BCAL APWU / USPS
Retail Training

FUNCTION O - Operations Suppott
FURCTION 1-  Ma# Processing

FUNCTION 2- Delivery Services
FUNCTION 3-  Maintenance

FUNCTION 4 - Customer Services
FUNCTION 5~ Finance

FUNCTEON 6~ Ruman Resources
FURCTION 7-  Customer Services Support
FUNCTEON 8- Adriristration

FUNCTION 9 Training

Function 4




On Site Review

THIS portion of the review i most recoghizalie
ETgRoveRs. 1S periormed by visting Buneryisry
prrsonnel frore 8 differant office, the Review Toam,

They wre responsitie Tor bsEving the cperations of the
offiee, andd ere instrustsd rot o change ary speration o
prEtice, BT thiey wall make recomnandations by e
Persiynagtor dudng e review, and make EeTEnistions
BEthe gl reeting.

Ty wrennt of Yine 2 Review Tesm i 2
pastiegler office Wil vitry, dapending L e
sine of tee office, the hours of Saerstinn sne
wiker factors,

Custorer Sarvice Variance Models {CER0M, CSAW, C5v)
Can be and are reviewsd by USPS st HQ & Area

5o Funttion Fours consigy of oniy & it revipwt

Tools used to establish the
workload

= Customer Service Variance Base Data
= WOS — Window Operating Survey

= Unit Distribution and PO Box
Volumes

WGoS

» Window Operating Survey

= May still be conducted on-site

= Information from POS entries
feeding directly into Retail Data Mart
- reducing the need for on-site WOS

= Results being downioaded into SV
Models from POS daity, weekly
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REPORTS REPORTS REPORTS

Customer Service activities and mail volume
are monitored then analyzed

Specific to the window operations are the
WOS window operating survey and
RAP retall analysis profife

Based on data collected, recommendations
are made on scheduling and staffing

3 Easy ways for a Window Clerk
to make a difference

= Scan when you can {(as much as you ¢an) to
get more earned time credit

»  Identify the 3 keys that give you earned time
credit for non-revenue {not alt do) and use
them, as required, to represent the Hme it
takes for your non-revenue actions and
services you provide

»  When not working the window, clock off the
wintdow operation and onto correct opersation

SCAN




WOS TIME FACTORS

Firgt class 97 - 129 « Postans wles 58

Priority .29 « Express “collaction” w/ PyvI .08
Certified .57 Money order 1.2

Returr receipt 69 PO box payment 2.8
Insurance 93 intl Global Bxp 3.7

Delcort 38 GXG 7.9-9.9%

Sign conf 62 Pagsport photo 3.52

w Parcal Post 1,11 Passport 9.8

Advance 5.00

L I NS N B
n

E ]
L SR I TR ™3

{letter ovd wi RR = 273

Non-revenue
Keys

The POS does not assign
earned time credit o
EVERY
fion-revenue key

o e R




The following do not offer earned time

. Hon-attomated swi pick up

Respond o OFS

Summon  supervisty at Cusier request
Chanoe of adgdress info

Broduct / serdoe mate inguires
Employment apnlication ingliry

Yoter registration iy

Glive: ocal directions

Provide Philatelic info

Accept hoid mal requests

Refjuest passport forms

. Reduest B forms

Accept custater serdce form

Renuest / submit selective service form
Supply B O Box bolder name [ address
. Supply Permit Holder name / address
siscefianeous forms

B

B

BEGRRE R

[

Each of the following offer
1.19 minutes of earned time

» Ur-numbered maill pick up
= Vacation / Hold mail pick up
» P O Box overflow

The key will count only 10 times each haif hour
Earn credit for your work
Maka it 3 habit

Locate them

Customer Services
Tierk Sepvices
look Up




Locate them

Masibng Money Qrders
Samps P{}. B / _Ca%i@
Customer Services ?@ﬁ Piik d’g
Clerk Services nga;u Maé_ixcmtance
ook U Inquiries Clalems Refuntds
Heip Advanced Deposity

Hon-automatad Trans

e

Locate them
Hialing Foney Orders Burshersd Mail PAG
Stmmpe PO Box  Caller Con
Customer Services Mait ch l}g ERIM Amount Ewa
Clerk Sarvices Prepaid Mail Accentance Keys & 1D deviges
{0k Up Inquiries Claims Refunds Qﬂ-numt}am P
Giein Advanced Deposily Vacation Hold
i Hor-autmated Trans B Box Dwverflow

More .

Time Clock
Operation

~4




If you are not working on POS-1 ...
Clock off the Window Operation

PLEASE do not “oiter” on the window
operation

*Just be careful whera you place yourself®
Don't dlock over to PO Box or Mail Distribution uniess
the mall volume justifies your prasence
Ressarch your aveliabie MODS tme dock Sperations

Window Admin

LpC 45 b4
(e gt Cove] Sontholk FI-EE g &)

* Dot up codnter s Congoiidation 1412 {77
»  Smving Customers = Dispaich
¥ Audhs of staop oredits = Szanning Express ¥al wy CTT
s Sock reguisitioning seanner
w  Cloes/ fngt 1432
=

; « Manual andiing and scanning of
Pazgort appiization avnuntable mail
= Office dubies/answering
shonesfordering suppliss 7 oopy
maching admin
Nixes
Openmyg 7 cosing office
Cigimis 7 Inquires
Safely / Service Talks
Starnps by Mal / Fax
Caller Servicas
? 0 Bux maintenance

mox oo ox

LDC
MOD
OPERATION
DESCRIPTION

. o e
TERE | orbveen e vt e b ;

T e en ey




“Earn” Time Credit

= Scan stamps, books and rolls
individually

» Use non-revenue keys

» Clock onto the correct operation

LDC 45 ~ POSTAL STORE/WINDOW
OPERATION

= SOFT TIME - Every forty-five minutes eamed on
the wirdow equals to additional 15 minutes of
soft ime. Too good o be true, you are right!

t&ei&% that Pdggs one re;geézuei?gng%‘ﬁme
transaction on 15 reported on the

towards staffing within tﬂat half hour of the
transaction profess, Remember, If S5A does not
2arn the 45 minutes, they will not received 15
minutes of soft time.,

Why we need Soft Time

Previously, we automatically eamed the feliowing:

Aucht Starrp Creefits or Cash Drawers 679 min ey woek
Stk Reguisition {17 or Lorsa Siock. 1003 iy storeyiday
Stotking/stralatiening Store Shelves 12,97 minystoreycay

Imtermediste Ley/ondst 3.53 mindstore/day
bt Cash Regler Change 288 mibveniday

This bs now in vour 15 min 3
Thut oy i you sars 45 mingtess




Window Tips
= Enter Box Rents received by mai, BRM
Deposits and Passports on an operating

window. 135 i ARt 2 oo bt eatrls cmunber ot By s

" Dﬁ;liver mail using the POS terminat mem e

= Limit the number of SSA doing one or two
transactions per haif hour

» Use the correct operation

» Input the information correctly into POS

» Move in and out of window/operation
when neaded

WOE Berpred - At

Yo Aot Trrsal

1o




LDC 43 ~ MANUAL DISTRIBUTION
OPERATION

* Accurate volume
count - This is first thing
P4 i ook at during on

site msnectibn, If the Comainer | | Fun | 9] 4a] ol
station/branches are not P P
tounting volume properly  oimmmemns ST 6
volumae, F4 wiil change - RIS
the volume profection for apTEn AL
the year by the +/- Viire roge 15 1 g3 ;gm0 |

percendage number
during the inspection.

Productivity — Unit Distribution LDC 43

Although there are not Contractual productivity
standards for clerks, management does have
clerk productivity expectations.

On Average, Distribution Clerks sort:
(50-63 Separations)

7.75" of letters per hour
9.5 of flats per hour
Parcels/SPRS — 325 pleces per hour

Customer Service Variance Models use these
pmduchvr%rates for deterr, ining earned derk
statfing and work hour bildgets

LDC 44- PO Box Section

= Cnergtion 780 - This is the SEergtion
hut propardly entd T e

whers derks are

® Exempie: Evary day at &:3am, one derk moves In tha
Box Secton and is n correct cperation, Two derks from
the letter distribution Lt C&era‘{éw 153, are nesded to
help in the box section at B-00am, The twe cerks

0 operstion V83, bt never moved ot when

was dnished. Thug showd i

than actual, + though the tw : i

sRatiier ooeration after the mall was firiched The ring

will show there is opporunity capture this dme,

the ma

Incorrect clock rings B ¥ clerks may impact
clerk staffing

kg i
&3

11




Productivity P O BOX Distribution
LDC 44

= Box Letters {Manual) - 5’ per hour
= Box Letters (DPS) — 10 per hour
» Box Flats — 7' per hour

» Box parcels/sprs — 225 per hour

Retail Effectiveness

South Florida District

South Florida

Sales SRl Product Knowisdgs

L W 8 ugomer B maing an fiem, what s the Frstpeestion
e B84 shoidd ack e cusomer, af sking thiy recuired
MEzbiat qusttion?

Ay “Tgress Mal S our Premium Gusrantesd Seree 2nd Ed
ingiudes £ 1 erangE et racking.

Bugruse Mot ot be offersd STRST

st turt down Baprese Mall, whar should e 550 2

ST EREiEn &

¥, e

12



South Florida

Sales SkEEProdunt Kpowledye continue

South Florida

Sales Ski¥Product Kaowisdge zontinus

. After e mat
T’
Arswar The S5A shoulg offer Bere Servites ang memioin D,

has een delgrmined, what $hiuld the 534 da

& EXYRA SERVICS(S: OFFERED / BXPLANNED:
Ingarance
Signature Confirmation
Lertified Mait
Returm Recsint
Sertifioge of Maling
Repisterad

South Florida

Salvs BRiEYProduct Knowledss sontinus

& Alfer
ArEwEr

wraifing B complete what shansd the SUA do ety
il praducts and explain them,

2 ADDITIONAL PRODULTIEY SIPERED 7 ENPLARED:

Shamins
Pasiagings Sh
B Bew Re:
PUSsBOrsS
Foney Orier

sping Produc

‘
]

i

Tha without e customer B o
=3

it




Questions??
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Three Easy ways for a Window Clerk to make a difference

1. Sean when you can to receive earned time credit
Scan postage individually - earn .58 minute each scan (36 seconds)
Use the “quantity” key less - or not at all | ‘

I. Non-Revenue Key - Identify the 3 keys that give you carned time credit for
non-revenue (not alj do) and use thom to represent the time it takes for your
non-revenue actions and services you provide. Make it a habit

2. Clock off window operation and onto correct operation

LR A R R R T T Ly e e  aeay

First class 97 or 1.29  Priority 1.29  Certified .57 Return receipt .69
Insurance .93 Delconf .38  Signconf .62 Parce] Post 1.11

Postage sales .58  Express “collection” w/ PVI .98

Money order 1.2 P O box payment 2.8 Int] Global Exp 3.7

GXG 7.9-9.95 Passportphoto 3.62 Passport 9.8 Cash Advance 5.09

L L L N N T LTI

Each of the following Non-revenue keys offer 1.19 minutes of carned time-
Un-numbered mail pick up  Vacation / Hold mail pickup P O Box overflow .

LDC45  Duties performed on Window Operations:
Set up counter ‘

Serving customers

Audits of stamp credits

Stock requisitioning

Close / final 1412

Passport application

LDC 48 (Admin) Duties NOT performed on Window Operations
Consolidation 1412 (T-7) ;
Dispatch

Scanning Express Mail w/ CTT scanner

Manual handling and scanning of accountable mail _

Office duties/answering phones/ordering supplies / copy machine admin
Nixies

Opening / closing office

Claims / Inquires

Safety / Service Talks

Stamps by Mail / FAX

Calier Services Here 15 some additional info for the
P O Box maintenance POS/Function 4 CD we sent youina
BRM separate Priority envelope,

Carolyn Plerce - BCAL APWU
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Window Tips:

* Enter Box Rents received by mail, BRM Deposits and Passports on an
operating window. It is not helpful to open an extrn counter just for this
Sign out of POS ... not stand by ‘ :
Deliver mail using the POS terminal not the hand held scanncr
Limit the number of SSA doing one or two transactions per half hour
Add a zero PVI strip to “collection” Fxpress
Input postage paid certified mail — treat these like gold- input when window is
stow or between customers - (add a zero PV strip)

* Move in and out of window/operation when needed
Every forty-five minutes earned on the window qualifies for an additional 15 minutes of
soft time. To good to be true, you are nght! You have to EARN the 45 minutes,
*remember ... Every SSA that does one revenue/non-revenue transaction on POS is
reported toward staffing within that half hour of the transaction process.

. " 8 0 0

Station Distribution:
Accarate volume count — This is first thing BPI will look at during on site inspection, If
the station/branches are inflating volume, BPI will reduce the volume projection for the
year by inflated percentage number during the inspection. Although management does
not have Contractual Standards for clerks, they (management) do have expectations.

*  On Average, Distribution Clerks sort: (50-63 Separations)
7.75” of letters per hour (prior AWPS 5.90ft +3 1.4%)
9.5’ of flats per hour (prior AWPS 9.14ft +4%)
“**Parcels/spurs - 325 pieces per hour (- 32%)
These expectations are what AWPS {management) uses in establishing
distribution hours. )

s e e =

P O Box operation: :
Operation Number — This is the unit where cierks, most of the time, are not moving in or
out of operation number 769. '
Example: Every day at 6:30am, one part ime clerk moves is in the Box Section and is in
correct operation. Two full time clerks from the distribution unit operation 240 are
required to help in the box scction at 8:00am. The two clerks move into the operation
769, but never moved out when the mail was finished. Thus showing that Box Section
was overstaffed base on the volume. Even though the two full time cierks were working
in another unit after the mail was finished. Do not lef rings be part of management excuse
to get rid of full time jobs. ' ‘

¢ - 5 of letters per hour (prior AWPS 4171t +19.9%

* 7 of flats per hour (prior AWPS 5.81§ +20.5%:)

* 107 of DPS Letters per hour (prior AWPS 5.67ft +76%)

= 7' of DPS Flats per hour (prior AWPS 581t +20.5%)

= 215 parcels/spurs per hour (prior AWPS 146 +53.7%)

Shelli Kelly (954) 527-2058




LDC

Operation

Job'Description

42

637

Parcel Return Servica: fdentifying, scanning "Available for Plekug®,
separating by agent for pickup, staging, gcanning "Picked up by Agent”, atg,

42

639

Merchandise Return Service: identification and separation of MRS
parcels by parmit £, wetighlng/rating, debiting customers frust account, delivering
protessed parcels to customer

42

649

Business Reply: Sorting, weighing, rating, counfing and manual recording of
BRM and Postags Due mali

43

151

Manual Letter - incoming Primary: Distriution of letters (raw,
missorted, i} inte & distribution case

43

171

Manual Flat - Incoming Prirmary: Distribution of flats (raw, missorted,
aic} into a distribution caze

43

079

Packages - Incoming Distribution: distivution of parcels/SPRS

43

241

Allied Distribution: set up distrbution area. unioad and stage mall, mail
preparation, pull distribution cases, presort mail, spread mail, store empty
atuipment

44

769

PO Box Distribution: Boxing directs, boxing secondary latters. boxing non-
DPS latters, boxing DPS fetters, boxing fiats, boging parcels

45

355

Window Operations: setup counter, close counter final 1412, advence
deposit, audit stamp credits, stock requisition, lobby sweeps, scanning detlvary
confirmation

48

228

Express Mail Delivery (by clerks)

48

058 /742

Administrative: Reg cage, office work, records, UBBM, zecond notices, T-8
unit 1412 closesut, eic,

48

608

Steward - Clerks: Shop steward time to research grievances, clerk time o
maet/seek advice from APWU

48

638

Premium Forwarding Service/Express or Priority

Reshipment: Procassing Prem Forward. Service or Reship - collect mall to be
forwarded, packaging shipments, weighing, rating, traciing, seanning, diapaich

48

640

Collections (Clerks): pickup mat frem fobby drops or collection boxes
iotated at work location .

48

644

Bulk Mail Acceptance: Accept and verify maiiings, customer accournt
maintenance and other tasks assoclated with the grocessing of mailings acoepted in
& defivery unit OTHER THAN BULK MAYL LOCATIONS

94

784

Trai F‘??%’%g - Clerks, ogr framing, service tallks safety sl




