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2 Overview 

2.1 Introduction 

The has overall accountability to the Board of Directors for the design 
and implementation of controls to manage accounting disputes with postmasters.  

This policy is a non-contractual document provided for information. It does not form part of the 
contract between any postmaster1 and Post Office.  

2.2 Purpose 

This policy is part of a framework that has been established to set the minimum operating procedures 
relating to the management of postmaster accounting dispute resolution. The purpose of this policy is 
to clarify the nature of the dispute(s), set out the standards expected in dealing with any dispute 
resolution and the procedures that need to be followed in bringing any dispute to a conclusion. 

It is one of a set of policies which provide a clear risk and governance framework and facilitate an 
effective system of internal controls for the management of risk across Post Office. Compliance with 
these policies is essential to Post Office in meeting its business objectives and to balance the needs 
of postmasters, customers, clients, and other stakeholders including our shareholder.  

As many postmasters are limited companies or partnerships (and as individual postmasters may 
appoint managers to operate a branch on their behalf) any steps that need to be taken by a 
postmaster under this policy can be taken by someone authorised to act on that postmaster's behalf 
(such as a director, partner or manager).   

2.3 Core principles 

The agreements between postmasters and Post Office set out that both parties must act at all times 
in good faith and Post  Office will seek to resolve all accounting disputes in good faith with fairness, 
transparency, and professionalism (being the underpinning behaviours of Post Office). 

Post Office has an obligation to postmasters to investigate any Discrepancy properly, fully and fairly, 
and ensure that it complies with its contractual obligations in relation to Discrepancies and 
investigations. These obligations include, but are not limited to: 

• making decisions in accordance with the obligations of good faith, fair dealing, transparency, 
co-operation, and trust and confidence; 

• providing adequate training and support to the postmaster; 

 

1 In this policy “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. 
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• properly and accurately producing all relevant records and explaining all relevant transactions 
and/or any alleged or apparent shortfalls attributed to postmasters;  

• communicating, not concealing, any known problems, bugs or errors in or generated by 
Horizon that might have financial (and other resulting) implications for the postmaster;  

• making reasonable enquiries, undertaking reasonable analysis and even-handed 
investigation, and giving fair consideration to the facts and information available as to the 
possible causes of the appearance of alleged or apparent shortfalls (and the cause thereof); 
and  

• establishing whether the alleged shortfall represents a genuine loss to Post Office. 

It is vital that the procedures followed in resolving disputes or conflicts are as clear as possible to 
ensure a fair, transparent, robust and consistent process for all concerned. 

2.4 Application 

This policy is applicable to all Post Office employees2 who are involved in processes related to 
postmaster investigations or disputes 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 

Disputes should be resolved fully, finally and with certainty. Any investigation should be carried out in 
line with the core principles as set out above and completed in a timely manner with a clear 
conclusion reached, where possible. 

 

2 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 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 or 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 
• Postmaster Account Support  
• Postmaster Accounting Dispute Resolution (this policy) 
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4 Procedure 

4.1 Accounting dispute resolution 

The Postmaster Account Support Policy3 sets out the responsibilities of Post Office in relation to 
Discrepancies. These responsibilities include notifying postmasters of such discrepancies and 
investigating them in a fair, timely, transparent and impartial manner in order to establish whether or 
not they are Established Losses or Established Gains.  

During the investigation process, the postmaster will not be contacted about settling the disputed 
amount. 

A postmaster may dispute a Discrepancy or a transaction correction, in which case Post Office will 
conduct an investigation into its occurance.  

All investigations teams will enter details of their investigations into the case management tool as 
part of a standardised dispute resolution process. In situations where Horizon data of over 12 months 
is required, there is a clear process for requesting ARQ Data and requesting user interaction 
(keystroke logging) data to ensure a consistent approach to investigations. In addition, all voice calls 
with postmasters are to be made using  to ensure that recording takes place. 

Investigation teams will receive training on new processes and procedures and any change to 
existing ways of working.  

 – These investigations are conducted by the Branch Support Centre and relate to enquiries 
made by postmasters about account balancing and discrepancies. The  team may liaise with the 

 team that issue transaction corrections, to find out all relevant information.  

Actions taken during a investigation could include the following: 

• Talking the postmaster through basic methods to establish the reasons for their 
Discrepancy or transaction correction and providing associated support. 

• Arranging for additional postmaster support and/or training if required (for example, 
classroom training on investigating balancing discrepancies). 

investigations are intended to provide a quick resolution to postmasters on straightforward 
balancing and transaction correction enquiries. As such, these investigations may be resolved in a 
single contact and if further investigation is required, the matter will be escalated  

– These cases include disputes passed through  without resolution.  is intended to 
ascertain the criteria to be used to assess cases and determine the allocation to investigations teams 
and to ensure consistency in response times.  

 

3 The Postmaster Account Support policy  
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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  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,  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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