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;MSS-only applies to HNG-X period (to 2017) and is a voluntary scheme 

• POL is legally liable for any actual detriment, even if a postmaster did not apply to the HSS, because the CU 
found POL had to investigate any unexplained shortfall with it's relational contract, and it did not 

POL has a duty of good faith to communicate any known possible detriment to current postmasters, only 

Suspending postmaster's without pay breaches UCTA, thus POL is legally liable for any suspension period 
pay for all postmasters (current and former) before March 2019, the date when POL started paying 

Current available POL data, particularly during the HNG-X period, is insufficient to proactively remed`€ste any 
known possible detriment to postmasters. 

• Calculated possible detriments estimated does not mean an actual detriment has occurred. Event specific 
information is required to analyse each case to understand if actual detriment did occur 
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1, 8hrttfl loss (mismatched process) - a shortfall /n stock or cash in a branch compared with the amount of 
stock or cash indicated on Horizon for that branch 

Strut tells au investigated for resolution or passed on to the postmaster as a TC. At the end of month the postmaster 
must halm :e the account; if a shortfall is present: they could either: 

1. "Repay balance" _stowed the postmaster to add cash or a chegl_Eet from, their own pocket to balance at month, end 
2. "Sett e cn Ttral y' - ao wr-.d the t , -trn:aster to leave art outstanding balanc r, that requires payment. Unpaid 'ualartces wlll age and 

after 60 days become "aged'hnlar.e.es." If a Postmaster neve sett'lea'.horn is would be rte realisabledetriment 
The HSS was set up to roan qe Shortfall losses, for the HNt--X period 
This includes both known (e.:g., ATM: , EX) and unknown shortfalls 

• Possible detriment doesn't mean actual detriment has occunec' - there are legitimate shortfall reasons - and thus we 

require specific event data to investigate any possible shortfall detriment 

2. Suspension Pant (unpaid) - prior to March 2019 POL suspended Postmaster without pay to undertake further 
investigation on certain matters. This is actual detriment as POL did not pay 

3. Back office proms (Ml. E. L.) - an internal automatic Debit/Cm-colt write off policy for a small number of low 
value, high volume reconciliation discrepancies that did not i n; vol ye postmasters, nor were they aware. This 
is actual detriment when the net amounts (often in pennies) require POL to pay back postmasters 

'3Q08 Po_Inasle'eeleds tolepa a butuocewilh eash(c eeq,e), then should addt,eplrysca I „ash ly Ih c bate:_e. The, s 'vayi veltyl ateaeh` earl ally been deposited. Thus, Aispoesble toi theF oslmasler to—,te,wsld 
10111-I It. It hr. let I C's:,,  II toad .0 1101t : I untIl 001 ed:. I li 0, t Ie .pl., 0':' :,, , ,I Ill: : 111111, 11 1011',t I 'iO011Ot 1111111 it::': , 10.1, 00 ,. . ,nJ l.nowvthaaduds happened iebsseoh. Sowhlsl it is possible rota 

p' I - IluL:onl I ':.I c,vu" p dp0500:,.  r,i:l 1 - - eiodt /liav_. 
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Postmaster BOI Show POL issues a 
Postmaster has 

Postmaster 
is victim of  Shortage but it's  Transaction 

no dispute 
mechanism and --- -------------s' adds £200 Total Postmaster detriment £200 

ATMfraud notcbar it is asa comeetion 
selects"Makes 

from own 
£200 resultof Fraud For£200 

good Cash" 
pocket* 

Postmaster 
does NOT No prestrrosfar rfotrbcort, 

add any cash 

Postmaster has 
no dispute postmaster -I"ata3 Postmaster dafrimsnt 0200 

mechanism and settles 0200 

Settles Centrally on time 

Postmaster 0 doesn'tsettlsthe 
Postmaster 
settles his Total postmaster 

balance within 60 -% account late dept: .- WF200 
days "aged £200 
Balance 

postmaster doesn t 
settle the balance POL stdlhas an Ida poa e e 

-. w (aged balance of Aged Balance comment 
£200) 

POL write off ''40 Pos ootov 
Aged Balance <s?ei>nent 

* repaid balances, POL policy is to make good from Postmasters own pocket, however it is not possible to confirm if this activities does occur on every occasion 



POL00113320 
POL001 13320 

` • - ~f e- 1 

General Assumptions 
HNG-A starts 1/1/17 yet branches trans//toned in 201.7 to 2019. For simplicity this defined as l -IN A period 
Total branches reviewed was 14,000+ for the HNG-A period 2017 to 2021 and does include duplicated 
branches with changed FAD codes but not Strategic Partners. Estimated de-duplicated total is c.10-11 k 
All branch monthly gains/losses are netted out during the sample period review for a final net estimation 
Sample data is straight-lined extrapolated by time for the HNG-X period, without regard to other changes 
Compound interest is 3.45% from midpoint of event to 12121, aligned with HSS calculations 

All calculations are at branch level, not postmasters who may own multiple branches 

Spectfio A umptions 
For Repaid Balances*, all balances are assumed to be repaid in the month the postmaster indicates 
repayment. However, postmasters could roll-over these balances every month, and if so, this would be double 
counted 
For Settled Centrally— and Repaid Balances the HNG-X period is calculated 1999 to 2016 based on HNG-A 
extrapolation, and without regard to any changes in type or number of branches 

For M.E.L., branch specific write-offs comments to the general ledger were used for the HNG-A period (1/1/17-
25/1/21) and judgements on free form text comments in the GL were used. HNG-X is extrapolated to 2006 

-a, FloadATMland EX,npreduct,and4btaeoh, ifoTO&were used for HNG-A and extrapolated to HNG-X 
Sai ~Nlu penud lui sl idd'.;cidull, r`us 1 I 1414,21 and had 4452 bunches nil sf 14,0 bunches 1151 sWILi 1851,511,, of wh,l 24 h sedLd suiFlusns and 76' setlled shorl[alls 
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Shy II Loss Potential Detriment estimates ®MAXIMUM POTENTIAL 
Possible Detriment HNG-A Period rotal £m (MAX) fmis assumes 

Settle Centrally IHNG-A 30.2m every time a 
---------Y  ----------------------------------- t ------------------------- ------------- branch settles 

251m
—-- ------------- ---- --------- canzraliyiris 

TM (explained possible detriment)    HNG-A ...::;: deiriment. this 
_ ----------- --------------------

FOREX (explained possible detriment) s not coraeef 

Less current'* HNG-A unpaid Aged Balances 14.6m 

Possible Dr ̀ lnrnent I.1NG-X end before 
This rs first a 
:: trai lrt-fire 

Settle Turn? ;i Iy 'l-lNf-ti 129 xl — x;J'a r;aiirr; od 
--

Rn lt> nfr ' €N x 
— — -- --- --

r1 Y ii 7 11r t7tl'~ t}r t3E1 ~r1~1 

, rnc~'+rJ.y 

 `'~' &emeJaher tSrS 

I ar;Erll tl Ft l:E.<(&xplu ire p> , it. rss have 
hop s/ed 

Less current'" HNG-X unpaid Aged Balances 8.9m 
Less current HSS claim estimates 39m 

TOTAL Group 1 detriment 227.8m 

the A f fs1 end herei: celcs:Hti.:,1 s above': relate In possible hr"I"-vent acteity. Its only when 'he shortfall is 5attied centrally or repaid that the detriment occ'.rrs there?are 
to include these figures in the'otal celcstaticns- von .die double courting. AT !d and Pee.: sec subsets of the Settle Centra'Iy:Repaid Balance- cs,lculations 

ncl.des C.45,'• intrnstet'+ 4' t . i  an per. A_nd semn- sons: ut 553 m. arcs-s t' 5c+tres+e•ea.urueSinS SrnHNO—e48e p,une, Ierecrounrc shot, Sc-re nded 'c-nee 
in brth Hhl:C-A +:4::n Hhli:. which. cur=d ar>550. Cr, -au 

-, •I ,. . c. r -, :cirh - H58^err,e,£ r'. ur I'S of stet pn c-hle 5&c-,r,,a..tan,nr,t ,r.t'nIu¢ ^..ns;uar•tal 5CC 5Ct,Cmnh,nh = pe5c-thetstal 5333 eatmete 



POL001 13320 
POL001 13320 

Suspenson Actual Detriment estimates mMAXMUM POTENTIAL 
Postmasters Suspended without Pay Period Total £m (MAX) 

Current Postmasters 

Catl:During the HNG-A Period HNG-A 0.8m 

C.. '32 t ING-;< r'cr od chat rio not re:ate ca sho ft. ' 's j HNC-9: :1.2m 

oti ..3t nl s>I :. ifa,l<. ve,t=rk> Nfn Yc3s nl:,t ;rtxthed to hi S FINCa y C.Brn 

Tmtft Posimase~ ~ ~ \~~ ~. ~ i, \\~ "\ ~~. E k 

Former Postmasters 

Cat4: During the HNG-A Period i HNG-A ;2.4m 

)'ING X ptf foil f t r€o nor ' Ste to sh I tE-3'' ', Cc i-I1 ', (; rf1 These aenu,rras 

r t ao: i INC ,, x l,r,:.ud it=n.. r~ Ya sh mt€, e P, tt r',-: , Etr1 '3a not 3J:?s E II£ d to t € : . 
~¢ame 130k 

- lf E -. "r 1 er n 
`..~. 

. , ;;; 
s mas 

:. C3 E37 
......, . 

v er 
5 

e D 

HNG-A Period HNG-A 323. 
fi'J: t -X :? r or -i IHNG;- i ̀ 01 'il 

From P 'cv ''.992 'Ma oh 2o19 8n.0 s;masters hays lee r'• suspended 
• Jot .tie .- Cr ,s tE re, .0' 19 'do t .t ,r' c, rrc ri - I:c:r,er' 
• ,7 the 310 ,r ninq r s€.sr der. or ra ..,. ; t,o i'. trt .e a!--e .roe, - or, c av, there are: 

• 7P,Cr. err :.t.na .-- ,lasscc cmly r,lIs r l..-;r1.4r c . 0a ,.51; 
2s+4 fan rstma t. _ t _sum d 3e, folio. - 1o14 y 9 r,nts 1731 ,aIr 107:-<j 

= I. . a' err',  cc scl -,r4:-;, n: ..o;tatcc' cr. e,t 43 i.,r -s F -., .3e;. asa ~e.-,.r, . cxv 1c at  ic1,-,dc art', lf., , ,lr, ed r a rrpcu. S43.,..-.s"e.ions 
,. ..rcc '.^:c F cc.  one ;n c..i accur'c' r.:c cc coda' iota. Tne>, postn-d e•s `.ad t.,., oh  to make a claim u d .r . {,h if i`s n~as durira "cc I iN;-  - C period (Cot6). 

• .: e have a rime °or a cot ast-' alt e .i .e. of the suspensor,. but rarnss and ldr e ra -es may have, Changed t' . vs have assumed a e.;n,sa ti' .t .•f csrent 
pcstmister':: asolr or. 'arts as ct'-ft. ?02'. 

era 'ads .. ool nav . 'HN, - r., ':graft . doe and' o rspeosnt ma s after July 2n17. 'rte are assnrled this is H 3 N. ,err rI Given the nester tr-ref^;, ne'hee total 
-... ; ci.,nn f-, IR.'-A i_, i i„ _, ,,:n a r fc a;~: ( ,_ p_~.,tr ' r n,.,.; :.,, , . I--r - .I  ,. 1 ., : 10 .,, , ._ .I,  .f3 _, .its':cr r,, Kte. INr .5 r  _ls and ..., ..gories 
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• 5401 branches in HNG-A period with a MEL credit due so postmasters 

• Lar._eercredd wses25?. :hemp 5brueehesroralled 951 
• 55ro5brancheshadacred,rdueot E1or err 

• 42% Former postmasters, 58% current postmasters 
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'A...:rwe 38% ur cnrrc.n: ̂ s.5m --iJ aced Polar is icr HNG.A ceriud and s"_x,
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• Eased on learnings so far, consideration on specific decision factors must be given to minimise reputation, 
brand and political risks. Specifically how various groups" will feel or trust us if we do not carefully consider: 

• Transparancy
With regard to detail provided about any possible detriment 
In communicating beyond our duty of good faith to current postmasters only 

• Speed:. 
• By which we proactively or reactively communicate possible and actual detriment 
• To reactively resolve submitted claims or proactively resolve actual detriment where POL has sufficient 

accurate information to do so 

• Process Ease: 
• With which postmasters can ask questions about possible detriment 
• With which postmasters submit claims about possible detriment 

o Level of Inclusion: 
« Enabling POL to resolve any remaining legal liabilities for HNGX period (outside of HSS) 
« Ensuring all postmasters (current and former) are treated equally, given equal legal liability 

-Sial:ehulue' groups mdude 0•e %9JFS+', overturned uewvt ed pmlrracdeA, vu; rure«l g'uup ut u. 9000+ peshrta tun and etreteyi: parhreru :n uuikt trust, a} noire puntrnas:eis as wet as seuenla.7 gtuuFe kka:he pubgr, QNU, NFSF'. et. 
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Options considered ........................................................................................................ ............................... ........................... ......................... ............... 
veetig hve pa rive d Horizon Version ' Postmaster stalus Cost 4n ': Viable Opton .-.. (I)rwestgate reac4re daim 

I Pay everything P HNG-A&HNG-X  All 282. No ......................................................._...............................:..._..................................._.................... . ._......._....... . ....... . .....!................._................:................................:.......................: 
2 NaI  Comnetnicatiort taenyrats - HNG-A&HNG-X All Om No .__..... ,...-...~.. ___---.._. .... ....... ....~...-- ..._... ..._... .-..._ ........... ...._--..--..._. _...;,__..--.__...-.__._..... ...-i...._ ......_...--.__._.-. .__..... 

't....3 HNGAOn rl .............. ;............ .... .........ty P HNGAo ........................................................t...,.................................................:............ Y 11 44m Na

4 ; Communic.stoCunsntPostrnastsrsonly P ; HNGA&HNG-X Current only j Unknown" i No 

5 : Communicate to all&invite a claim I `I(- ~ ~> i~' Alt 153m° Y'es .................................. ......................................................:...... ................ ................................. .......... ........................................ i....................... 

• Pay Every thing assume all issues are detriment and that there was no postmaster- er-cr. This has been discounted as its impossible to determine if detriment has 
occurred for 'Lortiall Losses and for other actual detriment the data :equi: ed ft: sensate r~avmerft is either not robust or does not exist. 

• No Cormntunir-aation s :any pu.:--ma_rn h., tree dserr.anted ea POL has duty et si:.cd t.::?h to sorest Pc_rmasters. Moreover, no communication does not rernove the 
legal lab y wh:ch ex st- ̂ ..r bolt' sorest and ~fertile; stmasters and would result Its repuretor r.sl da rage. 

• HNGAOnly has been discounted given the FISS is voluntary and POL would continue a legal I:abl:lty for any actual detriment that occurred in the HNG X period. 

• Communicate to Current Postmasters only has been discounted as informing former postmasl<-ro could result in reputational damage. Moreover, if and when a former 
postmaster did bring a claim, we would require additional information to determine if detrimenr. occurred and 'now much to Pay. Thus needing to create more process 
similar to currant postmasters 

• Communicate to all. & invite a claim (Recommended) 'ostmasters are the only people who can idertifv potential past discrepancies and the information needed for 
POL to innvnrlgata, requiring a pentmar ter claim enabler POLto accurately inveootigate potential detriment expediently. The funding oropositioe for 1'nis option assumes 
that tar the majority of clams during the f -;G. F:t-;G.X scrod, those would : l̀ave been claimed through this HSS :ov eve-. assumptions have been made as to the iarizcn 
transfer date, the uoderiy!ng data and overal averages. nun the oust estirr•ate has a portion of HNG-X period est mates, giver• the overall legal liability with POL 

TI gal . '+ - . -r.r,ryl I r r pt .=snl ih ,i]Afin fl (T11' ::IIIN ar "', i~5r',Trlr. '. fl claims(E33f1)*VslotHNG-XSlettallLOss clams (E]ssltl) 
II furpr:»Lh t lulu_loa.P: I ::-tf _xri.m J II; '. 1,,f,Ll _rru,t,dI pu.t: :ualr, 
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The recommendation is to make a broad announcement on a webpage accessible by both current and former 
Postmasters in relation to these areas of potential detriment which: 
• Notes that POL is reviewing its processes and seeking to resolve all outstanding issues from past practices 

Explains the detriment issues 
Notes that Postmasters may have already applied to the HSS in relation to such detriment issues 

• Invites Postmasters to contact POL should they believe they have incurred such losses and have not already applied to 
the F-ISS. 

• A webpage allows for any required future updates if any further areas of potential detriment are identified 
(instead of continuously writing to the network). 

• Also considered and discounted was not expressly and proactively inviting Postmasters to contact POL in 
respect of any potential claim. This option had reputational and brand risks, did not seem like the right thing 
to do, aligned with our duty of good faith to current postmasters and does not seek to clear our legal liability. 
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DRAFT — WORK IN PROGRESS 

While we do not have choices on our legal liability, we have choices on how, when, and to whom, we 
transparently communicate possible postmaster detriment and how we resolve any possible detriment claim 

Topic Recommendation Other Options Discounted. 
• Public website for all current & former postmasters • Only contacting current postmasters 

Communications 
• Clearly signposting HSS was for HNG-X period 

• Explicit exclusion for HNG-X period • Detailed requirements for submitting a claim 
• Email out to current postmasters signposting website 
• Proactively remediate Maintained Error Limits actual • Proactively remediate specific smaller possible 

Proactive v. reactive detriment (as postmasters cannot make claims) 
detriment areas with current assumptions and without remediation • Reactively remediate all other possible detriment based on additional information

claims and the r uested additional information 
Evidentiary • Same/slightly higher bar as HSS, but without generous • Same generous leniency as HSS 
requirements leniency • Significant detail, much higher bar than HSS 

• Include interest, aligned to HSS calculations • Exclude interest Claim limitations • Exclude consequential loss, bar exceptional circumstances
• 

 
Same consequential loss as HSS 

- 

Time limitations 
• 6 year statue of limitations from date of possible detriment • Exclude any HNG-X periods (2017 or earlier) for 

publication ssibleclaims (given HSS is voluntary) 
Effort to resolve • To be calculated, but suggest a de minimis if sufficient 

• No de minimis claims evidence is rovided to allow for investi ation(a-g-, £500) 
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DRAFT — WORK IN PROGRESS 

Resolvir g. post discrepancies 

This page contains information for current and former Postmasters about the process for investigating and resolving past discrepancies. 

As part of our continued effort to improve our processes we have identified that there may have been occasions where a discrepancy occurred which may have resulted in 
detriment that was outside of your control, and you may have felt at the time that the outcome wasn't fair or reasonable. 

We want to ensure that Postmasters can resolve any past Horizon discrepancy and actively invite you to contact us should you feel that you have been treated unfairly 
and/or feel we didn't investigate certain discrepancies as thoroughly as we should have. If you feel a past discrepancy wasn't fully investigated at the time, or if you didn't 
notify us about it, you can use this process to raise this with us now. 

To help us process and investigate your request you •rn need to provide comprehensive :nfo'mstinn about a specific past discrepancy including the reason for the 
discrepancy Please ensure that you complete the [c -:- fully -s r I pl.l su - sting evidence and dccxn.etu'ico. 

Dlsrxepanc:as?hai d:Ar't occur on the current r.N(i A vet si:,n of Horizon i.e rrevli,aa versions of Horizon it'. use since around ?OCit unii12t3f1119 would have Eet3rtl'. 
addressed by the Historical Shortfall Scheme. For any discrepancies relating to that period we would have expected you to apply to that scheme. 

We won't take forward an investigation request if an application has already been made to either the Historical shortfall Scheme, or the Stamp Scheme relating to the 
same discrepancy, regardless of the status or but omit of that claim. 

This is also the case ;f we have pteviausly leached a full and fina settlement with you, via an aternative route, for esarr•ple under Network Transformation ores part of 
Group Litigation Order settlement in December 201g. If this applies to you, pease do not submit art incostigatior request ttl rough this process as we will nurse able to 
lake it toward. (these Iasi two sentences may change in relation to outstanding !egai advice on what corstitutes a 'full anal final" offer 

if you didn't apply to the Historical Shortfall Scheme or Stamp Scheme about a past discrepancy and we have not already reached another ̀ ill and final settlement with 
you, you can use this process to raise this With us now for further investegaiion. 

How to submit an investigation request form 

To help us preee'c. rand I 
y'r , .i;[a;e poi' 'or{oast as quickly as possible, please use the on ina torn-: at [LINK TO FORM] or email your coral-,:efed firm to 

pasfdistxepartcies)r3ipootoffice.co.uk. If •.,ox don't have an emaii address yourself, a'amily member/friend is ewelcome '0 env:ai/ on your behalf. 
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• POL pro ores funding Detriment is drawn from, and subject to the same conditions as, the £320m envelope 
granted for the Historical Shortfall Scheme in BEIS's commitment letter dated 11 March 2021. 

The current HSS estimates are c. £160m, which leaves £160m for the current identified possible detriment. 

The £320m envelope was approved as a means to pay for the cost of certain liabilities arising from the GLO 

In this light there are clear commonalities between the HSS and the possible Detriment liabilities discussed 
here - both have arisen as a direct consequence of Fraser J's findings in the CIJ and the commitments made 
by POL in the GLO settlement agreement 

Funding these liabilities from the same envelope is consistent, as governance and reporting arrangements 
have also been agreed which will allow for a more streamlined approval process and faster disbursement of 
payments to affected postmasters 
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DRAFT — WORK IN PROGRESS 

Informaflon required to determinepossible detriment cams c:fficirntfort-~SS 
processing 

• 

Oi ! 

yt~ E ;. 

C 

LV

U 
Co 
Co

Information required to process a Horizon claim (ATM, Fares, M.E.L, 
unexplained Horizon losses, any other detriment not yet identified): 

1. Identity of the po- trri::sier 
2. T'h+r Frianc l i;res) ,r .v ch tie d: eF invent occ.rrred 
3. The date on evn cy fort irt :l:t l osotivity occurred that caused the, 

shortfall 
4. The detail on why the Postmaster helievesthe activity to be 

Incorrect 
5. The value of the oss 

Investigating further requirements with HSF 

Information requested process an 158 Horizon c€aim:. 
t. Identity of The postresefer 
2. The Sr snch es) ; s winch the detrirneirt occurred 
3. The dat on n.,:ci, the :nit:aleotivtouccuredthatcausedthe 

shortfa!I 
4. 1-he detail on why the Postmaster believes the activity to be 

rioter rect 
5. The value of the loss 

Information required to process postmaster suspension 
claim: Investigating further 

1 Idertt:ty of the postmaster requirements with HSF 

BIllEi:clfOth lore  which they were suspended 
3 The sleet gate (1 til • 91,itf r tlOn 
4, the acrd date of the suspen=:Ian 
5. ire erne c _aion six rnonth prior to suspension 
6. -'re reason for the suspension (shortfa) / non-

siro:t:all) 
7. lie o.rtcome of the suspension (Reinstated) 

er ion sated) 

Infomrat an requested to process postmaster suspension 
claim in it*S: 

1. identity cff the postmaster 
2. Thehrar~ch(es) from which they were suspended 
3. Thedon dolor nil ttrc,.arirtreoeirn 
4. The end date of the scepeorsion 
5. t arc rerriurrer::tion six month prior to suspension 
6, The re aeon for the suspension (shortfall! non-

norifell) 
7. The o_ncon-e of the suspension (Reinstated/ 

Ter:ni ctcdl 


