MTAC Publication Watch Workgroup Minutes


November 18, 1998


Embassy Suites, St. Louis MO








The meeting began at 7:35 a.m. with an overview from Jo Ann Miller on what has transpired over the last few months and what the proposals are concerning an alternative to Publication Watch.





Summary of Presentation:





History:


Established Objectives:


Provide a vehicle to communicate reports of erratic delivery to the U.S. Postal Service.  Have the Postal Service collect data from the filings and determine any trends or patterns.  Use this information to correct the problem and report back to publisher with findings and resolutions within a designated time frame.


Be able to provide information to the subscriber that the reported problem has been brought to the attention of the post office and a response and resolution will be returned with a set time frame.





Reviewed PRESS (Publication Research Efficiency Support System) which was tested in early 1995.


Electronic


Provided Communication (although only between Publisher and Delivery Unit)


Process began with a 10 point diagnostics checklist. (subscriber address hygiene; subscriber address forwarding status; validation of DMM mailing list used; validation of time/date of USPS entry origin at USPS entry office; validation of sack/tray/placard/container label hygiene; validation of funds on account; validation of entry mail verification review; validation of service standards requested; validation of origin to destination transportation; validation of P&DC & P&DF mail condition.)


10 point diagnostics checklist closed 26.6% of the cases within 72 hours.  (14.5% address hygiene; 5.1% entered at wrong processing facility, etc.)


The remaining cases became publication watches and were sent to the delivery units – and the subscriber.


only 52.2% of the delivery unit watch results were returned


only 60.6% of the subscriber watch results were returned


No accountability


No complaints data tracking or analysis


No problem solving


Manual process


Expensive


Software program is now extinct 





Began new and improved Management Instruction for Publication Watch


Added more accountability (Area management down to workroom floor processors, transportation and delivery units.) with Consumer Affairs as coordinator


Created data base to be maintained by Consumer Affairs


Even with more people looking for a particular subscribers magazine or newspaper – finding one piece of mail within this vast postal system is like looking for a needle in a haystack.  You can’t find the answer - after the fact. (misrouted? Mislabeled? Mishandled? Labels missing? Redirected to manual case? 


Even if you look for it in the next mailing – do you tear open pallet shrinkwrap? search through sacks? alert processors to look for it on the flat sorter? – or on the manual case?


Is it possible to verify date and site entered?


The only secure place we know it will end up (if the label is not torn off) – is the carrier case.  Yet 85% of delays occur because of issues created prior to reaching the carrier case.








Although the original objective was to create a “vehicle to communicate”  in both the PRESS and Publication Watch process - the publisher (printer) and USPS did not talk to each other.  Because no one talked, the problem could not be identified and, therefore,  the solution could not be implemented.





What next:





Using Process Management a team was created to generate some new concepts on this issue.  The team consisted of 8 field persons and 3 headquarters persons - all of whom dealt with the publication watch process.  The team met three times.





Using “out of the box thinking” exercises, the team came to the realization that filing forms - hardcopy or electronic - actually hindered progress - because it bypassed interactive communication.  Further,  no matter what you added or changed on a “Publication Watch”, the only information it could truly provide you was (1) when the Periodical arrived at the delivery unit and (2) when the Periodical was delivered.  Although this is valuable information to use during an investigation – it does not identify where the problem lies if it is arriving late at the delivery unit.





The team determined that in order to resolve delivery problems there needed to be interactive communication between designated persons within the Postal Service and the publisher and/or printer. That there needed to be a database maintained for trending and analysis.  That the pub watch needed to be electronic for ease of use and database input/output.  The recommendation, therefore is tri-fold:





Publisher identifies and verifies problem does not exist within their control (subscription status; address hygiene; entry dates/sites; delivery expectations, etc.).


Publisher files a Pub Watch through the Advance Web Site after they have verified problem is systemic within the USPS (not one-time; not within their control).


Publisher works with District Periodical Service Team in identifying and resolving delivery problem.





Once contacted, USPS will take ownership to resolve the problem.  Complaint will be logged for trend analysis.  Publisher and USPS will work together.  USPS will communicate recommended solution to publisher.





More on electronic Publication Watch:


Publication Watch will be maintained on ADVANCE Web site. The program will not be written until January and it should take no more than 3 months to implement. (March/April 1999).  MTAC workgroup, consumer affairs and delivery have the opportunity to provide input on the program.  Publication Watch will maintain 10 point diagnostics referenced in PRESS.


MEMBERS ARE ENCOURAGED TO SEND ME THEIR INPUT/COMMENTS REGARDING PUBLICATION WATCH REQUIREMENTS.  202 268-4335 OR jmille36@email.usps.com.  Industry must be educated to the fact that a Publication Watch can only provide delivery information:  when it arrived at the unit – when it was delivered to the home.  A publication watch cannot identify a problem that occurred prior to its arrival at the delivery unit.  For problem resolution, the publisher must work with the District Periodical Service Improvement Team.





More about the District Periodical Service Improvement Team:


A team has been established in, at least, every district.  Some districts have more than one team.  A listing of contacts will be published by mid-February.  To assure standardization in handling, all teams will receive training in Periodicals processing.  Teams will work together throughout the nation in identifying/resolving problems.  A listing of Area coordinators will also be provided should the publisher need to go to the Area office.





Jo Ann Miller and the Information Systems team are working on the complaints database for trending/tracking.  This database will feed into EIS (Executive Information Systems) as a USPS management tool.





A PUBLISHERS GUIDE TO WORKING WITH THE USPS TO RESOLVE CUSTOMER COMPLAINTS:  


The MTAC Publication Watch workgroup will work on a “Publishers Guide to Working with the USPS to Resolve Customer Complaints”.  This guide will include, but not be limited to:


Most common errors that affect timely delivery – and how to avoid them


“The Customer Service Desk” - questions/resources the publishers customer service desk should ask/research before filing a publication watch or contacting the USPS.


How/when to contact Consumer Affairs.


How/when to contact the District Periodicals Service Improvement Team (resource list).


How/When to file a Publication Watch


RSCS numbers


Service standards


Web tools


etc. etc. etc.





Efforts underway to improve Periodicals service:


Policy Statement for Processing Periodicals Mail has been distributed. Standard Operating Plan is being developed.


New network for processing Periodicals mail is under investigation.


Additional transportation (AMTRAK) is being added to network.


New internal and external training package for Periodicals mail has been developed and a training plan is being implemented beginning in January.


Major internal communications plan has been launched to raise awareness/level of importance of periodicals mail.


ESP (Entry schedule for Periodicals) is being developed to provide entry information to USPS and provide delivery measurement system.


Complaints database system is being developed.


Areas are using Process Management to review Periodicals processing and make improvements and established standardized processes where necessary.





ACTION ITEMS FOR TEAM:


Provide input/thoughts on requirements of Web Publication Watch


i.e., access to reports on a weekly basis


i.e. automatic letter generated to subscriber (by USPS) at the time pub watch is filed.


Provide input/thoughts on Publishers Guide to Working with the USPS in Resolving Customer Complain
