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Executive Summary


The Postal Service is facing unprecedented challenges and must adapt to new customer expectations, emerging technologies and business models, similar to enterprises. Its Vision 2013: Five-Year Strategic Plan for 2009-2013 outlines strategies that build on a foundation of continuous improvement in service processes, automation and standardization, making mail intelligent, and developing flexible networks. We start by understanding what matters most to customers and working collaboratively to meet their needs. This way we will design solutions that balance customer requirements with our commitment to improved financial results. 

Excellent customer experience includes reduced paperwork, elimination of inefficient processes and outdated requirements, collection of more information electronically—thus reducing manual processes and improving data accuracy. It needs to be easy for our customers to obtain accurate information, use our products and services, and quickly resolve concerns. To better understand our customers we to create a more comprehensive view of their interactions with us by leveraging data across our information management systems. Providing employees with the tools that allows us to respond to customer demand is critical to exceeding their expectations. In the digital age, information is used by leading organizations to enhance products, provide transparency, and improve performance. By transitioning to digitized work flows and the improved visibility that it provides; we will drive breakthroughs in efficiency, responsiveness, and service to meet the dynamic market needs of our customer and create services and features that enhance the value of mail. 

The Business Mail Acceptance (BMA) Vision and Strategy is integral to the Postal Services’ strategies. The BMA Vision is to use the most effective technologies and business practices to improve processes, collaborate, and adapt to our changing business mail and customer expectations. BMA is intending to fulfill three specific business needs; providing a superior customer experience, making mail a viable means of communications for the future, and enabling a more effective and efficient mail supply chain. To fulfill these needs BMA is pursuing four key strategies: 

1. Results-based Automated Verification: Digitize workflows to keep mail costs affordable and mail desirable as a medium of innovative business communications. A verification paradigm shift will realign labor resources and processing to be sustainable and effective. Leverage technologies such as electronic documentation (eDoc) and Intelligent Mail Full Service capabilities to automate business mail acceptance and verification processes and provide a continuous mail entry business model. 

2. Centralized Account Management: Enable customers to establish one secure account to mail anywhere in the country. Provide product visibility within the business mail network. Enable customers to manage their accounts online and leverage electronic payment methods to eliminate transactions across the retail window and foster eCommerce.
3. Integrated Customer Support and Feedback: A competitive marketplace dictates we provide a superior business experience. Leverage technology to provide integrated, dynamic, and relevant customer support systems for an online service that enables better decisions, access to mail piece design self service and mailing preparation standards, and feedback on mailing quality results. 

4. Optimized Business Mail Acceptance Network: Implement strategies to simplify and track products, streamline procedures and contain costs. Migrate acceptance and verification functions to key induction points, reduce need for Postal Service staff at mailer facilities while standardizing and improving the mail entry process. Utilize technology to streamline mail entry and create alternative access points to support our diversified customer base 
Vision, Goals and Benefits


	

	BENEFITS

The benefits from an updated business mail entry process include: 


· Continuous mail entry for customer access to initiate, present, and manage mailings.

· Centralized customer managed flexible payment solutions. 

· Near real-time, comprehensive decision support information and customer support.
· Timely and actionable mailing status, quality, and performance data.


	VISION: Use the most effective technologies and business practices to improve processes, collaborate, and adapt to our changing business mail and customer expectations.

The Business Mail Acceptance (BMA) Vision and Strategy provides a roadmap for how business practices and functional alignment will evolve in the coming years. It leverages new and emerging technologies to improve the service and processing of our business mail products. The results will be cost stability in a streamlined mail acceptance process with expanded access and improved quality, service, and efficiency. 
Goals are:

· Increased mailing flexibility.

· Convenient and flexible payment options.

· Decreased cycle time across the mail supply chain.

· Timely visibility about mailing status.

· Timely problem identification and corrective action across the mail supply chain.

· Increased mail quality and efficiencies throughout the mail processing life-cycle.
The detailed plan further describes the four strategies which we believe are the BMA’s key priorities to achieve these goals. We will collaborate with external and internal customers to extend these initiatives across our business mailing products and services. This collaboration will include developing the specific value propositions that electronic and automated solutions offer in redefining our business processes. We will work together to validate goals, define success criteria and measurements, and implement the strategies that meet our customer needs while keeping mail affordable and valuable. BMA will use business process reengineering and continuous process improvement techniques to collect data and validate best alternatives for streamlining verification processes, providing integrated customer support and feedback, and establishing an enterprise payment system.

Business Mail Acceptance - Organization, people, culture, processes and technology 
responding to current and changing business needs. 


Strategy 1 – Results-based Automated Verification

	Description
Leverage technologies such as electronic documentation (eDoc) and Intelligent Mail Full Service capabilities to automate business mail acceptance and verification processes to keep mail affordable and desirable as a medium of innovative business communications. Realign labor resources and processing to be sustainable and effective. Leverage PostalOne! system features like eInduction, Full Service IMD scanning, and eMIR to transition to Seamless Acceptance providing continuous mail entry access.
	Key Capabilities

· A new business model that standardizes USPS acceptance and verification processes for all mail products and mailers’ mailing environments and supports a continuous entry of mail.
· Both historical and/or trending metrics based on mailer mailings over time to determine mail quality assessments.

· Utilize USPS facility processing quality metrics based on processing over time to be factored into determining mail quality performance.
· Promotion of superior mailing supply and quality while adjudicating mail quality deficiencies based on operational impacts.
· Flexibility to promote innovative mailing campaigns.

	Cross Functional Partners


External

· Mail Service Provider

· Mail Owners
Internal

· Mailing Standards 



· Product and Sales

· Pricing 

· Operations 

· Human Resources/Labor
	Customer Benefits

· Continuous mail entry customer access to initiate, present, 
and manage mailings.

· Longer mail manufacturing cycle
· Standardized acceptance and verification processes
· Timely notification of business mail quality issues
· Performance measurement of mailing quality deficiencies
· Lower risk mail quality deficiency assessments
USPS Benefits
· Efficient resource utilization/allocation
· Improved mail quality
· Improved operational efficiencies
· Improved SOX compliance


Strategy 2 – Centralized Account Management

	Description
Enable customers to establish one secure account to mail anywhere in the country. Provide product visibility within the business mailing network. Enable customers to manage their accounts online and leverage electronic payment methods to eliminate transactions across the retail window and foster eCommerce.
	Key Capabilities

· A centralize account number associated to a customer business location.

· Account management features that meet online payment and eCommerce business needs.

· Secure access of information in a manner that facilitates continuous business process flows.

· State-of-the-art industry best practices for security and fraud protection.

	Cross Functional Partners

External

· Mail Service Providers

· Mail Owners
Internal

· Mailing Standards 

· Product and Sales

· Pricing

· Finance 

· Corporate Treasury 

· Human Resources/Labor
	Customer Benefits

· Continuous mail entry for customer access to initiate, present,  and manage mailings

· Centralized account funding solution

· Flexible payment options

· Mail anywhere

· Centralized payment for all products and services (e.g. Return Services, PO Boxes, etc…)

· Secure and protected financial transactions

· Simplified and low cost account administrative and management processes

· Improved customer financial account management

USPS Benefits

· Simplified and low cost account administrative and management processes

· Improved customer insights on product utilization and revenue contribution
· Improved SOX compliance

· Tracking office revenue allocation  


Strategy 3 – Integrated Customer Support and Feedback

	Description

Leverage technology to provide integrated, dynamic, and relevant customer support systems for an online service that enables better decisions, access to mail piece design self service and mailing preparation standards, and feedback on mailing quality results. 
	Key Capabilities

· Customer support capabilities that meets the dynamic and continuous operational environment of the mail supply chain.

· Centralized services to provide access to support that is relevant to the specific business needs.
· Timely, accurate, and relevant flow of information to enable supply chain decision support activities.

	Cross Functional Partners

External

· Mail Service Providers

· Mail Owners
Internal

· Product and Sales

· Pricing

· Finance 

· Human Resources/Labor 
	Customer Benefits

· Automated 24x7 customer access to mailing support services

· Timely, accurate and consistent information regarding mailing design, preparation  rules, processes, and decisions
· Centralized support channels relevant to customer support needs: “how to” instruction; education; general information or technical assistance regarding billing; quality reporting; and service issues
· Timely decision support information regarding mailing quality performance

· Integrated reporting across mail manufacturing and supply chain processes
USPS Benefits

· Simplified and low cost  administrative and management processes

· Significant reduction in hard copy transactions (e.g. authorizations, applications, appeals, and other activity)

· Improved SOX compliance

· Centralized information and status tracking

· Constant and consistent information and communication

· Improved customer response time


Strategy 4 – Optimized Business Mail Acceptance Network

	Description

Implement strategies to simplify and track products, streamline procedures and contain costs. Migrate acceptance and verification functions to key induction points, reduce need for Postal Service staff at mailer facilities while standardizing and improving the mail entry process. Utilize technology to streamline mail entry and create alternative access points to support our diversified customer base
	Key Capabilities

· Optimized and streamlined business mailing access and induction to support a diverse mail supplier base and customer needs.

· Inventory management capabilities using industry best practices and technology to manage and track products throughout the mailing cycle.
· Product simplification strategies.
· Improved and streamlined Business Mail Entry channel process to facilitate Induction entry, Online entry, and Office entry channels optimized for effectiveness and efficiency.

	Cross Functional Partners

External

· Mail Service Providers

· Mail Owners

· Logistics Providers

Internal

· Operations 

· Pricing 

· Product and Sales

· Visibility and Performance

· Mailing Standards 

· Human Resources/Labor 


	Customer Benefits

· Continuous mail entry for customer access to initiate, present, and manage mailings

· Business mailing product ease of use

· Longer mail production cycle times

· Continuous and streamlined mailing entry 

· Access to timely mailing management information throughout mailing process
· Near real-time, centralized mailing status feedback and customer support 

USPS Benefits

· Simplified and low–cost administrative and management processes

· Consistent right-sizing of resource allocation

· Expanded access channels

· Reduced inventory

· Improved mail flow

· Consistent application of business processes and rules


Next Steps

1. Finalize the BMA Vision and Strategy plan with input from external and internal customers.

2. Obtain executive approval of the BMA Vision and Strategy.

3. Establish high level milestones.

4. Perform analysis to determine process reengineering needs and implementation strategies.

· Perform a business process reengineering and continuous process improvement analysis to determine strategy solutions.

· Develop a strategic roadmap for strategy implmentation

5. Develop a business case for investments in the technology for:

· Centralized payment system

· Online seamless verification and acceptance 

· Integrated customers support and feedback

Success Factors

To move forward to streamline the mail acceptance process, the mailing industry and the USPS must work cooperatively to enhance and refine and implement the BMA strategies by:

1. Understanding the benefits for the customer and the USPS.

2. Embracing change and taking informed risks.

3. Using technology to expose quality gaps and the need for process improvement.

4. Looking for opportunities to enhance products and services cost-effectively.

5. Setting realistic mailing quality, performance measurement, defect management, and service improvement standards.

6. Understanding that technology supports the rate of change.

7. Revisiting and revising business processes to support the vision.

8. Addressing changing roles and responsibilities.

9. Pursuing quality supply chain investments.

Measurements for Success 

Business Needs

· Superior customer experience and ease of use
· Make mail an affordable and valuable communication medium 

· Make the mail supply chain a more effective, efficient, and seamless process
Outcomes And Measurable Results To Meet Business Needs

· Continuous improvement in service processes

· Eliminate inefficient processes (reducing manual processes)

· Eliminate non-value added mail preparation requirements

· Integrate data across systems to create a more comprehensive view of our customers and their interactions with USPS

· Provide employees value–added tools to meet customers needs

· Quicker response to customer needs

· Automation and standardization

· Reduced paperwork

· Consistent information

· Easy access to services and resolving concerns

· Improve data accuracy

· Make mail more intelligent, affordable, and valuable communication medium
· Increase mail volume going through automated mail verification

· More information collected electronically

· New services and features created that enhance the value of mail

Measurements for Success 

· Develop flexible networks 

· Expanded access channels – measure the number of mailings/statement transactions entered through each Induction Entry channel and the Online Entry channel.

· Survey of customers to determine if performing business with USPS is less complex i.e. faster/easier/lower cost to administrate, management, and produce mailings using USPS new channels.

· Ease of use
· Reduce process steps

· Improve visibility to drive breakthroughs in service and efficiency

· Manage costs
· Labor reductions
· Eliminate non-value added steps/waste

· Reduce process steps

Vision Timeline
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Acronyms

The following table lists the acronyms used throughout this document.

	Acronym
	Full Text

	BMA
	Business Mail Acceptance

	BME
	Business Mail Entry

	BPR
	Business Process Reengineering

	eDoc
	Electronic Documentation

	eMIR
	Electronic Mail Improvement Reporting

	HR
	Human Resources

	IMD
	Intelligent Mail Device

	IT
	Information Technology

	MSP
	Mail Service Provider

	MO
	Mail Owner
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