MTAC Task Team #2 – Streamline Business Mail Entry

 Meeting Minutes for Thursday, September 2, 2010

2:00 pm – 3:00 pm

Attendees:

Ana Cikowski

Angela Lawson

Bob Galaher

Carol Hurwitch 

Charley Howard

Clarence Banks

Laine Ropson

Lee Angelelli

Mike Winn

Steve Colella

Steve Krejcik

Steve Soto

Susan Thomas

Wanda Senne

Steve Krejcik and Steve Colella have joined the team.  Steve K. will represent the MLOCR industry segment, and Steve C. will represent the small, medium and large Letter Shops.

Bob did not receive any feedback from the team members after last week’s meeting.  Bob asked if the team members agreed with the initiatives listed on the Vision document, and if everyone had a clear understanding of the items that would benefit the industry in terms of what is identified in the document.

Steve K. felt that the document had the correct approach, and Laine indicated that she has shared the document with her associates and others in an effort to obtain additional feedback.   

Bob offered clarification in terms of Pritha’s request.  This request involves leveraging Intelligent Mail® capabilities for BRM, or prepaid mailings and other mailings which include documentation, and can be used in mail processing to do the count for mail that is being returned.  The purpose is to automate BRM and other processes that are labor intensive and stimulate product growth and usage.  This would fall under centralized payment and provide product visibility, and it would be intended to eliminate transactions across the window.  Bob asked if all were in agreement that this could be handled under the current initiative.  Laine agreed.
Bob will edit to the Vision document to include the above mentioned request. Part of this additional effort will include getting industry feedback on payment option and visibility. Pritha is proposing the development of a team that will enable the collection of those business needs quickly.  Bob believes that those items collected as part of analysis will assist a new workgroup to get started.  Bob will forward the MTAC Charter to the team for review and comments regarding any anticipated issues for the new workgroup.  Bob emphasized the need to concentrate the team’s effort on the main issues of the original initiative. 
Mike expressed a concern over the team’s inability to solve all problems and cautioned against allowing excessive scope expansion.  Mike indicated that eDropship should be left to the specific group tasked with solving those problems.  

Bob requested that the group think about innovations and the areas where drastic improvements can be made.  There is going to be a lot of challenge and these improvements will require another workgroup to accomplish.  The team needs to thinks about what are the business needs and the benefits for the USPS and the industry; what are the key steps to try and get there; and what is the scope so TT2 can build the instructions for the new group.  This will provide the scope and action plan built around getting started and tactical aspect of what they need to do.
Steve K. stated that the group needed to be careful of different initiatives as all of these are very tightly integrated.  Ultimate goal is to remain focused on one vision.
Bob indicated that the next step is to understand if this vision makes sense to team members and can it be identified to a business need.  Bob further indicated that the USPS wants to use technology and best business practices to come up with a way to not have the gatekeeper verification process that we have in place today.  It is 24/7 world the USPS wants to come up with something that allows mail to flow and create a radical change from verification today.  
Steve C. stated that (for small letter shops) it is scary to have the USPS come up and say something is wrong after the mailing has been accepted and mailed.  Being asked to pay without an opportunity to correct errors is a liability that cannot be assumed by small shops which could result in facilities going out of business.  Steve C. and Laine R. expressed concerns about the impact to Small to Medium mailers who cannot afford and would not be in favor of a system that provides quality feedback presented with a bill and not having a means to dispute or correct the mail.  To determine the impact on mailers, further discussion or additional bullet points were requested by Steve C. and Laine R. under Key Steps.
Bob understands that this is a big paradigm shift and also emphasized that service providers would have to offer good quality checks upfront.  Bob is open to exploring various solutions with the team. 

Steve C. believes that having an audit trail would be beneficial as isolated mistakes are unavoidable.  This would provide mailers with an ability to evaluate a situation where they are informed by the USPS that errors were found in the mailing.
Bob asked the team what would be the key steps; the benefits; and what it would mean to each member of the team.  If the members cannot find any meaning behind the key steps, then changes must be made because the key steps won’t mean anything to anyone else.  In addition the team needs to decide whether the approach should be voluntary or mandatory, and the period of time that should be given to the workgroup.
Mike stated that Steve C. described important principles and underlined guidelines where the USPS should not increase the risk of mail providers. 
Bob asserted that to make such radical changes people have to be willing to take risks; no one wants to overburden risk on someone if it can be helped.  Maybe the “business need” may have to provide an opportunity for mailers to fix the mail; maybe the USPS needs to look at costs incurred if errors are found and the mailers retrieve the mailing; maybe there should be a charge for incorrect mailings that are taken back by the mailer for rework and then submitted for secondary verification. 
Clarence B. agreed with the concept and suggested that it may be a good idea to “put it out there and let the industry take it from there.”
Bob acknowledged that this initiative would be the most controversial and contentious.
Laine indicated that Charley H. had brought up this topic during the last meeting: current acceptance and verification procedures are going to be key and critical.  The data that has been gathered by Bob’s team indicates that there is good quality in the mailings.  Laine requested that this group have the ability to look at that data.  Many of her clients ask how do they get the feedback now and is that system working.  They wonder if current efficiencies are working because they don’t know what is happening now.  Laine further indicated that 
Steve C. expressed concerns over the efficacy of the eMIR program as the field does not fill the reports out completely.  Many reports do not provide pictures, descriptions, or any other information that would allow mailers to determine what job was involved.  The field needs to do a better job of completing eMIR reports with information that allows mailers to determine which job was involved.  A picture of a piece, tray tag or pallet flyer would be great because may mailers have job numbers or other information that would help investigate the problem.
Rich D. suggested that it would be helpful if the company that made the appointment could receive a copy of the eMIR directly instead of relying on clients forwarding them.
Bob reiterated that the work performed by the reengineering team is focused on the acceptance and verification data collection arena.  If the existing foundation is acceptable, then the team can continue the improvement process.  Because of the complexity of the mail acceptance and verification process, it is getting increasingly difficult to verify mail.  
Steve C. indicated that a lot of small mailers would be the ones that would provide a lot of “push back.” 
Bob agreed and stated that we the team has to look at that issue and the type investment this represents.  80% of all customers may do less than 1000 dollars a year and there has to be a simplified solution.

Steve K. proposed to have a brainstorming session to assess the situation and look at the feasibility before jumping to decisions.
Lee stated that this group should be looking at the capabilities that are needed for medium to low volume mailers:  What affects current positions?  What capabilities are needed at that level?  What does this mean to a business?  Can the team defer risk and the options?  Bob suggested that this may not be an industry step as the USPS is doing the verification, and when introducing human interaction there is a greater risk for poor quality as people make mistakes.
Mike agreed that human interaction is the biggest challenge that the industry faced, and Steve C. indicated that automation minimizes errors but it does not prevent them.
Mike expressed concerns about the OIG and the possibility of having their involvement and/or participation in this discussion.  Bob was not sure that their involvement was necessary as they audit the policies and procedures that are instituted; they do not provide direction to indicate what is wrong with the policy or procedure.  Mike suggested that the team present a high level recommendation to get the OIG assessment of the team’s direction.
Lee suggested that for the team to complete the work each team member needed to provide business needs.  Bob asked if Lee was referencing strategic steps.  Lee indicated that he was referring to business needs and what it meant to each member of the team them in terms of results-based verification and what the needs are for all types of mail customers.  The ultimate goal is what we defined by the team.  Bob requested clarification.  Lee stated we the team was talking about isolated little needs and we not getting to the strategic needs stage.  Capabilities for various types of customers, the scope and needs must be developed.  Lee stated that the team’s task is to manage strategic planning and execution, working on the end product and not focusing on individual problems.  Bob will talk to Lee to get clarity.
For the next meeting, Bob requested that each team member go through the Vision document and provide recommendations on what needs to change; identify the initiatives are being correct and the proper thing to do.  In addition, the team needs to determine the benefits.  
Meeting adjourned at 3:10 pm EST
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