
POL00090357 
POL00090357 

POLICY DOCUMENT Postmasters  In Service Debt 

f4 fpr p c e inf rrnratior 
}  t,' i C i t ins z ~ i 1,. 1 +y`f 10- Issu 

at 
#.... ~ .............. ................. _..... _.............................. ....................,,,,,,....,............... 

U .3 ..; r f f.?..i. 
_..... _..................... _.......................... _..... _........................................ 

v onoo. Vr , n 2.0 

+',:'DE Lor 
! 

P -.vi I,.n 
r3 h . ' 3 '.~~.. 

a`,..Lil ic," f , S̀or 

( 
- ._ ................... . 

(. ̂ ti€t3 
~ S --.-. --.-.

..t ~~) 
 

# 
-.-_-. 

(
3..-.- 

y~ny_._{-_.~..3 
t....>.. 

iE.r 1 E€'.. ~.3<i ;n 3L~ f jc 

1. 
..., tit i~t. 

r r, 
f )
,,, t f? 

~i, . 
1) c 

:....................................._....---......t3....f..µ~{(..1)..`.. 

I.. ','r 

....__..
//
_^^a _y 

..
............................._....._....................._.......................................................---------------- 

1 c 
.tai . r. 

%3 C.i. , ?i~:%.im. 
111 

S 

t 

Li 

Finance Servr_e Centre: 
r, ~.lis n :del nris~ er 

Dawn t `aIt 
Finance: 
MM :ke Hi llas (Tax i ripfi tiro ) 
Carl Nielsen 
Security Team 
Sall,, Smith 

Legal ervices: 
Jessica Madron 

Arrrvaf 
dole Iat  Date .:. 
fi. r.

F

.s" r: #f., 

,,,{ 

.. 
i.~itr ttiriJiscf 

Pau 'r ' •. L{: C tn r Ci~

y

".s• au ii [- S~. M 3 "'f+..... 

Paid knwood, Contracts and Policy  Manager 

U4/ L2./20;1 

0411212014 
..........................._..._.,.. 

Version control 
I 

'w' e No, FR€: s fol sr, .ti zs atta. 

H=r:yi n 1.0 H4CV % "'1S.xE? X13_' 1`:1ci,z3.:` . oiflI fitnerr , f1#, 118 5e,pwmber201.3 

.pore rootioq P01 .Eij icroctuol pc/icier  s i:rc: ses

for af Pro; `} t b 
i o 

Version 1..1 Amendroeoct #_, wEn 11.0€, 'Set i_;o 12,0 referring to the 22 October 2013 
write off authority Ovals for I',iv::w kr  /er icew. 

Version 2.0 ; Version following post impterrnerrtation review of version 4, December 201% 

F a5ge I o E 



POL00090357 
POL00090357 

CONTENTS 

PART 

..0 Statement. 
2.0 Glossary 
3B Introdu€_t ort and purpose 
4.i:i Baikpround 
5.0  Right of recovery of sums due 
6.0 Iiepayrrtent of outstafldifl9 debt 
7,0 Repayment options for former Postmasters 
8.0 Pluralist Postmasters and multi ;le partners 
9.0 Death in service 

.0r.0 Risk Register / branch Prof;:: 
:11.0 Securing the debt 
:12.0 a € to offs 
13,0 Debt disc: . ..:.s  Tr t m..:, _. 
:1.4.3 1.e.,t..........., w Non 4raE t l debt 

PART ccr-i l r itat .t 

.0 Applicability lity 
2,0 Related policies 

.0 I; n lementation procedures 
L.0 Standardletters anddocuments 

:.... y..1 r ding. with. the, r € a y, r t_ stm s i _ ice_. debt 

PART 

i rO Statement 

.1. of , policy is o dear' set out. ;.1~:. p<.or: es Post Off r .. i 3: $ ,>'€ i..= will f o(=ov to .. 

in service by Postmasters  of all Post. Office hrar . his policy >up :i ce d es 

former(v €mp' mented to rep over debt lncut 

2.0 GLossary

...~......_._.........__.._. - ..._ ...................._....._....._...................................................................................._....._.................._ _.. 
Wordftemi Del..... _. ... _ ......................... ....... ....... 
Assistant A person employed by the Postmaster (who is approved by Post Office Ltd) :o 

work in the Branch 
Basic Business The type of business canied on by the Postmaster aster on its avvn 

account from the Branch Premises 
Branch The Post. Office branch operand by the Postmaster 

..._.... 
.........................................................................................................._....._ ......_....._........._....._...._........................ ....._............................................................................................................... 
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Branch i V' rr?rr Bran..1 Thaivi €s cr p!,eted, "€'ror', t.. E expected c H 

discrepancy t - oO Urn, U11 u _ ;,. .a £ E , 31-1':~ 1 . ~:) € ~. # ~E E ;'.. i ; i 1 F "#~~ Fne'hi

t: €en Ha the ct l r:ash t'=.s a branch and d cLs

rin;cTepan y is where Here is a d 1ference between these two alE se , 
eiahe't' a cash shortage or surplus. 

~ tt E`'f: Par ;:b _ 1~ the i sin s ~-1i' t_ s 
fr'r~Z,~€,~t P' erP,tsey I~Ft jet s rr-€ksf .. . 1 3s~"t 1 L.l •I~I ~ , l.. ;_:S. . 

Branch Trading The _.. ,'a die ren s u n 1 -, n '1'' . i e r , a n€.?1. 'Ta I'VA€ dster
,

is r Wp_i , ~d to r in Ie theraH' n z 4,, a wbatthe 
" d4 Ez • € =terrE i' )1.: ,rErtd di ' m _howl_ e -.'at rt r al t r rs 

OPT 1 , a a , , € Eu 
Existing Contract ii _. rU ac,,, c,.t a. € _is e a Port O€ 'r Ltd and 3 M ,' ost ,asstcr (on 

pp Ut:; r ,.: , ~,Hr1:_ IL  id a a clActor H tl e 1c ' acted fort- he 
z.IcE ;oI I ; ) ui Ice oroaact'r H, die L?r ell; : Premdes

. , c 

NR C f In k te r_€- ness H ayrrt , . ; 
Nor t€ Via ,•a dorsal € ea nv to debt incurred :, 1 trlr_' . , I;r €; . h ton . , n  r _ ;.:.t. to 

Debt !p.'Sd invoices for .. <a, € _. _ ía E .= . ~11a-rar5 a° a% tz~''~r~: 

NTAgreement i i n a i 'a nn. . t_ ""cr the ep"nti''; °_: a. '_ cal Pos:Office@' and Main 

F rat di 
Operator l WI= E c< . indN{daal, company or p:-rrtner'shta respansihla :1r the 

E,3 ;: w Jion ,?; a  N an ' Pr; nra€3J Ui,1a{'i 3l 3 H r9 <t. "3 E;j+ 

Postmaster l P a the cu€ .€€r'c : vm ; em t a.r nd v€d a' umr ran"y 0r part rl `J; 

contra .rr r 1~ .,EEE  I'l:l. as a rntot. r stn rasterr Franrsee. 
POL Fra :r f s  < wt 

Centrally l r Hr 7Ct E I :,t r t }f E r: H. npttla't i',) ,mac€ " '_ , d;_,:<e 
I 

i 
H' t i`'€ '' ' {t in nept: e of a In. -or q ' Pm a bench 

r ~ P(
 'Pa ̀  :71 "pd na l €'tl glht ~Hset a:I P J off ml / 

can n _?p -_ t,- e  '. bra 3 
r  

A .E f ~ hnnnc r - a.; s i{Est; t {t3'a 

S postmaster Pd'  ..v .. ;n..Jivid' :J .a E: tf,-.,s p n_E €Ir <_r the 
Franchisee 9 c; .' t l of 3 a Ut.t : . 

131 tj l.l tPm a Irnd u"i;,9I U 
I Ir r tttcan t at €a': 4 ~IiE u, t ?I rt E_€1 Po' _wOlin branchea amama. d a f,."+cthe 

Contract . 'ii , } :.__1 an ofLocal and Main a ' eer. a r :,'. tra a ma; and include- 
rim r; a wis Contract: Comma; r _, :r`tht rastr asters Contract Modified 

a hpastmar. .wr ; Contract F anchise ,~,treert~rertt; Francl se Independent 
=: rt:r rrteral )atellite contra; t; Cif_€tdeac h Agr ee nent; Company 

lance  , ~tr:' -t. = of . :t 
$$

; ' 
( 

. t:r€E E1,. Direct tSe tI-moot; PP .ssent ail; 
t ,̀,. € 

fr ar' f\€tll> 'f id" i E 3 t 

Transaction ransactior-i Corr c,ticm' -,  _•:;tit to t o h€, ia rc"ia'.: ,: thee Hann  a" taro 

Correction when a discrepurr~ , r 'a 1,_rtr :-ed i th - r _:.a 1 Ett M or ct.h,rr a Ic rndi is 
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t1",l vm nt ;rf 
. . 

`~ 

................... 

t.4  "CC €). Co.-' €'. curren.cy.. A , d..` 

huta
o tree speu'ic branch. i hese are sent ou: h r e:w=

Centre who deal with various clients. products. 
Transactional Refers to debt incurred in biranch. Usually created by a Transaction 
Debt ` Correction or a Branch Discrepancy which has ocui"'red in the office 

a;'t€rurits at. ,)ra.1J trai=rrq, 

3.0 tm.dc o .. : d.. t 

s..l In order for P L. to be modernised and sustainable. it is vita: that it works to prevent and 
rn nrm"ise finanniai loss, and mitigate the impact of financ€aa, in POL roil the network. 
Aside from the irect cost to POL of iICUrrinçJ Losses, nim.e o: wi nh_ . rorately written 

riff. all losses involve administrative costs in deatno nih re-co,recnvnrn. the r; std ;Ea t E .the 
errors that cause them. 

.l. This policy is designed to „ rovide dear ,<n nonsistE a A -:s and oroc',e sses for POL to 

recover transactional and ri it ti cE: i', f. a `'n debt inn., . i in . re  y Postmasters 
o a1: Post Office ara' c ^i v h tli(' €? `r` 33n ;st ff En :., e ;1: : . . :, t;M s : w ue tls r ? 1iE?C_ 

3„3 Process charts and guidance crates for, dealing with these requests are ,nduded in Part 2 
(Section 1)) of this polici. 

34 Standard letters (inclusive of those which are sent v€a Finance System and dacunicirts ara 

indi.ided in Fart 2 (Section 4.0") of

41) 

4:1. From a purely contractual perspective -the Postmaster of a F st Office bi"arrch is responsible 

Making F iJ:3. € Fort Office  ,ash and stock without deiay. 
Making o, Mf v now i en whilst operating under their respective contractual .;1 

t :. 3Ei€t' ir. light  term ination 3 theagreement. ee Tents that g! q

All Tosses incurred through their own neolinence, carelessness or e-, n.nr mvl also for fosses 

caused by their Assistants. 

42 To ensure that this Cr;i; is consistent ' eh the contractual relationshi>is between POL and 
Mfzi Postmasters it is designed to clarify circumstances where mitigation may be appropriate 

and to provide a clear framework of repayment options, where immediate repayrnerr't is riot 
rossible. 
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50 l ight of recovery of umL_ci€u 

:'athtronaf contracts 
5 PO  has "s right .se off s` owed ^1 

by 
~.` S, d r.:  £'1O 

.... ~:; a ;~cn3rno^:. law  to  ~€(':;5 ~:~. •* £2`  th e <;.iJj:#r~5~i"fi~5~~:, ~'~i~ 5eiW to POL 

a ainst some rayrnents made by POL to the Subpost -aster/Franch see. 

i"f: P. o '.: f 3 b; Ui,%'M h' en :a le?.:=, t pp , or any other macro be of the pt,;  cal ' friI Group 

E.:.

'Ot < '. ItC d7C :tan acove an 2 that # E € z.:;" >em a ty i' the (JE" 

under the qe . ern 2 c n : ist et2 char.i, iIJ;. ... 
}

iE~? <..t 3 3 any
terrrriti lit_n pa meat o ii ;_j Operators i_,t the Post Office network. rob. does not 

l`ect POLe r i i rt to reeuire an Operator to make cacti any deF ciencles denched ttnrough 
e' t :e account proceriure anti/or repay any otner dIe e due. Also note that POL. has made 

a business decision that sur fs owed  by the Operator cannot be recovered From funds POL. 
releases to the Operator under the Network Transformation Programme namely 
investment payments, or conversion or transition payments. 

d2 p me t of_cai, tst nd ri _d dt 

6.2 The contracrue nmton is that Postmasters should repay the debt irnm ediate i`s,. POL 
understands that in some drcumrtarans ` € r#.' end of the debt i, not c,<, ;y ; 

tremble, It is a thin POLs wa to ensure c•re e cnnr:neatan of Post . ft e:, _ _ tin F r end 

branchet. by rnotivrrbng Pan;1#,i` an  :f; renan debt wa . d. ecrntinninc 

a..i? Y3:, € `.E Ci#i :ir' r   n or notice of tenpin -. 3n by an l-'051;. - ,imme: `Y hi lst 

taxing steps to recover tare del `.. 

62 het e the will 3F circurnotrecer mr tsAch PO_ aft par due :E3anbt iE :ct! to offering g 

one or both of the following rep.#_,m rr i,. options t, 

Repayment of full amount in one instalment. 
* Repayment plan Where Postmaster proposes a reasonable repayment plan up to 12 

months. 

Each repayment option is considered in turn below. 

6.3 Repayment en of full amount f.+7 one !}7Sts"lme . 7 

6.: .1 The de aut eaten for repayment of debt should be in fuil either via direct payments or by 
deducti q amounts from fees/remuneration. Note that the priority order for payment 
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edircti . . k_t ,t.... is d1 

.4 Postmaster;............ .;. . ' a , yasonabia mo 7r`  !'7 eo 'plat, ors to 12 m 'h 

6.4.1. Postnrester.s will not always be able to repay the debt .n one payment. ,ent. POL will consider 
reasonable repayment plans suggested by l'r 5tr t%r a`.f : ; tnisters must provme a reason 

for Why they are proposing the repayment plan as to paying the amount in fr_,1 . 

6.4.2 
"I"he 

3.'ist'naster can '- r'opose to repay a debt on a. monthly basis over a maximum neriod of 

:..x_ months either is direct payments or by rteduct.irrg amounts; from fees/rernuner'ation. 
Note that the priority order for payment options s is to be deferred as card'payment. automatic 
transfer (oacs or chaps payment) with the last option being deduction from 
tees/remuneration over the shortest possible. perio (see Fig 1. below). Further note that the 
repayment plan will commence from the date of th  e } rr :r: €€ :ratron payment following 
the date that POL signs the repayment plan as : . r,. to the Postmaster (subject to 
remuneration Cut off ;: atest, 

6. .3 In cases .* ere the monthly instalments would he ns€.€fr€.. , to repay toe t over the 
agreed repayment period, a lump sum will  e rep l C€stma_.;.. 
balance and this roust tie received prior to the and date of ayr.,. 
finds. 

64.4 For transactional debt only one instalment plan can be €n place at any time. This should be 
confirmed in writing to the p: r a€ £ using Standard Letter 0, when the in tai repayment 

plan is established. Following repayment - no further instalment plans wilt be allowed for a 
further 12 month period, if the Postmaster incurs a further transactional debt which he has 
settled centrally, the debt shall be added t.o any existing instalment plan using Standard 
Letter l{ or I and is payable in one p ' :.° next €O 3 n h. The 12 month period would 

comet;once loom the date of the final ;.}a.mne, on the previous €ns,: tment plan. 
Details of when the last re avnierrt ;pan was repaid Js =ncladed on the concurrence 
report issued by the Agents Accounting learn, Should a ao5rnaster appear on the report 
whilst they '. .<a.s a repayment plan in pi ace- or in the twelve i o :nth period penod after repayment of 
a pLo the . Advisor should repuost full ropu a 0. M o,o €. t€ 1i'; 

rF3 k 
E. sir C aSS 

I. .3 WIore tee Postmaster has apt r; . oh : debt any repay w, . €.tan 5hos,w, 05 retorted 

in ti €€ ire Star€der u setter 0. € 3:: ; . . .::r wilt state the agreed sum due, when 
instaiments are ta be paid and for how r:: :: .

.I 
he lette=r should also expressly, reserve all of 

'OL's rights and remedies under the contract. POL. and the Postmaster should then sign off 
the plan as having, been agreed. Note that agreement is not required to deduct the amount 
from fees/remuneration Where the Postmaster has failed to repay the debt subsequent to ~ tlu 

. 

6 
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,a, . t~rr from 
One 

Contract
.^ 

c t  Advisors s (See Process j y) such cases Standard Letter ~,v~iTii: w~ 1 ., r th e _ i`i i"a"~ i i'."..i".~  i`~ ...._~.> .~ .31"' ~_ ~Cl  c'~.>C?.x ~a ~:,C1 AT'C~ (..~~ i" 

F c i L,, used t i ccmn €rnl.:."nitcate the arrangeniert to the Postmaster. 

odd .d ote that where the Postmaster proposes a repaysmem plan of beyond 12 months it is at 

the discretion of the Agents Contract Deployment Managers, in € nsultation with the 
respective Contract Advisor, to a€ pro `e or re, ect such a request subsequent to assessment 
of ths. circumstances (see P `> Chair. ). EmoposNs to repay beyond '12  months .,.grit'n,u 

onl,v ca., _t` s, E . _ t ~?.. ';~. . , t'i+rcuu rtanc es by t Sf = ; ? L_ l. .o rnE1 ` r;r; mt lvlan :ne s 
r f t t=i_  er a 25,t, a l Ii"'ei"f1 r F _Ten s _ ., ':i h'fit__ "rot 

a. ,:t t toe cWt wt .. .iri a ..12 month period end a fu..l anelvbs of the . l'Postm:1 .. t?r ... ce e ,'in 

.'a3%. _o'e _.__33133 € _i.```__ 't at the ra€ e . er o a ~ ebt mit"ii'i a 12 rl"mon t to __ilf" 
i p~ t 

? . B_... ~,_ l r3 . r eo , is . i t i`r i. . r..4; i ._ €~2 o5,, .~~,.~ ,.log-tre° , E . f.Fl•~: t G31 ...raii 

.mu. i_..Ll : >rl, by the €fl i h.'rE'T2 rrLi[> The note .creel shah 39i3: e% .t. -d v.; ;;,o1,i12 Pro 

J a N. ..ha!',or rent. be the Loonact Advisor to the t_t trilaw>.e" FOr corrohetion to ':nob, the 

cob a . advisor to toe _:_x eiv (ca . Ie l position of the Post roaster, P21... can also 
e.:{E. n tie Post  e to can out a r....ado. UkA and to provide a copy of the report to 

support their case. 

AFB --Deductionn ñvm fee,r/remwieration 

_: . Where direct t F'y€nent. is not made by card `a meat or automatic transfer (bacs or chaps 

ntl the debt can be paid by dacoreing ari o. €.etc harm the Rn .__oamer's 

fees/remuneration  over the agreed reonymont pa ion', Wee re the r.::'rbt 3onoun c ._f . 

£1000,00, the Agents Acme: : tirlp Teem wir send cut a c.c ru i -_nre report to Contract 
=1. :. u s; ,f,•en ,. ._:: _ :ce to me ce c_lle Lion o . rt_ . _`..ta. t~,'€ir , ilal.°. i ,1 .;

i3 r..t3i 3 fr.EFt4:i fis Lt..3Ln i . 

ci. In d m t: i g :le amount to 7e deducted Ire in l lt_.es (E'.` 31r,'•-I r .. ..strii (D FR). Rs DPI 11 .': s, ,. E € i.E F:`€ 

tb . raarrma k,.: s Cat € e . ':a1;t'i nastric ran nd.ad ; rq it t! }..a a.:."ra?,r?... is„i::;r3 for the' i3 l.i 

12 months and the term i emain ncc on toe Prmtnsertads eçjceernent (rh's is of particular 

relevance where a Postmastei has given notice to teemnate in accordance with his respective 

Agreement). 

t: Once tie above considerations have been made PUb will calculate the level of deduction.  'inc 
<x mom enrormt thatcan be s .' :uL".tea each month is 25% of the monthly <`1 a . ?''e otion, 

unarm  e P n,r':rp=r vokmt.m'TN offered more. 

d In c ` 1,._, '.:'7 C_l c dcc onontel a"1'itol nit_ r' is would be ins ficientre cep cepry hectic hI  over th ` ,itr =_ci 

renew i tion . period, .o l , ep. num v Uwe required  from the Po . ; d a`..e to 
ya 

h La.,hme .and 

the 'must be received prier o the end date of tee renap'Ti°tint plan in Neared ''d ,lint.{u. Where the 

-£. st.-:.aster is roil unable ,,o repay the outsea...tOng balance PUL. should seek repel advice to 
consider the options set out besot at Section €on X1.0, to secure the debt, 

if the case involves a pluralist Postmaster the percentage of fees/remuneration deducted is I3..: 
be calculated in the aggregated fees/remuneration for all branches operated by, the 

Postmaster. Similarly if it is a temporary Postmaster w;th more than one branch the 

percentage would be calculated on the aggregated fees/remuneration for all branches, 
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70 Options for fr mflfl 

f. . .he forowi q options are for the repayment of debt 

:!" u, in sere! e: 

< m payment - via :ash, cheque, F I:C Il i.' =or or debt card. 

is SuuJinq order - a over i1 agreed with , ', t Is agreedhe ror ier 

naste 3
{ ::Nrn li ce an.' . , :. to€"T € ... in.co'n-je. a €~i 

expenditu€ 
Af 

c cover szt' ... ~ here P Y3rs1 T , ,. .sii 

under the Network #r t1 forna .0n Prograrnme. P01.. ca 1"I .#:; . .;.no. as die to ;t from. 

toe Postmaster's compensation payment. 
v par  e Postmasters  

pp party f Recovery from third - ::~r~n~.:. former Po.>>;:# :..~.>ter~.~ wilt appoint a tfr€~€~  te.r. 
Payptan) to consotldate all of the former Postmaster's debts. The third  party wit wifl then 
allocate repayment to the various creditors. I his wilt likely involve a discount to the fall 
sum due. 

7.2 In thecircumstance  that 1tL 1 pursues E E :1. ,.. S 
recovering 

# 
s r.,,Cess fUll  : al r ;._... `s f~.. debt, recovery 

e ~ cheques  € n v.. 
County Courts  the 

to
may x~.,. 1.,. ~.I: .Et€,rr. received from ~ar'4f3:.:;; ~ .C)L1ns..y ~.t."'„~"~':. € reduce.  fc="'€"€1e:Y Postmaster's 
,-1 . , . 

.0 PluralistPr omastei ed m t t .. 

8.; . In the case of pluralist Postmasters and multiple partners, POL will consider the aggregated 
remuneration of ail of the pluralist's or multiple 'partners' branches as opposed to the 
individual position of the site the toss has occurred. 

90 Death in service 

9.: . The recoveny of debt from a postmaster who nas € ed. in service will be dealt w1 
Former A€gent,, Debt team. It is important to note that each case must be tme ad
sensitivity and due diligence. Where POL i'as contracted with a company, as crr or to an 
individual, the branch may be able to continue operating. In such a , .sl.. wilt 
continue to deploy its b ;:guess as: usual policy. 

92 The € ner Agents Debt team wilt write recorded delivery) to the next of kin to r ti ~y them 
of the outstanding debt amount and requesting repaymnent, giving 21 days to respond. If a 

a • response is received, repayment details are discussed ::.d ._ ; . €. the next of kin. if no response is, 

received the Former Agents Debt ter n will research :r the address fur the next of .,in 
Is correct o whether another contact within the . _era family is available. If the 
address is correct and no response has been received s € i :, x .:,r_ is sent out to the € #ext 
of Mira, g ng .14 days tc responn. `" ..riser+.rent to this if " )nse is i ceivec. a third letter 
i°s sent out, giving 7 day > to respond 0urther failure t, rh non—ipts the reru rement ro 
send a referral to P00 's ie a.l representatives for further action 
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9.3 hIote that if 
 

( ( E 
 Fa team 1

1
5 ({~t 1 °i l ~C. or-successful  in recovery, the Form  r ~'._iento _...t teat n Y4 U &cr h

U tot. verse of purl .i.n Line debt urr r .o refe q it S.o ii o ;:i.% nF'p•`es 31..efl e s .. 

9,4 1" regards the repayment options available to former Postmasters refer to section 8.0 
above 

10.0 y r i rf tra rrcla_profi:I 

:101. Potomoroero tint toll int,, the t?!L.:•o' iceo cot  r no ace to he hiqhhghted by Contract Advisors 

on :' ri':_E 1ok rr tjl_ F. i' 3 ; r€=.: '' roerformonce 3 roflie as being potentially a higher risk as 

they are to not able to repay outstanding ioeses in full; 

a) Postmasters that cannot pay within 12 months and/or need a lump sure to settle the 
debt. 

b) Postmasters on a current repayment plan. 

1.0.2 The Security team will be notified via. the O R Report of the information. 

.1e0 ec gr_t dart 

11.: . There may be circumstances where POL wants extra comfort that it can recover losses 
incurred by securing, the debt, particularly where there are concerns about. the Postmaster's 
accounts or where there is the risk that. the Postmaster may ieave the network- POL loses 
significant amounts of money to former Postmasters. 

11.2 The debt may be secured in two ways: 

a. Guarantees (proactive) - under the Local And Maims Pott. , . f - ° cup neFr too 0; _e tours 
are to t the performance of operating ~r irrg :;r~ ~< company  obliged  provide guarantees to secure  t. ~r ~ : € rrrar~~~c. 

the Oper'ator's obligations under the agreement, where the company has existed for less 

then three years, or if the company .s deemed a financial risk. It is important that POL 
expla ns clearly tc o' ;fir_€,: rrsntu - that hu. s r I be liable for the debt, The Guarantees in ..__ ....................... 
Corp r..:_tp._C`o-mpa x ..t li ra .is ip . policy should. be referred. 

b. Charges on property (reactive) - POL may consider securing the debt against property of 
the Postmaster by placing a charge on their property. This measure should not be 
implemented without informed med advice from Legal Services 

11.3 The Postmaster should obtain independent legal advice before prov ing a Guarantee or a 
Charge. POL should obtain an independent Legal Advice ('ILA") certificate coif:fining this.. 
This will minimise the risk of the Guarantee or Charge being set aside. 
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12.0 Write offs ................................ 

1$.1 Decisions in respect of write-offs are 'en by .n s ~  but are toe responsibility of 

individual managers.. who bear P&L i ;ils4 for too _ decisions. The reasons for a 

Write-off must be fully eocumented an, ., .j subject  to aucuL 

2 ipe Network Directc may "t'r'ite off against it cost, centre, in which case €the foliowing 

ea t for isat€on level > :l , 

Up to :..` OO Agents Contracts Deployment Manager or BA 

Regional Manager 

Up to £25,0 O Head of Network Services or Head of Network 
Operations 

Up to £(00,0.; i General  Manager Network Agency Sales, 

i 5erviwes & Transformation 

._ ................................................... ....................... t ........ ........ ........................................ 

........................_..,........,.,......._...,.............,...........,.,......_..._______......_._..._._...,....................,........,....................,......,....................,....................................,....................,...........................,........,....................,...... 

IN.3 Alternatively, FSC may write off debts against its cost. centre in which case the 
authorisation limits below will apply: 

f. ter. Lip to £1,O ,€t warn Leader 
E 

Up to £.5,Of 0 Sen ior Manager 

............................................................................... ......_.... ,.. .. 
iJs tU'w 0l €,0 Head of SC 

.................................................................................................................... . .. ...... ..... ... w,.M.........w,._.. _,,. ....,,.w................... 
c .00 ocj1 . f"in"ance Director 

~.. .... ....._ .......... ...................... - .... ...... .... ..........................._..... .._... 

2A For write_o fffs pertaining to debt owed by. former Posr:rnasters the authority limits for write -
oils are. as follows: 

. .,0 Deb.tdisputes_-_..ran c i r t debt 

Former Agents Debt Team Leader 
..,_, - .................-......_ .... ....... ----.------__....,.....,_,..._......._...... 
Relationship Manager 

Former Ane€Fts Debt Team Senior Ma naoeir 

Ileac of FSC 
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13.1 POL k l d_ p ( t - t that ? _-~` .~FFz,~ ~ ,mac, 
the ;~tr~i,t'-~i fiilc"ili:lt €r"rr:;~ri:_ and i r~s=; t.iri ~}'~{ 1 ,,3 -€ by 

une . i,,,, a ' 
-i 

i. €w .w1 en Lot :.wooers or ::i'_a! _ i !_ z rides. tail 1000cc di's'pute r(: uLLJOfl 

0 e sj t, i Al .£' osure thatsettled; ._F ., .t # c) ly debts are not recovered from 

4w :,  Seers without to :ry od € .;.M time to irve< u.gate.. challenge and resole. e ind€ vi ua 
amounts. 

d3.2 There are two routes by which €'` ` meet `t igh` 1 .¢'i" I. then d?Sf0te process: 

Traneeecttert C
oW ,,.ectons 

'•  s€ <i i ..' .4 O .i re

13.3 a r 0'f_ =.,r3

111.1 Branches shook! contact theTransaction Correction ss• uer 7 u of cei_=w~  within ay` ac,..~etarrc w at 
ranch  tc telleorn. the u, d rrce prouder! dded to suppott the Iia€ .. ach.od n W-er ct i < wIie 10000

p.. . db`: , t i::_ ore time € _ prot on .o unch feeding. e ding, b rad r;_hes should coal e €qe prior to 
accrpt.oro.e.

13,.32 if the challenge is accepted by IDOL in full or part at this stage, a compensatirfr Trane r cider 
Correction will be issued to close the dispute. 

13.3.3 On receipt of supporting in`u =nation the issuing tearer ,i ill suspend the debt recovery 
process, if the Transaction Correction wan sett led cen "al A . .i `itil, a r espo :_;e has been made. 
Written submissions to the specific `team shock! ectie a written response. within 10 

working days, in line with business standards. It i f .c,, F n-iended that written submissions 
be sent using priority service. 

Tran7ac %b:? Cor'I' ct;ons where `bare 15 .'nsoehcuor1 cure to nvestfryate .l?ibi' to Branch 

Tr d,r g poll o 'ar, 

113.4 Branches should co t .:r N ,SCh.; GRO Lnd . t wjU ' i ,c/ icr time to investigate 

and cresont supportIno information. oration A roterence number wilt he provided. 

.3.3.5 Supporting information to szuppu(t any diopu ? must then be presented d -v the PcwIra: t r in 

wnng3 `;i Special Delivery to ` a r''earn lT  re € rc . , .. I ::":'t: ?L: 4L7 

1R' within 7 days quoting the above refer once number. 

13. .6 The Agents Accounting Tarn will then present to the issuing team., who will suspend the 

debt recovery process, if the Transaction Correction was settled centrally, until a written 
response has been made. FSC Lh,ri'l provide an update on the query or a resoki.tion, within 10 
working days. 

13.4 Brad rs<:r r€r F 

114,1 The resolution of branch discrepancies is the respo noi ill u _ rho 3 e n _h. 
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it . t jster h
e r.. t nrnh sd tr. i 1 t; t hr 

: '€iate depari in #v ieiEY. N I 
 

VRO
I 

a t Sn.,. :3 . 'C:.>po.x .. 

t ' N SC., t e s to a depart ants contact Sunnting infth 
~..( hC 00 then follows the to  € rmces_. ft

CP, 5L Wi,l Pi u':a: <37 cU) Update on t. :... 

rrt//er Review 

13.5.1. it the Postmaster bell eves that. dre supporting 17fomiat.iorn prove  €.r..:..; r.: 
their ; e but the ,3 h t been e s '€ supports  €~;.. :.€:~'t., a~:.rs.  ~.3s.~`s~?,.itŝ . r:r.,,:> not  a'!£?.r.~e€~ tl'iE'? >,?€)€<!d make e., 

to ~.S ~..i aSr~r~ri 3s!~.irE , 

C is ste? field 

13..5.2 The debt mcnvery process, if seF, €" : S c ntl •ally, will he  >uspended ne'.n€. i o a  written response. 

5.3 A written response trviU be pi"€, f"I 13 yz>, in€ Uric with Business standards. 

135.4 At correspondence. will lie included on the Cloud City for the: Neiwvcra to be able to view. 

13.5.5 W; %ere? a dispute is subsequently not. a held, h becomes liable for settled ~`  ~ branch t:l~i~n ae..c.rne_, i<_ e;  the kettterd 
centrally debt and  repayment will be made for any debt made,- good. 

13.w.0 The decision ;f the Rclationsllnp Manager r is f;n« I., [fiecsi sns are made at OM, s discretion. 

14.0 Debt I is uttes - Non trans ctional dent 

14rt Where the Postmaster disnutes the amount of an invoice he should rase a i ie "` using the 

Agent s,Accou tiwg; i
. P _, -' 

GRO I a: ai add -ess, The .Agee is :r_co ntii g 
.. ream 'ra it -.-.-.-.-.-.-.-.-.-.-.-.-.-. 

then lbrward onthe au cry r t the responsible individual within POL who raised the invoice. 
The responsible individual will respond to the Agents Accounting learn to confirm the amount 
and will respond to the postmaster accordingly. Where the Postmaster has successfully 
disputed an invoice amount ti.e, he has been charged incorrectly), the responsible individual 
will Send air 305 form to the Accounts Receivable €vab Team who wilt i a credit note to offset 

again t the invoice. 

12 
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PART 

..0 p(c (I' 

ibis aiic: ° applles to all contracts types and to dealings betveen POE_ and all F ostrr as ers of Post 
Office branches. 

.0 F elated p licies 

The following policies regLrire consideration or cross referencing when : < ? with the recovery of in 

service debt. 

to Company 3 elGil o s Y.3 

hi r. 

€ ?h3 I. .T :~) 1an

Ifs rM iev list is not exciuc vs :€us crurLuera .i€I.l =_s1 su ni" .sides € 3'y be required depending on the 

y :rticulars of each case. 

Process ess Chart A 
ter,, t vrover Or in service tr ansactiona: debt incurred ciy an 
PrLtrnaster. debt, €ecovery.doc 

Process Chart B 
~y{. £ ,,{ 3., yy „J $„ ^~ 

~
l("' Si _ ~_. t 3',~F-r of i Jf_ ~;i€"D"~ i'E trm .. '-2^,."_~? , :E'~~r`.-; 3 ~i tE. 3! 1 _ €-~ "3 E 1:~1' Gi 3 

uarrniaster. Now-transacte.~nal fur 
........... ................................... ..... .. ........ .............. _.. ._...... ----------- -- —...__. 

Process Chart C a . . 

Process fo recovery o1r Service debt Iri_urred by a for Tier Ristrriaster. 
pc... - F-orrr r 

Post nester debt recto 

Process Chart 0~ 
Process for agreeing a repayment plan beyond 1.2 months for the
recovery of in service debt. 

pcD rrstel€s nt 
prans beyond 12 ten 

4.0 Standard letters and documents 

Standard Letter A 
Ctstement. f fi debt ` drbrtnc; _Y '..; it of €_ tc: il iac framed  is Eal or norm 

' i   r hw -qIA New 5tateiTent 
V5 0 15 05 2014, doc; 
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...................................... _ .................................................................................,.....,..,.....,...............,.,..,,........................................................................... ..............................................:::::._.; 

Stand 
.. _...............................E

_ 
t :efrr<r1d ftc ri Stci, ,._' - _. <:retdilrr i amoun+; of [ 

out5x rt'u' ,c; . , ._ .   <i : or rr r;..f.E . „_ .,, , _ .. 
OW r?unnifl9 

t:W o 0a?,.or.v,docx 
,, .. 

Standard Letter C
Subsequent o >aalun- t r acreemrent, letter agreeing it P; sti'rr <ster 
that transactional r non4ransathona! debt wU he deducted from 

5r - Dfr \iountary' 

;€ ;: y:r ri ,c 
Y. 
ee

Jr'e s1 muner ation in one instal rYent. 
Standard Letter D I
Subse eu n to i rurrta i agreement. :titter- a(ee ~^ 
that t a: sartonal or no i transactional debt  de

5 , r.`fr; olun,ary 

tees  .f reri'! remuneration ever a number of instaTnernts, 4 3 
:...................................................._............................__....._............_.._._....._.............._....._.........................-.-..............................................................:.......................................................................................... 

Standard Letter E 
Let er or ~'_ ~rnrngr to the Post ester st ting dear pa_y nent v ll be taLer..r

C instasrrient 1rorn feestr'e :;urre:ate- 
Dfr Forced 

afrj e p y€r t iocx 

~ gg~~}..F~.Q(~y jjStmdard
x. etfer to t r° P st aster stating that a ti,gn " t v ilE. . e taker

in a number of insta rn>4nts from fees/remuneration.
SiF rxr r~rced 

Le

 i7  ......_ ..............._.........._......................................................................M......_....,, . ,.,,,,....._..._........._.,..,,....... 

Standard t er" 6 

Fr- r s a:errrent. or oeb toner to former r ns r raster. 
Y.J.3 ̂  !SA ,t er  to 

iorne. P stnzwter`.+:c 

st 
ird debt. 

4E?" 2n9letter $i3 
F;wrr.r?% aost ters. r 

.... . ....._.._.. . .....,.,_„ ....,....,.,,..,.._ .................... _.__ ...........,..................,,..... 

Standard Letter l
~ 

...........................E 

11 Lett o,' crLdth E to lL"#a crier Pisa ni awzter oubseo a ar, t:'1 Eta Jar t Le t 

cue I 
s0 3rd letter to 

tome postrnasters.c 

Standard Letter J 
Letter o Postmaster' p stmj addrt€on : ii3formatron v'here request 

placed to repay the debt beyond a __ 2 month repayment m•rrent plan. rqest for rr€ii fr. ,. 
......._ ................................................................................................................................._...................,.........._..r,,........,..............., 

Standard L..etter K 
.. . .:,. 

, 
L :tter t: F t" ?ci tE?' r ' rr. p!r 
settled a rurtthertran: • _ TIC[ PO,,,_ r; no. _ 

s!K - ;err Forced 
.,rr e rraye"erft.doc 

lwther debt rrrsta rnent. _..__._._._ 
Standard Letter L 

- ................... 

€ r
..r, s  a h E~ is ; n ,L~t,'~rt., ;-t;,~t. .a.~ter ~~'-r~,1-iz._ :~r"r e~ia.>€rca rns_~€r~~ntpiari rr' ~~tawe< f:;~s 

settle a further Iran clonal € P_bt centrally, crc uL.. rs '.c eec;..rctn3g the

further debt. from fees: rear rrr ratrvr r over e number ber of instalments.
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.._._._............_._ .. ...........--...---..........-. 
Pro FormaA 
In; om , ~ • d c>:norniture farm to he to a current Postr~ aster for 

pfA - Inco?r. and 
worn Teton where he requests to repay a debt beyond 12 month( 5_ 

stalmer ts. 

RoFomaB 
}

IJI 
1 e and Pypend ure mnn. ti)I- n'. I In i')n hj f ,nm F",r Pc ;t?, I" lent 

pf3 - Inca;re rand 
he l egE o i 'j}<l t n Cu ` I) u n va C$:" Et' :=1 o oni o,s ?' Fomr 

an acrnnrl rnriod.
~_ .. ....: ......-- ....-. _ ... 
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