Potential Application of Technology at the USPS
Current Processes

The technology exists to tie together real time information, at key process points, in order to do active management and improvement of the mail streams in both customer and business terms. Currently there are islands of automation embedded in the processes that generate information that is not integrated and analyzed. Real time information by mail stream would enable the following:


Real time adjustment of collection/delivery routes without costly, time consuming 
studies.

For each mail stream, removal of non-value added waste, also known as Cost of 
Quality, which could amount to from 15-30%* of revenues. Classic example 
would 
be miss-sorts, miss-sent, and all down stream costs of re-handling the 
mail. 


Real time capacity and network planning resulting in fill capacity loads and 
decreased cycle time.

Process planning and improvement should occur before the implementation of technology in order to avoid “paving cow paths”. An example of this is the tray management initiative which mechanized legacy processes locking in legacy performance.
Currently the vast majority of the investment in technology investment of the USPS is the removal of work hours, not cycle time improvements or the improvement of customer service performance. A balance of customer and business process metrics is essential to the effective application of technology. Further the targets for improvement in these areas should not be internal but rather market benchmarks.

* @$70B in revenues this would be $10.5-$21B
Future View
Core Process Considerations
Using Enterprise Architecture analysis, measurement with competitive sourcing:


Determine which lines of business/product lines (e.g. express mail, priority mail, 

etc.) to own or buy 


Determine which core processes (collection, processing, transportation, delivery) 
the USPS needs to own or buy.

A key core process consideration is the USPS ownership of “the last mile” or collections and delivery. The USPS is the only enterprise that goes to every house every day, 6 days a week. These processes if properly managed with effective process management and technology could be the delivery process for ALL carriers. The current scanning devices can read all known bar codes, and with the addition of real time tracking (this info currently has to be down loaded back at the office) that is needed for effective management anyway, this core process could be the one that uniquely positions the USPS for the future. Similarly, the ubiquity of the USPS retail locations, with more effective customer processes, could perform a similar cross supplier function. POS (point of sale terminals) which are already deployed could be enhanced to perform this common process. 
Using supply chain management approaches, the technology exists to integrate core processes provided buy disparate enterprises. The USPS could “own” collections and delivery, and truly outsource transportation, processing and distribution where more competent lower cost providers exist.
Enterprise Applications
Customer Relationship Management (CRM) technology is an enterprise software approach that integrates all customer facing processes (marketing, sales, customer service) ensuring seamless information interchange with the customer, regardless of channel:

Phone


Email


Retail


The Web

Another enterprise software approach is Enterprise Resource Planning (ERP), which creates an enterprise capability and approach for all “back office” processes. This integrated implementation can improve service performance for both the employees as well as the business.
Both CRM and ERP can be operated internally or contracted for as a shared service. As the commission considers the future charter for the USPS, consideration should be given to competitive sourcing of these shared services.
