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On occasion these obligations may not be met by a postmaster and, in certain circumstances, Post 
Office may need to terminate its agreement with a postmaster. Termination is a serious step and it is 
therefore vital that the termination process is as clear as reasonably possible so misunderstandings 
between postmasters and Post Office can be avoided. 

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

• a review is carried out to establish the applicable facts before Post Office exercises any 
termination rights, to provide the postmaster with the opportunity to identify and address 
any issues of concern and to determine whether Post Office has the right to terminate; 

• consideration is given to the postmaster’s particular circumstances before deciding, acting in 
good faith, that Post Office should terminate the contract; 

• termination only happens when it is necessary and alternatives have been considered; and  

• termination only happens where Post Office has reasonable and proper cause and Post 
Office itself is not in material breach of duty in respect of matters that give Post Office the 
right to terminate. 

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 

In taking any decision to terminate a postmaster Post Office needs to: 

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

• exercise any contractual power (including the right to terminate) 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  

• Network Transaction Corrections 





 

INTERNAL      Postmaster contract termination policy v5.0 Page 11 of 37  

Post Office Limited - Document Classification: CONFIDENTIAL 

 
o complete the Contract Termination Decision Rationale document before recommending 

the termination of a postmaster’s contract;  
 

o consult with the  before recommending the 
termination of a postmaster’s contract; 

 
o consider the options available as an alternative to termination; 
 

o ensure any decision is made in line with all other linked Post Office policies;  
 

o ensure this termination policy is adhered to and the postmaster treated with fairness, 
transparency and professionalism throughout the termination procedure and any 
previous procedures (such as suspension); 

 
o make the postmaster aware of the support available to them, including from the National 

Federation of Sub Postmasters; 
 

o deal with any contact (written or otherwise) from the postmaster, in a timely manner; and 
 

o if a meeting is required, be flexible, within reason, over the availability of the postmaster. 
 

• Postmaster Contract Termination Decision Committee – A committee whose role it is to 
review and authorise termination decisions in line with the procedures set out in this policy.  

• National Federation of Sub Postmasters (NFSP) – is a professional trade association which 
exists to support postmasters.  

• 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.  

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 or partner).   

In relation to this policy, the postmaster is expected to: 

o be transparent and open towards Post Office; 

o ensure they respond to written correspondence and telephone calls in a timely 
manner in order to assist the Contract Advisor in reaching a decision; and 

o be flexible and available for meetings with the Contract Advisor if one is required.  

In relation to this policy, the postmaster may: 

o contact their NFSP representative to support them through the process;  
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o arrange legal representation or other support for any written correspondence or 
meetings with Post Office; 
 

o let their NFSP representative, legal representation or other support talk on their 
behalf during any meeting with Post Office Ltd 
 

o request information and evidence from Post Office in connection with their 
potential or actual termination, including in relation to the review 
process; and 
 

o contact their nominated at any time regarding potential or actual 
termination.
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• There is an immediate termination right in the contract for a specific event (see 4.7); or  
 

• There is a repudiatory breach of the contract by the postmaster (see 4.6).  
 
Post Office must check the postmaster's contract and ascertain all the relevant facts before taking 
any action to terminate immediately.  
 
Any decision by the Post Office to terminate a contract immediately without notice must be given in 
writing (see 4.13). 
 
 

4.6 Repudiatory breach 

A repudiatory breach is one that is so serious and fundamental to the contract that it cannot continue. 
Generally, these breaches are not capable of being remedied. 
 
Examples of a repudiatory breach may include: 
 

• Where the postmaster is bankrupt or insolvent; 
 

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

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

 
• Where the postmaster has admitted theft of Post Office funds; 

 
• Where discrepancies of a significant value have 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; 

 
• Sustained non-compliance by the postmaster following the issuing of written directions by 

Post Office (refer to the Postmaster Contractual Performance Policy7 in relation to written 
directions); 

 
• Loss of a valid property interest. 

 
Some or all of these may also give rise to express termination rights (see 4.7) in the contract. 
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4.7 Other immediate termination rights 

Locals and Mains contracts contain express rights for Post Office to terminate immediately on the 
occurrence of particular events. Some examples of these rights are detailed in Appendix 1. This is not 
an exhaustive list.  

Post Office must check the express rights set out in the postmaster's contract as these may differ 
from the ones listed in Appendix 1, before taking any action to terminate the contract. 

4.8 Termination on notice 

Post Office must check the postmaster's contract before taking any action to terminate on notice, to 
ascertain that the contract contains a right to terminate on notice. 
 
Post Office may only terminate the postmaster's contract on notice where: 
 

• It has knowledge of and has considered the applicable facts, so as not to act arbitrarily, 
irrationally and capriciously (see 4.9);  

 
• It has reasonable and proper cause to terminate (see 4.10); 

 
• It is not itself in material breach in respect of the matters giving rise to the right to terminate 

(see 4.11); and 
 

• It has considered what the appropriate duration of the notice period should be in the 
individual circumstances (see 4.12). 

 
Notice of termination must be given in writing (see 4.13). 
 

4.9 Consideration of all the applicable facts 

Post Office must obtain and consider all of the applicable facts before making any decision to 
terminate. This will include following the review process correctly (see 4.2) and completing the 
Contract Termination Decision Rationale document (see 4.3). 
 
Post Office must not make a decision arbitrarily, irrationally or capriciously, and therefore must 
carefully follow all of the steps set out in this policy. 

4.10 Reasonable and proper cause 

Depending on the termination on notice wording in the contract, examples of reasonable and proper 
cause might include: 
 

• breach or breaches by the postmaster of its duties which do not amount to a repudiatory 
breach; 

 
• Post Office considers that the relationship with the postmaster is no longer working; 
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It is important to remember that these are minimum notice periods, and that an assessment needs to 
be undertaken to determine the appropriate notice period in each case. 
 
The factors that Post Office will take into account when considering what notice period to give 
postmasters include: 
 

• The length of service of the postmaster; 
 

• The level of investment made by the postmaster in purchasing the Post Office branch; 
 

• Whether the postmaster lives in residential accommodation that is part of the business 
premises; 

 
• The reasons why Post Office want to bring the contract to an end. 

 
Post Office will not take into account irrelevant factors when determining the notice period, such as: 
 

• Whether the postmaster has made any complaint to Post Office about any matter; or 
 

• Whether the postmaster is making a claim against Post Office. 
 
Post Office and the postmaster may mutually agree a shorter notice period than stated in the 
contract. This will need to be formally documented in writing. 
 
Post Office will also be bound by any minimum term in the postmaster’s contract. Post Office will not 
be able to terminate before this minimum term has come to an end, except as permitted in the 
contract or if there was a repudiatory breach. Post Office will not generally offer payment in lieu of 
notice (PILON) to a postmaster unless this is requested by the postmaster, in which case, Post Office 
will consider the request. 
 

4.13 Postmaster Contract Termination Decisions Committee 

The purpose of the Committee is to sit on a monthly basis and: 
• Review all recommendations to terminate a Postmaster’s Agreement and, if the decision has 

been taken in line with the relevant contract and Post Office policies, approve; or 
• Review all recommendations to reinstate a Postmaster’s Agreement and, if the decision has 

been taken in line with the relevant contract and Post Office policies, approve; and 
• Ensure that the relevant team has been engaged with and there is a clear line of sight on the 

actions required; and 
• Ensure the lessons learnt from the Committee are shared with the appropriate team(s) and 

monitor progress to completion. 
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