FINAL REPORT

MTAC WORKGROUP - IDENTIFICATION OF CAUSES 

FOR INCREASED PARCEL VOLUME AT THE MAIL RECOVERY CENTER

ISSUE:  The Postal Service operates three Mail Recovery Centers (MRC’s), formerly known as Dead Letter/Parcel Offices.  In FY-1998, the MRC’s received approximately 1.4 million parcels.  This workgroup was formed to identify the major contributing factors for MRC’s receiving such a large volume of parcels.  Identification of the causes was viewed as the first step towards developing solutions.

BACKGROUND:  Companies who distribute their products through the mail became aware that a significant number of their packages were ending up at the MRC’s.  It was learned that undeliverable parcels which had been opened, resealed and redeposited without additional postage were being sent to the MRC’s.  Based upon the pre-1998 policies governing the disposition of such parcels, the mailer was not notified that the customer attempted to return the parcel nor the actual product back.  The notice is very important because companies will send out payment due letters if neither payment nor the return is received.  This could result in customers deciding not to order through the mail.


In a cooperative effort, mailers and the Postal Service began to focus on the MRC’s as a diagnostice tool.  A prior MTAC workgroup looked into the handling of opened/resealed/redeposited parcels, with the outcome being the establishment of an “expanded return policy.”  Under the policy, the MRC’s returned articles in company-identifiable packaging, in bulk and postage due, to participating mailers rather than auctioning or otherwise disposing of the merchandise.  During FY-1998, the MRC’s returned 374,353 parcels under this program.  During FY-1999, this volume was reduced to 311,655, largely attributable to the Postal Service and mailers working together to correct identified deficiencies.


The current workgroup held several meetings, including a fact finding tour of the Atlanta MRC.  It became very clear from the discussions that both the mailers and the Postal Service shared the concern over the volume of parcels at the MRC’s.  For the mailers, the volume represents potential lost contact with customers.  For the Postal Service, the volume represents additional costs for the subsequent transportation and handling of the parcels.  The mailers and Postal Service representatives exhibited significant candor in discussing the issues, and a strong willingness to identify the causes and work on solutions.

CONCLUSIONS:  The workgroup identified the following potential causes which are divided by organizational responsibility:
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RESULTS:  The total number of parcels received at the MRC’s was reduced from 1.4 million in FY-1998 to 1.2 million in FY-1999.  The return of over 685,000 packages to companies in FY-1998 and FY-1999 has significantly enhanced the value of the MRC’s to the mailing community. 

RECOMMENDATIONS:  The workgroup makes the following recommendations:

Training on the Endorsements:  The workgroup believes that the major contributing factor which the group can impact is the improper handling of endorsements by Postal employees, particularly with the Change Service Requested endorsement.  The Postal Service needs to better train its employees on how parcels with the various endorsements should be handled.  This training should emphasize that proper handling of a piece can result in increased customer satisfaction through more efficient handling and also reduce costs to the Postal Service.  It was suggested that the Postal Service designate one or two districts as test sites for intensive training on the endorsements.  The impact of such training could be reviewed to determine whether a nationwide rollout would be effective.

Establish Standardized Procedures for Loose-in-the-Mail Operations:  While nationwide policies for the handling of undeliverable and loose-in-the-mail items exist, the Postal Services does not have one process owner for this function.  For example, different postal facilities hold merchandise for different numbers of days before sending it to the next facility for ultimate return to the mailer.  Standardized procedures should be established and incorporated into the above training.

Recommending Use of a Return Addresses:  Postal Service retail employees should be trained to suggest that customers place return addresses on parcels when accepting mail over the counter.  A public relations campaign to customers could also be implemented.

Better Education for Customers on Returns:  The mailer causes will be submitted to the appropriate MTAC committees for consideration.  In addition, mailers should better educate their customers about return procedures.  The possibility of a “best practices” guide on returns was discussed.

Extension of the Handling Procedures for the BPRS Endorsement to All Returned Parcels:  The workgroup unanimously agreed that the handling procedures for the BPRS endorsement on Standard A mail should be expanded to Standard B mail, i.e. all opened, resealed and redeposited parcels should be treated as unopened UAA mail.

The workgroup recognizes that the identification of causes is only the first and usually the easiest part of the solution.  We are ready to continue working to identify and help implement solutions to the identified causes.  The workgroup wants to express its genuine appreciation to the Postal Service representatives for their engagement on this issue to date.
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