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1 Definitions 

1.1 Definitions 

1. Complaint - any oral or written statement of dissatisfaction, whether justified or not, from, or 
on behalf of, a Postmaster (whether a limited company, a partnership, a limited liability 
partnership or an individual) about the provision of, or failure to provide, a product, process or 
service from Post Office, or the way that Post Office interacts with the Postmaster.  

2. Complaint Handler – any Employee of Post Office that is in a position to receive a Complaint 
from a Postmaster in accordance with one of the Complaint reporting channels set out at 
paragraph 4.1 of this Policy. 

3. Employee – an individual who has entered into or works under (or, where the employment 
has ceased, worked under) a contract of employment or any other relevant contract, as 
defined in sections 230(2) and (3) of the Employment Rights Act 1996, with Post Office or 
the Group or is defined as a “worker” under section 43K Employment Rights Act 1996. 

4. Postmaster or postmaster – this 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. 

5. Post Office and Group – Post Office Limited and any wholly owned subsidiary that formally 
adopts this Policy. 

6. RCC – this refers to Post Office Risk and Compliance Committee. 

7. Service Level (SL) – the length of time that the Post Office expects that it will take to 
acknowledge and resolve a Complaint that has been formally raised. 

8. Whistleblowing (or Speak Up)1 – the act of a person or, in the case of a postmaster that is a 
limited company, partnership or limited liability partnership, entity (the “Whistleblower”) 
making a disclosure that the Whistleblower reasonably believes is (a) in the public interest, 
and (b) regarding past, present or likely future wrongdoing that falls into one or more of the 
following categories: 

• criminal offences (this may include types of financial impropriety such as fraud)  

• failure to comply with an obligation set out in law (including regulatory breaches) 

• miscarriages of justice 

• endangering of someone’s health and safety 

• damage to the environment 

• covering up wrongdoing in the above categories 

 
1 The terms, ‘whistleblowing’ and ‘speak up’ are often used interchangeably to promote a ‘speak up’ culture.   
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• a breach of the Post Office’s policies and procedures 

• behaviour that harms or is likely to harm the reputation or financial well-being of the Post 
Office 







 

     INTERNAL      Postmaster complaint handling policy V4.0 Page 9 of 23    

Post Office Limited - Document Classification: INTERNAL 

3 Risk appetite and required operational standards 

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 (this policy) 

• Network Monitoring and Branch Assurance Support 

• Network Cash and Stock Management  

• Network Transaction Corrections 
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4.8 Closing a case 

Post Office will close a Complaint case at resolution. The resolution email sent to the postmaster will 
set out the options for disputing the findings.  
















