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1 Definitions 

1.1 Definitions 

1. Cash – sterling notes, coins and foreign currency. 

2. Remittance Discrepancy - the difference between (i) the actual Cash and Stock received and 
(ii) the amount of Cash and Stock that the remittance notification states should have been 
delivered. 

3. Service Level – in this policy, this would be the maximum agreed time taken to carry out an 
action. 

4. Special Issue Stamp Stock – philatelic stock that is issued on occasions such as Christmas 
stamps, First Day Covers and commemorative stamps. 

5. Stock – in this policy, meaning stock items that have a value when sold, such as stamps. 

6. 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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services in good faith with fairness, transparency, and professionalism (being the underpinning 
behaviours of Post Office). 

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 by maintaining optimum Cash and Stock levels in the network. This 
policy sets out clear and consistent guidelines to ensure that: 

• Post Office effectively supports branches by planning and forecasting their Cash needs to 
ensure that each branch has adequate amounts of each in stock at all times to carry out Post 
Office’s business. 

• Post Office uses planning and forecasting to avoid excess Cash being held by a branch. 

• All reasonable requests from branches for Cash are considered by Post Office and a standard 
and consistent process is followed when responding to such requests. 

• Branches can order Stock via online channels on Horizon and  

Branches can order Coin via online channels, including  and the majority of 
branches are able to view and adjust their note and ATM orders on  

• Branches are provided with an emergency Cash and Stock order facility.  

• Methods are employed to minimise discrepancies in Cash and Stock distributed to branches, 
such as quality assurance on remittances. 

• Branches are notified promptly and support is offered if discrepancies are found in Cash and 
Stock sent back from the branch to Post Office or, in the case of Cash remittances, 
counterfeit notes are found. 

• Branches are notified promptly and support is offered if discrepancies are found in Foreign 
Currency buybacks sent from the branch to Post Office, includes mis-count errors, incorrect 
currency type, counterfeit notes, unacceptable and outmoded notes. 

• Support for branches is available by telephone if they have questions and concerns about 
their Cash and Stock holdings or deliveries. 

• A postmaster has the right to challenge any decisions pertaining to a branch loss as a result 
of a discrepancy or a transaction correction, and will be supported in any challenge by Post 
Office. Post Office will analyse Cash and Stock remittance data to improve services to 
branches and optimise Cash and Stock levels in the network.  

• Post Office will use available feedback and data to understand and work to resolve the root 
causes of issues that affect postamsters and their branches. 
 

It is vital that the procedures in place in relation to managing Cash and Stock are as clear as possible 
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 Post Office employees4 who deal with Cash and/or Stock supply and 
management 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 

Cash or Stock levels that are too high or too low in branches in the network can cause difficulties for 
Post Office, postmasters and customers. Maintaining optimum levels of Cash and Stock ensures that 
the branch is able to trade effectively and does not have to deal with issues associated with holding 
excess volumes of Cash and Stock, including additional complexity in day-to-day accounting 
procedures, and increased security risk.  

 

 

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 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  

• Network Monitoring and Branch Assurance Support 
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