PostalOne!® 

Mail Irregularity Feedback Process

Industry Task Force Meeting

Objective

Provide improvement to the mailing irregularity feedback process.

Status

· Web based data collect and reporting system developed on the PostalOne! system

· Data collection and reporting piloted tested at two operational facilities (Washington DC and  Portland Oregon P&DCs) 

· Improve data collection process in operational areas that facilitate data entry

· Improve data entry interface

· Create detail reports

· Customer contact business process owners identified

· Business Mail Entry

· Business Services Network

· Customer contact management interface

· Create issue status tracking and customer contact interface for the Business Mail Entry Unit (BMEU) users

· Create data exchange interface between the PostalOne! system and the Business Services Network (BSN) system

· Planned activities

· Limited pilot test of the BMEU interface (status indicator and contact management) in November 2002

· Expanded pilot testing of the BMEU interface and the BSN data exchange to begin in January 2003 (Will be conducted at additional BMC, P&DC, DU, and REC Remote Encoding Center)

Issues

· Mailing identification

Once the mail is separated from its “origin” containerization it becomes difficult to identify who actually prepared the mailing. There is a need to find a better way to identify the “actual” preparer of the mailing.

· Reporting timing

Is there a process issue with reporting issues? There should be an industry consensus as to process for customer contact. When a mailing preparer is identified as not being the owner of the mail should the process be that the mail preparer is contacted first and some sort of delay time is implemented before the information is available to the mail owner? This would provide the preparer with the opportunity to make a customer contact. Once the preparer is contacted, or that an attempt to contact was made, then the information is updated presented to the owner?

Detail Report
PostalOne! developed a web based Mailing Irregularity Reporting interface that enables Postal Service operational facilities to report on inefficiencies of business mailing preparation that have impacts on mail processing. The purpose is to replace the paper process of using the USPS form 3749 with a web based process that will improve the reporting, customer contact, tracking, and resolution process of identified mail preparation problems.

The first objective of data collection and information presentation was pilot tested in Bulk Mail Center and Processing & Distribution Center mail processing environments. While the data collection and presentation functionality was close three issues were identified:

· Data collection:

Without technology the only way operational personnel have to record mailing problems is manual and paper based. We determined a need for better method of recording the information on the facility workroom floor that would facilitate data entry into the system.

· USPS process owners:

Need to identify the most effective USPS business process owners for customer contact to work through the problem resolution

· Mail piece identity:

Once the mail is separated from its “origin” containerization it becomes difficult to identify who actually prepared the mailing. There is a need to find a better way to identify the “actual” preparer of the mailing.

Without an infrastructure that would enable a technical solution (i.e. scanning and RF) our immediate solution to improve on the data collection and entry problem was to develop a printable format of the data entry interface. This enables operational facilities to provide a data collection document in the processing areas that facilitates data entry efficiency.

The next few screen shots are of the data collection and presentation interface. 

· Printable “paper” version of the PostalOne! format of the 3749

· The PostalOne! data collection data entry interface

· The PostalOne! data collection confirmation interface
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Printable data collection document
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Data Entry Interface
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Data Entry Confirmation Interface

The two primary USPS business process owners involved with customer contact and problem resolution of mailing problems are the Business Mail Entry Unit (BMEU) and the Business Service Network (BSN). The Business Mail Entry organization is responsible for the verification and acceptance of business mailings. The BMEU is responsible for where the mailing originates at, where it is verified for proper preparation, and the maintenance of the customer’s postage payment account. The Business Service Network (BSN) organization is responsible for the customer contact of all USPS managed accounts.

PostalOne! developed an interface that would enable the BMEU process owner to: be informed that a problem has been reported; facilitate the customer contact and resolution problem and; view reports regarding problems reported by of a variety attributes.
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BMEU Problem Status Indicator
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Resolution Contact Management Interface
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Parameter Report Querying
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Reports by attributes
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Drill down to details
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Performance tracking

The BMEU resolution interface will undergo some limited pilot testing in October. 

In order to facilitate the involvement of the Business Service Network (BSN) into the Mail Irregularity reporting process it was determined that it was not feasible to force users to use two interfaces to track issues. The BSN utilizes its own web-based system for collecting, tracking and resolving customer issues. When customer issues are raised the BSN creates an Internal Deficiency Report that is automatically assigned to a representative to handle. The following screen shot is of the BSN interface.
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BSN Internal Deficiency interface

It was determined that the most efficient way to facilitate the PostalOne! process was to create a data exchange process between the two systems. When an issue is reported to the PostalOne! system a look up is performed to determine if it belongs to a BSN account. If it is a BSN account then PostalOne! performs some data conversion and hands the issue to BSN where it automatically creates an IDRF and assigns it to a BSN PostalOne! account representative who assigns it to the appropriate account representative. PostalOne! updates its status interface indicating the issue was transferred to BSN and the BSN tracking number. The BSN tracking number enables internal PostalOne! users to find the issue in the BSN system. Once the issue is closed in the BSN the system messages PostalOne! the issue is resolved. The development work for this effort is expected to be complete in November 2002.
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