USPS/MTAC WORKGROUP #75
MOVE UPDATE

I. Executive Summary – Overview

“Move Update” is the umbrella term for the USPS regulations that require mailers, who claim presort or automation rates for First-Class Mail, to have updated the addresses used within 180 days prior to the mailing date.  Compliance with any one of the approved Move Update methods meets the Move Update requirement.  However, a mailer may employ more than one of the USPS approved methods of updating its addresses.  The four USPS approved methods are Address Change Service (ACS), National Change of Address (NCOA), FASTforward™, and Ancillary Service Endorsements.  Certain mailers who are not able to use one of the pre-approved methods or have an addressing updating system that is highly accurate and timely may use an alternative Move Update method provided they apply for, and obtain in advance, the written approval of the USPS.

The USPS Revenue Assurance Analysts (RAAs) in the Southeast Area developed a detailed review to identify mailings that may not qualify for presorted or automation First-Class rates because the addresses were not updated as required.  The objectives of the Move Update compliance review are to reduce undeliverable as addressed (UAA) mail, reduce processing costs, and improve service.  The number of UAA mailpieces may be indicative of a problem, but not the basis for determining non-compliance.

The primary focus of the USPS/MTAC Workgroup #75 was to address issues related to the Move Update compliance review process and the impact of the reviews on the mailing industry.  The results of the workgroup effort are a set of recommendations contained in this report to improve mail quality and reduce processing costs for the mailer and the USPS.  Reducing UAA will benefit both the mailer and the USPS.  The workgroup found many of the issues discussed were similar to some of the issues and recommendations documented by the Mailing Industry Task Force (MITF). 

Effective communications of the Move Update requirement, mailer education, and a concerted internal USPS effort for employee training on the Move Update requirements were identified as paramount to improving mailer compliance and the USPS acceptance process.  Specific recommendations relative to published rules and regulations will be forwarded to the USPS functional owners for action.  Issues beyond the scope of the committee such as “Point Of Contact” are identified as being broader in scope and will be referred to the full MTAC Committee for resolution.

A wealth of information has been gathered and included in the appendix for reference.  The contributions, willingness, and ability of the participants to stay focused are greatly appreciated.

Role of the Workgroup – Charter

Given the interest and concerns expressed by industry to the Move Update compliance reviews, a joint USPS/MTAC workgroup was established to collectively look at Move Update compliance and consider what could be done to reduce UAA and maximize the benefit to the USPS and the mailing industry.

Michele Denny, Manager, Marketing Technology & Channel Management (USPS) and Peter Moore, Peter Moore & Associates, Inc., agreed to co-sponsor the initiative.

Angelo Wider, Manager, Finance Administration/Revenue Assurance (USPS) and Joel Thomas, Executive Director, National Association of Presort Mailers, were tasked to co-chair the USPS/MTAC Workgroup # 75.

Statement of Purpose


“This is a joint effort with USPS/MTAC to improve mail quality.  The improvement of mail quality will result in a win-win for both the USPS and the mailing industry.  Our purpose is to review and make recommendations on ways to reduce costs associated with the UAA mail, to improve service and to ensure compliance”.
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II. Background

The Postal Service introduced the Move Update requirement in July 1997 to encourage mailers to use address correction methods to maximize the successful, timely delivery of First-Class Mail.  When mailpieces require redirection, both the mailer and the USPS incur additional costs.

Approximately 17 percent of the nation’s population moves each year.  In FY 1998, the Postal Service processed 44 million change-of-address (COA) orders.  The cost associated with the volume of undeliverable-as-address (UAA) mail is a formidable obstacle for both the USPS and the mailing industry.  According to the 1998 Price Waterhouse study, UAA mail is less than 3 percent of the total mail volume, but costs the Postal Service $1.5 billion to process ($438 million for forwarding and $768 for return to sender) mail.

Undeliverable as addressed mail, due to a change of address order, is mail the USPS cannot deliver as addressed and must be forwarded to the addressee, returned to the sender, or sent to a mail recovery center because the address is incorrect or the addressee has moved.

Revenue Assurance Analysts (RAAs) in the Southeast Area discovered problems with Move Update compliance while conducting business mail entry unit (BMEU) and detached mail unit (DMU) reviews.  They began a more thorough review concentrating on “Forwarding Time Expired” (FTE), commonly known as a Forwarding Order Expired (FOE), mail found at the Computer Forwarding System (CFS) units.  The RAAs documented their findings, issued assessment reports to Managers, Business Mail Entry (MBMEU) in the Southeast Area, and initiated a program to provide assistance to mailers to resolve      Move Update compliance problems.  Southeast Area management placed a moratorium on assessing postage adjustments and opted to embark upon an awareness campaign.  Mailers were notified and given the opportunity to confirm or establish an approved      Move Update process.

Move Update Compliance Reviews were adopted as a national initiative and subsequent pilot efforts in the New York, Capital Metro, and Pacific Areas confirmed the findings of the Southeast Area reviews.  The reviews initiated in the Southeast Area also sparked industry attention as mailers started reacting to letters from the USPS.  The letters requested information to validate a USPS-approved Move Update method was used by mailers who claimed presort or automation rates for First-Class Mail.  The method must update the addresses in use within 180 days prior to the mailing date.  The four USPS pre-approved methods are Address Change Service (ACS), National Change of Address (NCOA), FASTforward™, and Ancillary Service Endorsements that indicate the mailer’s preference for a mailpieces disposition.  Compliance with one method meets the criteria for the Move Update compliance. 

Those mailers who are not able to use one of the pre-approved methods or who have an address updating system that is highly accurate and timely may use an alternative Move Update method provided they apply for and obtain in advance, the written  approval of the USPS.

Move Update Pilot Reviews

In FY2002, Revenue Assurance Analysts (RAAs) in the Southeast Area discovered problems with Move Update compliance. 
As a result of the success of the Southeast Area, Move Update Compliance Reviews were adopted as a national initiative.

During this time, subsequent pilot efforts in New York, Pacific, and Capital Metro were undertaken to validate the review process.  These pilot efforts, while still underway, are confirming the findings of the Southeast Area reviews.

	Area / CFS unit
	UAA trays
	Inside Area Leads
	Outside Area Leads
	Found Not in Compliance to date

	New York / Hackensack
	5
	129
	99
	Pending Results

	Pacific / Santa Clarita
	6
	89
	96
	16

	Capital Metro / Dulles
	5
	20
	96
	2


Move Update Review Methodology 

A Move Update compliance review may begin in the business mail entry unit (BMEU), Computer Forwarding Site (CFS), processing & distribution facility, or the delivery unit (Appendix ‘A’).  UAA mailpieces are one source of a lead and are not indicative of non-compliance.  Findings associated with a lead are determined based upon a subsequent inquiry.  Once a lead has been established, the RAA working with the BMEU and Area Marketing contacts the mailer to verify the mailer used an approved Move Update method.  Coordination is often required with the National Customer Support Center (NCSC), Rates & Classification Service Center (RCSC), Business Mail Entry Unit (BMEU), and the Area finance and marketing personnel to ensure a reliable process.  Postage deficiencies are assessed for non-compliance.

Concerns/Issues

Lack of knowledge and understanding:  The members of the Workgroup were astounded by the degree to which the industry is unaware of, or misunderstands, Move Update.  There are mailers who think as long as their mailing lists are Coding Accuracy Support System (CASS) certified or have been checked through Delivery Point Validation (DPV) they are in compliance with the Move Update requirement.  They do not understand the CASS and DPV processes deal with the location to which mail is addressed, not the addressee.  This lack of awareness of    Move Update is the basis for the Workgroup’s recommendation the USPS initiates a mailer education and awareness campaign.  The awareness campaign should include a revised publication on Move Update available through the Postal Service's Website, programs that can be presented at the Postal Customer Council (PCC) Meetings and a special edition of the  Mailers Companion.  A handout or letter should be given to mailers entering discounted         First-Class Mail for several months advising them the Postal Service is initiating a Move Update Awareness Campaign to urge them to ensure they are in compliance.

Ambiguous policy, procedures and rules:  When the Workgroup first met in October, several members expressed concern the enforcement policy was ambiguous and possibly inconsistent with the Domestic Mail Manual (DMM) and the procedures that would be followed were not clear.  Much of this concern has been addressed by clarification that (1) the focus of the Move Update compliance program is to determine whether mailers subject to Move Update have in place a USPS approved process to comply with Move Update requirements and (2) that deficiencies will not be based upon the discovery of single letter or even a number of letters with stale addresses.  Letters with stale addresses provide leads for inquiry.  The focus of the review will be whether the mailer used and is currently using one or more of the USPS approved methods to comply.  Deficiencies will be levied only when mailers can not demonstrate they had a procedure in place to comply with Move Update.  Deficiencies will not be based simply on the discovery of one or more mailpieces with stale addresses.  (References DMM E130.3.3 & E140.1.3)
Several members of the Workgroup noted the DMM does not actually state that COA information provided to mailers must be applied to the mailers database or list.  This requirement can (and some thought clearly should) be implied from the stated requirement that an address, used on mail subject to Move Update, be updated within 180 days of the date of mailing.  Thus, some members of the Workgroup thought the DMM should be amended to include an express statement of the currently implied requirement that mailers actually apply COA information provided by the USPS.

However, the suggestion the DMM include an express requirement that mailers apply the COA information lead to further concerns about the nature and extent of that requirement – i.e., just what COA information must be applied by the mailer?  In this context, it was noted that NCOA users may elect to receive and apply family change of address notices or only individual change of address notices.  Moreover, because of slight variations in the address matching logic, it was noted on occasion the COA data provided by one approved Move Update compliance process might be different than the information provided by another.  Establishing a single rule for all mailers also struck the Workgroup as problematic since different mailers have different business reasons to select and apply different change of address information.  While there was no formal resolution of this issue, many members of the Workgroup were inclined to recommend the DMM expressly require the use of a reasonable approach to applying change of address information that is consistent with each mailer's legitimate business needs (other than the need to save money by not applying – or apply as few – address change notices as possible). 

Reluctance to enforce compliance:  The USPS personnel on the Workgroup acknowledged some Postal Service personnel were reluctant to enforce Move Update compliance.  This issue will be addressed with an internal education program on Move Update that will complement the external Move Update awareness and educational program.

Restrictive application of updates to mailing lists and postal customer database:

Early on in the Workgroup’s discussions, there was concern the enforcement program was inadvisably focused on determining the currency of postal customers' mailing lists and databases.  For most mailers, there is often little difference between the addresses on their mailing lists and/or their databases and the addresses on their mail.  The Workgroup agreed a violation of the Move Update occurs when a mailer enters First-Class Mail at discounted rates with stale addresses – i.e., addresses that have not been updated within 180 days of the date of mailing.  Move Update does not mandate a mailer have an updated mailing list or database.  What mailers are required to do is ensure the addresses used on First-Class Mail pieces entered at discounted rates have been updated within 180 days using one of the USPS approved methods and reflect the updated information.

Statistical data is outdated:  The Workgroup believed the USPS does not have current statistical data on the scope and extent of the UAA problem and the impact of the Move Update compliance program.  However, the Workgroup believed the lack of data was not sufficient to stop the progress of the program.

The need for Certification Documentation/Process:  The Workgroup believed the USPS needs to develop a form that can be used by the mailer’s client that will allow and facilitate accountability for Move Update Compliance.  The existence of such a form would allow a consolidator, such as a presort bureau, to ask their customers to certify the mail is Move Update compliant.  The owners of the mail may ask mailing list owners to provide assurances addresses they provide will be Move Update compliant.  Addresses must be updated within 180 days of the authorized mailing date using a USPS approved method.  If some or all of the addresses came from a separate list owner, the mailer might ask the list owner or list broker to provide assurances the addresses provided would be Move Update compliant on the authorized mailing date.  If a mailer, mailing list owner, or broker cannot or will not provide assurances the addresses are Move Update compliant, then the addresses can still be used, but the mailer or mailing agent themselves must ensure those addresses have been updated within 180 days of the mailing date using one or more of the USPS approved methods.  A consolidator would be entitled to rely upon a signed certification and the USPS would assess a postage deficiency against the mail owner.
Deficiency assessments:  As reflected in this report, the Workgroup believes deficiency assessments should be assessed to the party ultimately responsible for the addresses involved; the assessments should apply only to the segment or segments of a mailing that was not      Move Update compliant provided the segment or those segments can be clearly identified.  In addition, assessments should be based on a determination there was no USPS approved address update method applied to the addresses in question.  Assessments should not be, and the Workgroup understands will not be, based on the discovery of one or more mail pieces with a stale address or addresses.  This approach eliminates the need to determine the "magic" number of mail pieces in a mailing or the "magic" percentage of the mailpieces in a mailing that must have "stale" address before a deficiency can be assessed.

Pending rule change for expansion:  While the Workgroup was not charged with a review of the pending proposal to extend Move Update to classes of mail other than First-Class discounted mail, the Workgroup did receive a briefing on the proposal.  While the fate of the proposal or the form of any final rule is unknown, USPS personnel did make it clear the expansion of Move Update will not be implemented for 18 months from the date of publication of a final rule.  The Workgroup did consider whether the expansion of Move Update would require changes in the enforcement program.  On one issue there was substantial agreement.  The Workgroup felt if Move Update is extended to classes of mail other than First-Class discounted mail, the USPS needs to consider basing deficiency assessments on something other than the full, undiscounted single-piece rate.  The largest "penalty" a mailer of First-Class discounted mail might experience is 9.5 cents per piece.  The per piece "penalty" that could be imposed on mailers of Standard Mail or Periodical Mail if deficiency assessments were based on the full undiscounted rate could be much larger.  Therefore, establish a new method of calculating assessments on Move Update non-compliance Standard/Periodicals mailings.  If and when Move Update is extended to classes and categories of mail other than       First-Class reduced rate mail, the USPS should consider a new method of calculating assessments on Move Update non-compliance Standard/Periodicals mail that is not based on the First-Class single piece rate.

Point of Contact:  Last summer when the Revenue Assurance Analysts in the Southeast Area initiated the Move Update compliance review program, the Area made an effort to contact all postal permit holders it thought might be mailing discounted First-Class Mail.  The letter reminded mailers of Move Update and requested information on the method or methods the mailer was employing to comply with Move Update.  For a variety of reasons, this effort met with limited success.  The Workgroup felt one of the principal reasons the letter met with such limited success stemmed from the fact the letters were not addressed to individuals.  The group felt the letter would have been more effective if the letter had been addressed to the appropriate contact person employed by the mailer.  

The Workgroup felt a program to establish a Postal Service customer database was beyond the scope of this Workgroup to address.  Moreover, the Workgroup is under the impression other MTAC Workgroups have, in effect, reached the same or similar conclusions – that the USPS needs to develop and maintain a database that includes the person(s) the USPS should contact whenever there is a problem or a need to contact the mailer.  The Postal Service is working on this issue.  

The Workgroup realizes different mailers are organized differently.  Some mailers prepare and send all of their mail from one location and have one person in charge while other mailers prepare and send mail from more than one location or have different people in charge of different aspects of their mail.  This will make creating and maintaining a USPS customer database an enormous challenge.  The Workgroup feels the size of the challenge is commensurate with the benefits the USPS could derive.  Thus, the Workgroup urges the USPS to provide additional resources and a higher priority to the process we believe is already underway to create and maintain a useful USPS customer database.

The Workgroup also recommends there be ongoing, periodic communication between permit holders and the USPS that will help ensure the USPS has a current point or points of contact with each postal permit holder and can maintain an effective two-way flow of information with the appropriate personnel at its customers.

Quality and Timeliness of COA data: Many mailers have serious problems with the quality and timeliness of the USPS's COA data.  Many members of the Workgroup felt the problem begins with the COA form used by the USPS.  Thus the Workgroup was pleased to learn significant steps have been taken to redesign and improve the form.  Mailers also expressed concern over the quality of the new addresses provided through the COA process.  For example, one mailer using an approved Move Update Alternative Method has found that five percent of the confirmation letters it sends out to "new" addresses are returned to it as UAA.  The problem is often "minor" but nevertheless a fatal flaw such as a missing directional or apartment number.  Delays in entering COAs may also be causing problems when the USPS receives a COA after the mailers have already received and processed COA information provided by their customers.  There was concern this sometimes led to addresses being changed back or changed to an incomplete or incorrect "new" address.  In this case, mailers must acknowledge the advantage of the Move Effective Date provided by the USPS prior to changing their address file.  Finally, several mailers noted there continues to be problems with address matching algorithms and those efforts to improve address matching software and record formats should be continued or even accelerated.  The USPS has identified improvement strategies to enhance the quality and timeliness of the USPS's COA data.  This would definitely enhance the value to mailers of the Move Update requirements.

Frequently Asked Questions

1. Should a deficiency ever be assessed?

Response:  A deficiency should be assessed if the mailing has not gone through an approved Move Update process.  If a process is not used, or was turned off, the mailer is not in compliance.  When the mailer is using FASTforward™ to meet the Move Update requirement and it is found during the Move Update review process that the FASTforward™ system was inoperable for a period of time due to technical problems at the NCSC, the mailer will be deemed to be in compliance with the Move Update standards during the inoperable period.  The RAA will verify the exact length of time FASTforward™ was inoperable by contacting the NCSC.

Though failures occur infrequently, there are times when the interface between a FASTforward™  licensee and the NCSC in Memphis is not functioning because of problems at the NCSC.  When this occurs, the mail or mailing list processor must inform the NCSC of the problem and advise they will turn off FASTforward™ until the problem is corrected.  Mail processed during this period will be deemed Move Update compliant. 
2. How should a deficiency be calculated?

Response:  In those instances where it is determined that a deficiency is justified after acceptance of a mailing, the deficiency will be calculated only on the mailing or mailings documented to be in non-compliance.  The amount of the deficiency will be the difference between the automation rate and the next higher rate for which the mail qualifies.  Since it is a rate requirement that all Presorted and Automation First-Class Mail meet Move Update standards, the next highest rate the pieces would qualify for is the First-Class single piece rate.  
(References DMM E130.3.3 & E140.1.3)

3. Should the deficiency be assessed on the entire mailing or a portion of the mailing?

Response:  The deficiency should apply to all of the mailpieces in the mailing unless the mailing is prepared and presented by a consolidator for multiple mail owners, or the mailing is prepared to meet Move Update by different identifiable sources.  In those instances when it is documented that only isolated sources are in violation, the assessment is to apply only to that portion of mail found to be in non-compliance, not the entire mailing.
4. Who should be assessed the penalty?

Response:  In those instances where a consolidator presents the mail, the presenter is to provide signed documentation (certification document) to support the owner of the mail is responsible for meeting Move Update.  In these cases, the deficiency is only to be assessed against those specific owners found not to be in compliance.  This does not apply to those situations when fraud or negligence by the presenter is evident.


If the presenter of the mail was not responsible for ensuring that the mail was Move Update compliant, the presenter is not liable for any deficiencies.  When the presenter proposes to perform a service that would make the mailing Move Update compliant as would be the case if the presenter had agreed to FASTforward™  the mailing, the presenter will be held liable.  In the case of Move Update, the owner is usually liable for the deficiencies when their mail is found not to be Move Update compliant. 

5. Should USPS develop a mailer certification document for mailer clients?

Response:  Yes, it was recommended by the Workgroup to develop a form to be used by the mailers with their clients.  The form will facilitate accountability for Move Update compliance.  The existence of such a form would allow a consolidator, such as a presort bureau, to ask their customer to certify the mail is Move Update compliant.

The Workgroup believed the mailer or mailer agent would be entitled to rely upon a signed certification and the USPS would assess a postage deficiency against mail owner.
III. Recommendations

A. Conduct an Awareness/Education/Policy Training Campaign

· Conduct a mailers awareness and education program on Move Update and UAA (Nixie, COA)

B. Implement the National Revenue Assurance initiative for Move Update compliance

· Finalize the Move Update Review process

· Develop Standard Operation Procedures (SOP)

· Develop a certification document and process

· Develop and conduct a training program for USPS personnel on Move Update and UAA (Nixie, COA)

C. Other
· Expedite work on a USPS customer database that includes Point(s) of Contact information

· Continue work on the quality of COA data, addressing matching algorithms and better COA information

IV. Benefits

· Improvement in Mail Quality
· Processing Cost Reductions, Mailers and USPS
Reference Appendix H.1.
· Reduction of UAA Mail
· Maximize the Value of the Mail
V. Conclusion 

There is a significant opportunity to improve compliance and derive the benefits as stated in the report.
The networking and interaction of workgroup #75 is further testimonial to the ability of mailing industry representatives and USPS representatives to work together for the common good.
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