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RESPONSE OF MAJOR MAILERS ASSOCIATION WITNESS HARRISON 
TO INTERROGATORY OF DOUGLAS F. CARLSON 

Major Mailers Association hereby provides the response of its witness Sharon 

Harrison to the following interrogatory of Douglas F. Carlson: DFCIMMA-T2-1, filed on 

June 7, 2000. The interrogatory is stated verbatim and is followed by the response. 

Respectfully submitted, 

Counsel For 

Dated: Round Hill, Virginia 
June 21,200O 

Major Mailers Association 

CERTIFICATE OF SERVICE 

I hereby certify that I have served the following interrogatory responses upon the United 
States Postal Service, Ted P. Gerarden, the Designated Officer of the Commission, and 
participants who requested service of all discovery documents, in accordance with Rule 
12 of the Rules Of Practice. 

Dated this 21st day of June 2000. 
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DFCIMMA-TZ-1. Please refer to your testimony at page 15, lines 12-26. Please 
provide the USPS/Pacific Bell Quality Improvement Team’s recommendations for 
specific corrective actions and any correspondence received from the Postal Service 
explaining why the Postal Service has not implemented the recommendations 
nationally. 

RESPONSE: 

Wiih respect to your request for the USPS/Pacific Bell Quality Improvement 

Team’s recommendations for specific corrective actions, attached as Attachment A are 

slides used in several presentations made in the August-November, 1995 timeframe for 

the purpose of reporting the results of the joint study, increasing awareness of problem 

areas, and seeking support for implementation of corrective actions. Specifically, these 

materials were used in several meetings with USPS where we were seeking further 

input from USPS officials regarding information the Postal Service had on other mailers’ 

studies of UAA problems and remediation efforts, in order to further validate our study 

results and recommendations for improvements. At that time, we were informed that 

there was no such information. At these meetings with USPS representatives we also 

sought commitments from the Postal Service to implement the recommendations for 

improvement in postal operation and processes. USPS officials informed us that they 

would be reporting the results of the joint study and our discussions at the meetings with 

management teams inside the Postal Service. 

Attached hereto as Attachment B is the USPS/Pacific Bell Quality Improvement 

Team’s Communication Matrix and related materials. The Matrix document provides 

further details regarding the nature and extent of the meetings described above, as well 

as details regarding the contacts made with Postal Service personnel on the local, 

regional, and national level. 

Implementation of these recommendations by the Postal Service was also 

discussed at an October 1996 meeting of the USPS/Pacific Bell Qualii Improvement 

Team. At that meeting, Pacific Bell reported the results of its efforts to implement the 

Team’s recommendations for the Company and the results of a follow up test. The 

Team inquired about the status of the USPS implementation of the Team’s 



recommendations. The local USPS then developed a plan to determine what 

recommendations could be implemented in the Sacramento District and throughout the 

Pacific Area. The minutes of that meeting are attached as Attachment C. A summary 

of the results of the referenced USPS study is attached as Attachment D. Please note 

that I have redacted specific customer information to maintain customers’ confidentiality. 

Attachment E consists of articles about the USPS/Pacific Bell Quality 

Improvement Team’s study that were published in various industry and mass media 

publications. 

Attachment F consists of slides used at the presentations of Pacific Bell’s Quality 

Teamwork Award to the USPS/Pacific Bell Quality Improvement Team. 

Your interrogatory also requests copies of any correspondence received from the 

Postal Service explaining why the Postal Service has not implemented the 

recommendations nationally. We have never received any written explanation why the 

USPS/Pacific Bell Quality Improvement Team’s recommendations have not been 

implemented nationally. 
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SPSIPacific Bell 
Quali.ty Improvement Team . \ 
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USPS/Pacific Bell 
Quality Improvement Team 

Team Process: 
. 

> United States Postal Service (USPS)1 
Pacific Bell Partnership’ 

3 Identified Mutual fmprovement Areas 
> /fmprovement Selekted - Returned Mail 
> ‘Experts Selected from the Field 
> Reviewed Returned Mail Processes 
> Analyzed Returned Mail to Identify Problems 
> Team Recommendations Developed 
> Developed Communication Plan 



“Returned Mail” 
Team Objectives 

> Reduce Returned Mail y 
> Increase Customer Satisfaction 
> Reduce Delivery Service Delays 
> Reduce Operating C@st 
> lrjcrease Awareness of Retuped Mail Problems 

(Pacific Bell/USPS) 
> Make Team, Recommendations 
> Follow PIan/DolChecWAct (PDCA) 
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Cost of Returned Mail 
USPS/Pacific Bell Combined 

> Pacific Bell receives approximately 80 thousand pieces 
of returned mail per month (billing media) 

= 960,000 pieces annuaily 

I Wew~rk Cost Per Piece 
> USPS rework per piece $0.63 * * 
> PacificiBell rework per piece $2.00 ** = 

$ 604,600 annual cost 
$1,920,000 annual cost 

TOTAL REWORK COSTS = $2,524,800 Abdl’UJAU.1 

l USPS - Based on price Waterhouse cbst shrdy 1995 
l a pacific Bell - Based on 1995 vdumes and projected cost 

padfk fkws~s auawy 1~0vanmtiTem ~1711985 
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USPS/Pacific Bell 
Returned Mail Study 

> Selected four geographic are&s to analyze; 
Sacramento, San Jose, Santa Ana and San Diego 

> 200 piece random qmpies from each location 

> Cbmpleted two separate sty&s of 100 pieces 
per area 

> Total mail volume sampled = 800 pieces 

Paclnc &lu”6P9 Qualify Inprovmlenl teml 691711996 



Returned Mail 
Investigative Process 

\. 
> Site visits to Pacific Bell and USPS 
> Selected sample types and focations 
> Collected returned mail sampies 
> Validated address using Coding Accu.racy 

Systems Suppot$ (CASS) Product and 
; customer interaction (Pacific Bell) 

2 Verified accuracy of end,orsement and 
process followed with carriers (USPS) 

> Identified errors - reverified issues with 
customers/Pacific Bell/USPS as needed 

> Identified causes of returned mail 



Current Situation: 
United States Postal Service (USPS) 

> “Good As Addressed”. r&i1 returned in error 
. 

> Incorrect or outdated USPS endbrsements used 

3 Carrier delivers by address, customer name and 
personal knowledge ” ‘. 

i 
> Standard Operating ProcedurM not co.nsistent 

> Statewide issues identified ‘(California) 

> Nationwide issues not surveyed - presumed systemic 



_. 
Current Situation: 

Pacific Bell 
I 

> CASS Product =CODEI PLUS verifies billing 
address (post customer contakt) 

> PREMIS database has inaccurate delivery 
address and limits addressing capabilities 

> CODE1 PLUS monthlyupdates not timely 
(c rrently 3 month intervals) I _ ._ 

> C J DE1 PLUS error reports qot currently provided 
> Billing Address Correction Center (BACC)est. 8193. 

Staffed with 35 employees. 
> Receiving improperly returned mail 



Returned Mail 
Total Study Analysis 

‘. 
Sac San San Santa Total % 

Jose Diego Ana 

J§PS Errors 19 58 59 39 175 22% 

‘acific Bell Errors II. 

1 hstomer Errors 10 

i.6 ‘35 17 59 7% 

‘. 0 ..2 5 17 2% 

aroperly Returned 160 126 124 139 549 69% 

rotal Sampled 200 200 200 200 piq Tiiz 

Pxlfic SdWSPS 4ualSy Imps-I Team ul711SS6 Page 6 
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Reasons for Properly 
Returned Mail 

Properly Returned = 549 = 69?+$ 

Most Common Reasons: (Customer Generated) 

> Moved Left No Address (MLNA) 
> Forwarding Order Expired (FOE) 
> 

I 
Attempted Not Known .(ANK) 

.> No Mail Receptacle (NMR) 
> Deceased 
> Refused Mail 
> Unclaimed Mail 



USPS Error Definition 

Good as Addressed = Should have been delivered as 
addressed 

Good Forward on File = Piece should have been forwarded 
to the customers new address 

* Properly Returned - Incorrectly Endorsed = Piece should 
have been returned to sender with 
correct reason for return 

* NOTE: No projected cost savings associated with incorrectly endorsed mail. 



Returned Mai. 
(USPS Errors) 

800 Samples (175 errors) = 22% 

Good As Addressed 

Good F&ward on File 

Properiy Returned- 
Incorrectly Endorsed 

Sac 

4 

4 

11 

San 
Jose 

k. 25 ” 

5 

28 

. 

Sk 
Diego 

22 

19 

18 

Santa 
Ana 

12 

5 

22 

TOTALS 19 58 59 39 

Total % 

63 8% 

33 4% 

79 10% 

175 22% 

mp.2 12 
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Returned Mail Analysis 
(Pacific Bell Errors) 

800 Samples (59 errors) = 7% 

Sac’ Sati San Santa 
Jose Diego Ana 

Wrong City Name 3 2 - 2 
Missing Apartment # :I “3 2 8 
Data Er@y Errors 5 6~., 5 5 
Wrong ZIP Code 2. 1 I 
Missing Street Address - 4 6 i 
Address for PO Box Onlv - - 1 

( TOTALS 11 16 15 1; 

NOTE: All errore generated through initial customer contact p’foceee 

Pac,fk Bew”SPS aual,,y Impmwment Teal 9nm99s 

1 

L 

rota13 

7 

14 

21 
4 

12 
1 

59 
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Returned Mail 
Potential Savings Impact 

3ased on 960,000 (estimated) pieces returned annually and 800 pieces sampled 

. 

Gnanciai Impact for Pacific Bell 
> 7% of 960K = 67,200 @ $2.00 ea $134,400 (Pacific Bell Errors} 
> 12% of g60K = 115,200 @ $2.00 ea $230,400 (USPS Errors) 

Subtotal $364,800 
%tancial Impact for USPS 

> 7% of 960K = 67,200 @ $0.63 ea $ 42,336 (Pacific Belt Errors) 
> 8% of 960K = 76,800 @ $0.63 ea $ 48,384 (Good as Addressed) 
> 4% of g60K = 38,400 @ $0.40 ea ‘8 I&360* (Good Forward on File) 

subtotal $106,080 

Projected Annual Satings for Pacific BeI1 and USPS: $470,880. 
‘*Note: , Expense reduced by $0.23 per piece, average forwarding cost) 

’ ,, 
,,,,,, ,,,,,,,,,,,,,, ,,,,,,,, “, 
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. & Recommendations -. ‘a: 
for Pacific Bell 

. 

> Review/Update billing address Methods and Procedures 
to meet USPS addressing stakdards 
- Establish questioning criteria for Service 

Representative to obtain correct address 

> New and future system development needs to ensure 
CkSS prdducts are incorporated in up-front 
customer contact processirig 

> Customer notification in formatted whitespace of USPS 
mail forwarding procedures (how/when to complete 
Change of Address - COA notification to USPS) 



Pacific Bell Benefits 
I \ , 

> Reduce returned mail and delivery delays by 7% 

> Reduce operating cost by approximately $135,000 
annually 

> Potential reduction of net bad debt and increased cash 
flow > 

> Increake customer satisfaction b,y .reducing late payment 
charges and duplicate bill requests, thereby decreasing 
customer appeals and enhancing corporate image 

> Potential reduction of postage expense on initial outgoing 
mail with greater match to CASS product 

9flnnlS9S Pyle II 



Recommendations 
for USPS 

. 

> Enhance/improve ,training for handling of 
Undeliverable-As-Addressed (UAA) mail 

- Include in new hire orientation training (career 
& non-career) as well as Initial Lead Supervisor 
Training. (ILST) ; 

- Itiplement reviews (annual requirement) 
on proper procedures for hAndling UAA mail and 
include service/cost impacts 

- Stress proper handling for ALL mail - 
“If not sure deliver as addressed.” 





Recommendations 
for USPS 

> Quality 

- Re-issue instructions on IVlanag‘erlSupervisor 
requirement to perform case checks and throwback 
case checks to include quality control log 5 

- Manager Operations Pcogra& Support (IWIOPS) should 
establish quality audit process ” 

- Re-issue instructions for qua&y checks of 
“NO Record’Mail” (No Change Of Address (COA) on file) 

9n7f¶996 Page *o 



USPS Benefits 
? 

> Improve customer service by time!y & accurate handling 

> Reduce operating costs of $64K annually by properly 
processing Pacific Bell mail. Potential additional savings 
by properly processing ALL mail for EVERY Customer 

> Reduc{e customer compl&ts and enhance corporate 
image ‘\ 

-> Standardization of policies & procedures 

> Improve employee morale through increased training &job 
proficiency 

Padnc wffusps warty tmpmmmemt Team ullllns Paqe 21 



Returned Mail 
Path Forward 

> Socialize USPS/Pacific Bell team recommendations 
for stewardship and support (cbmmunication plan) 

> Quality Improvement Team available through change 
process * 

> Co@tinue to review process to make further 
recommendations (USPS/Pacific Bell) 

> Follow-up study to be completed 6 months following 
major upgrades to processes (PDCA) 



USPS/Pacific Bell Quality 
Improvement Team Members 

PACIFIC BELL 
Kris Britt, System Manager Billing Support : 
Sharon Harrison, Staff Manager Billing Projects 
Tom Lane, Postal Support CMDSM 
Mary Matza, Supervisor pilling Address Correction Center 

USPS . 
Jon Blai e, Computer Forwarding System Supervisor 

a Lee Jord n, Manager Distribution Operatiqns 
Pat Maldonado, Supervisor Distribution Operations : 
George Valine, IUIanager Customer Service 
Grace Toientino, National Account Manager 
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Audlsnce 

Pacific Bell 

Statewide Bill 
Proceeslng 32 
Team - Daa 
Hammalian 6 
Direct Reports 

1 

USPS/Pacific Bell Improvement Team 
Communication Matrix 

UselBeneflts Timing Media Responsible 

0 project status 
0 team analysis 
o identify issues 
0 continued 
support for team 
leadership 

0 commitment 
to deliverables 
o input to path 
forward 
0 increase 
awareness of 
problems 

8/l 6 mtg presentation *Sharon, Tom, 
- background Kris, Mary/ 
- analysis USPS: Lee, 
- recommendations George 

status 

Complete 

Billing Operations 
Directs -Red Schaub 
8 Direct bports 

0 project 
recommendations 
o identify issues 
o help to facilitate 
recommendations 

0 commitment to 
recommendations 
0 increase 
awareness of 
problems 

October presentation 
- backgrounx 
- analysis 
- recommendations 

‘Sharon Complete 

- sponsor 

SBP Personnel 0 project 
(Mgmt EL Non- recommendations 
salaried) and status 

0 increase 
awareness of 
problems 

October - written 
Flash” article 
(District newsletter) 

‘Mary, USPS: 
Gracs 

Complete 

BPPF Team 
(EIilling Project, 
Planning & Finance) 
- Sharon Harrison’s 
Direct Rep&s 

0 project status 
0 team analysis 8 
recommendations 
o path forward 

0 increase 
awareness of 
problems 
0 recognition for 
continued support 

AuglSept presentation 
- staff mtg item 

‘Sharon, Mary Complete 

ROC Team 
- Hlke Stay’s 
Dimct R1p0rt-s 

0 pmject status 
0 team analysis 8 
recommendations 
0 path forward 

0 increase 
awareness of 
problems 
0 recognition for 
continued support 
on team 

August presentation 
- staff mtg item 

‘Kris. Tom Complete 

Page 1 



Audtence UsdBeneftts 

BARC Team 
- Paula Murray’s 
Direct Reports 

o project status 
0 team analysis & 
recommendations 
0 path forward 

0 increase 
awareness of 
problems 
0 recognition for 
continued support 
on team 

..- 

) 1 

Timing Media Responsible status 

October presentation ‘Kris 
- staff mtg item 

BACC Team 
-Mil~f&kS+S 
Dim13 Rsports 

0 project status 
0 team analysis 8 
recommandations 

0 increase 
awareness of 
problems 

September presentation *Mary, Sharon Complete 

MMA 
Major Mallet’s Awn. 

0 project status 
0 team analysis 8 
recommendations 
0 path forward 

0 increase October presentation Sharon, Linda, Complete 
awareness of GmCfZ 
problems 
o look for other 
opportunities to 
study/resolve 
returned mail 

Pacific Bell Regional 
Leaders 

0 project status 
0 team analysis 8 
recommendations 
0 continued funding 
support for 
recommended items 
o additional 

0 commitment/ 
understanding of 
recommendations 
0 increase 
awaraness of 
problems 

October letter with 
attachments 

‘Sharon, Mary In progress 

Pacific Bell 
Resource Staff 
M&P group and CFO 

0 project status 
0 team analysis 8 
recommendations 

0 commitmenU 
understanding of 
recommendations 
0 increase 
awareness of 
problem 

October letter with 
attachments 

Sharon, Mary Complete 

11/13/95 Page 2 



Timing Media Responsible Audience 

Group l/Code 1 
Mgmt -Cal. 

0 project status 
0 team analysis 8 
recommendations 
o FYI 

0 increase 
awareness of 
problem 

October letter with 
attachments 

Sharon Complete 

Paciftc Bell 
Code I Ussrs 

0 project status 0 Increase 
0 team analysis 8 awareness of 
recomendations problem 
OFYI 0 solicit suooort of 

October Letter with 
attachments 

Sharon Complete 

(NM SY-1 
CustomerCars Mgmt 
- Mike Golden 
- Bob Cowgill 
-John Dolby 
-BettyOlssn 

0 project status 
w/team analysis 8 
recommendations 
0 support for Code 1 
up-front 

0 increase 
awareness of 
problems 
o supporting data 
to move Code 1 
up-front 

October letter with 
attachments 

SharonMary 

SECOE M#mt 
- LUClbello 
- Dolby 
- Stmtton 
- Ryrn 
- Vem Campbell 

0 project status 
w/team analysis 8 
recommandatlons 
0 support for Code 1 
upfront 
o support for CASS 
verification monthty 
0 support for continued 
analysis 8 data 

0 increase 
awareness of 
problems 
o supporting data 
to move Code 1 
upfront 

October letter with 
attachments 

Sharon, Mary Complete 

Billing Services VP 
Dians Whttshead 

0 project status 
w/team analysis 8 
recommendatfons 

0 increase 
awareness of 
problems 

September letter with 
attachments 

Sharon, Mary Complete 

1 l/l 3/95 Page 3 



USPS 

Audience 

Sacmmento 0 project status 
Performance Cluster 0 team analysis 
- Alt Montoya o identify issues 
- gob Wtlllamson 8 0 support for team 

selected representatives partnership 

Message UselBeneftts 

0 commitment 
to deliverables 
o input to path 
forward 
0 increase 
awareness of 
problem 

Timing 

9126 mtg 

Media 

presentation 
-background 
-analysis 
- recommendations 

Responsible Status 

Lee, Sharon, Complete 
George, Mary, 
Grace, Jon, 
Pat, Krfs 

AraaVP 
Dlstrlct Menagers 
(Gene Howard EL Direct 
Reports & District Mgra. 
Pa&c Ama 
-Tony Mendocino 

0 project status 
0 team anafysls 
o identify issues 
0 support for team 
partnership 

0 commitment 
to deliverables 
o input to path 
forward 
0 increase awareness 
of problem 

November presentation Lee, Sharon, 
-background George, Grace 
-analysis 
- recommendations 

Advanced copies 
- Bill Good sent 

Other Ptant (L District 
Managem, Customer 
Senrlce 

0 project status 
0 team analysis 
o identify issues 
0 support for team 
partnership 

0 commitment to 
deliverables 
o input to path 
forward 
0 increase 
awareness of 

October letter with 
attachments 

Advanced copies 

Lee, George Complete 

problem sent 

Plant & Dlstrlct Mgr 
Direct Retorts 
(MPOO’s, MDO’s, Net & 
TranepoNatlon Mgr., etc.) 
cc: Peter Alan 
Rick Pottsf-Rutterfield 
Darryl DMz 

0 project status 
0 team analysis 
0 identify issues 
0 support for team 
partnership 

0 commitment 
to deliverables 
o input to path 
forward 
0 increase 
awareness of 

Sept. 26 presentation 
-background 
- analysis 
- recommendations 

Shamn, Mary Complete 
KM USPS: 
Lee, George, 
Jon, Pat Grace 

problems 

11/13/95 Page 4 



Audience Message Use/Benefits Timing Media Responsible Status 

Postmasters 8 Station 
Mgn. 

0 project status 
0 team analysis 
0 communicate 8 
implement new 

pro-s 

0 commitment to 
deliverables 
0 increase 
awareness of 
problems 

October staff meeting Lee/Sharon 
MPOO’s 
Postmaster 

(citv) 

CFS Su~n’isor 
Window Supervisor 

0 project status 
0 communicate 
proper procedures 

0 commitment to 
deliverables 
0 increase 
awareness of 
problems 

November staff meeting Postmaster 
Station Mgrs. 

Camlsrs, CFS Clerks, 
Box Unit Clerks 

0 use proper processes 
for undeliverable 

0 commitment to 
deliverables 
0 increase 
awareness of 
problems 

November stand-up talks Customer 
Service 

supeNiwrs 

Postmaster 

VP Msrketltlng 
-John Ward 8 
Direct Reports 

0 project status 
0 support for issues 

0 increase 
awareness of 
problem 
o identify issues 
to reclass 

27Sep presentation Sharon, Grace Complete 

*‘*Area communication plan 
to be developed following 
Ares V.P. pmsentations 

NAM for B of A 
MTAC 
NPF Anaheim 
Sacramento PCC (Fall Forum) 

1 l/l 3/95 Page 5 





SUBJECT: Pacific Bell/USPS Improvement Team lo/O3 Mtg Notes 

!a Z&: 

USPS/Pacific Bell Improvement Team 

Sharon J. Harrison 

DATE : Friday, October 6, 1995 

lo/O3 MEETING 
NMES 

Grace Tolcntino was unable to make the meeting 
today due to a family emergency. Debbie Ditmire 
is replacing Grace in her absence. howcvez, was 
unable to make today’s meeting. 

The team reviewed the status of communication 
on the GIT recommendations and uQgraded the 
cormnunication matrix to include several other 
areas. Please 896 attached tovir8d communi- 
cation matrix. Several meetings are planned to 
continue the communication effort of the team. 
It was determined in a meeting with Bob Wil- 
liamson and Art Montoya that Lee and George 
will draft the USPS SOPS needing upgrades and 
provide the Arena with the Sacramento plan to 
address the USPS issues. Sharon has a meeting 
scheduled with P*B’s VP Billing Customer Qual- 
ity to obtain sponsorship. 

NEW RETURN HAIL Mar 
Ii 

provided George with examples of another 
PROBLEM IDRRTI- pro lsm identified last week in the Return Mail 
PIED Center. Mail is being returned (statewide) 

without being forwarded to the customer. George 
will investigate with the USPS Quality Team. 

PACIFIC BELL 
QUALITY TEAN- 
WORK AWARD 

The team discussed the Pacific Bell Duality 
Teamwork Award process and determined we would 
be interested in submitting for this award at 
the completion of the project. The award pack- 
ages will be due in May 1996. Sharon is look- 
ing for the quality software to use and will 
prepare a draft submission. The “Returned 
Rail” team members will then meet to review and 
make appropriate upgrades. 

Continued 



NEXT IMPROVE- The team discussed the next opportunity for im- 
UENT TEAM TOPIC ptovement and agreed to work on the 

Reclassification/Re-Engineering/Consolidation 
plan for Pacific Bell. We also reviewed the 
meeting with John Ward and Rank Cleffi. Those 
who were in attendance thought it was 
helpful in moving the USPS and Pacific 'exi! 
forward in piloting and developing new sol- 
utions for the future. A meeting will be held 
on October 20th at Pacific Bell to review with 
the entire team where Pacific Bell is headed in 
developing a state-of-the-art mailing environ- 
ment. (Please see attached agenda) 

The following members were recommended for mem- 
bership of the core USPS Team: Lee Jordan, Mike 
McBride, Grace Tolentino, Karen Adachi, and 
George Valine. The Pacific Bell memberehip 
will be; Kris Britt and Sharon Aacrison. Sharon 
will investigate adding Mick Nocettini and Ruth 
Cousins to the team as well. 

RISC. TO DO'S 0 

0 

0 

0 

0 

Lee schedule mtg with Art/Bob 
to attend lo/20 meeting at P*B 
Lee check with J. Long on PCC 
Fall Forum 
Sharon ask Debbie W. to check 
into next NPF for Return Mail 
Presentation 
George to work with the USPS 
Quality team to identify why 
mail not forwarded when a good 
(new) forward is established 
and will provide status to 
Pacific Bell. 
Current team members to enlist 
new team member support as needed 

NEXT MEETINGS Friday, October 20, 1995 (9:00 Am - 12:15 PM) 

Where: Pacific Sell 
2700 Watt Ave, Sacramento 
Room 1123 

a 



USPS/PACIFIC BELL IMPROVEMENT TEAM MEMBERS 

Karen Adachi 

Ktis Britt 
Pacific Bell 

Sharon Rarrison 
Pacific Bell 

Lee Jordan 
USPS 

Hike McBride 
USPS 

Hick Mocettini 
Pacific Bell 

gj 
George Valine 
USPS 

Grace Tolentino 
USPS National 
Account Manager 

ADDRESS TELEPHONES 

3775 Industrial Blvd (WI 
West Saccamento, CA 

95799-9920 I;; 

2700 Watt Ave, Room 1105 (WI 
PO BOX 15039 (PI 
Sacramento, CA 95851-0038 (HI 

2700 Watt Ave, Room 1461 (WI 
PO BOX 15038 
Sacramento, CA 95851-0038 IfI; 

3775 Industrial Blvd (WI 
West Sacramento, CA (PI 

95799-9920 (HI 

3775 Industrial Blvd Rin 2018 (W) 
West Sacramento, CA 

95799-9920 Ii; 

2700 Watt Ave, Room 1388 (WI 
PO Box 15038 (PI 
Sacramento, CA 95851-0038 (HI 

2000 Royal Oaks Drive 
Sacramento, CA 95813-9998 I! 

STE 130 
395 Oyster Point Blvd, 
South San Francisco, CA 

94080-1929 

as of 10/05/95 
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USPS/PACIFIC BELL 

Date: October 31,1996 

Subfeet; USPS/Pacific Bell Return Mail Meeting, I O/25/96 

In 
Sharon Harrison, Pacific Bell 
John Jensen, Postmaster, Sacrameato 
Jon Blaise, USPS Samarnento 
Vi&i Soto, USPS, Pacific Area 
George Valinc, USPS Sacramento 
May Matza, Pacific Bell 
Sharon Dal Porte. USPS Sacramento 
hthy Lightner. Pacific Bcil 
me RiolIter, USPS sacranmnto 
Chuck Randall, USPS Sauantento 
Sheila Bright-Jones, Pacific Bell 
Grace Tolentino, USPS, Pacific Area 

The meeting began at IO: 10 am. at the Royal 
Rich Knowles shared the background; mason for this meeting and expectations from the District 
Menager. Ms. Regrn has designated John Jensen, Postmaster. Sacramento to be the lead for the 
Sacfatnento Performance Cluster. 

Sharon Harrison shared how the Quality Improvement Team (QIT) was established and the 
process the team used to deucase the amount of unnecessary rettuned mail. All members ~ltre 
involved in analyzing, selecting the test sites, making recommendations and communicating plans 
for improvement. 

Two studies of 100 samples each were khen in February & March, 1995. The study resulk were 
similar, approximately l% were returned improperly due to Pacific Bell error and 22% returned 
improperly due to USPS ct~ors. It was recommended that another test be conducted in 1996 to 
determine and measure the resulk of both company’s efforts to reduce unnecessary returned mail. 

Sharon and Mary shared that Pacific Bell has made many changes to their process (i.e., Monthly 
Updates of CASS, &view of Code1 Ropork, USPS Address Training) based on the team’s 
recommendations. Pacific Bell has achieved very good results from these improvemenk. 

Although there were no obvious improvements in the test studies for the Postal Service, John 
Blaisa shared that the efforts of Classification Reform, Address Correction k Fast Forward are 
expected to improve returned mail. He also explained Vicki Soto’s current focus to improve the 
computer forwarding system and handling change of address mail. Also, efforkare being 
reviewed at the headquarters level to simplify the reasons for return. 



M~TY presented the test results of the recent study for Pacific Bell and John presented the Postal 
Service results. Pacific Bell’s results were improved by 4% baaed on their efforts. 

John Jensen explained that the financial impact and savings were low, however, the service being 
provided to Pacific Bell was unacceptable. John would like to proceed by presenting the survey 
nsulk and the problem statement to the Performance Cluster on Tuesday, lOi29196. John 
requested 200 samples for mail rctomed by the 956-960 ZIP code and will have his team conduct 
an individual survey. Mary will provide the samples. 

John will select a process management team to determine what reoommendarions can be 
implemented in tha Sacramento District and projects to expand implementation throughout the 
Pacific Area. 

Vicki requcrad a copy of the test results to look at the worst areas. John will notify Sharon when 
improvemenk have been implemented and a determination will be made if hrture studies are 
needed to improve postal service handling of return mail. 
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U. S. Postal Service 
ROUTINO SUP 

TO: Grace Tollentino 
National Accounts Manager (USPS) 
1875 7th Straat Room *12SM 

Dept., omce or 
Room No. 

General Supsrvisor CFS 

previously sent you some information ragarding the outcome of Return Mail received by Pacifk 
lell frcm Me Sacramanto District during October-1996. I recently ravlewad the results and 
ound many discrepancies with the initial survey results. The survey was initially analyzed by 
iacramsnto CFS unit amptayees. l?# bulk of the discrepancies occurred when the empleyass 
aviewing tha mail dii not take ths “lag’ period of time into account. The ‘Iaf pertod is ths tima 
adod batWan the actual mailing (majority of pieces wara mailad in October-1996) and tbns cf 
18 rssponsa from the postal dalivsry unit involved (generally January and Februwlggr). ma 
ttached survay raauita mquimd a gnat deal of time to finalize. John C. Jensen (Postmaatar- 
Sacramento) haa received a copy of the attached results and was inslmmental In ValIdsting the 
Ifonmrtion. 

‘you have any qusstions or concsms dease do not hesitate to contact me at (916) 2657223. I 
ill not bs available until March 31. 1997. 

wanted to ensum that you bth had the attached information prior to participating in me Mail 
Conference during Aprih1997. 



Sacramento CFS 

PACIFIC BELL I USPS Partnership 

Return Mail Protect 

During October - 1996, a random sampling of return mail was collected by the 
Pacific Bell Return Mail Center (San Francisco, CA). The random sampling 
included mail pieces that had been originally mailed to Pecific Bell customers in 
the 956-, 957-, 956-, and 959-ZIP code areas. A total of 265 mail pieces 
were mndomly selected. The random sampling was then sent to the Sacamento 
Computerized Forwarding System (CFS) unit for further analysis. Sacramanto 
CFS unit employees conducted follow-up research with appfopfiate dsfivery unit 
assistanca and analysis of the current CFS data base. of the total sample of 
265 mail piewa. a response was received on 260 pieces (96.1%). The following 
is a summary of the results: 

Correct handliigs: 

Improper handlings: 

-correct labels on mail pieces... ._.. , 
correct ‘return” endorsements __..... 
-illegible endorsements . . . . . . . . . . . . . . . . . . . 

Total: 

-resulting in proper disposition....... 
-resulting in improper disposition... 

Grand Total: 

109 (41.9%) 
93 (35.6%) 

(07.3961 18 
221(85.0%) 

9 (03.5%) 
3OJll.S~ 
39 (15.0%) 

260 (100.0%) 

Analysis of the 30 improper handlings resulting in improper disposition: 
Good As Addressed 25 (53.4%) 
Valid FoNvardina Address on File 4 (13.3%) 

Note: Analysis of the remaining 5 pieces in the sample survey was inconclusive. 
Questionnaires sent to local delivery units were not returned in order to provide 
the cur& status of the customer in question. 

Completed: 03117197 
Jon W. Blaise - Manager, CFS 
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USPS I PACtFlC BELL 
SURVEY OF IMPROPERLY HANDLED MAIL PIECES 

O~O~dw 
16 66967 10126196 ; , ANK dad lmmb , YES 

I I I I I I . _--- . - I 

16 

17 

I lOday hati 
96602 Unknown ARK pdod . .,.. .___ YES 

I 
“miiz2td Goda= F-dad to wrong 

96926 9lW66 : -SS d6asood iadividuti YES 
I 

Gad order OI 
16 96630 lQ19l96 UAA al. MO YES 

1 I I I I 1 I I 

19 

20 

21 

22 

2.3 

24 

26 

26 

Goad as 
95945 101171B6 MLNA addressed n/a YES 

I D‘xdord~rcln 1 
me claw 

95670 10/26/96 . MLNA IUHII YES 
I , 

Godas ! 
96991 llU26196 ._- -_ ANK l ddm*ocd i .~ _~, _ . .._ -- _.__. ___..__. YES 

I 
today hold MLNA dated WW66 (filed 

96991 lOI26l66 UAA PWlOd aller n%lng] No ’ 
I 

Geedo 
96627 W26l96 : ANK ddreswd, 1o‘rmplrurr- , YES 

I ___-. 
WWF (by MluIRfJ ApI 

96822 lOll6l96 Concord) #B3 
I 

----.-.--.“) 1 No 
-_- 

t Geadm 
66616 16/12/96 ANK l ddmclod . . . . - -..- YES 

I 
_..... ~, 

Good as h&MA drted lllMl96 {fded 

96616 16/16!96 FOE addressed alter madlng~ YES 

Pacp? 



USPS I PAUFK: BELL 
SURVEY OF IMPROPERLY HANDLED MAIL PIECES 

27 1 96614 1 16lZlI96 / , ANK 
I 

26 1 66606 1 10126l66 1 

I I I I 

29 

30 

31 

96616 1 Ol26l96 ANK 
I 

MLNA 
95626 IO/W66 

I 
(ShRlpOd( 

MLNA 
96932 lQl2ll96 (endorsed: 

I 

32 1 95660 1 10121196 / 1 FOE 

I 
I I 

33 95670 1 10121/96 _ I ANK 
I ! I I 

NO Rsrmrd~ 
34 96670 unlmnwn Returned _ 

I I I 

3s 96696 10121/66 : UAA 
I 

36 96926 16116ls6 I , UrWmod 

I 
37 1 96962 1 W/l7195 1 1 ANK 

I t 
I 

I 

Page 3 

&md as MLNA dated 11/16/96 (filed 
addrooood after mailhg) YES 

GOOda 
addlowed nla YES 

Good a‘ MUIA daied 2l7l67 (filed 
oddreuod aflw mailing) YES 

YO or&r on 
file n/a No 

Good00 MLNA dated l/l/97 (filsd 
eddnsmed after nailing) YES 

Good l e 

addressed nla YES 

hmd DC”vay 
ellp(m oh YES 

Geod 0. 
oddreoud nla YES 

, 

addrasnd n/a 
6llE ked 

YES 

11,%6 MLNA dated 11/29/66 (fttsd 
MWA after mailing) No 

Geedos 
oddrosood 1 COA 01 lik, I YES 
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Pacific Bell and the Postal Service Tackle Return Mail 
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6. Postal World 

(0 apply the appropriate delivery point 
bastodc and FIM to the response piece. 

Inthecaseofco~reply,thisistba 
fmt tins6 USPS will mandate conformance with 
barcode automation rquinments on a piece for 
whicbthefeiswdilcwntbcnditonthepiecc 
itulf. 

steady progreae against U+ @$$ym 

Undeliverable bills llpe unpaid bills. Pacific ._ 

That’s just one of the kuy points in the 
mtal proposed rrxAEssiflcatioll mgs. -me 
pmpo6al takes up scorcu of pages iu the IYZZI 
95 &itioo of the Fe&al Register. You have 
until v2296 to comment of this final vefsion of 
what USPS ng mavens Want. 

Hem am some ocbu s6iient itun6: 

Bell, Sacramenro, CA, ha6 taken &I at-g 
down UAAs to an absolu~ rrlimp, says sbamn 
J. Harrison, lIl& Sratewide bihg. bdmares 
lllat if PacBcll and USPS can elAnatE a”oirz 
error6 (estimated at 12% far USPS And 7% for the 
utility) on SomE 960,wo lL4.4dyd that PacBell 
could have a S364,ooO cost ho&IL 

J All Addrws lnfomhon Service 
(AIS) product updatea would go on a 4Sday 
cycle. this effectively tlgbtens compliance with 
the latest CRls tape data for canicr-route 
mailers ta 9O-days max. However, if there is a 
glitch or delay in the availability of CRIS data 
USPS will allow a bail out waiver. 

ODe key move shady take More 
cowistant application of the latest qde 1 address 
cleanup tapes from Group 1 Software. This biu cot 
UAAs by about 4% SBYS Hm*oo. 

/ Addross Element Conscdon for lists 
small& than 10,000 iv available through NCSC, 
call (800) 238-3150. 

J Mailers wili not be required to apply 
ACT ‘Zigs, as WES proposed previously. 

J Tile list of sdigits that wlu slot 
qualify for automation carrier route discouuta is 
included in the pmposal. This list won’t be 
published in @e DMM but will be posted in the 
Clty/Statc file and in the Postal Bulletin. 

J First clas3 autolnation diwount 
mailers who wish to rely on inhowe lll66U6 of 
address wrrcction will still have m apply the 
endorsement -- Address Comction Requested. 
However, USPS is considuing standards for 
cutifying such ops and may Iii that 
rqulrametlL 

PacBell is working closely with local 
USPS &&Is, such as Grace Tolmtino, mgr., 
national accounts. Joint return mail~+nple 
analysis have been conducttd to sp.lt mail returned 
in error by USPS, with 4% of a 8iiD piccc sample 
found to have a good forward on fife aud 8% 
having a delivcrabie address. USPS is srrwsing 
lcttetier training, up to dare CGA listings. and 
the concept of “If not sure. deliver as addressed.‘* 
l&w/t settled 
USPS pays off on Postal Buddy 

If you don’t get the P&ml Register 
check your local library or contact your mailer 
association. i 

For &her info~tion, contae~ Leo 
F. Raymond I (202) 268-5199 

Written comments to: Manager, 
Cwtotrux Mail Preparation. USPS HQ, 475 
L’hfaut Plz SW Rm 6830, Washiigton. DC 
20260-2405.m 

Last week, settled a $1.3 billion suit by 
Sid Goodman, pns. of the defiulc! POEti Buddy 
carp, with 1650 million. USPS -nated tbe 
Postal Buddy kiosk contract 19 n@u ago. At 
best. the payment is a wssh. says Goodman. 
Postal Buddy was once touted by USPS as an 
inexpensive way to provide COAi label, and 
postage sales. USPS claimed it ter;minatcd the 
deal because of slow sales, not a faolt with rbe 
equipmcnt or concept. Indeed. USPS is spand- 
ing a great deal of time. and effort devoloping its 
own krosk system from scrarch.q 



! Sharon Harrison 
Technical Oiwtor, 
Billing S&ions lechr&gy 
F‘dc Eellmc 

Mick Mocettini 
Tecllrliiral Manags 
Billing Solution5 Tuhn0logy 
PXiflC Bellmc 

Sue Jones 
USPS National ACCOunl Manager 

Pacific BelUSBC 
..,. \ 

teams up with the USPS to solve problems. ‘.; 
‘. 

The Challenge was to be able to work through problems more quickly “’ 
in order to reduce costs and improve delivery service. 
The Solution was to form a joint Quality Improvement Team and 

?.\ 
\ 

establish strict rules of conduct IO approach business issues affecting both 
organizations. The,Team first trained under Pacrfic BelllSBC Quality Training. 
and then incorporated Blanchard Dimensions of Behavior Personal 
Assessment guidelines to identify strengths within the group. 
The Result ir a reduction in the time it takes to solve problems, and the 
Team has been tapped to participate in natlonal projects 
to improve service and cut costs 

For Notwest Financial, it pays to-r&i the fine print. 
The Challen~.~~str~%&e procedures and simplify the process of 

PI(JOR SuPe~isor. prn.flUt 1.5 to 2.5 million marketing letters, tour times a year. 
Nw4e* Financial Information 
Services Group 

Chris Adams 
USPS Arcounr Manager 

Dave Cunningham 
Super&c 
Operatim & Oi5tr%wtion 
Kalmbach Publishing Company 

Martha Jane Batson 
USPS AC<OU~I Manager 

The S&ion was to create a new an/surface listing using only surface 
codes, so the size of the printing used on the banders could be substantially 
increased, enhancing their legibility and eliminating rhe resulting delays. 
In addition, each loaded pallet is given a corresponding log-in sheet listing 
pallet details, a copy of which is provided to the USPS rep with forms 3600 
and 8125 to speed up verification. And finally, air pallets are Ragged with 
brightly colored markers, making them immediately identifiable to handlers 
and drivers. 
The Result is the elimination of unnecessary delays as well as reduced 
stress levels ar mailing time. 

Kalmbach Publishing Company goes PostalsoftY 

The Challenge was to reduce overall casts for shipping 450,000 
bagged periodicals a year, while at the same time mcreax productivity 
among employees. 
The Solution was to run subscriber lists through Postalsoft’M only three 
times a week instead of five, increasing the number of periodicals that 
qualify for discount rates and reducing rhe number of employee 
hours needed to complete the task, saving money and increasing efficiency 
two ways. 
The Result is an overall increase in productiviry for the company, cost 
savings in materials and postage, and a much happier bunch of employees, 
no doubts 
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titi.vd .change the&ar@aelin@a&;-\) : 
hgj pN”~o”s,y &&..&&& h&b’: ‘~‘~ .j 
organizatlonr.” . . .,,..., ;1..;, :/ :. 

They eke have lean+hat a sense.01 
humor and aspirit of ~psntion arenaces-, 
Suy if they are going towork togethwhamfoni- 
ously. They crested a hmd’to whiohpart@ 
pants had to contributa a&me avery time they 
said anything derog.atory~~One of the members 
once slappad a five-dollarbifl dowon the,. 
table and said, ‘Here’s We-dollars. IVa gota 
lot to get off my chest today.” 

The major objective of this team is to 
create a working partnership b&w-the ,, 
Postal Service and Pacifi~,flell to help solve not 
only the returned mail problem, but also a~ .~ 
number of other problems; ~‘. ::, ,. 

The team set up a schedule of meetInga 
with specific goals and invited experta from 
various fields to pattfcipate. “We liia to hold 
our meetings off site.” said Jordan. ‘It helps to 
promote teaming within our group.* 

One of the first problems tackled by the 
team W@s Pacific Ball’s ntumed mail. Membe- 
Investigated Why the mail was being rewmed, 
identified root causes, and devalom reoom- 
mendatlons for a solution. Some of me steps 
the team took included: 

. Selecting four geographical areas to 
analyze: Sacramento, Ssn Jase, Santa 

Ana and San Diego. .- ‘1. ;;c“L 
za Selecting 200 piece random-timpIes 

:. :if;.’ 
.: ‘: 

from each location. .‘-:I: (:. .‘L..::... 
a Conducting site.viaits to both:USi?S and ,,:,“, \:+ 

Pacific Bell. .’ in ‘.‘. 
q Collecting returned mall samples-, .,: .I. 
q Validating addresses and veMyfng . z 

endorsement accuracy. 
R Identifying causes of returlwd mail. :. , :. 
q Identifying errors and assigning respon- :: ; 

sibility for those errors. 
q Developing step-by-step recommenda- 

tions for improving the systems and .’ 
processes involved. 

Hamson hopes the Quality Improvemint .*.Y’-. 
Team’s recommendations will deliwrm&ts. f” .. 
The team projects an tnnual savings in & ,., ., 

duced “returned mail” costs of S470,000, plus : 
Increased customer satisfaction, thsreby: : 
enhancing both corporate images. 

The two companies agraa, however, that 
the most important benefit of their work is that 
they have put together a PBRnership that will 
hula them solve problems In the future. For 
Jordan and tlanison and the other membsrs of 
the Pacific Bell/USPS Ouality lmpmvement 
Team, the creation of a relationshlp built on 
trust will be the team’s lasting legacy. 
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The Journal of Communication Distribution 

Mail lkclassificatim 
Taking Final Shape,.a 

House Of Representatives 
Outsources Mail Center . .21 

Electronic Printer Report . . . 69 

Carrier Route Sorting In One PLEE . . . . . -43 

ThinkIng Small Can Be Profitable . . . _ . . .45 

Zlst Ccatnty MaiIfDosument Services . ..41 

Providing Uninterntpted Mail Service . . *SO 

RIghtsUsIng: A Guide To CostcUtting , , , a 53 

DeadOnArrivll......................SS 

The Ootsomtng Revohtron . . . . . . . . . a. 51 

Sending Your MaiJ Around ‘the World . . .67 

Document Processhg Survey. . . . . . . . . . .73 
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CASE STUBY 
Pacific Bell & USPS Investigate Return Mail Problem 
Telecom Giant Sees 80,000 
Mail Pieces Returned Each 
Monti, Ryes 6470,OOU Savings 

I 

icant, once they stutexl shzdying why 
mail WNU coming back, Pacific Bell 
fowdtheU.S.PosblScrviccshoulderrd 
pan of the blame. 

“We hve reverat Ihous.xnd setice 
ccpHhmughootthenn~~forsarcral 
years lkl rebmld 6bleme015 wwlt back 
totheseofficesforpmcessingwwe 
were not folly *w&P2 of the amount of 
mail coodog back.” said Sharon Hani- 
son, manages in Sbtewide Bi Fvxus- 
ing. “However, whar wo found retume.3 
mail w’o duly world by tke officer 
do@ down time, we decided to coosol- 
i&kalIthiswurkintoooeproassinn . - 
antu.” 

For Elanison, who inbaited the reton 
mail oaration in 1994. the shock fell 
after s&g tile amount af mail was dou- 
bled when she saned tbrougb a pile 01 

retumedstatemen~thatdidtitnaedtobe 
reworked -mail rdimtedinm~ccUy by 
rkr Panel Service. 

This fmdiing led Pacific Bell to Puuler 
with the Pcsul Service in dewIo@ng a 
Quality Improvbmcnt Team md focw 
ing rheir coopvsttvc artmtlon on the re 
hlmedmhilptoblenL l3yM&ie~cbok 
objective of redwing rhc uwont of zb 
huned mail. Pacilio Bell and the Patal 
sticebopeto: Illaasec-ut- 
isfaction by not having Padfic Bell re$s 
-all and question lddmss ftlfomla* 
Reduce the overhead md poop COT( 
aocomp~ying mis reti R&p de- 
livery delays by gbaing mail detivaod 
right the first rime. 

Pacific Bell receives approximately 
960,COO pieces statewide of remrued 
mail annually, casting the company atid 

II Barcodes at your Fingertips 

_I 
94 Tagger II” 

II On-demand Tray or Sack Labels 
“Now” with ACT Label option. 

I Whittler Mailing Producti manufactures a 
complete line of Tagging Systems for all 
of your mail processing needs. 

Call, write, fax or E-mail for more information: 

I 
Whittier Mailing Products 
12435 Mar Vista Street 
Whittier, CA 90602-1196 
(310) 698.7795 Far (310) 696.3149 
E-mail: Inf~whi~iomailing.eam 

Find us on the netI h~p:llurww.whi~iermoiling.com 

STAMP IT 
0 High-productlon stamp applicator. Use in-line or 
off-lme q Exclusive vacuum stamp ap licating sys- 
km - Fast. easy set-up. No special s 111s needed. !? 
Holds coils of 500.3,OOO or 10.000 

sz_1. 
~osndmc INC 
7UO U6,h Ad NOW’ 

WRCII 1996 M4IL: l’tw Journal of Communlwtlon Dlsbtbutloa 
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,-- 

Jordan and Pat hlrldonodo. 

the PC& Srvice a oombiosd $2.5 mil- while this revmrk cosm Pacific EelI 
lion for rcwo& so reducing.the numbax 
of ntumed pius holds flcackl te- 

pcI piece (51.92 m&ion awLally). 

wmIs for both Each piwc tcqoitiog rc- 
To hUy idaify why mail was hig 

work costs the Posfal Se&x appaoxi- 
mom* the rum lncod eacll step tnl@o 

rnauly 63 cents (S6U4,SCU awmily), 
inproducing apiece ofmail. “Welookd 
at the entire p- to su: ifanyfhing we 

85% 

OP YOUR CO-WOBiERS 

THINK THEY CAN DO 

YOUR JOE BETTER TEiAN YOU, 

If you’re a mailroom manager, that’s a fact. Because 
in most companies, the office staff is handdelivering 

With a Mailmobile. office staff hand delivery drops 

internal mail. Not using the mail system. The 
dramatically. People learn to bust the aptem. If what 

problem with thii “Black-Market Mail” is simple. 
they need is in the building, they know it wiU get to 

When people are walking around, they aren’t 
their desk, on time, every day, all day longs 

doing their own jobs. They’re doing youn. Over 200 employees in the building? Is 50% OF your 

The solution is also simple. A Bell & Howell 
mail internal? Are you doing less than b internal 

Mailmobile. It’s an automated cart that delivers 
deliveries per day? If you can say yes to these tluee 

your mail anywhere you want as often as you 
questions. then a Mailmobile may be y 

need. The Mailmobile doesn’t just deliver mail. It Put America back to work 
delivers productivity to the entire organization. Call the Rell & Howell Mailmobile 

company at 1-800-325-7400. 

Lihablr kmpoy t&d. Mikgsn 
- .- 

MAIL: The Journal of CammunlwUon Olrtibtion MLLRCH 1996 

95 - 
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CASE s7UDY 

96 
A- 

Presorting, Barcoding 
and Lettershop Services 

.%ce 1978 
l Certified postal 

business partner 
l Total solutions for postal 

reform (Reclassification) 
l Complete lettershop 

services 
l Leading edge technology 

Mail Sort Inc. 
Columbus, OH chtcinnati, ON 
6t4-272-oa4a 5~3-614-6007 

hfl-800-800~MAIL 
WFrw 30&y Ital Offer! 

MANAGEMENT 
SERVICES 

The Seoun Outsource For 
Contract Oflice Personnel 
We pfwkh pefmnnd for; 

+ Mnil Rooms + Photocapy 
Center + Shipping a 

Warshours Opemtlonr 
ASWOllArfbC@CCbS,~, 
wara PmcsuoR Drivan, LIRHn(la 

MdMorttdmirrbtnhnF 
The ElleoUve Dltterencr 

I Ae-3nglneWng Studlea of Work 
PtOwSM)f 8y SldH8d AnatystS 

l Cost-saving .Syner~Ms thmugh 
CrowFunctIonal Prrignmants 

m PradudMy ImpovemwUs, 
haeased Slafflnp Flexibility 

S Well-scraaned and Well-traiwd 
Conhct Employees 

corpomlc nwdqumcn 
on. Emkwly Fl.oe 

White Plmhs, NV 16961 
(014) 32uRM 

I Fax: (PM) Ub0926 

MARCH 1996 MPIL: Tbc Journal of Communlutlon 6lsblbutlon 
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CASE STUDY 

nlc mm also found cm d-lhc sye- 
twwwdtoobulnbfUfn~rddrcuin- 
famutiorr wes bexd m bcsvios lacn- 
don and not Ihe customas m&&de- 
liwq addna. so they recomwndcd 
rcmwlng th6 tic-in of fJal.t eysrm. 

To further 
imprcw its 
rddrcseing 
procedures. 
PdBcB?UiS 
also t.king 

mz 
iwuloth6 

dakbasc is 
updated 
monthly and 
rddrra utot 

npom ate anllyzedj 
-Educatecustomvs.m’ebMgeof 

addras” Pmced~~ 
- xTnptOV6 qu6.suenlng cdria far 

Pdfic Bell cwcunv setice. qre. 
scntatlva to obtain correct rddmsscx 

Pokntisl Rwdk Of Team Effort. 
PacificBellMdrhcFJcStalSuviceare 

still in the prcccsr of kkhq thers 8r- 
waive actions, but once improvanmu 
ate made, the Pacific E.ell/USPS team 
anlleipate.4 this.pfogram wilk 

1) Reduce Wmed mail by approxi- 
mNe1y 19 prceuti 

2) Reduce Pacific WI upswing cast 
by approximate1y s364,w annually 
and the USPS operating cost by 
f106,OW nrmoally; 

31 hpmve cash flow for Pacific Bell 
duough wxmte and timely delivery of 
bills to cwtomur, 

6) Increase cuslom6t satisfaction md 
ctlhance wporateimagefarbothorgr- 
nkationr. 

“You’ve got IO assume thls problem 
with return mail suetcher beyond PP- 
cific Bell and beyond California. If the 
Postal Service takes same of thae cm- 
ncrive steps nationwide. and other or- 
ganizations follow the steps pacific 
&II is faking. the saving an stretch 
into lhe high millions.” said Harrison. 

“Our effons could gencntc a com- 
bined annual saving for Pacific Bell 
and rha Postal Scwicc of S470,OW. 
That is one SWIG. and one customer.” 

MANCN 1996 

UP 10 1g.000 
mailom DW hour. 

50% Less 
\ Adhesive Consumption! 

GWl’s Pattern Adhesive 
. 

Apdllorcute adhesive 1 wymption In hail while providing 
maxtmum sealing swurity. 

. 

18s +hm SlO,CCQ? Irs me highly 
reliable TCPI Wo. 

Newmcd6ls indude dte TCP560 
which does 40,0&J DPB labels hourly 
for around $&ON. 

TAGS 
ORGANIZED 

16lhm your needs at6 for 102 or loo0 
bsls. orgsnize your Mail Labok ~Ivl 
Ume red mcwy will! Ukiq Tq I%& 

U.LSTEELWUlEDCONSWCllON 
SLOPlNGS”ELVES 

BAKEDEN&HuFIN,SH 
~OUNOEPWGES.SYlLGU~E 

Write for FREE Mail Tap 
Slorrge Guide Today1 
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fl in PacHic Area in lowest rate of motor vehicle accidents FY4997 

Cumnl Service sxx- EXFC overnight: 94%-SPLY: 9WdArea rarger~ 92% 

USPS and Pacific Bell form 
an award winning partnership 

A Ouality I-nprovement Team 

(OlT) deretoped by the 
Postal Sarvice and Pacific 

Bell to resolve customer problems 
has won a 1997 Duality Teamwork 
Award. The award was recently 
presented by Pacific Bell to 
Sacramento PC employees and 
Pacific Belt emoloyees. 

The partnership, formed in 
1994, began\uhen both 
companies wart looking for ways 
to resolve probiems and improve 
customer service. A Ouatity 
Improvement Taam. QIT. was 
established to Identify mutual 
improvement areas. The team 
attended OlT training. 
brainstormed rxre than 25 ideas, 
voted, reviewec customer 
requirements. and identified 
returned mail as the area they 
wanted to investigate and 
improve. 

At the time, Paciiic Bell was 
receiving abou: 960.000 pieces of 
customer returned mail annually, 
which cost then about $1.920.000 
a year and cost the Postal Service 
$604.600 a year. The team ser out 
to reduce the customer billing 
returned mail (17 lmptove customer 
delivery service and reduce 
rework cost for 30th companies, 
The team selec:ed experts from 
the field, held s;ts visits, collected 
returned mail samples, validated 
addressing wirn customers, 
verified accuracy with USPS 
carriers, identliied errors, re. 
verified issues qvith customers, 

and identified causes of returned 
mail. After investigating tt,e 
causes of the problem, the team 
determined that 95 percent 01 the 
returned mail was due to customer 
billing. mey also found that 69 
percent of the returned pieces 
were handled properly, so both 
Pacific Bell and the USPS had to 
examine why these errors were 
occurring and what they needed to 
do to reduce them. The team 
analyzed the errors and 
tecommendedimprovsnents for 
both companies. Severa! 
recommendationswere 
implemented and afollc+up 
study was completed. As a result. 
Pacific Bell reduced 5 percent of 
billing returned mail and :educed 
Pacific Bell’s error rate by nearly 
50 percents USPS inves::gated 
where it was making errcrs and 
implemenredcountermeasures. 
The improvements not only saved 
Pacific Bell and USPS money but 
improved delivery service to more 
than 47,000 customers, 

To foster teamwork, me group 
met at employees’ homes and had 
potlucks to celeorate the team’s 
progress. The team ccn:.nuss to 
work on joint problems, but they 
now have a foundation c: 
cooperation and trust tc yelp them 
solve those problems more 
quickly. 

ati’s daughter 
‘Pedalsforthecutw 
tobreastcancer 
Julie Madden rode the ride 
of her life- for her life and 
the fives of women all across 
America. On October 31 she left 
San Diego with 25 other woman 
in the first annual Pedal for the 
Cure, a cross-country. 2.600-mile 
bicycle ride benefiting the Susan 
G. Komen Breast Cancer 
Research Foundation, the largest 
organization worldwide raising 
funds for the fight against breast 
cancer, 

Madden, who is the daughter 
of Barney Madden, a clerk at the 
Oak Park Station in Sacramento. 
averaged about 80-l 10 miles per 
day and arrived at her 
destination, Jacksonville, FL, in 
early December. She rode in 
honor of a cousin who died of 
breast cancer, and her mother, 
her aunr, and another cousin, all 
of whom are breast cancer 
sur”Ivors. 

8 JANUARY 1998 
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Teaming up with SACRAMENTO, CA - Postal Service officials here am partnering with a 

quality saves 
major customer to save big money using quality management techniques. 

n California utility company Pacific Bell was losing more than $1.9 million 
big money annually in undeliverable mail. 

m Joint quality management teams from the Sacramento Performance 
Cluster and Pacific Befl worked to identify root causes of the problem 
and agreed to improve systems, processes, communication and 

quality control. 

n It’s estimated the quality teams will save the partnering 
companies a combined 9470,800 this year. 

Maintenance DENVER, CO -The Postal Service’s Western Area has reaped 
considerable benefits with the introduction of the Maintenance Assistance 

program boosts Program (MAP). 

accuracy W Through MAP, the Denver Purchasing and Materials Service Center 
Material Management Team provides WalCto-wall (WTW) physical 
inventory assistance in maintenance stodoooms. Process is completed 
in less than 4-l/2 days. 

I As a result, inventory accuracy rates have dimbed substantially. Latest 
data reports that 14 sites recorded 99.3 percent or better tn both location 
and inventory accuracy and 13 others exceeded national standards. 
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USPS and Pacific Bell: 
Working together for quality 

1c5Kmdowaycsag0 
when Pacitic Bell and the PO&I Service partnership with 
posral S+CC ti a ~~CSRI Pacific Bell leads to West SxramentdX 
~---&~~&f becoming hub of billing operation 

WAS anring PY Bdl nu+ $2 

m of rclabcing dose been combined in the ne-- 
lo the Postal Service’s Mail 
Prowssing and Distribution 

west ssnamento building 
‘By getting as dose lo dam 

improving the *~stcms md 
ht%~nlndWzialB&d as possible, we. can bme: 

The new centercons4idarcs 
pUS5.S ‘%ntdY kdto PaL- 

tailor our mailings to thez 

Bdl consolidatig irr bill.5g 
hitiC Bell’s biigqmkm delivery needs.” said F:eS 
under a singlo roof and Scbaub, vice president ,:< 

6islmcrBiiQualitg~ 
Operations at Pacific BE 
-mswa&tkFtMclsavlr 
pacific Bell awl cur al!+- 
allcomcoutphtad” 

With its Postal Service 
ytner in proximi~ and Q 
new facility’s abiliry 2: 
simultaoeously prepam maz 
mailings on seven separw 
outgoing loading dock.. 
Pa&C Bell cxperz 
uunendons cast savings arc 
productivity gains. A pilcr 
program is currenci~ 
undeway to allow mcr 
of bills to be timed I; 
conjunction with posti 
service plckupa fcr 
deStiNhadivaseWS;e 
-andsmDiego 

Speaking of USPS~s 
California operations, Job 
Ward, vice presidcx 
Marketing Systems, Posti 
Service headquarw 
wa9hingmn, EC JajQ “It’s nt:r 
just postal employees rhx 
make this area one of ou7 
brightest success stories. Ki 
someofthefincstmaiIel5~ 
ha business, and some of rte 
bs cllsrcnm anywhere. -lb 
Sacrainento example show 
clearly how vision ani 
partnership can deliver L 
bt@htert%ate,bxhfor~ 
cad the posol service” 



Response Of MMA Witness Sharon Harrison To Interrogatory 
DFCIMMA-TZ-I 

Attachment F 
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1 UN/TEE STATES #a PW-AL SERVICE 

Pacific Q Bell 

Partnership to resolve 
Lcustomer problem 

U. S. POSTAL SERVICE/ PACIFIC BELL 
QUALITYIMPROVEMENT TEAM 

CUSTOMER BILLING - RETURNED MAIL 

1997 QUALITY TEAMWORKAWARD 



US Postal Service / Pacific Bell 
Quality Improvement Team 

1. Reason for Improvement 

Pacific Bell received approx. 80,000 pieces of 
customer returned mail monthly= 980,000 yearly I 

95% of Pacific Ball’s returned mail was 
BILLING PRODUCTS = 920,000 annuatty 

Site Visits to Pacific Bell and USPS 
2 Statewide studies were conducted to determine reasons for 
returned mail - study areas: Sacramento, San Jose, Santa Ana, 

and San Diego 

0 Validated address deliverability 
with customers 

0 Verified returned mail w/USPS 
I 

I 

Delivery Carriers 
Cl Flowcharted USPS/Pacific Bell Process 



A 2.c urrent Situation - Pacific Bell b 

Analysis of Pieces Returned In Error 
250 I- 100% 

USPS Pacific Bell 
EVXS EVOB 

Cause of Return Pieces 

I Problem Statement 

Paclflc Bell Errors 

Number PO BOX Only ~ 

Detailed Breakdown Error Analysis 

3. Analysis - Pacific Bell 

Several steps were performed to identify/ 
validate root causes: 

C Analysis of Step 2 Process Map 
C Analysis of Pareto Chart study results 
C Reviewed Training and Methods & 

Procedures 
C Interviewed Impacted Work Groups and 

Experts in the field 
C Fishbone used to identify root causes 

(Attachment A) 



4. Countermeasures - Pacific Bell 
Determined from Root Cause Analysis: 

l Update CASS (Coding Accuracy Support Systems) monthly and 
establish product owner to manage/monitor (Implemented IN) 

l Generate CASS reports for statistical/error analysis (Implemented WS) 

l Update P*B bill address M&P to USPS s 

(See Attachments 6, C, 8 D 

1994 1995 1996 1994 1995 1996 

Year Year 

Outgoing mail volumes increase by the millions, while returned mail 
volumes significantly decrease and exceed team target. 

L Results Summary 
c 



L 6. Standardization - Pacific Bell 
c 

TO ASSURE INTEGRATION OF COUNTERMEASURES INTO DAILY WORK, THE QIT 
CONDUCTED A FOLLOW-UP STUDY TO ASSESS PACIFIC BELL COUNTERMEASURES 

ANALYSIS OF 1996 FOLLOW-UP 

Cause of Return Piece 

FOLLOW-UP STUDY 
CONFIRMS: 

Pacific Bell error rate 
reduced 50% 

Cl CASS monthly program updates automated statewide 
0 CASS statistical reports reviewed monthly by Mgmt Team 
0 CASS Product Owner monitors process/people 
0 P*B Service Reps trained on USPS address standards 
0 Outgoing vs returned mail volumes tracked monthly 
Cl Follow-up Study to measure improvements completed 
Cl On-going assessment of returned mail impacts continues 
Cl Returned Mail Q/T educated additional team members/ 

\ mgmt of billing address process / 



2. Current Situation - USPS b 

Analysis of Pieces Returned In Error 

PacificBell ’ Customer 
Errors Errors 

Cause of Return Pieces 

Errors by 
Postal Service District 

25% 29% 

PQSTAL SERVICE 

100% E 

8 
"=,,5 w/o ijj 

a 
60% aa 

2 
40% 25 

Properly Returned Good As Change of Address 
Incorrectly Endorsed Addressed On File 



3. Analysis - USPS 

Examination of the processes 
for handling of Undeliverable- 
As-Addressed Mail determined: 

3. Additional USPS Root Cause Analysis 

USPS Management chartered a team in Sacramento to 
continue examination of the return mail process: 

l Involve Letter Carriers 

l Examine why Good as Addressed mail is returned 

l Use Quality Tools to determine Root Causes 

4. Countermeasures - USPS 

I 
Y 

l Standardize throwback cases (Implemented - sacto ~97) 

l Standardize Return to Sender endorsements (Implemented- sacto ~97) 

l Standardize training for clerks and carriers (tmptementti- sacto ~97) 

on proper return processes 

l Implement Quality Control audit process(rmplementi sacto - ~9797) 

UNITE= STATES 
PeSTAL SERVICE Pacific q Bell 



5. Results 16. Standardization - USPS 

l Implemented countermeasures in Sacramento 
l Follow-up study to measure results to be performed 

L J 

Benefit Analysis - USPS 

l Improved customer satisfaction and service by 
reducing USPS errors and cost to Pacific Bell 

~ l Improved service for other USPS customers 
~ l Potential to save USPS $64,000 by the proper 

handling of Pacific Bell’s mail, and save Pacific 
Bell an additional $200,000 + annually 

/ 
To assure continued effectiveness the Q/T 
continues with the following: 

Ia #a 
l National leadership in address issues 
l Ongoing communication of returned mail and 

addressing issues with follow-up study support 
l Action plans w/management support 
l Continue on-going monthly meetings on partnership 

issues 
l Replicate Sacramento countermeasures statewide/ 
nationally 

l Work to establish front-end CASS verification 

UNITED STATES 
PeSTA L SERVICE Pacific q Bell 



Pacific 
El 

Bell 

USPS / PACIFIC BELL - RETURNED MAIL QIT - GLOSSARY 

BACC Bill Address Correction Center - statewide Pacific Bell 
returned mail center 

CASS Coding Accuracy Support Systems - vendor provided 
software that updates bill address information with USPS 
deliverable address information 

CFS Centralized Forwarding Systems - USPS unit where all 
forwarded mail is processed 

M&P 

SME 

SORD 

Methods and Procedures 

Subject Matter Expert 

Service Order Retrieval Database - Pacific Bell order 
entry system 

P*B 

PREMIS 

Pacilic Bell 

PREMIS System maintains the exact location of telephone 
facilities 

UAA Undeliverable-As-Addressed 

USPS United States Postal Service 



DECLARATION 

I, Sharon Harrison, declare under penalty of perjury that the foregoing amwm are true and correct 
to the best of my knowledge, information, and bei 

Dated: June 21,200O 


