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MTAC Workgroup 165 
 
Tuesday, September 2, 2014 
 
Kick-Off Meeting Agenda & Notes: 

• Welcome 
o Roll call – first time only for introduction 

• Mission Statement  
o Review MTAC Workgroup 165 Document 

• Goals 
o Improve MDA Help Desk Process 
o Identify Recommendations for improvements or enhancements 

• Ground Rules  
o Be mindful of background noise (put selves on mute if needed)   
o Open communications with Parking Lot process – feel free to share ideas, concerns, 

recommendations, but items may need to be placed in a “parking lot” for future follow-
up and/or future agenda item 

o Maintain respectful communications 
• Review Centralized MDA Customer Service Help Desk Process 

o Open Line calls are being hosted daily for mailers from August 18th to September 18th to 
go over the new MDA contact process and allow for questions, comments, concerns, 
feedback, suggestions and recommendations 

o MDA Customer Service Help Desk Process presentation shared and will be distributed to 
MTAC 165 Workgroup – it is also posted on RIBBS at 
https://ribbs.usps.gov/index.cfm?page=bmasupport under Important Links 

o MDA Centralization migration efforts started back in 2011 when the number of MDA 
positions was reduced to 35 MDAs across the country 

o Since that time, there has been a blend of “direct” customers (those that still contacted 
“their” MDA directly) and customers that were migrated to contacting the MDA Support 
Center (especially if they “lost” the MDA positions in their district/local area) 

o On July 14, 2014, a new system and process was implemented to centralize all calls and 
emails to one MDA Customer Service Help Desk so that all customers anywhere in the 
Nation could be connected directly with the “next available” MDA by calling the 1-855-
593-6093 number or by sending an email to MDA@usps.gov .  Callers can also connect 
with the MDA working their ticket by using their MDA Ticket number and entering it in 
the phone menu options 3 (the ticket number acts as the assigned MDA’s extension to 
connect directly) 

o The centralized approach allows for quicker access to and MDA who is “ready” to assist; 
more equitable balance of MDA workload; greater visibility; and will provide insight to 
help manage service 

o USPS is looking for ways to improve the MDA customer service process and help meet 
customer needs 

o As part of this MTAC workgroup, USPS will be analyzing reasons for customer calls, ways 
to enhance MDA training, ways to enable BMEUs to help with customer questions; ways 
to spread the word to customers about the resources available to them 

https://ribbs.usps.gov/index.cfm?page=bmasupport
mailto:MDA@usps.gov
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o Open Communications: 
 MDAs need more authorization to approve pieces so they are not rejected at 

BMEUs 
 Need a way to communicate MDA evaluations/decisions/authorizations to 

BMEUs (i.e., eBSN) 
• There are currently  two programs to help: PCSC has a program and 

MDAs have the EMAC program (Enhanced Mailpiece Automation-
Compatibility) 

 For exceptions to pieces that have already been creating – contact local BMEU.  
They will escalate to the District Manager of Business Mail Entry (MBME) who 
will determine if they can grant an exception or if it needs to be escalated to 
PCSC.   

• If it is a non-revenue issue (i.e. spelling issue) – the MBME has the 
authority to grant exceptions – mailers should not go to MDAs for these 
types of exceptions 

 MDAs are a great resource to use prior to printing a mailing.  They can help 
during the design phase to ensure the mailing will be in compliance 

 Action Item:  Communicate to the Industry when to escalate 
requests locally, to PCSC, and when to seek MDA assistance 

 MTAC Workgroup provide recommendations on best way to help 
communicate 

 There is confusion regarding the type of assistance BMEUs can provide versus 
when to commission the assistance of an MDA 

o MDAs are ideal to incorporate in the Design/Planning Phase 
o BMEUs can assist with determining if a mailpiece is in compliance 
o MDAs assist with mailpiece evaluations that require special equipment, 

such as measuring paper quality and ink color reflectance testing 
 Question/Recommendation:  Is there a checklist MDAs can send customers that 

can help expedite the request? 
o There is an MDA request form posted on RIBBS 
 Action Item:  MTAC workgroup, please review and provide feedback 

for the next meeting:  MDA Assistance Request Form (PDF)  
 MTAC Workgroup can help by promoting 2-way communications – what do 

MDAs need from customers to help improve the interaction process? 
 Action Item:  Poll MDAs for suggestions  

 
• Topics for next meeting: 

o MTAC Workgroup MDA Customer Service Experiences 
 Send Kim and Claudia some of your experiences with the MDA Help Desk since 

the launch of the new Contact Process – good, bad, right or wrong -- How was 
the service?  How was the quality?, etc. 

 Send any concerns or issues with the new process for discussion 
 Send by Friday, September 12, 2014  

o MDA Customer Service Help Desk average call and email volume 
o Map of MDA locations 

• Build consensus for frequency, day of the week, and time for meeting 
o Agreed to bi-weekly meetings on Tuesday at 3PM ET 
o Next Meeting:  Tuesday, September 16th at 3PM ET 

https://ribbs.usps.gov/bma_mdasupport/documents/tech_guides/MDAAssistanceRequestForm.pdf
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Tuesday, September 16, 2014 
 
Agenda & Notes: 
 

• MDA Customer Service Help Desk average call and email volume 
o Average Daily incoming call volume: 108  

 Range: 75-172 
o Average Daily incoming email volume:250  

 Range: 199-303 
• Map of MDA locations 

o Map also contains locations of back-up MDAs who are called upon to fill MDA positions 
for MDAs that are on extended leave or if there are vacancies 

• Customer Question Topics 
o Shared summary of MDA Customer Service Help Desk Ticket Categories for the month of 

August 
o While not surprisingly, the majority of questions are MDA topic related, there are 

categories/questions that can be addressed at the local level by the BMEU or district 
Mailing Requirements Office 

o Question:  How do we migrate those calls/customers from calling the MDA Customer 
Service Help Desk to the correct resource? 

o Recommendations: 
 Create/Use a form that customers complete to ensure all the information 

needed is provided 
• Action Item:  Marsha to share form used by their customers 

 Create a Mailpiece Design Quick Service Guide or Quick reference guide that 
includes commonly asked questions related t MDA.  Something “quicker” and 
“easier” to use than it would be to search the DMM.  Something specific to 
mailpiece design. 

• Action Item:  ALL, submit questions/topics/references to add to this 
guide that will be helpful to your mailpiece design.  Include 
recommendations as to where it should be posted for easy access. 

 Create a wizard, online self-service tool that will help guide customers through 
mailpiece design assistance. 

• Action Item: Ana to check and see if USPS still has the Decision Tree 
designed previously that assisted customers through mailpiece design 

• Action Item: John asked to provide an illustration and/or additional 
information regarding the recommendation 

 Create an online tool similar to the ABRM tool, but for large mailers that can’t 
use the ABRM artwork.  Given that the ABRM generated artwork is camera 
ready, large mailers have a need for a different format/tool, that will allow them 
to change the size of the artwork without distorting the information and assist 
them with ensuring that the artwork/mailpiece meets spacing requirements. 

• Action Item:  Marsha (?) to write up need and recommendation for 
consideration 
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• MTAC Workgroup MDA Customer Service Experiences 
o We still want your feedback.  All MTAC 165 members are asked to submit feedback 

regarding their experience with the MDA contact process – good, bad, what’s working, 
what isn’t, etc. 

o Review comments submitted: 
 Reviewed MDA Assistance Request Form (PDF) posted on RIBBS: 

https://ribbs.usps.gov/index.cfm?page=bmasupport  
• Action Item:  USPS to incorporate recommendations submitted and 

share during next meeting. 
• Recommendation: 

o The request should not be “required”, but should be made 
available – especially for first time customers and also for field 
use when referring customers to MDA Customer Service Help 
Desk or when calling on behalf of customers to open an MDA 
ticket. 

o Make the form electronic so that it can be populated and 
attached to emails to MDA Help Desk 

o Future:  Make the form automated so that it can be populated 
and automatically submitted to MDA for assistance 

 Industry understanding that if an MDA approves and/or says a piece is okay in 
an email, that should be enough when presenting at BMEUs that don’t think the 
piece meets requirements 

• Yes and no – the MDA process that assists with that issue is the EMAC 
(Enhanced Mailpiece Automation-Compatibility) review 

o EMAC is a formalized process that provides additional support 
and documentation for MDA evaluations 

o High-level overview of the MDA EMAC program 
o Go to https://ribbs.usps.gov/index.cfm?page=bmasupport and 

click on Enhanced Mailpiece Automation-Compatibility (EMAC) (PDF) 
to learn more about EMAC 

o Customers are not aware of the EMAC program even though it’s 
posted on RIBBS. 
 Recommendation for Communicating MDA 

Updates/Changes/Programs:  
• Send out Industry Alerts 
• Incorporate into PCC workshops 
• Possibly create videos, post on YouTube 

 Recommendation: 
• Create a Check-list for customers to use to ensure they have provided 

all the information needed when submitting requests to MDAs 
o Action Item:  Claudia to incorporate recommendations 

submitted by MDAs to create a draft 
• Action Items:  Submit to Kim and Claudia by Friday, September 26th. 
• Topics for next meeting: 

o Review remaining industry feedback 
o Status Check on Action Items 
o Next Meeting:  Tuesday, September 30th at 3PM ET 

https://ribbs.usps.gov/bma_mdasupport/documents/tech_guides/MDAAssistanceRequestForm.pdf
https://ribbs.usps.gov/index.cfm?page=bmasupport
https://ribbs.usps.gov/index.cfm?page=bmasupport
https://ribbs.usps.gov/bma_mdasupport/documents/tech_guides/EMACReviewExtFAQ.pdf
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Tuesday, October 7, 2014 
 
Agenda & Notes: 

• Review  industry feedback: 
o Not providing timely responses-some issues still open 

 Recommendation:  Monitor MDA responses and response times.  Not just 
quantity, but also look at quality. 

o Provides recommendations rather than requirements 
 Want to make the assumption that whatever is recommended falls within the 

requirements 
• Recommendation:  If the piece does not meet the requirements, make 

it clear.  Customers want to know: 
o Is the piece ok? 
o If not, what is the requirement? (include the reference) 
o Provide recommendations for the piece to be in compliance 

 There is an assumption that if an MDA makes a recommendation, it will be in 
compliance? 

• No such assumption should be made   
• MDA's give a courtesy reviews and evaluations – there may be other 

aspects of the mailing that may pose an issue during the acceptance 
process – especially if the MDA is not evaluating the production piece 

• The EMAC program aims to address this issue with production pieces 
• There is an escalation process if customer is dissatisfied  
• Pieces can be escalated to PCSC for final agency decision 
• Do incorporate the MDA in pre-production since their assistance can 

lead down the right path and prevent major/costly issues 
• Mailer is still responsible for ensuring that each mailpiece meets all the 

requirements 
• Recommendation:  MDA should give a disclaimer* 

o eMails get a quicker response than telephone calls 
 Phone calls are more one on one - feel more comfortable with information 

given since it allows for Q&As, but customers want the information in writing as 
well 

 Recommendation:  A phone call should be followed up with an email, especially 
if references were provided 

o Has provided incorrect  information, knowledge skill-set issues, incomplete responses 
 Once a ticket is closed, a new ticket will need to be created if the customer calls 

back about the same issue. 
• Recommendation:  Whether by phone of email, advise the customer 

that the ticket will be closed and allow time for customer follow-up to 
ensure they got the information needed. 

• Recommendation:  Consider the ability to reopen tickets if the customer 
does not feel their question was answered.  This can also serve as a 
metric and help identify possible training needs. 

o MDA will be migrating to a new ticket recording system.  We 
will look at the ability to reopen a ticket and how to measure 
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the SLA.  We know timeliness of responses is a concern for the 
industry, but so is complete and correct answers. 

• Recommendation:  Identify Subject Matter Experts that 
new/inexperienced MDAs can consult with if they need assistance.  
Would much rather deal with someone who knows the topic. 

o Feedback: Customer shared experience when and MDA brought 
in another person on the phone as a conference call for a 
consult.  Worked well.   

o No relationship and Inconsistency 
 Customers miss the Personal relationship built over the years with their local 

MDAs 
 It saved time to work with an MDA that already knew the uniqueness/business 

needs of the customer.  Takes time to have to re-explain every time – some 
MDAs “get it” some don’t. 

 Recommendation to the Industry:  Have seen a best practice where customers 
give an intro about their company, all the needed information to open the ticket 
(company name, address, permit information, etc.) and uniqueness (i.e., unique 
zip+4) as an intro to every email submitted to MDA – it’s part of their email 
template. 

 Customers can still request to work with a specific MDA.  MDA’s are trained to 
offer assistance, but can pass along the ticket to the requested MDA if they are 
available 

 
• Topics for next meeting: 

o Share information on BME Business Solutions Center (BSC) Pilot Site – open for 
recommendations 

o Remaining industry comments 
o MDA industry requests/recommendations  
o Next Meeting:  Tuesday, October 14 at 3PM ET 

 
 
Tuesday, October 14, 2014 
 
Agenda & Notes: 
 

• BME BSC Pilot Introduction 
o BSC being created in response to industry need for in-person/local mailing 

consultations: 
 

Description: The Business Solutions Center (BSC) is designed to provide a centralized 
location within a BMEU or post office to assist, support and educate mailers regarding 
business mail including but not limited to Full Service, Seamless Acceptance, eInduction, 
eVS and Mailer’s Scorecard.  
 
Objective: Assist all customers with identifying the best business mailing solution for 
their commercial mailing needs through consultation, diagnostics, research, 
recommendations, and hands on assistance.  Simplify the mailing process by identifying 
their mailing needs and recommending mailing solutions specific to those needs 
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Assist with: 
 

• Commonly asked MDA Customer Service Help Desk Q&As that the BSC BMEU 
can help with such as  

o Business Reply Mail 
o Folded Self-Mailers 
o Full Service 
o EDDM 
o Political Mail 

• Hands on personal assistance with: 
o BCG customer enrollment 
o Identifying software solutions to meet Full Service and Seamless 

eligibility 
o Use of Self-Service-Terminal (SST) to expedite mail acceptance 
o Mailer Scorecard troubleshooting 

• Customer Education  
o Questions:   

 Who will be in this center?  BMEU- acceptance employees and mailing 
requirements (if available –not all BMEUs have Mailing Requirements 
employees) 

 How many pilot sites? Just one pilot site for now and then slowly roll out 
nationally – possibly start at the district BMEUs and/or large metro BMEUs 

 Does it affect hours of operation?  The BSC will be open during the BMEUs hours 
of operation, but we are also exploring creating additional self-help tools for 
customers that can be available 24/7  

o Recommendation- have employees that specialize in certain topics to have local Subject 
Matter Experts 

o Feedback:  it is not as easy now to find the information - any way to do that quickly 
would be helpful 

• Action Item:  Summarize the Industry Concerns in the Excel File 
• Topics for next meeting:   

o Identify MDA Help Desk Enhancements Changes to help improve Customer Service and 
meet mailer needs. 

o MDA Feedback/Industry Request 
o Review Action Items 
o Next Meeting:  Tuesday, October 28 at 3PM ET 

 
Tuesday, October 28, 2014 
 
Agenda & Notes: 

• Incorporated industry feedback to add “comments” to the “Workgroup Issues and 
Recommendations” excel file and added a column for final action to be recorded 

• Continued to work through issues/concerns.  Notes added to the excel file and 
recommendations recorded (see “Workgroup Issues and Recommendations” excel file) 
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• Action Item:  ALL, review file and insert additional comments and/or recommendations.  Send 
to Claudia and Kim to incorporate.  Items/feedback submitted by COB Monday 11/3 will be 
added for sharing and discussion on Tuesday 11/4 

• It was agreed that meetings will change in frequency to Weekly 
• Need to begin identifying recommendations that can be implemented by the 12/31 target date 

and those recommendations that will be submitted for future consideration 
• Topics for next meeting:   

o Identify MDA Help Desk Enhancements Changes to help improve Customer Service and 
meet mailer needs. 

o MDA Feedback/Industry Request 
o Review Action Items 
o Next Meeting:  Tuesday, November 4th at 3PM ET 

 
 


