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1 Definitions 

1.1 Definitions 

1. Branch Assurance - This is a comprehensive assessment of the current trading position of a 
branch, and includes the verification of reported levels of cash, foreign currency (if 
applicable), stock items and vouchers as well as a compliance review, to check if mandatory 
business conformance and regulatory compliance controls are operating as intended. 
 

2. Contractual Action – the means of resolving a performance matter with a postmaster 
through a formal request, most commonly a Written Direction. 
 

3. Contract Performance Issue – A matter that arises where a postmaster is not meeting their 
obligations as set out in their contract to the required standard in relation to a material 
matter.  
 

4. Contract Performance Rationale (see Appendix 8.1) - A rationale completed by the  
which captures the facts and findings of their review into the matter and sets out the 

rationale outlining next steps.  
 

5. 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. 

 
6. Written Direction – A formal letter issued following the review which outlines the breach of 

contract, sets out expectations and what is required of the postmaster and explains the 
consequences of not doing so. 
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2.3 Core principles 

Post Office has an obligation to its customers and clients 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. 

It is vital that, to the extent reasonably possible, any performance issues are resolved through Post 
Office and postmasters supporting and working with each other through the available methods. It is 
recognised that formal actions to ensure performance of the contract can be stressful for the 
postmaster and may have an impact on the operation of the branch; therefore, formal action should 
only be taken where necessary and where alternative methods to resolve the performance issue have 
been considered.  

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

• a review is carried out to establish the facts before any formal contractual action may be 
taken and that the postmaster is given the opportunity to identify and address any issues of 
concern; and 

• consideration is given to the postmaster’s circumstances when Post Office is deciding 
whether to take formal contractual action. 

Post Office will handle these situations in good faith and apply the principles of fairness, 
transparency, and professionalism (being the underpinning behaviours of Post Office). 

2.4 Application 

This policy is applicable to all all Post Office employees4 who manage postmaster contracts on behalf 
of Post Office 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 

Post Office is required to review a potential contract performance issue before taking any contractual 
action and in doing so needs to:  

• ensure that any decisions taken in respect of a postmaster contract are not exercised 
arbitrarily, capriciously or unreasonably; 

• exercise any contractual power honestly and in good faith for the purpose for which it was 
conferred on Post Office; and 

• exercise any discretion in accordance with the obligations of good faith, fair dealing, 
transparency, co-operation and trust and confidence. 

 

4 In this policy “employee” means permanent staff, temporary staff 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 Risk appetite  

. 

3.2 Policy framework 

This policy is part of a framework that has been established to set the minimum operating policies 
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  



 

INTERNAL      Postmaster contract performance policy V5.0 Page 10 of 31  

Post Office Limited - Document Classification: CONFIDENTIAL 

• Network Transaction Corrections 

• Postmaster Account Support  

• Postmaster Accounting Dispute Resolution 

• Postmaster Contract Performance (this policy) 

• Postmaster Contract Suspension 

• Postmaster Contract Termination 

• Postmaster Contract Termination Decision Review 

3.3 Who must comply? 

Compliance with this policy is mandatory for all Post Office employees who manage postmaster 
contracts on behalf of Post Office.  
 
Where non-compliance with this policy by Post Office employees is identified by Post Office, Post 
Office will carry out an investigation. Where it is identified that an instance of non-compliance is 
caused through wilful disregard or negligence, this will be investigated in accordance with the Group 
Investigations Policy. 

3.4 Roles and responsibilities  

• Audit, Risk and Compliance Committee – is the Committee of the Post Office Limited Board 
which reviews and approves Postmaster Support policies. 
 

• Risk and Compliance Committee - is the standing committee of the Group Executive who 
review and approve Postmaster Support policies for recommendation to the Audit, Risk and 
Compliance Committee. 

•  – is the policy owner, who must comply with the governance 
responsiblities set out at section 6.1.  

•  - is accountable for the deployment of this 
policy, for supporting Post Office personnel who carry out actions under this policy and for 
regularly reviewing the effectiveness of this policy and for drafting any amendments to it that 
may be required. 

•  - is (are) responsible for the relationship between Post Office and 
postmasters regarding the management of their branches, including raising performance 
issues prior to the deployment of the procedures and decisions required in this policy. 

• – is (are) responsible for deploying the procedures set out in this policy. 
The  form part of the . 

The must: 

o apply the Post Office’s underpinning behaviours of fairness, transparency and 
professionalism; 
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4 Procedure 

4.1 Contract performance issues 

A contract performance issue arises where a postmaster is not meeting their obligations as set out in 
their contract to the required standard in relation to a material (i.e. non-trivial) matter. The following 
are examples which may, depending on the circumstances, indicate that there is a contract 
performance issue: 
 

• Escalating/continuing discrepancies; 
 

• Not adhering to contracted opening hours; 
 

• Customer complaints, such as failure to adequately deal with customer complaint(s), the 
existence of an unusually high level of customer complaints, or of a pattern of complaints 
suggestive of underlying failures to meet their obligations. However, the mere existence of 
customer complaints against the branch should not be assumed to amount to a contractual 
performance issue; 
 

• Branch accounting non-conformance; 
 

• Financial or other irregularities, including possible fraudulent activity (including Fees fraud); 
 

• Breach of contractual non-compete restrictions; 
 

• Failure to comply with legal or regulatory requirements e.g. Anti-Money Laundering 
regulations, mails integrity requirements; and 
 

• Failure to meet premises standards. 
 

The contract performance issues procedure is intended to be used for breaches of contract which do 
not entitle Post Office to immediately terminate the contract. Very serious breaches of contract which 
entitle Post Office to immediately terminate the contract are outside the scope of this policy and are 
dealt with in the Postmaster Contract Termination policy5. However, for reference, these may include 
(but are not restricted to): 
 

• Where the postmaster is bankrupt or insolvent; 
 

• Where the postmaster is no longer operating the basic business; 
 

• Where the postmaster has been charged on suspicion of a criminal offence (other than a 
road traffic offence not involving imprisonment); 
 

• Other breaches which are very serious (“repudiatory”) in nature, which may include: 

 

5 The Postmaster Contract Termination policy  
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o Where the postmaster has admitted theft of Post Office funds; 
 

o Any action by the postmaster that demonstrates the postmaster no longer intends to 
be bound by the contract including loss of a valid property interest; 
 

o Sustained non-compliance by the postmaster following the issuing of written 
directions by Post Office; and 

 

o Where a shortfall of a significant value has been caused by the negligence, 
carelessness or error of the postmaster, resulting in a loss to Post Office, and which 
have been fully investigated by Post Office. 
 

Further details are included in the Postmaster Contract Termination policy when dealing with matters 
which may give rise to serious breaches such as the above. 
 

 

4.2 Review 

Post Office will review a potential contract performance issue before taking any formal contractual 
action. 
 
Any review will be a fair and unbiased method of investigating issues identified prior to any formal 
action being considered. The process of review allows Post Office to establish facts and gives the 
postmaster the opportunity to identify and answer any issues of concern raised. 
 
In the review process, the  should seek further information from the postmaster 
through written correspondence (including emails), telephone conversation(s) or a face to face 
meeting. 
 
Post Office will ensure that complete records are kept of all reviews and that any decisions taken in 
relation to a review are documented in rationale documents. Records will be retained in accordance 
with Post Office's document retention policy6. 
 
Details of the review and the supporting records and information willbe shared with the postmaster 
unless the material is subject to a restriction on disclosure such as: 
 

• legal privilege; 
 

• data protection law; and 
 

• material relating to a criminal investigation. 
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Following an investigation, Post Office may also decide that even though there has been a 
contractual breach, it does not intend to take formal action at this time. In these circumstances, Post 
Office will write to the postmaster to advise them of this. 
 

4.4 Review outcomes  

Following review the  may take the following steps:  
 
a) Performance Intervention – the postmaster will be advised that whereas no formal contractual 

action is taken they will be reminded of the need to deploy the obligations of their Agreement 
and, ultimately what the consequences of not doing so may be. In these circumstances, Post 
Office will write to the postmaster to advise them of this and appropriate support to the 
postmaster can be offered. 
 

b) Written Direction - this is a means by which a postmaster is formally requested in writing to take 
steps to resolve the contract performance issue. A written direction (using a standardised 
template letter) will only be issued, other than in genuine cases where very urgent action is 
required, if all of the steps outlined under section 4.3 (Recording Decisions) have been 
completed. A written direction will: 

 
• outline the breach(es) of contract based on the applicable facts; 

 
• give the postmaster a period of time to rectify the issue explaining what is required to do 

so. In determining the period of time, regard should be had to the terms of the contract 
relevant to the breach and to what is reasonable in the circumstances; and 

 
• explain the consequences of not doing so. 

 
If the postmaster fails to rectify the issue by the time required to do so or indicates they will not 
rectify the issue, then the Postmaster Contract Termination policy should be referred to. 

 
c) Branch Assurance - if the review has highlighted a serious risk either to the postmaster or Post 

Office then a Branch Assurance visit may be requested and the steps outlined in the Postmaster 
Contract Suspension policy followed, if appropriate. 
 

d) If a very serious breach (or breaches) of contract are identified as part of the review these will be 
dealt with in the Postmaster Contract Suspension policy and Postmaster Contract Termination 
policy. 

 
e) In addition to the action outlined above Post Office may consider further measures to reflect the 

nature of the performance issue when considered against regulatory risk to Post Office and its 
customers, for example financial consequences (in the form of reasonable costs to undertake 
training) and removal of products. Any action taken in this respect will be considered against the 
principles and processes as set out in this policy document.  
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6 Governance 

6.1 Governance responsibilities 

The Policy sponsor, the Group Chief Retail Officer of Post Office, takes responsibility at Group 
Executive level for policies covering their areas. 

The Policy Owner is the  who is responsible for ensuring that the content 
is up to date and is capable of being executed. As part of the review process they need to ensure that 
the minimum controls articulated in the policy are working or to identify any gaps and provide an 
action plan for remediation 

Additionally, the  and  
are responsible for providing appropriate and timely reporting to the Risk and Compliance Committee 
and the Audit, Risk and Compliance Committee as required. 

The Audit, Risk and Compliance Committee are responsible for approving the Policy and overseeing 
compliance. 

The Board is responsible for setting Post Office’s risk appetite. 
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