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Objectives

* Locate and utilize directives such as the DMM®, IMM®,
Pub 52, Handbook PO 209, F-101, Postal Bulletin, and
Postal Explorer®.

« Reference the Retall Digest, Retail website, Postal
Merchandise Catalog, RSS messaging, Posters,
and translators.
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The Impoertance. of Directives

I Productivity:

» Perform a task correctly to prevent rework and save workhours.

I Revenue:

« Charge customers the correct amount to help meet or exceed our revenue goals.

| Legal Liability:

« Comply with federal and state laws and regulations to avoid fines and penalties.

I Customer Service:

» Provide correct and consistent information to a world-class customer experience.
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My Work My Wednesday, July 12, 2023

Search Go

Essential links
Featured topics

Accessing LiteBlue Safely
Bank Secrecy Act Compliance

Business Intelligence Capacity Model (BICM)

C360

Career Conferences

Connecting with Customers
Consumer Advocate

Continuous Improvement
Coronavirus employee resources
CRDO Resource Library
CyberSafe

Diversity, Equity & Inclusion
ePayroll

Employee Assistance Program (EAP)
Employee Deals

Employee Engagement
Environmental Affairs and Corporate
Sustainability

FMLA

Forms

Front Line Supervisor's Toolkit
HERO

IdeaSMART

Informed Delivery

IT Self Help/ServiceNow
LEADIng Together

Mailin’ It! Podcasts

Postal Communicator’s Toolbox
PostalProud

TACS Help Desk

USPS Connect

USPS-TV

RETAIL AND DELIVERY

More improvements
New video focuses on delivery, retail

TRANSFORMATION d 711223 atam

Archives Sign up for Link mobile

Attend a USPS
Career Conference

Learn about career development
and advancement opportunities.

Vision. Strategy. Action.
The Delivering for America Plan.
PMG Louis DeJoy discusses the
successes of the plan and shows
us how it is working across all
parts of the organization.

Part two of a multipart series.
July 12, 2023

All Departments/Functions
Board of Governors
Postmaster General

Deputy Postmaster General
Chief Information Office

Chief Technology Office

Commerce and Business Solutions

Corporate Affairs

Corporate Communications
Customer and Marketing
Finance

Human Resources

Legal

Logistics

Processing and Distribution
Retail and Delivery Operations

U.S. Postal Inspection Service

Click image to visit the Bluepage

© 2023 U_S. Postal Service - All rights reserved
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http://blue.usps.gov/wps/portal

 Match each
directive to Its
description.

 Write the
corresponding
directive in the

answer column.

Activity — Directives

Directive Description

IMM Contains information governing international mail.
Supports subjects that cannot be fully addressed in
Pubs manuals or handbooks, but appear in a variety of formats,
such as book or brochures.
POM Covers operational information such as, retail, philatelic, or
mail processing.
: Hub for all postal policies, procedures, handbooks,
PO“CyNet manual, and publications.
DMM Contains information governing domestic mail services.
Postal Virtual library available to customers that contains PE
Explorer tools, and manuals.
Forms : : .
Page Contains electronic versions of postal forms.
Postal Official source of updates to postal policies that is updated
Bulletin bi-weekly.
Handbooks Contains supplemental information within postal manuals.
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Blue United States Postal Service

Retail and Post Office Operations
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Tracy Raymond, Director | Contents.
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Packaging

Content Contain
Small Odd -84 iy |
shaves @5 g1} RN

S 7 e T S

Fraglle . et
o VGO =@

veme " 2o A0 M 7

= FAORG -

Liquids a E"j'h @

-~ s
Powders § i] ? ﬂ = s

Perishables @ -';':"'-E_ﬂ ﬂ e )

High-Density _— P o
High-Ders t}# G 3 7

Boxes Padding

Wenach e
e pm——

pt (1
=T
—

aliisi ai Hd

]

Tha packing shoskd be urtiamm o B &
[ T m————

For more details, see your retail associate.

E % ; ED STATES

| UNITED STATES
/I | POSTAL SERVICE.

Ship
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WAR

Reused packaging
acceptable when 4
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Delivering...

Hi, my name Is
Sherry.

As a retail associate,

I'm relentless about giving
my customers great service.
Delivering is more than just
delivering — by engaging
our customers to make
sure | meet their needs,

| provide them with a
positive customer
aexperience whenever

| greet them.

That’s why
1 go the distance
every day,

WITH A
SMILE,

to make sure every
customer
experience is a
great one.

IS YOUR PACKAGE
SAFE TO MAIL?

You could be mailing hazardous materials
and not even know it.

| AEROSOL

Did you knaw that many common household items afe dangefous to ship and afe not permitted in the mail?

Even items that are permitted in the mail can present a hazard if improperly packaged, due to vibration,
tempefatule changes, and valiations in atmosphefic pressufe.

USPS" is committed to keeping your mail safe. Log on and see if the item you wish to mail is pefmitted and
leafn mofe about how to prepare this type of mail safely.

WARNING: Persons who knowingly mail items or materials that are dangerous of injurious to life, health,

or property in vielation of 39 IL5.C. 30'18 may be liable for a civil panalty of at least 5250, but not more than
$100,000 for each violation; the costs of any deanup assodated with each vielation; and damages.

Visit usps.com/ship/can-you-ship-it.htm for more information.
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Blue United States Postal Sen #sbie erson

Home

Handbook PO-209 - Ret:
Operations Handbo
Conients

Transmittal Letier

1 Infroduction

2 Rules of Conduct

3 Uniforms:

4 Duties

5 Schedules

6 Secunty and Safety

7 Equipment and Supplies ;

8 Retall Measurement

9 Retail Training [
‘10 Product Offerings (Sales
Skills)

‘11 Financial Accountabilities

12 Stamp Stock and Cash

Accountability

13 Lobby and Retail Cuunier_

14 End-of-Day Requirement .

15 Alternative Access
Channels

16 Postage Altematives

17 Refunds, Exchanges,
Claims, and Inquiries

15 Philatelic
‘19 Mobile Retail Vans

My Work My Li

PolicyMet = Handbooks > Handbook PG

Handbook PO-209 - Re

November 30, 2023
PB 22638

(osA.‘ta‘l Bulletin

August 2023

i Transmittal Letter

#1 Introduction

= 1-1 Overview of Duties and
Responsibilities of Retail Py

= 1-2 Duties of a Sales and S¢
Associate

= 1.3 Duties of a Lead Salesg
Associate

= 1.4 Basic Retail Responsibi

i 2 Rules of Conduct

= 2.1 Postal Service Regulatil

= 2-2Misuse of Postal Servic

= 2.3 Political Activities

= 2.4 Gambling

= 2-5 Suspicious Activity

= 2.6 Standards of Ethical Co

= 2.7 Unofficial Use of Postal
Property and Supplies

= 2.8 Public Perception

# 3 Uniforms
= 31 General Policy
= J-2 Retail Associates Who}
Refail Counter
= 3.3 Uniform Allowance
= 3-4 Name Tags

i 4 Duties
= 4.1 Revenue Protection ang
= 4.2 Sanctity and Security of
= 4.3 Work Schedules
= 4.4 Recording Time
= 4.5 Meeting Dispatch Deadl

= 4.6 Proper Reporting of Fur
Receipts

= 4.7 Maintenance of Lobby 2

= 4.8 Maintenance of a Neata
Area

#5 Schedules
= 5.1 Management of Clerk S
= 5.2 Adherence to Postal Sel
Schedules
= 5.3 Office Hours

On the way

More 2024 releases announced

FIND THE BEST FENE
PLAN FOR YOU AND.

A Trip You Don’t

| g ... Want to Take
Comparison'shopping

Checkbook breaks down health plans USPS historian to retire Dec. 1

All about HDHPs
A look at high-deductible health plans

Benefits include lower premiums, greater flexibility and use of
or HRAs to cover out-of-pocket costs.

SAFETY
DEPENDS
‘ON ME!

N

B Voyager duties
Managers should keep accounts up to date UNITED STATES
Always reconcile fuel purchases in the Fleet Asset Manage! R AL TS & POSTAL SERVICE »

System and ensure all drivers have their own PINs.
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Multi- Lingual:@utreach

Work Instruction: Pocketalk Language Translator

Inquire
Customer
Needs
Using
Pocketalk

Determine Have

Customer
Language

Customer

Speak into
Pocketalk

Pocketalk
will
Translate
Customer
Needs

Repeat
Steps 3 -5
Until
Transaction
is complete

Important Steps

Key Points

Reasons for Key
Points

1. Determine Customer’s
language by selecting
from the Pocketalk list,
which can be accessed
by clicking on the
language on the screen,
or by holding down the
button and speaking the
language

Properly selecting
the language
enables
communication
between clerk and
customer

e The ability to
communicate with
customer ensures a
positive customer
experience

2. Select customer
language by scrolling
through the language
options on the
PockeTalk device

To communicate
with customer,
language must be
selected

e This will enable the
device to translate
to customer
language

English (US)

R CKE)

/I\

Pocketalk Language Translator
Is available on eBuy+.
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Access the HAZMAT Question
Multi-lingual Translator.

Hazmat (usps.gov).

> |/

HAZMAT tion: Multi-lin; Translations

=" o

English (Updated) Do any of your articles contain anything liquid. fragile, perishable, or
potentially hazardous. such as lithinm battenies, perfome. mercury or aerosols?

Arabic o ol T LB LB 5 il s f s 225 5T o s i B2yl g 2 B T

T g 1 f B3 g1 bl i p gl iy e ] des 55

Chinese (Simplified) | &R TETSHEMNEE. REE. BRESGECRRADG, g

it HoK. FReb SRR

Chinese (Traditional) | Z{%)/ PRTSHIEMRE. 8. BRMAHBECEROYG, NiE
Wit HK. FRebmHE?

Dutch Bevatten ww artikelen iets wat vioeibaar. breekbaar, bederfelijk or mogelijk
gevaarlijk is, zeals lithivmbatterijen, parfum, kwik of aérosols?

French Certains de vos articles contiennent-ils quelcue chose liquide, fragile, périssable
ou potentiellement dangereux. comme des piles au lithinm, du parfum, du
mercure ou des bombes aérosols 7

German Beinhalten irgendwelche Threr Versandartikel etwas Flissiges, Zerbrechliches,
Verderbliches oder potenziell Gefihrliches, wie beispielsweise
Lithinmbatterien Parfiim  Quecksilber oder Aerosole?

Hebrew N7 1 N DTN R T 0 o0 RiknaY DYonnn TNN DR

O'0"0NT 1M 900 DE0 DI']'I'I? niYno 1A, [ Mo

Ttalian Uno dei suoi colli contiene Liquidi. materiali fragili,
pericolost, tipo le batterie al litio, 1 profismi. il mercurio o g].laerosol‘?

Japanese B - OFESOPD. BE, hetuf. Bosdtuf. baunig

U F o ARt FK K. =7 OBER S ERESAE
FhTwEdh.

Korean Astel 2% T 2B Wielel, g, S EE ZE 54 ol
sjgel Ak, A7 7 G, 267 gAY, FAH 2= APt eiw
e ZEsta e A s

Polish Czy przesylka zawiera ciecze, artyluly kruche, latwo psujace sie lub
potencjalnie niebezpieczne, takie jak baterie litowe, perfonyy, rte¢ Iub aerozole?

Portugunese (Brazil) | Algum dos itens nesta embalagem contém licido. é fragil perecivel ou
possivelmente perigoso, como pilhas de litio, perfume. mercirio e aerossoisT

Russian (Russia) Cogep#HT IH EAE0H-THO0 H3 BANIHX MPEIMETOB TTO-THG0 BHIKOS, XPYIEDES,
CEOPONOPTANEsCcs HIH NOTEHIHATEHC ONACHOS, HAIPHME], THTHEEELS
3(IeMEHTEI IFTAHHA, JyXH, PTYTE EIH a3posomn?

Spanish (Spain) (Algunas de sus mercancias contienen liquidos, son fragiles, perecederas o
pmcm]mmm peligrosas. como por ejemplo baterias de litio, perfume,
mercurio o aerosoles?

Greek Tepreyer wamowo amd To £ibn) Cog KTt vypo, evfpanoto, evrades 1 mbava
emkiviuvo, omog pratapies Abiov, apdpoara, vipapyupo 1| oepokipaT

Swedish Innehiller nigon av dina artiklar ndgot flytande, Smitaligt, lattfordarvligt eller
potentiellt farligt, t.ex. littnmbatterier. parfym kvicksilver eller asrosoler?

Ukrainian In MicTHTE SEHECE i3 BANINX MpeJMeTiE Ochk Pifke, KPHEES, MBHIECICYERS

abo moTeHNIAEC HeOe3Meure, HANPHETAT MNTIER] OaTapeHkH, mapdyMe, PTYTE
TH aeposomi?

WVerified 10 November 2023
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https://blue.usps.gov/retail/policy-procedures/service-talks/hazmat.htm

Tag

One participant to be “it.” You will be asked a question
and if you answer correctly, you will select another
participant to be “it” in your place.
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Summary.

* Providing customers with quick, easy, and
convenient service creates
loyal customers.

« Obtain all the information you can about postal
products and services to build your product
knowledge.

* This approach will help you create a customer-
centric environment and provide excellent
customer service.
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