other entity or individual that contracts with Post Office for the operation of a Post Office® 
branch.  

• Former postmaster – refers to a limited company, partnership, limited liability partnership, 
other entity or individual that used to contract with Post Office for the operation of a Post 
Office® branch.
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4 Procedures 

4.1 Contractual obligations 

Post Office can recover losses from a postmaster when they are caused through negligence, 
carelessness, or error of the postmaster, if Post Office has carried out a reasonable and fair 
investigation, as set out in the Postmaster Accounting Dispute Resolution policy5, as to the cause and 
reason for the loss and whether it is properly attributable to the postmaster. Postmasters are also 
responsible for losses caused by the negligence, carelessness, or error of assistants. 

4.2 Reviewing postmaster accounts 

Current Postmaster Accounts 

A weekly report will show any Discrepancies moved to the centralised holding account at the point of 
balancing at the end of a Trading Period. The postmaster will be notified and invited to discuss the 
detail of the Discrepancy. If the Discrepancy is unknown, Post Office will provide help and support to 
the current postmaster to discover the reasons for it. 

If the postmaster wishes to dispute all, or part of the Discrepancy, support will be given to enable 
them to do so. 

If the Discrepancy is a credit, the postmaster will be asked if they would like the credit repaid, and, 
provided that a related balancing debit does not exist at the time and Post Office is not aware that 
one will be applied imminently, Post Office will repay promptly. 

 
Former Postmaster Accounts 

The postmaster will be notified and invited to discuss the detail of the Discrepancy. If the 
Discrepancy is unknown, Post Office will provide help and support to the former postmaster to 
discover the reasons for it. 

 

 
5 The Postmaster Accounting Dispute resolution policy  
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4.4 Payment options 

Post Office provides a variety of ways that postmasters can pay for any Established Losses. 

Any calls from a postmaster to make a payment will prompt a conversation to ensure that the 
payment is being made in full knowledge of the reason for the Discrepancy. If this is not the case, the 
postmaster will be encouraged to have Post Office carry out an investigation to help determine the 
cause of and reason for the Discrepancy. 

If, following an investigation, Post Office is satisfied that the postmaster is making a payment to 
correct an Established Loss caused through their carelessness, negligence, or error (or that of a 
member of the postmaster’s staff), then payment will be taken. 

Payments can be made by: 

o Debit or Credit card (Visa, MasterCard). 
o Bank transfer/faster payments. 

 Cheque. 




















