
Module 11: 

Toolkit
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• Locate and utilize directives such as the DMM®, IMM®, 

Pub 52, Handbook PO 209, F-101, Postal Bulletin, and 

Postal Explorer®.

• Reference the Retail Digest, Retail website, Postal 

Merchandise Catalog, RSS messaging, Posters, 

and translators.

Objectives
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The Importance of Directives

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

Productivity:

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

Revenue:

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

Legal Liability:

• Provide correct and consistent information to a world-class customer experience. 

Customer Service:
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The Bluepage
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Click image to visit the Bluepage

http://blue.usps.gov/wps/portal


• Match each 

directive to its 

description.

• Write the 

corresponding 

directive in the 

answer column.
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Activity ‒ Directives

Directive Description

Contains information governing international mail.

Supports subjects that cannot be fully addressed in 

manuals or handbooks, but appear in a variety of formats, 

such as book or brochures.

Covers operational information such as, retail, philatelic, or 

mail processing.

Hub for all postal policies, procedures, handbooks, 

manual, and publications.

Contains information governing domestic mail services.

Virtual library available to customers that contains PE 

tools, and manuals.

Contains electronic versions of postal forms.

Official source of updates to postal policies that is updated 

bi-weekly.

Contains supplemental information within postal manuals.

IMM

Pubs

POM

PolicyNet

DMM
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Forms 
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Postal 
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Handbooks



Retail Communications
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Resources
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Additional Resources
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Multi- Lingual Outreach 
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Pocketalk Language Translator 
is available on eBuy+.



Multi-Lingual Outreach (Continued)
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Access the HAZMAT Question 

Multi-lingual Translator.

Hazmat (usps.gov).

https://blue.usps.gov/retail/policy-procedures/service-talks/hazmat.htm


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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Tag



Summary
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• 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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