Final Recommendations MTAC Workgroup #111
Identify gaps and define solutions for adoption of PostalOne! By Lettershops/Mail Service Providers
The workgroup has identified the following challenges regarding the PostalOne! system that are considered significant enough to prevent adoption (benefit to use) of the system by lettershops and other Mail Service Providers.  

Application Process:
The application process is cumbersome and, because of the different methods of communicating electronic mailing information, signing up can be confusing. The workgroup had some members sign up for PostalOne! to experience how the application process worked.  They signed up using the online application via the internet and found that the online application was not clear about the process and procedures to follow for signing up for the different electronic information exchange methods.  The application does not indicate which type of electronic mailing information method the applicant is applying for (Web Services, Mail.dat or Postage Statement Wizard). Feedback from these members indicates that there is confusion with the process a customer should follow when trying to sign up as a PostalOne! user.  Because of the different ways that customers can send information electronically, there are different procedures and steps customers must follow to gain access.  However, it is not clearly articulated on the web site what the process is for each electronic information submittal method.  It was later revealed that customers requesting the Postage Statement Wizard submit feature need to work through their local BMEU to complete the necessary application and security access forms.  The BMEU provides some user training and assists them in completing all forms.  The main reason that customers are asked to complete their requests for access at the BMEU is for their protection.  This is the only way that the USPS could authenticate that the customer is who they say they are and that they did indeed own the account.  Without this process then virtually anybody could come online and ask for access to the account which could cause significant problems.  The BMEU sends all documentation to the National Customer Support Center (helpdesk) for user activation.
The ability to apply online has always been used for the customers intending to submit electronic mailing information via Mail.dat or Web Services.  These customers have a two-fold business process to follow; engage Business Mail Entry Unit and Business Mailer Support Analysts to get the detached mail unit ready to cut over to electronic processes and work with the help desk to ensure that the customer can effectively transmit accurate electronic mailing information.  Using the online application, the helpdesk is immediately engaged and begins working with the customer to get their file transfer process implemented.  The helpdesk also contacts the appropriate business mail entry offices so that they can ensure the field is prepared to switch to the electronic process.
The application requires a form to be completed and then faxed as part of the online application.  The form does not ask for the company’s finance number, which is needed in the application process.  Additionally, even if the finance number was asked for, the company registering can not easily access that number.  The USPS needs to streamline the application process.  It was later learned that customers are never asked to furnish a finance number because they do not know or even need to know that number.  Whether they come through the BMEU or the helpdesk, USPS personnel will provide the finance number on the customer application. 
Test members indicated that it took too long to receive assistance or information and gain access to the system.  Sometimes when they contacted the help desk it seemed that the help desk was unaware of aspects of PostalOne! and did not understand what the applicant was attempting to do.  At the time these members were signing up, the Postal Service had just released the Postage Statement Wizard online feature to the public and was hit with a deluge of requests that resulted in a “backlog”.  Since the time these members applied the backlog has reduced and processes are being implemented to continue to improve efficiency.  However, there still remains some delay as the USPS continues to have an overwhelming amount of requests by our business mailing customers to become PostalOne! users.  Using these features enables these customers to check their balance and fees, and obtain transaction and receipt information instantaneously and lets them simply complete their postage statements online and submit them to the BMEU, saving the customers time and money.  There was one last attempt made by an individual workgroup member.  This member intends to submit electronic transmissions via Mail.dat.  At the time the member applied, the distinction between on line and in person applications (as stated earlier) was not known to the workgroup or to the applicant.  The application was submitted directly to the BMEU on July 5.  On September 4, after receiving no response from Memphis, the member contacted his local BMEU.  The BMEU confirmed the application was sent to Memphis.  Memphis could not confirm receipt of the application and the applicant was asked to submit another application and the BMEU indicated they would ‘walk it through’.
The USPS is presently working on a Customer Registration program that is supposed to streamline the application process for most USPS products and services including PostalOne!.  It was later learned that while integration with Customer Registration would have given customers single sign-on capabilities, it would not have streamlined the application process.  The USPS has added the Enterprise Administration tool.  The USPS has developed the business requirements that will enable the USPS to transition most of the application process to a complete electronic process leveraging the Customer Registration service.  This is being planned for a release near the end of the year.  The USPS has improved the communications and business processes.  The USPS will continue to improve and make adjustments until a complete electronic process is developed and implemented.
Recommendation:   
1.)
The USPS should continue to train both the help desk and local BMEU personnel to improve communication with PostalOne! applicants.
2.)
Training emphasis should include the different application processes (on line versus in person) to ensure the application process used matches the PostalOne! process requested.

3.)
Industry associations should communication the different types of application methods to its members.

4.)
The application should be changed showing that the required finance number will be entered by the USPS.

Benefits/Functionality:
Many members of this workgroup indicated that at this time there were not enough benefits offered by the PostalOne! system for them to use it today.  In terms of the elimination of paperwork benefit from the workgroup’s perspective, PostalOne!  presently does not eliminate the majority of paperwork being created by mail service providers.  At this time, PostalOne! eliminates the postage statements, and the qualification reports (for Web Services and Mail.Dat users), but not the 8125.  PostalOne! can eliminate the one postage statement,  but not the  hundreds of 8125 forms associated with that statement.  The group considers the elimination of the hardcopy 8125 of more value than the elimination of the postage statement.  With respect to the elimination of the qualification reports, many midsize to large mail providers, especially those using Optional Procedure agreements, already have provisions to allow for electronic use and storage of reports.  Thus, presently PostalOne! does not provide a return on investment some mail service providers need in order to spend the time and resources required to move to PostalOne!  There are presently workgroup members who have made it through the application process and have not started the file testing phase simply because programming time is being dedicated to higher priority projects.
There also was confusion as to what functions actually work with current PostalOne! versions.  An example of this had to do with Consolidated postage statements.  The statements were available for Periodicals but not for Standard Mail at the time the workgroup addressed this issue.  Had a mail provider adopting PostalOne! been expecting to be able to produce electronic Consolidated postage statements for Standard Mail, they would have been disappointed to learn it was not  supported.  It was later learned that this was a misunderstanding of the members within this workgroup. The ability for PostalOne! to process a Consolidated postage statement for Standard Mailings has been available since April 2005.  In May 2006, the feature was implemented to support the Consolidated statement for mailings presented using combined postage payment methods (commonly referred to as MLOCR mailings).
This miscommunication underlines the need to better understand what functions are presently available with PostalOne! and which functions are coming in future releases. The workgroup created a functionality spreadsheet in an attempt to understand present and future PostalOne! functionality.  A copy of the functionality report is included with this report.    
Recommendation: 
1.)
Implement the capability to support electronic form 8125. 
2.)
Update the functionality report created by this workgroup after each software version or patch is released.  Post the report in a timely manner on the 
PostalOne! website.
Round Stamp:
The common industry standard for mail service providers to prove to their clients that mailings were completed in their entirety and on time is the round stamped postage statement.  Not only is this a standard for the mail providers, but it is also the standard used internally by the clients of said mail providers.  This practice has been in existence for many years.  The electronic feature of PostalOne! called ePostage Payment (the electronic postage statement submitted through any of the data exchange protocols) eliminates the need for postal acceptance BMEU personnel to round stamp copies of postage statements.  The thought was that the mail owners would go directly to the USPS website and download their postage statements.  This practice may not always be practical and accepted by the industry at the same rate of speed.  Replacing a standard document that is presently passive for mail providers’ clients (that is, it is usually sent to the client by the service provider), to an active act that requires the client to download their own documentation, will require a behavior change.  Behavioral changes progress at varying rates of speed.  Mail service providers will be reluctant to force clients into an active situation if the mail providers’ competition is not doing the same.  Convenience is one benefit mail service providers sell to clients and forcing a client to do something uncomfortable may serve as a reason for the client to move to a more convenient service provider.  The workgroup feels that this education must be led by the USPS to put all service providers on a level playing field.  The industry, does not want to put early adopters of PostalOne! in a position where the elimination of the status quo is being done as a convenience for the mail service provider.  If the USPS properly educates the industry then mail service providers that adopt PostalOne! will be viewed as innovative and progressive, which will provide a competitive advantage for the right reasons.  This will encourage additional companies to move to PostalOne!
There are several ways the electronic postage statement information can be provided to the client.  If the mailer is using the client’s permit number, then the client should be able to access PostalOne! and view all of their account information from the convenience of their desktop.  The USPS feels that the inconvenience factor mentioned earlier may only be a perception of the service providers and the USPS has reported that all of the mail owners that have applied to use the Postage Statement Wizard have expressed delight with being able to have all of their information at their fingertips.  They no longer have to call the BMEU to find out how much money is in their account.  Instead, they can view all of their transactions for requested timeframes online.  Once they use it, they won’t do without.  While this may be true for those smaller mailers who are used to preparing their own postage statements and taking the mail to the post office for acceptance, it may not be true for larger mail owners who expect their mail service provider to handle all the details.  This may be a ‘perception’ issue, however the client’s perception is their reality and changing that will take varying amounts of both education and time.  It was further pointed out that, should the client not want to become a PostalOne! user (or in the case that they are using the service provider’s permit number), the service provider can do two things. One, they can download the PDF copy of the statement and email it to the customer.  This should be an improvement over how they handle the hardcopy today using delivery services or the mail. Or two, they can print the postage statement and send it as they do today.  While the process to inform or educate the customer regarding the gradual retirement of the “round stamp” process is necessary, it should not be considered an obstacle.  It has been reported that many of the large volume service providers  have been using electronic postage statements for years, and have indicated that their client adaptation issues have been insignificant.
The workgroup felt that the present disclaimer on the PostalOne! statement is sufficient as long as the client is educated that this statement is legally the same as the present round stamped version. 
Another issue with the electronic postage statement is the pending postage statement looks identical to a finalized postage statement.  Both statements are available in PDF format.  The workgroup has concerns regarding fraud by a service provider using both statements.  Some mail service providers’ mail using their own permit to mail for their clients.  In this case once a mailing takes place the service provider provides a round stamped postage statement to prove the mailing took place and to account for the postage spent.  Under the present PostalOne! system, the mail provider could produce the pending postage statement as a PDF and give it to the client as proof of mailing.  The pending postage statement PDF would have the quantities and dates expected by the client and therefore would be accepted.  The mail provider also could submit a new electronic postage statement or file in which records were deleted reducing the mail quantity.  The provider would then adjust the postage statement and submit a final postage statement at the lower quantities.  The provider would then pocket both the postage and the service charges on the variance in quantities submitted.  The group realizes that the majority of service providers act responsibly; however, the actions of one dishonest company could create  distrust of the electronic postage statement as legal proof the mailing has taken place.  If the end user loses confidence with the electronic media, then it will be more difficult for the industry to adopt PostalOne!  
Another issue related to the mailing statement PDF is presently it is not encoded, so it  may be possible to alter the final document.  Again, if the PDF can be easily manipulated confidence may be lost in the electronic statement. 
Recommendation: 

1.)
The USPS should send an official letter to permit holders informing them of the round stamp alternatives.  Additionally, it is recommended that the USPS provide information at the NPF and to the PCC to help spread the message.  It is recommended that a PostalOne! fact sheet containing information regarding round stamp retirement be created on USPS letterhead, and provided to the industry for use to help educate its clients.  This single sheet would be similar to Form PS 6014 that the USPS created to help the industry get its clients to conform to Move Update requirements.  

2.)
The USPS differentiates between the pending postage statement and the finalized postage statement so that each is clearly defined as a preliminary document or final document.  While it is understood that even encrypted PDF is not foolproof to manipulate if someone truly wants to change the document, differentiation still could prevent those wishing to make seemingly minor changes such as changes to the acceptance date.  It is recommended that the PDF of each be encoded to make alterations extremely difficult.
3.)
A final long term recommendation is for the present ‘pull’ model of PostalOne! that requires mail providers and owners to pull the data and statements from PostalOne! be replaced with a ‘push’ model where the statements and other documents are automatically pushed to the providers’ or owners’ website.  This would truly provide convenience for the end user.    

Spoilage:  
It is typical for a certain small percentage of personalized mail pieces to be spoiled during the mail providers’ production process.  Presently, in order to account for the spoilage in the PostalOne! environment, the service provider must make the change at the container level.  This is highly labor intensive and is impractical.  The workgroup recommends that the USPS develop a method within PostalOne! that simply allows the service provider to assign spoilage for the total postage payment transaction.  This spoilage would be expressed either as a percentage or an actual quantity.  The spoilage would be applied against the lowest postage tier.  The treatment of spoilage will be uniform  for all mailers.
Recommendation:  
1.)
It was recommended that PostalOne! use a field within Mail.dat to allow for deduction of spoilage based on a count entered into this field.  This solution has been accepted and PostalOne! Release 14 will have the ability to deduct a spoilage count from the lowest postage tier within the job.  This version is scheduled for release by the end of calendar year 2007, although there is a possibility the actual release may be extended to early 2008.  An electronic solution will not preclude the mailers from continuing to process their spoilage according to their Optional Procedure agreements.  A spoilage solution also will need to be incorporated for manifest mailings once they are supported by PostalOne!  

Courtesy Pallets:  
 Previously, presort qualification software had a 250 pound, or 3-tier minimum. to create a ‘legal’ pallet.  Pallets not meeting this minimum were considered courtesy pallets and therefore are not supported or recognized by PostalOne!  After the rate increase on May 14th, the minimum, for pallets became 100 pounds or one tier of mail.  While this is an improvement, it still does not go far enough.  The group had expressed a need for the ability to create barcoded placards for destination entry pallets with as few as 200 pieces.  For a variety of reasons some mail providers ship quantities at this level to destinations.  All material is shipped on pallets.  Since qualification software does not recognize these as ‘legal’ pallets, pallet placards with the appropriate markings including barcodes are not produced.  This means the pallet can not be tracked and not having a pallet placard produced through the software forces the mail provider to create their own pallet placard.  Since the USPS is moving towards Seamless Acceptance, the workgroup recommends that all minimums be eliminated within the qualification software so proper pallet headers can be created.  It is then recommended that PostalOne! support all pallets.  This way all pallets can be tracked through seamless acceptance.  
Recommendation/Solution: 
In June 2007 the USPS issued Customer Support Ruling PS-327 providing relief to this issue.
PS-327 (705.8.5.3)

This CSR discusses the preparation and labeling of low volume pallets.

Scanning pallet labels enables mailers and the Postal Service to track mail when it is received at our processing facilities. Sacked and trayed mail not presented on pallets may prove more difficult to track because there is no pallet label to scan. 

The Domestic Mail Manual (DMM) states that pallets may contain a minimum of 100 pounds of nonletter-size mail or 12 linear feet of letter trays if it is a BMC or ASF pallet entered at the destination BMC or ASF; an ADC pallet entered at the destination ADC; an SCF pallet entered at the destination SCF; or the only pallet entered at an individual destination BMC or ASF, ADC, or SCF facility.  

When a mailer is transporting less than 12 linear feet of trays or fewer than 100 pounds of sacks within a mailing to a destination BMC/ASF, ADC, or SCF, the mailer may place this mail on a low volume BMC/ASF, ADC, or SCF pallet respectively provided the mailer prints and attaches an appropriate barcoded pallet label to each such pallet. This provision also applies to the last Mixed BMC or Mixed ADC pallet within a mailing if it contains less than the minimum required volume as long as all more finely presorted pallets have been prepared.
This variance from the minimum volumes stated in the DMM will facilitate efficient tracking of the mail. 

Sharon Daniel

Manager
Software Issues:  
The group also looked into the areas of software vendor capabilities and software certifications.  The USPS had asked the group to compile a list of  software vendors’ general capabilities.  The list would be used by USPS personnel to determine if applicant’s software is capable of the functions required to interface with PostalOne!  It would not be used for marketing purposes or to steer the applicant to any particular software vendor.  The group also was to consider the issue of software certification.  
Recommendation: 
1.) 
A draft version of this capability list was submitted to the USPS and it is currently being reviewed to determine if such a list will help BMEU and help 
desk personnel.  The USPS is still reviewing the document and concerns have been expressed regarding the difficulties in maintaining a current list.  It may be more helpful for the USPS to maintain a list of software that is certified to work with PostalOne!
2.)
It is recommended that the industry inform their clients that when making an application for PostalOne!, they also contact their software service provider to provide support on the mail service side. 
3.)
It is recommended that software service providers develop and communicate plans for helping their clients move to PostalOne!

4.)
In the area of software certification, the workgroup felt this was outside of the workgroups scope.  The workgroup has submitted an issue statement for formation of a new workgroup  to study and resolve this issue.
Best Practice List:  
The group had intended to create a best practice list to assist new applicants in the 
PostalOne! process.  However, since there was little collective hands-on experience in using PostalOne! the group felt it could not create a list at this time. 

Recommendation:  
1.)
If a best practice list is required it may be better to assign this task to the 
PostalOne! user group, since members of that group are actively using 
PostalOne!  Creating a new workgroup also may be an option, although this workgroup is not filing an issue statement to do so.
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