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Recommended USPS Communication Plan

Recommended USPS Communication Plan to Improve Consistency
	What Type of Information
	Target Audience
	Vehicles to be Used
	Timing/Frequency/

Duration

	DMM/IMM updates, additions, changes

New/Revised mailing standards

Proposed changes in mailing standards (prior to publication in the Federal Register)
Proposed changes in mailing standards (as published in the Federal Register)
Clarifications on mailing standards and USPS interpretations of DMM/IMM standards (e.g., Customer Support Rulings)

BMEU items (e.g., MERLIN, BMEU systems)


	Internal: USPS field


	1.  Internal web site; e-mail distribution

2.  Continue use of memos, publications and online DMM/IMM.

3.  Training sessions as appropriate
	As soon as changes have been finalized; initial communications to be concurrent with industry communications where practical.

Significant changes should be communicated at least 60 days prior to implementation, or as appropriate to allow software vendors time to make changes.

	
	External: large mailers
	ADVANCE \d11.  DMM Advisory e-mail distribution to MTAC associations, BSN, NAMs, etc. for wipespread distribution to mailers as appropriate.  Post changes on dedicated area (Postal Explorer) on USPS web site, with link provided in DMM Advisory notification.

2.  Use of existing vehicles as appropriate (e.g., Postal Bulletin, Memo to Mailers, Mailers Companion, etc.)

3.  Online DMM/IMM as appropriate
	

	
	External: small mailers
	1.  DMM Advisory e-mail distribution to MTAC associations, BSN, NAMs, etc. for wipespread distribution to mailers as appropriate.  Post changes on dedicated area (Postal Explorer) on USPS web site, with link provided in DMM Advisory notification.
2.  Hardcopy notice to all BMEU customers through BMEUs if significant change
	


	What Type of Information
	Target Audience
	Vehicles to be Used
	Timing/Frequency/

Duration

	Mailing Standards, PCSC and Business Mail Entry Personnel Contact Info.
	All
	1.  Post org charts and directories on dedicated site on USPS internal and external web sites

2.  For new or significantly revised organizational structures, e-mail notice (DMM Advisory?) to MTAC, BSN, NAMs, PCC co-chairs; with link to download information from USPS web site (Info on BMEU Managers can be accessed from the MERLIN site on usps.com)
	Post information on existing organizations as soon as possible, with updates posted within one week of finalization of changes

Hardcopy available at National Postal Forum

	News, USPS reports (general BMA/Mlg Standards news and reports ( e.g., monthly MERLIN report on aggregate scores, announcements on new training classes, etc.)
	All
	1.  Post notice on USPS internal and external web sites; e-mail notification to USPS field, as well as MTAC, BSN, NAMs, PCC co-chairs, etc. with link to notice on web site
	As needed


Basic Communications Principles:
1.  To improve consistency, to the extent possible, both USPS and industry representatives should receive the same communication; at minimum the same language should be used to convey rule or procedural changes, etc.

2.  Communications should be made in a timely manner.

3.  Documents should be posted on the USPS web site in PDF and HTML formats, as appropriate.

4.  All changes in rules/procedures should be incorporated into the appropriate USPS publications and made part of upcoming training sessions.

5.  Once communication enhancements have been implemented (e.g., Postal Explorer page on USPS web site for business mailers), that information should be communicated to industry by the USPS using all available venues (e.g., NPF, training sessions, e-mail notifications, notices to mailers, etc.).

6.  USPS will continue to use appropriate research techniques to solicit informal feedback. 

Future Enhancements:

1.  In addition to the DMM Advisory, establish a link on the USPS web site where anyone can elect to sign up for that distribution list.  The USPS could use a simple survey form to gain information about its customers at the same time as allowing them to sign up for e-mail notifications such as the DMM Advisory.

2.  The USPS should consider publishing news/updates from the new PCSCs as they begin their work.  First, an organization chart with phone numbers, e-mail addresses, etc. should be made available, with descriptions of the various positions and what types of issues should be brought to their group.  As the Centralized National Cases work progresses, perhaps some updates or news bulletins on common types of approvals being sought, or issues being encountered (that do not require a new/revised CSR, but where communication would be helpful), or guidance for specific industries on mailpiece design could be published and also sent out in the DMM Advisory.

3.  Suggest as a model, the DMM Advisory for operations or service needs.
4.  Potential communication plan for operational/service impacts: (see next page)
	What Type of Information
	Target Audience
	Vehicles to be Used
	Timing/Frequency/

Duration

	Operational Impacts 
Incidents

Incidents are high-level emergencies that are either national in scope or impact multiple areas.  Incidents are long-term crises that are MAN MADE not normal and may require activation of the National Operations Center (NOC) or Continuity of Operations Plan (COOP).  Communications of such circumstances are restricted to specific senior postal officials and Inspection Service personnel.  Examples are:  Terrorist Activities, Bio-Terrorism and Bombs.

Situations 

Situations are less serious than incidents, but may impact customer service and postal operations within an area, or between several areas or districts.  Situations are emergencies that have potential for external reporting, because they involve long-term post office closings, curtailment of delivery to a wide geographical area, or require mail diversion to alternate processing or delivery facilities.  Examples are:  Severe weather (floods, tornadoes, hurricanes), Strikes (airlines, seaports, major customers, competitors) and Major disruption to USPS facilities (fire, power outages, personal injury, property damage).
	Internal: USPS field
	1.  Post notice on USPS intranet; e-mail notification with link to field personnel, BSN, NAMs etc.

2.  Continue use of memos, publications as appropriate (for situations that have not been resolved at the time of the publication distribution)
	Immediate notification; with ongoing updates as appropriate 

	
	External: large mailers
	1.  E-mail distribution to MTAC associations, BSN, NAMs, etc. for wipespread distribution to mailers as appropriate.  Post changes on dedicated area on USPS web site, with link provided in notification.  The DMM Advisory probably is not the appropriate mechanism for these types of changes, but something similar should be developed for operational impact changes.

2.  Use of existing vehicles as appropriate for situations that are not resolved by the time of the publication date (e.g., Postal Bulletin, Memo to Mailers, Mailers Companion, etc.)

3.  As FAST and PostalOne continue development, information on operational changes should be incorporated to those systems so that when mailers are making reservations or planning mailings, they have information on facilities that have been affected.
	

	
	External: small mailers
	1.  If a national situation, 

e-mail distribution to PCC co-chairs, etc, with link to USPS web site in 

e-mail.  If regional situations, e-mail notice to PCCs in that region.
	


