LABOR RELATIONS

UNITED STATES

7 POSTAL SERVICE

August 13, 2021

Certified Mail Tracking Number:
7020 3160 0002 0328 9016

Mr. Brian Wagner

President

National Association of Postal
Supervisors

1727 King Street, Suite 400

Alexandria, VA 22314-2753

Dear Brian:
As a matter of general interest, the Postal Service will conduct a proof of concept test
that will evaluate expanding the role of Sales and Services Associates by enabling them

to assist local and small businesses with sales and growth opportunities.

The subject test will commence on September 20 at the following locations:

Area District Office

Atlantic New York 1 | James A. Farley Station
Atlantic New York 1 | Grand Central Station
Southern | Florida 2 ORL-Sand Lake Br
Southern | Florida 2 ORL-ORL MO
Southern | Georgia ATL-Atlanta MPO
Southern | Puerto Rico | MOWS San Juan
WestPac | Hawaii HNL-Main Office Station
WestPac | California 3 | Van Nuys MPO
WestPac | Alaska ANC-Main Office
WestPac | California 4 | El Toro Main Office
WestPac | California 5 | LAX-Los Feliz Station

The Postal Service intends to train 11 Sales and Services Associates to perform the
duties associated with the test. Beginning August 16, management at the above
locations will solicit volunteers from each of the above locations to undergo the
associated training and participate in the test. Training will commence no sooner than
August 23.

Enclosed on compact disc are the materials that will be presented to participants during
training. Please note, the subject training is derived from a pre-existing training course
for Customer Care Agents.

475 LEnranT PLaza SW
WasHingTon DG 20260-4100
WWW.USPS.COM

(CA2021-293)



Please contact Mike Faber at 215-432-0613 if you have any questions concerning this
matter.

Sincerely,

Sharhon R. Richardson
Director
Contract Administration (APWU)

Enclosure

(CA2021-293)
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SBA Training

Module 1: Course Introduction
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UNITED STATES

POSTAL SERVICE Course Overview

This course will:

= Discuss the importance of the Small Business customer to the USPS.
= Explain your role in providing support to Small Business customers.

= |Introduce and review USPS products and services that are useful to Small
Businesses.

= Review call quality and introduce techniques for helping business customers.

= Demonstrate how to educate and guide customers in accessing tools and
information at USPS.com.

10/2020 USPS Confidential 4




UNITED STATES c As &
POSTAL SERVICE ourse Agenda

Module 1: Introduction to SBA
Module 2: SBA Advanced Customer Service

Module 3: USPS.com and Customer Registration
Module 4: EDDM

Course Assessment and Nesting
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UNITED STATES

Customer Care

POSTAL SERVICE

—

Do you or anyone you know own a Small
Business?

How do they reach their customers?

How do the customers feel about the
services they received?

Do they recommend the place of business

to their friends and family?

What local businesses do you visit every
day?

How did you learn about them?

Did you use a coupon?

What was the service like?

Was the experience one that you would
repeat again?

10/2020
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UNITED STATES Modileiio SR =
POSTAL SERVICE odule 1 VVER! Sl
L O ol

Module Duration:
5 hours

Module 1: Introduction to SBA
" Lesson 1: The USPS Small Business Market and Customer
" Lesson 2: Your SBA Role
® Lesson 3: Review Products and Services
" Lesson 4: Resources
® Lesson 5: Appointment Quality

Module 2: SBA Advanced Customer Service L cesmmste

" Module 3: USPS.com and Customer Registration * Do not rush ahead of

. _ the customer.
e + Check in with the

= Course Assessment and Nesting customer.

e Use active listening and
ask further probing
questions.
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UNITED STATES

POSTAL SERVICE

Learning Objectives

At the end of this lesson, you will be able to:

® Describe the importance of the Small
Business Support Center

= |dentify the Small Business customer

Lesson 1: The USPS

Small Business
Market and
Customer

10/2020 USPS Confidential 8




UNITED STATES

POSTAL SERVICE Customer Experience Vision

‘ ‘ We are people delivering to people™. We serve our
customers by being efficient, reliable and easy to use
while making our customers feel valued. ’ ,

WE ARE

#PostalProud

10/2020 USPS Confidential 9




UNITED STATES . 5. .
POSTAL SERVICE Small Business Opportunities with USPS

n

Take Note

10/2020

SBA Customer

Pick Pack Warehouse
Fulfillment Center

Reach new customers
Shipping Software

Online platform

Amazon, Big Commerce, eBay
Application Programming Interface (API) — Integrated software
Shopping Cart

Advertise (catalog)

Delivery

Return Labels

Return Merchandise
Scheduled Pickups

USPS Confidential 10




UNITED STATES

POSTAL SERVICE Small Business Overview

" There ar Small Business Facts

= Small bu Jver
$120 bill

" Small BL « 23 million Small Businesses in US "
mailing ' , Generate 9 billion in sales for USPS*

= The Post * $120 Billion spent on advertising o

mall Bt « Mail more frequently
H atio « Higher mail volumes annually
Take Note * Time and money

ﬁ:‘_ 7] Wl WSSl IWwE W VI W lll\‘l, W WIIW W W w SIIlWw W wi wWe
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POSTAL SERVICE USPS Priority

USPS Priority: Customers

n

Take Note

10/2020 USPS Confidential 12



UNITED STATES
POSTAL SERVICE

Small Business Mailing Characteristics

The customers you support will primarily fit the following mailing characteristics:

= 19% of respondents sampled are Small Businesses that spend between $5,000
and $30,000 annually with USPS.

= 41% of customers are Micro-Businesses, spending less than $5,000 annually
with USPS.

= Businesses that contact the SBA have a median of 7 employees.

10/2020 USPS Confidential 13




UNITED STATES !
POSTAL SERVICE What do SBA Customers Sound Like?
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UNITED STATES
POSTAL SERVICE

Lesson 1 Recap Questions

Activity
Instructions:

Use the Raise Hand
tool in Zoom to
provide answers.

10/2020

What are Small Business customers most concerned
about?

Time and money

How much do Small Businesses spend on advertising and
direct mail campaigns?

$120 billion

USPS Confidential 15



" Module 1: Introduction to SBA
® Lesson 1: The USPS Small Business Market and Customer
" Lesson 2: Your SBA Role
® Lesson 3: Review Products and Services
" Lesson 4: Resources
® Lesson 5: Appointment Quality

Module 2: SBA Advanced Customer Service

Module 3: USPS.com and Customer Registration
Module 4: EDDM

® Course Assessment and Nesting
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UNITED STATES

POSTAL SERVICE

Learning Objectives

At the end of this lesson, you will be able to:

® |dentify reasons why Small Business
Associates are important to the USPS

® Understand the SBA ’s role

Lesson 2: Your SBA
Role

10/2020 USPS Confidential 17




UNITED STATES
POSTAL SERVICE

Why SBA Small Business Associate?

The SBA wr
Your SBA Role

® Be:

" Pro' Consultant
= gdy °® Provide Customer Support
and * Educate the customer
* Transfer and refer (if appropriate)

Traer * Navigate customers on USPS.com f

Uy

Take Note

Guit How Achieved?
adCCi

10/2020 USPS Confidential 18




UNITED STATES
POSTAL SERVICE

How is Success Achieved?

® Know anr
benefits Your SBA Role

= Ask prob

of the cu Consultant '

* Provide Customer Support

e Educate the customer

* Transfer and refer (if appropriate)
* Navigate customers on USPS.com

" Educate

that mat

mailing r
LY '€ How Achieved?
Direct cu » Know USPS products and services
the Trans « Ask probing questions

* Master USPS.com

e Use proper resources

curr

10/2020 USPS Confidential 19




UNITED STATES L I R t
POSTAL SERVICE esson 2 Recap Questions

What is your primary role?

As a specialized group with knowledge of Business Products, SBA Small
Business Associate’ primary roles are to:

® Provide customer support to an important market segment.

Activity ® Provide information on products and services that best match customers
Instructions: with mailing and shipping needs.

® Transfer and refer customers to additional resources that best match
Use the Raise their needs.
Hand tool in ® Guide customers on USPS.com pages to find information and register for
Zoom to access to services.
provide an 2.  How will you achieve your role?

SENASE = Knowing and understanding the features and benefits of USPS Products

and Services.
= Asking probing questions to determine the need of the customer.

® Educating the customer on business services that match the customer’s
shipping and mailing needs.

= Staying current on USPS.com to navigate customers.

= Directing customers to proper resources using the Transfer and Referral
guide.

10/2020 USPS Confidential 20




" Module 1: Introduction to SBA
® Lesson 1: The USPS Small Business Market and Customer
= Lesson 2: Your SBA Role
" Lesson 3: Review Products and Services
" |Lesson 4: Resources
® Lesson 5: Appointment Quality

Module 2: SBA Advanced Customer Service

Module 3: USPS.com and Customer Registration
Module 4: EDDM

® Course Assessment and Nesting
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UNITED STATES

POSTAL SERVICE

Learning Objectives

At the end of this lesson, you will be able to:
= |dentify Small Business products and services

= Access Small Business general information in
C360

= Define Business Mail Entry minimum
requirements for Small Business products

Lesson 3: Review
Products and
Services

10/2020 USPS Confidential 22




UNITED STATES
POSTAL SERVICE

Products and Services

The SBA supports ALL of these USPS services

1. SSA Support

Click-N-Ship®

2. SBA Support

Claims (Domestic and International)

Click-N-Ship BusinessPro®

Change of Address

Business Customer Gateway®

Domestic Mail Classes and Extra Services

Business Mail 101

International Mail Classes and Extra
Services

Business Price Calculator

eBay®

Hold Mall

Every Door Direct Mail®

Mailing and Shipping Supplies

Express Mail® Corporate Account (USPSCA)

Package Service and Tracking

Forms and Publications

Pickup Services

Mail Preparation

PO Box™ / customer Service

Customized Direct Mall

Post Office™ Hours and Locations

PC Postage®

Premium Forwarding Service®

Permit Accounts

Price Quotes

Postage Meters

Redelivery PostalOne!®

Stamps Postal Explorer®

USPS.com The Postal Store®

ZIP Code™ Lookup GoPost

10/2020 USPS Confidential 23




UNITED STATES ! . .
POSTAL SERVICE Small Business Opportunities with USPS

San Francisco Salt Company

San Francisco Salt Co (Flat Rate Shipping)

» Pl o) 000/1:28
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UNITED STATES

POSTAL SERVICE Priority Mail Flat Rate Features and Benefits

Feature

"= One price,
= Rectangul

" Two ways

n

Take Note 2 Ir

ardin

10/2020

SBA Customer

Pick Pack Warehouse

Fulfillment Center

Reach new customers ing
Shipping Software

Online platform

Amazon, Big Commerce, eBay

Application Programming Interface (API) — Integrated software
Shopping Cart

Advertise (catalog)

Delivery

Return Labels

Return Merchandise

Scheduled Pickups

eCommerce

Shipper

USPS Confidential 25




UNITED STATES
POSTAL SERVICE

USPS Products Quick Compare

Features and Benefits

Priority Mail
Express

Priority Mail

First Class Malil

USPS Retail
Ground

Media Mail

10/2020

Transit Time

Overnight
Guaranteed

1, 2, or 3 Days

1 -3 Days

2 - 8 Days

2 - 8 Days

Pricing Options

Flat Rate
Weight and Distance

Flat Rate
Weight and Distance

Letters up to 3.5 oz.
Parcels up to 13 oz.
Price based on weight

Oversized to 130"
Length, Width & Girth
Weight and Distance

Restrictions apply
Price based on Weight

Included Services

Tracking
$100 Insurance
Signature

Money Back Guarantee

Tracking
S50 Insurance

Tracking for Parcels

Tracking

Tracking

USPS Confidential

Business Services

Free Forwarding
Return to Sender
Address Correction
Commercial Pricing

Free Forwarding
Return to Sender
Address Correction
Commercial Pricing

Free Forwarding
Return to Sender
Address Correction
Commercial Pricing

One Way Service
Subject to Postage Due

One Way Service
Subject to Postage Due

26



UNITED STATES
POSTAL SERVICE

Small Business Knowledge Articles

Takgqote Permit Imprint zles
Busin
Genel : “ -
* Terminology: Customers may use the term “Bulk Mail,” but the
USPS refers to this type of mail as “Business Mail”
Packa
* Get a mailing permit online through the Business Customer
Direci Gateway portal (One-time $235 application fee) eneficial?
| Consider
* Complete PS Form 3615, Mailing Permit Application and viail?
m Customer Profile (available at: usps.com or your local BMEU or afiri
Post Office) -- Available for presort First-Class Mail® postcards armit
and letters and USPS Marketing Mail® letters; Active for 2 years;
Two forms of I.D. (upon initial purchase of permit) h Permit
Services

10/2020 USPS Confidential




UNITED STATES

POSTAL SERVICE

USPS Services for Small Business

Activity Instructions:

1. Use Notepad to create
“Flipchart” on the assigned
topic(s).

2. Each flipchart must include:

* Knowledge article title

* PSForm #’s

* Acceptance/induction
(Retail, BMEU or both)

* Features/benefits

* Restrictions

* Payment methods

3. Share your screen to show your
flipchart and educate your
classmates.

10/2020

Bound Printed Matter

USPS Corporate Account

Library Mail

Marketing Mail (formerly Standard Mail)
Media Mail

Non-Profit Mail

Parcel Select

Periodicals

© 0 N O Uk W

Presort First Class Mail
10. Retail Ground Service

11. Simple Sample
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UNITED STATES

POSTAL SERVICE Bulk Mail Minimum Quantities

Knowledge Article: Bulk Mail

To qualify for certain postage discounts, you must mail a minimum number of
pieces:

® 500 pieces per mailing Presorted First-Class Mail

= 200 pieces (or 50 pounds of mail) for USPS Marketing Mail (Standard Mail)
= 50 pieces per mailing for Parcel Select

= 300 pieces per mailing for Presorted or Carrier Route Bound Printed Matter
= 300 pieces per mailing for Library Mail

® 300 pieces per mailing for Media Mail
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UNITED STATES
POSTAL SERVICE

10/2020

USPS Products Scenarios

A customer needs to ship gift boxes valued at $75 to customers who
recently won a sweepstakes. The winners are expecting to receive the gifts
this Sunday. It is important that the package arrives on time and is
delivered to the addressee only.

What probing questions would you ask and what product would you
recommend?

A customer needs to ship 30 CDs. The CDs are a gift to customers, so the
customer does not want to spend a lot of money. As long as the CDs arrive
within the month, the exact delivery date is not important.

What product would you suggest?

USPS Confidential 30




UNITED STATES

POSTAL SERVICE Lesson 3 Recap Questions

Activity
Instructions:

Use the
annotation to
mark the
answers.

10/2020

What is the minimum pieces of Marketing Mail a SBA customer can mail per day?
500 pieces
300 pieces

M 200 pcs (or 50 Ibs) per mailing

50 pieces

Iii)w many pieces of First-Class Mail® will a typical SBA customer mail per day?
500 pieces

X
300 pieces

!
200 pcs (or 50 Ibs) per mailing

X

50 pieces

True or False. Standard Mail can be used for an advertising campaign with 150 mailing
pieces weighing a total of 15 pounds?

True
M

a1 False
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" Module 1: Introduction to SBA
® Lesson 1: The USPS Small Business Market and Customer
= Lesson 2: Your SBA Role
® Lesson 3: Review Products and Services
® |lesson 4: Resources
® Lesson 5: Appointment Quality

Module 2: SBA Advanced Customer Service

Module 3: USPS.com and Customer Registration
Module 4: EDDM

® Course Assessment and Nesting
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UNITED STATES

POSTAL SERVICE

Learning Objectives

@ At the end of this lesson, you will be able to:

= Use C360 to guide you in asking appropriate
probing questions

= Use guidelines in C360 to recommend products
and services

— Access Small Business general information in C360

Lesson 4:
Resources
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UNITED STATES
POSTAL SERVICE

Probing Questions

Business Activity: Choose USPS
products based on the activity they
need to perform.

= Mailing Quantities: Narrow down
available products based on the type
and size of pieces your customer is
sending.

= Speed Requirements: Narrow down
the selection by how fast or when your
customer needs their pieces delivered.

" Product Options: Help select the best
product based on additional
characteristics that are important to
your customer.

Knowledge Article: Additional Recommendations for the SBA Customer — Advisor Guidelines
[

10/2020 USPS Confidential




UNITED STATES

POSTAL SERVICE Exercise: Using the Decision Tree

Knowledge Article: Additional Recommendations for the SBA Customer — Advisor Guidelines

Scenario:

Your customer is interested in mailing
Promotional mail pieces to his customers.

Your customer is a hospital administrator
that is hosting a Charity Ball in six months.
This is a very important fundraising event.

These invitations will be going to all their
top donors.

Another department sends out mail all the
time and they get a discount.

Customer wants to know if they can use
that discount for the invitations?
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UNITED STATES . R
POSTAL SERVICE C360 Advisor Guidelines

If the customer needs ...

Refer to:

Assistance determining what product {Prionty Mail, Reply Mail, etc) they should use:
= Decision Trae - Recommeand a USPS Product - Advisor Guidelines
*= Reference - Industry Table

Assistance determining how they can most effectively prepare, pay for and send their mailings [Decision Tree - Recommeand Ways of Working with USPS - Advisor Guidelines

e e .
ACtIVItV I nStrUCtlonS : Basic information on bulk mail: getting started, minimums, mailing lists, referral information, etc.: Bulk Mail

Specific assistance (for example applying for an USPSCA acoount, how to file an insurance
1 O pe n C3 60 claim, etc.) = SBSC. Handhng Small Business Suppor Canler Translers & Referrals - Advisor

2. Enter SBA in the

= Flagship. Business Services General Informabon

Informaticn on pricing incantives (discounts) Price Incentives & Business Mail Pricing Factors
Sea I"Ch fl e | d . Information on Mail Classes & Services
= Direct Mail
. = Reply Mail and Relum Services
CI |ck Sea rch + Create Mail Online (formerly NetPost)

= Caller Service
+ Post Offica Boxas Online (POBOL)

4 Locate a nd open = Intelligent Mail for Small Business
Flagship: SBA.

Knowledge Articles:
* Flagship: SBA
* Decision Tree - Recommend a USPS Product - Advisor Guidelines
* SBA: Handling Small Business Support Center Transfers & Referrals - Advisor Guidelines

Customer is interested in mailing Promotional mail pieces to his customers.
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UNITED STATES —
POSTAL SERVICE ndustry lable

Knowledge Article: Reference - Industry Table - Advisor Guidelines

If customer provides industry... Background information... Recommend the following...
Industry Industry Factors Recommendations
Services « Greatest source of package volume for USPS Recommend Package Pickup/ Pickup on Demand
« Largest mailer of Priority Mail Express
« Legal Senices « Largest mailer of Priority Mail « Package Pickup is available at: www usps.com > Ship a
* Real Estate « More likely to deposit mail at the Post Office or a Drop Box Package > Schedule a Pickup as option
+ Insurance than use Package Pickup « Pickup on Demand is available for a $20.00 fee
Non-Profit Organizations Provide information on how to apply for non-profit status and what
Eligible non-profits include: information customers will need to provide as proof of non-profit
- eligibility
« Religious
« Educational
« Scientific
« Philanthropic (Charitable)
« Agricultural
« Labor
« Veterans
« Fraternal
« Certain political committees
QOrganizations must apply for non-profit prices where they will do their
mailing
Mon-profit prices apply only for standard mailing

Customer is interested in mailing Promotional mail pieces to his customers.
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UNITED STATES ; .
POSTAL SERVICE Using the Decision Tree and Industry Table

Activity
Instructions:

Use Chat or
the Raise
Hand tool in
Zoom to
provide an
answer.

10/2020

“l need to send 120 valuable small packages by the end of next week to
our top clients. Each package weighs nine ounces. What is the best way to
send them?”

Probing questions: What is the value? Where are they going? What is the
best way to send them? Local customers in a county or city or along the
East Coast, throughout the country? The answers may lead to solutions
such as First Class Mail with insurance, Priority Mail Small Flat Rate
(PMSFR) that comes with S50 ins.; more can be added and we can provide
the boxes; or, volume and induction driven pricing with a permit.

“Between client orders and gifts, it is typical for us to send 175 packages
per week. The post office is on the other side of town and | need help
speeding up this process.”

Probing question: What shipping software are you using?
Recommendations may be made here depending on answers. We can
offer free pickups scheduled on USPS.com -- saving fuel, drivers, and time.

Fill in the blank. A Small Business customer can be further defined by the
to which they belong.

Industry
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UNITED STATES o 0o the Decision T
POSTAL SERVICE ractice using the Decision Tree

Knowledge article: Decision Tree — Recommend Ways of Working with USPS —
Advisor Guidelines

Cheng is a new Small Business
customer who only mails a few
packages a week, but wants to make
sure they get to his customers as
quickly as possible. His business has
gotten busy recently, but he has not
been able to hire an assistant. He is
interested in how the USPS can help
him save time and cut down on
administrative tasks.
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UNITED STATES
POSTAL SERVICE

Practice using the Decision Tree

Knowledge article: Decision Tree — Recommend Ways of Working with USPS —
Advisor Guidelines

Jane is a longtime USPS Small
Business customer who typically mails
50 international mail pieces a week
(letters and packages) using Priority
Mail®. She wants to know if there are
any new products or services that can
help her get her mailings out the door
quickly.
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UNITED STATES : : g |
POSTAL SERVICE Practice Using the Decision Tree

1.
Activity
Instructions:
Use Chat to
provide an 2.
answer.

3.

10/2020

What do you recommend?

Your customer indicates they typically send 60 packages or letters a
week and at times, it is important that postage is not displayed to the
client.

Create labels online using stealth postage or PC Postage with stealth
postage options.

The closest Post Office is 20 miles away, so they would like an option
that doesn’t require them to go to the Post Office.

Schedule daily pickups online at USPS.com.

Your customer is also looking for a way to combine some of their
tasks. For instance, they need to run expense reports every week to
determine their shipping costs and if they could do this while placing
shipping orders it would save time.

PC Postage options are able to integrate with warehouse systems that
can create reports for different functions within the company.
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POSTAL SERVICE

= USPSCOM Send

Demo

Stamp For A C

This semi-postal stamp
issued 20 years ago, ra
the fight against breast

(@ Track a Package

= USPS.COM

HELPFUL LINKS ON ABOUT.USPS.COM
About USPS Home

FAGs

USPS JOBS

Carnors

10/2020

Tools

Calculate a Business Price

@ Every Door Direct Mail

Grow Your
Business with
Every Door
Direct Mail

Search or Enter a Tracking Number

OTHER USPS SITES

Shop

USPS.com

Business International Help

Learn about

Shipping for Business

Shipping Consolidators

Advertising with Mail

Using EDDM

Mailing & Printing Services
Customized Direct Mail
Political Mail

Promotions & Incentives
Informed Delivery Marketing

Product Samples

Postage Options

Verifying Postage
Returns Services
Taking Your Business Global
Managing Business Mail
Web Tools (APis)

Prices

LEGAL INFORMATION

Businass Customar Gataway

USPS Confidential

No FEAR Act EEQ Data
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UNITED STATES
POSTAL SERVICE Help the Customer Help Themselves

| D Y=Y 24 Te 2= USPSCOM" Postal Explorer

PE Tools ~ Publications ~ Business Solutions ~ Archives « Help ~

Business Mail 101
Welcome to Business Mail 101!

Introduction

Weicome to Business Mail 101, a tool for beginning or infrequent mailers that will help you hamess the power of mail for your business
or organzation, This web site will walk you through all of the key decision points in making a mailing. It contains glossary terms and tips
Prices that give you common sense advice for making the most of your maiing

Getting Started

Classes of Mall If you know what information you need, simply click on the navigation bar. If you've never used commercial mail, click on G g Started

for an introduction to commercial mai and this site
Mail Characteristics

ted Learmn what class of mail is right for you, what commercial prices are available for those dasses, and why
mmercial mail couid be the right choice for your business or organization
Paying Postage » The Checldist for Mallers will heip you complete all of the steps in making a mailing

Addressing

Sorting Your Mail Not sure if commercial mail is right for you? Find oul more aboul commercial mail
To the Post Office

Checkiist

Resources

Glossary

Contact Us
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UNITED STATES
POSTAL SERVICE

Practice: Business Mail 101

Name two organizations that qualify for non-profit prices.

2. What are the first two steps in the Checklist for Mailers?

3. The Postal Service offers lower prices for commercial mailings because...
(complete the sentence)

Activity
Instructions: 4. Where would you find information on Permit Imprint?

Complete the |5- Where you find the link, Hazardous, Restricted, and Perishable Mail?

Postal
Explorer Answer:

worksheet in | Mail Characteristics > What is Mailable?
the
Participant
Guide.
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Lesson 4 Recap Question

1. What are the four types of probing questions to ask Small Businesses?
1. Business Activity
2. Mailing Quantities
3. Speed Requirements
4. Product Options
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" Module 1: Introduction to SBA
® Lesson 1: The USPS Small Business Market and Customer
= Lesson 2: Your SBA Role
® Lesson 3: Review Products and Services
® |lesson 4: Resources
® Lesson 5: Appointment Quality

Module 2: SBA Advanced Customer Service

Module 3: USPS.com and Customer Registration
Module 4: EDDM

® Course Assessment and Nesting
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UNITED STATES

POSTAL SERVICE

Learning Objectives

At the end of this lesson, you will be able to:

= Review how to search for existing Business
accounts and create a new account for a
Business in C360

= |dentify the call flow.

= = Use appropriate call techniques to assist
customers.

Lesson 5:
Appointment

Quality
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UNITED STATES

POSTAL SERVICE Importance of Call Quality

Although your visits may come from
specific industry types, remember:

= All products and services may apply

= Use your visit experience to
determine:

= How to help
= What to suggest
= What the alternatives are

10/2020 USPS Confidential
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POSTAL SERVICE

Business Accounts in C360: Review

Visit Opening

Creating Person Accounts

Existing Business Accounts

Duplicate Account Warnings

10/2020

USPS Confidential

Duplicate Account Warning

When you are creating a new
Person Account or Contact, C360
will run a duplicate check to verify
that the customer does not already
exist.

Matching information in the
following fields trigger a warning:

*  First Name, Last Name, Phone,
and ZIP Code

* First Name, Last Name, Email,
and ZIP Code

* First Name, Last Name, Phone
Number, Email, and ZIP Code

49



UNITED STATES

POSTAL SERVICE Call Flow

Best Practice

" QOpen the call.

Business Related Terminology
Answer questions/educate
customer before

"= Verify. transfers/referrals

Navigate USPS.com

Invite to call back

= Capture the Why.

® Reassure the customer.

" Empathize or apologize.

® Educate the customer.

= Answer questions on Products and Services
before referring to advanced customer care.

" Navigate on USPS.com.

® Close the call.
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UNITED STATES

POSTAL SERVICE Call Techniques

= Ask Probing Questions.

® Act as a consultant on products and
services.

= Utilize the Industry Table to identify
customers with similar mailing
behaviors and characteristics.

® Understand and offer reduced pricing
when the customer qualifies for
quantity discounts.

® Educate the customer on Bulk Mail
Entry requirements.

Offer Guidance on USPS.com.

A
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POSTAL SERVICE Xercise: roie Flays

= Assume the roles of for the next
series of scenarios.

= Using product knowledge and
good call skills, enact Business
Quality visits. -

Best Practices

* Have -- and practice -- three main
features/benefits to describe products and

services.
* Check in with the customer to verify you are ' I‘
on the correct path.

» Use best practices of customer care and call
quality. (e.g., “l would be happy to assist
you.”)

* Use your resources.
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Call Scenario 1

Activity Instructions:
1. Assume the role of a Small Business Associate .

2. Use product knowledge and good call skills to enact quality visits.
3. Practice modeled language on slide.

4. Use probing questions.

Non-Profit

Customer: “How do | start mailing as a Non-Profit organization?”

= Must meet specific standards and have received special
authorization from the USPS are eligible to mail at Nonprofit
Marketing Mail prices.

"= Nonprofit mail must meet the eligibility requirements for ;"’%
Standard Mail. |

= Fees and restrictions apply. = AL

-

|
-

&)
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POSTAL SERVICE Call Scenario 2

Activity Instructions:
1. Assume the role of a Small Business Associate .

2. Use product knowledge and good call skills to enact quality visits.
3. Practice modeled language on slide.

4. Use probing questions.

PO Boxes

Customer asks, “Our company receives checks daily and our mail arrives
after 2pm. Can we get our mail earlier?”

= As many Small Businesses operate out of their home, a PO Box
provides a private, secure location for receiving and sending
business mail.

= Customers can open PO Boxes in multiple locations and continu
to grow their business.

" PO Box Mail is scheduled to be delivered in ol =<\
boxes earlier than street delivery addresses. '
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POSTAL SERVICE Call Scenario 3

Activity Instructions:
1. Assume the role of a Small Business Associate .

2. Use product knowledge and good call skills to enact quality visits.
3. Practice modeled language on slide.
4. Use probing questions.

Commercial Mailing

Customer asks, “I need information about commercial mailing.”

Also referred to as “Business, Bulk, or Presorted Mail”

Refers to quantities of mail prepared for mailing with
reduced prices

® For customers who ship large volumes and are
willing to do some of the preparation themselves

" Must apply for a Mailing Permit in order to
take advantage of this service

10/2020 USPS Confidential



UNITED STATES

POSTAL SERVICE Call Scenario 4

Activity Instructions:
1. Assume the role of of a Small Business Associate .

2. Use product knowledge and good call skills to enact quality visits.
3. Practice modeled language on slide.

4. Use probing questions.

Mailing List

Customer says, “l need a mailing list to send invitations to our Grand
Opening of our new location. Can the post office help me with that?”

" The Postal Service™ does not maintain address lists of individuals
and/or organizations.

" Mailing lists can be rented or purchased through Mailing List
Brokers.

= Create a house list from your current customers
and your previous customers.
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POSTAL SERVICE esson 5 Recap Questions

What are the first two steps in the meeting flow?
" QOpen the call
m Capture the Why

o = Reassure the customer.
Activity .

. Verify.
Instructions:

= Empathize or apologize.

Use the Raise = Educate the customer.

Hand tool in = Answer questions on Products and Services
Zoom to = Navieat USPS

S avigate on .com.

answer. = Close the call

2. You will use your call experience to determine ) , and

" How to help
" What to suggest
= What the alternatives are
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Knowledge Checks

1. Which of the following statements about Small Businesses is true?

2. As SBA Small Business Associate, you will measure success by:

3. To qualify for certain postage discounts, you must mail a minimum

Activity 4. What is the phone number for the Small Business Support Center?
Instructions:

5. When customers show signs of frustration or distress, what should you

Use the do to exhibit good call quality skills?
annotation

tool to Escalate the call
provide
answers to
each
guestion.

V] Apologize for their situation
Advise them to stay calm

V1 Empathize with them
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POSTAL SERVICE

Small Business Support Center

‘ ‘ Message from the Post Master General

“The future is all about the customer. We have to listen and
quickly adapt to their needs.”

“Our customers have a choice on who they do business with.
When we commit to adding value, we build loyalty and trust.” , ,

UNITEDSTATES
POSTAL SERUICE

You Can Make a Difference!
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POSTAL SERVICE Congratulations

Congratulations!

You have completed Module 1.
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Small Business Associate Training

Module 2: Advanced Customer Service
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- W
Module Duration:
" Module 1: Introduction to SBA 6 hours

" Module 2: SBA Advanced Customer Service
® Lesson 1: Product Value Proposition
" Lesson 2: Quick Service Guides
® |esson 3: Business Services
" Lesson 4: Transfers and Referrals
® Lesson 5: Documentation and Escalation

" Lesson 6: Capture the Why | BestPractice |

" Module 3: USPS.com and Customer Registration * Do not rush ahead of
the customer.
* Check in with the

=" Module 4: EDDM

® Course Assessment and Nesting customer.
e Use active listening and
ask further probing
guestions.
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POSTAL SERVICE

Learning Objectives

At the end of this lesson, you will be able to:

= Describe the value of USPS products and
services

= |dentify USPS products and services that
meet the customer’s need

Lesson 1: Product
Value Proposition

10/2020 USPS Confidential 5
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POSTAL SERVICE Targeted Mail

Innovations in Targeting

What does the video illustrate?

Get the right message/product out to the right people, at the right time.

How does this relate to our roles as an SBA?

We can target our customers by identifying their needs and employing
effective product value matching offerings.
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POSTAL SERVICE Identifying Customer Needs

= Take the time to uncover the customer’s need in order to move
forward in a mutually beneficial way.

= Simple lack of knowledge, perception issues, and unclear
language are common causes for delaying a customer moving
forward.

Take Action:

 Empathize
e Let the Discovery Begin
 Show The Value
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POSTAL SERVICE Product Value Matching

Match the customer’s need by speaking to the value of the
products and services:

= Describe and offer products that best address customer’s
request

= Describe and offer higher value products that may address
customer’s need beyond initial request

= Describe and offer related products/services in addition to
the customer’s request

SHIPPING UPGRADE SHIPPING UPGRADE SHIPPING UPGRADE

USPS PRIORITY MAIL USPS PRIORITY MAIL USPS PRIORITY MAIL
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POSTAL SERVICE Product Value Matching Scenario 1

Knowledge article: Decision Tree —
Recommend Ways of Working with USPS — Advisor Guidelines

Activity Instructions: Scenario 1
1. The Instructor Jane sells jewelry through her online store. The jewelry is
will be the not of high value. Customers rely on prompt secure delivery.

customer and a
volunteer will be
the “visitor”

What products and services can we offer?

The “visitor,” What the Customer Chose
with assistance
from the class in
Chat, will provide

" Chose Priority Mail Small Flat Rate, tracking, and $50.00
insurance included

assistance with ® QOrdered free boxes on USPS.com
product value = Will create labels on Click-N-Ship
matching.

= Will schedule free pickups
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POSTAL SERVICE Product Value Matching Scenario 2

Knowledge article: Decision Tree —
Recommend Ways of Working with USPS — Advisor Guidelines

Activity Instructions: Scenario 2

Jon represents an organization that received donations and
wants to send out a letter of thanks to contributors. The
addressees are residents and businesses located in the

1. The Instructor
will be the
customer and a

: county.
volunteer will be
the “visitor” What'’s the best way to do that?
2. The “visitor,” Can we give the Post Office a list and have them sent?

with assistance
from the class in
Chat, will provide
assistance with What the Customer Chose
product value
matching.

What recommendations can we offer?

Jon chooses to contact a local printer as a service provider
for their mailing.
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POSTAL SERVICE Product Value Matching Scenario 3

Knowledge article: Decision Tree —
Recommend Ways of Working with USPS — Advisor Guidelines

Activity Instructions:

Scenario 3
1. The Instructor The manager of a manufacturing company needs to send out
will be the recall notices for a product to their customers. He has a
customer and a permit. The addresses are located all over the country. It’s a
volunteer will be two-page letter.

the “caller” )
What solution can we offer?

2. The “caller” with
assistance from

the class in Chat, What the Customer Chose

will provide

assistance with Send pre-sorted first-class mail using a mail service
product value provider.

matching.
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POSTAL SERVICE

Activity Instructions:

1.

The Instructor
will be the
customer and a
volunteer will be
the “visitor.”

The “visitor,”
with assistance
from the class in
Chat, will provide
assistance with
product value
matching.

10/2020

Product Value Matching Scenario 4

Knowledge article: Decision Tree —

Recommend Ways of Working with USPS — Advisor Guidelines

Scenario 4

My name is Michael, | just called to get more information for
setting up a permit. Is this Walnut Creek office?

How can we help Michael?

What the Customer Chose

Advise the customer that we are SBA and find out where
in the process he is in the application.

SBAs can access the permit application online, follow
along with the customer, and advise next steps.

USPS Confidential
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POSTAL SERVICE Lesson 1 Recap Questions

1. What are common issues that prevent or delay a customer moving forward
on a solution?

Simple lack of knowledge, perception issues, and unclear language

2. True or False? Effective product value matching involves only giving the
customer the product/service they requested.

False. Effective product value matching may include offering customers higher
value products or additional related products to truly match their needs.

3. True or False? You can refer to the Decision Trees found in C360 to help you

determine how to assist your customers with their Small Business mailing
needs.

True
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" Module 1: Introduction to SBA

" Module 2: SBA Advanced Customer Service
® Lesson 1: Product Value Proposition
® Lesson 2: Quick Service Guides
® |esson 3: Business Services
® Lesson 4: Transfers and Referrals

® | esson 5: Documentation and Escalation
" Lesson 6: Capture the Why

" Module 3: USPS.com and Customer Registration
" Module 4: EDDM

® Course Assessment and Nesting
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POSTAL SERVICE

,(s Learning Objectives

A .\

A= 4

W - At the end of this lesson, you will be able to:

= Navigate to the Quick Service Guides

A V- :
K ! \‘ ‘1‘ | j L !

Lesson 2: Quick
Service Guides
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@

pdUSPSCOM" Postal Explorer

PE Tools ~ Publications ~ Business Solutions ~ Archives ~ Help ~

DMM 100 A Customer's Guide to Mailing

Introduction

January 2017
What Are You Mailing? Domestic

- _ Introduction
What Are You Mailing? International

This guide will explain your options for mailing and help you choose the services that are best for you.
Choosing a Service for Mailing

_ _ Price List
Adding Extra Services

Notice 123-Price List, contains domestic and international prices, and fees in a concise and accessible manner. Available from larger

Examples of Smart Choices Post Offices or on Postal Explorer at pe_usps.com.
LTSRN VELT L] Welcome to the U.S. Postal Service

Preparing Packages For more than 240 years our goal has been to serve all customers, and we will continue to connect people at home and abroad for

Tips and Tools for Measuring Letters generations to come.

and Large Envelopes * What Are You Mailing? Domestic Tips and Tools for Measuring Letters

Tips and Tools for Measuring What Are You Mailing? International and Large Envelopes
Packages Choosing a Service for Mailing Tips and Tools for Measuring Packages
Adding Exira Services Flat Rate Quick Reference

Flat Rate Quick Reference Examples of Smart Choices Sending and Receiving Mail

10/2020 USPS Confidential




UNITED STATES ! : Y
POSTAL SERVICE Quick Service Guides

@

Demo

sUSPSCOM" Postal Explorer

PE Tools ~ Publications ~ Business Solutions ~ Archives « Help ~

Quick Service Guides >

Quick Service Guides

Effective August 7, 2017

Quick Service Guides (QS5Gs) are intended to provide an overview of mailing standards on the applicable subject matter. For complete information, please see the Domestic Mail
Manual (DMM).

100 Retail Letters, Cards, Flats, and Parcels
110 Priority Mail Express
120 Priority Mail

140 EDDM - Retail

150 USPS Retail Ground
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POSTAL SERVICE Lesson 2 Recap Questions

1. True or False? The “Customer’s Guide to Mailing” is an internal resource for
USPS SBAs only.

False. The Customer’s Guide to Mailing is customer-facing and SBAs can
direct customers here to research their questions.

2. True or False? Non-machinable letters qualify for automation prices.

False. Only machinable letters may qualify for automation prices.
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" Module 1: Introduction to SBA

" Module 2: SBA Advanced Customer Service
® Lesson 1: Product Value Proposition
" Lesson 2: Quick Service Guides
® |esson 3: Business Services

® Lesson 4: Transfers and Referrals
® | esson 5: Documentation and Escalation
" Lesson 6: Capture the Why

" Module 3: USPS.com and Customer Registration
" Module 4: EDDM

® Course Assessment and Nesting
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POSTAL SERVICE

Learning Objectives

At the end of this lesson, you will be able to:

Identify Small Business payment methods

Identify Small Business shipping options

—
|

List the characteristics of Business Reply Mail

?";._ | "= ldentify characteristics of Small Business
services
Lesson 3: Business
Services
10/2020 USPS Confidential 20
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POSTAL SERVICE Mall BUSINESSO AR

Knowledge article: What are PC Postage & ePostage?

= What are PC Postage® & ePostage?

= Automated Package Verification Program

=  What are the Shipping Options for Small Business Owners?
= How is Undeliverable and Misdelivered Mail Handled?

What are the Shipping Options for Small Business Owners?

Rate This Article gy 1 ®l o Version4
Information

Title

URL Name
Summary
Article Number

What's New

Agent Tips

Customer Information

10/2020

Printable View | Help for this Page &

Show Properties

What are the Shipping Options for Small Business Owners?
What-are-the-Shipping-Options-for-Small-Business-Owners

There are several shipping options to deposit shipment with the United State Postal Service.
000003120

1011119

« Changed weight and thickness limits of stamped mail that can be picked up by a letter carrier.

There are five shipping options available in addition to depositing shipments at a Post Office™ facility.

1. Leave it for your letter carrier when they deliver your mail_ This may be limited to the thickness of the maipiece, the weight of the mailpiece and the room your letter carrier has in
their vehicle.
2. Depositin a Collection Box. This may be limited depending on the weight or thickness of the mailpieces.
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Business Reply Mail/ABRM Tool

Knowledge articles: Business Reply Mail and Reply Mail/Return Services

FPermit holder's area =—

—= FIM clear zone: Bars reach top

edge and edge of zone + 1/8".

o
=]

~L— 2"+ 1/8"
L-—‘l -3/4"
-—1-3/4" max.—

NO POSTAGE
NECESSARY
/4 — IF MAILED

IN THE
UNITED STATES

FRET-CLASSMAL  PERMITMO. 123

Business reply
lzgend

Barcocke clear »

BUSINESS REPLY MAIL |i 316" e—_—

avTowMwe | min. ]

FOETAGE WILLEERAD BY ADDRESSEE

—1/2" min. —-|J’-".'I'|'N ACCOUNTS PAYABLE

REALLY BIG STUFF ENTERPR
2020 FIRST AVE
ANYTCWN WA 987 85-0001

Zone.

10/2020

O
—
<—1/2" min. — | ——
E—

ISES
|~ 1" min. —|

2—1;’4*" Max.

2/ . JLIuL L]luldlluldjld .LlullmIJmlmll
7/18" max. [1/4" + 1/16"

—s Horizontal bars
(must not extend
below the
clelivery acldress
line)

—* Bars must be
between 1/16"
and 3/16" thick

<— = Barcode read
area
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POSTAL SERVICE Activity: Research Business Services

Activity Instructions:

1. Use a “flipchart” using Notepad to write a summary of your assigned
product or service.

2. Present the information on the flipchart and demonstrate on USPS.com
for the class.

TOPICS:

FLIPCHARTS:

= Article titles

Address Management

Zone Charts _ USPS.COM DEMO
PO Box Online ::S iorm j: o = Descriptive language
" Features/benefits
Customer Service & ®" Tab and header names

Restrictions

Reserve Box Service ®  Pauses for confirmation

Premium Forward Service Payment Methods

for Business

Custom Marketing Mail
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POSTAL SERVICE Ostal otore

@

Demo
a USP SCOM Receive Business International

POStal StO re Search the Store: Keyword or

Stamps for the Season.

Browse our collection of festive stamps to find what
captures your happy holidays.

Activity Instructions:

)
Activity

1. Create an order for one box of 500 stamped #10 window envelopes.
2. DO NOT SUBMIT the order.
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POSTAL SERVICE Business Services: POBOL

Post Office Boxes - POBOL

= As many Small Businesses operate out of their
home, a PO Box provides a private, secure
location for receiving and sending business
mail.

= Customers can open PO Boxes in multiple
locations and continue to grow their business.

= Mail typically arrives earlier to a PO Box than a
street address.
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POSTAL SERVICE Business Services: Business Mail Pickup

Business Mail Pickup/customer service:

= Customers regularly receive large volumes
of mail

= A way to collect mail frequently
throughout the day so the flow of business
is not affected by once-a-day delivery

= Allows customers to obtain their mail from
the Post Office’s call window or loading
dock anytime during business hours

= Customer needs to fill out an application
and pay a service fee

10/2020 USPS Confidential
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e

“Back in 15 minutes? Not an option.
— My mail guy picks up my packages,
gets 'em out of my store and in the mail.”

p POSTAL SERVICE
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POSTAL SERVICE Business Services: Discounts/Price Incentives

Discounts and Price Incentives:

®= Discounts available for customers who do
additional preparation before sending their
mail

® Destination discounts apply to mail prepared
as prescribed by USPS and addressed for
delivery within service area of destination

" Mailpieces meeting eligibility requirements
and minimums per mailings

® Permit Required
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POSTAL SERVICE Business Services: Non-Profit

Non-Profit

When customers ask, “How do | start mailing as a non-profit .
organ ization ?” NONPROFITORG, . NONPROFIT ORG

= Must meet specific standards and receive special authorization
from the USPS to mail at Non-profit Standard Mail™ prices

" Non-profit mail must meet eligibility requirements

® Fees and restrictions apply

Navigating to and Reviewing Forms and Publications
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POSTAL SERVICE Business Services: Commercial Mailing

Commercial Mailing:

= Also referred to as Business, Bulk, Standard, or
Presorted Mail

= Refers to quantities of mail prepared for mailing
with reduced rates

® For customers who ship large volumes and are
willing to do some of the preparation themselves

= Must apply for a Mailing Permit before taking
advantage of this service

Activity Instructions

What is Commercial Mail? Is it Right for You?

Accessed from pe.usps.com > Publications drop down > Business Mail 101 > Getting Started > What is
Commercial Mail?

USPS Marketing Mail Eligibility
Accessed from pe.usps.com > Business Solutions drop down > USPS Marketing Mail Eligibility Decision Tree
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Address Management:

® For customers using commercial prices

® Corrects and standardizes addresses to ensure
mail pieces are delivered on time to the
appropriate recipients

= Can save your customers’ postage costs by
ensuring mail does not get returned

Postal Explorer/Business Solution

10/2020 USPS Confidential
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POSTAL SERVICE Call Scenario

Customer asks, “We regularly
receive large volumes of mail,
mostly checks, and would like to
get it earlier. Is it possible to get it
Use the Raise Hand twice a day?”

tool in Zoom to
provide a response.

Activity Instructions:

Business Mail Pickup/customer service

= A way to collect mail frequently throughout the day so the flow of business
is not affected by once a day delivery

= Allows customers to obtain their mail from the Post Office’s call window or
loading dock anytime during business hours

= Customer need to fill out an application and pay a service fee.
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POSTAL SERVICE

Practice Scenarios

Activity Instructions:

Type recommended
solutions for each
scenario in Chat.

10/2020

Scenario 1

Janice is calling for her manager. They are ordering all new stationary
with matching envelopes. Her manager wants to know the best
addressing format to be USPS compliant.

How can we help?

Refer to Quick Service Guide 201a > diagram 201.3.0. (Janice can now
show her manager the template for the printer.)

Scenario 2

Chris is calling for his HOA, Home Owners Association, and they send
out annual statements for dues. There are 280 members of the
association. It’s time consuming for volunteers.

Is there a faster way?

Use the Postal Store. (Suggest using the Postal Store to order
personalized stamped envelopes with forever postage. This will save
time for the volunteers who won't have to address or apply postage to
each envelope. Due to the low volume of letters, it would not be
suggested to apply for and pay permit fees.)
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POSTAL SERVICE Knowledge Checks

Activity
Instructions:

Use the
annotation
tool to
provide
answers to
each
guestion.

10/2020

1. True or False? USPS offers after-the-fact billing for Small Business shipping
services.

2. What service may be appropriate for a customer who does not want to
get a permit?

3. What service allows customers to retrieve their own mail from the post
office or loading dock during business hours?

4. True or False? Commercial mailing requires mailing permits.
M True

False
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" Module 1: Introduction to SBA

" Module 2: SBA Advanced Customer Service
® Lesson 1: Product Value Proposition
" Lesson 2: Quick Service Guides
® |esson 3: Business Services
® Lesson 4: Transfers and Referrals

® | esson 5: Documentation and Escalation
" Lesson 6: Capture the Why

" Module 3: USPS.com and Customer Registration
" Module 4: EDDM

® Course Assessment and Nesting
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POSTAL SERVICE

Learning Objectives

At the end of this lesson, you will be able to:

= |dentify call transfer points

= |dentify Submit a Lead requirements

Lesson 4: Transfers
and Referrals
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POSTAL SERVICE Identify Transfer Points

Knowledge article: SBA: Handling Small Business Associate Training
Transfers & Referrals - Advisor Guidelines

The Transfers &
Referrals Guidelines
table is designed to

be used after you aragen 27 [TETTE o
have asked probing How often?
guestions to
determine the permit What is it?

1s Center
customer’s need . -
and educated the How soon do you want it there?
customer on o
products, tools, PS and Retum | piece et 1.855.
Forms, and mailing 2936095, orby

requirements. s tp gov
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UNITED STATES Where Would You Transfer? (1 of 6)

POSTAL SERVICE

Response:
I'd like information on
Activity Instructions: WEN B |rnprove. my
address list quality
1. Use the Raise Hand and standardization.
tool in Zoom to
provide an answer.
2. When the Trainer
calls on you, use
the annotation tool
to type an answer. National Customer Support Center (NCSC)

4
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POSTAL SERVICE Where Would You Transfer? (2 of 6)

Response:

I need to update the payment
method on my existing USPS®
Corporate Account.

7\

Stamps Fulfillment Services

o -
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POSTAL SERVICE Where Would You Transfer? (3 of 6)

Response:

I’'m experiencing a technical issue
with my PostalOne! Account.

N\

PostalOne Customer Care Center

C. -
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POSTAL SERVICE Where Would You Transfer? (4 of 6)

Response:

I'm interested in ordering free
shipping supplies.

-

Postal Store

c_ -
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POSTAL SERVICE Where Would You Transfer? (5 of 6)

Response:

I’'m having a technical issue with
a USPS.com® application.
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POSTAL SERVICE Where Would You Transfer? (6 of 6)

Response:

| want to know where | can order
stamps and shipping supplies.

7\

Postal Store

..
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UNITED STATES Submit A Lead

POSTAL SERVICE

Knowledge article: Price Incentives and Business Mail Pricing Mail Factors

= Used when new customers ask for support that requires one of our trained
representatives to schedule an in-person visit

" |n order for discounts to apply, customer will have to meet criteria based on:
®  Level of workshare

® Volume
" Approved Payment Methods
" Mail Entry
Who would we refer? New business
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Submit a Lead eLearning and Tool

= Submit a Lead elLearning

= Knowledge article, Initiating a Submit a Lead Request

" Submit a Lead tool

Knowledge article: Initiating a Submit a Lead Request

Can you name some words or phrases that may indicate
that the call is a likely Submit a Lead referral?

* Logistics
Activity Instructions:

* Fulfillment

Provide your answers e E-commerce
in Chat.
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POSTAL SERVICE Practice Submit a Lead

Listening for key terminology

Customers referencing UPS and FedEx
Can the USPS offer the same services are already contracted shippers with
as UPS or FedEx? ‘ our competitors. This is a Submit a

Lead.

We have a contract to ship products
for our customer off their website.
How do we start shipping with the
Post Office?

The language “contract to ship” means
that they are a fulfillment center for
eCommerce. This is a Submit a Lead.

\ )

/ . \ Car dealerships are big for USPS
Maria’s manager asked her to call Corporate Accounts. This can go both
the Post Office to find out how we ways. Single dealership can be
can help them set up an account for ‘ referred directly to Form for USPS
mailing documents. They are a car Corporate Account. Dealerships with
dealership and they transfer titles to multiple locations may require more

\new owners. / complex solutions. This is a Submit a

Lead.
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POSTAL SERVICE Business Services: Commercial Mailing

Discounts and Price Incentives: = il P.._ﬁ&,

s

= Commercial Base Pricing for Click-N-Ship e Lors PRIORITY WK1} . CSPS PRIORITY AR, __
Business Pro, PC Postage, or Permit Imprint

VOID - DO NOT MAL VOID - DO NOT MAIL
at oot B ks o o e b e

= Commercial Plus Pricing for customers with s e

high-volume Priority Mail Express and 0T 00 A

Priority Mail mailings s et Saalatui

®= Discounts available for customers who do
additional preparation before sending their
mail
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POSTAL SERVICE Call Scenario

Discounts and Price Incentives

Customer asks, “How do | qualify for lower prices?”

Activity
Instructions:
Use the
Raise Hand = Ask Probing questions.
tool in Zoom = Determine the volume.
to provide . : : : :
AN answer Educate the customer. Discounts and incentives are volume driven.
' = Discounts apply for customers who do additional preparation before
sending their mail.
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Submit a Lead Scenario

Activity
Instructions:

Use the Raise
Hand tool in Zoom
to provide

guestions that may 2.

be appropriate to
determine if these
calls require
Submit a Lead.

10/2020

A customer needs to ship gift boxes valued at $75 to
customers who recently won a sweepstakes. The winners are
expecting to receive the gifts this Sunday. It is important that
the package arrives on time and is delivered to the addressee
only.

What probing questions would you ask to determine if
Submit a Lead is appropriate?

A customer needs to ship 30 CDs. The CDs are a gift to
customers, so the customer does not want to spend a lot of
money. As long as the CDs arrive within the month, the exact
delivery date is not important.

What probing questions would you ask to determine if
Submit a Lead is appropriate?
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POSTAL SERVICE Lesson 4 Recap Questions

1. What tool can assist you in helping your customer once you’ve
asked probing questions and determined their need?

Transfers & Referrals Guidelines

Activity
Instructions:

2. What are two requirements for price incentives/Submit a Lead

Use the Lo

annotation recommendations:

to type Customer commitment to workshare; high volume mailing;
answers to approved payment methods; mail entry

each

qguestion.
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POSTAL SERVICE

Learning Objectives

At the end of this lesson, you will be able to:

= |dentify when creating a Service Request is
required

// = List steps for submitting a Service Request
l/
Lesson 5:

Documentation and
Service Requests
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POSTAL SERVICE Service Request

Knowledge article: Submitting an SBA Question - Advisor Guidelines

Service Request - Advisor Guideline

= Advise customer that further research is needed and create a Service Request.
= Type all factual, pertinent information.

" Inform your customer that, for Service Requests and some issues, they should
expect to be contacted with an answer or a status update to their question
within two business days.

® Provide the Service Request number.
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POSTAL SERVICE Service Request

@ Select Service Request Record Type
D e o Record Type of new record ||Business Inquiry

Continue | | Cancel

Status Priority 4-Routine

Other/Notes Escalation Reason --None--

Issue Details

Unknown/Not

Sub Issue 1 --None-- Applicable

Bulk Mail and Business Mail Entry
Date of Problem or Non-Profit Please provide

Best Guess CRID/MID

Where did the
incident occur?

Address Information

Address Type
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POSTAL SERVICE Resolution or Escalation Practice

What are three options for call solutions?

® Resolve the inquiry on the initial call: No follow-up or
additional action is required.

Activity Instructions: ® Transfer or refer the customer: You identify a more
suitable contact to answer your customer’s question

Type the answers in and transfer or refer the customer.

Chat.

® Create a Service Request: You may use C360 to create a
Business Inquiry Service Request.
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POSTAL SERVICE Knowledge Check

True or False? If you do not understand a customer’s inquiry,
you should immediately transfer or refer them to another
department.

Activity Instructions: | “
True

Use the annotation

tool to mark the

answer to each
question as it Which of the following are possible Service Requests you can

displays. expect to create as a Small Business visitor?
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Learning Objectives
At the end of this lesson, you will be able to:

= Determine the most appropriate disposition

Lesson 6: Capture
the Why
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Capture the Why
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POSTAL SERVICE Capture the Why Scenarios

Participant Guide.

Activity Instructions: Complete the Capture the Why worksheet in the

| have my Permit Application completed and need to
know where to bring it.

6. Business, 1. Business Mail
Entry

We are a payroll company and need to Express Mail
paychecks every Thursday for Friday delivery.

6. Business, 1. Business Mail
Entry

| send out shipments and order boxes online. Can |
order a larger quantity?

5. Postal Facility, 2.
Forms/Supplies

We are a Credit and Collections company and do not
want our street address on our statements. How can
we conceal our location and still get out mail?

5. Postal Facility, 7. PO Boxes

| printed out shipping labels using my Stamps.com
account and would like to get a refund.

7. Other, 1. Other: not postal

My Permit hasn’t been used in 3 years, is it still active?

6. Business, 1. Business Mail Entry

PB charges us $700.00 a month. Can the Post Office do
anything about reducing this cost?

6. Business, 1. Business Mail Entry

10/2020 USPS Confidential
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POSTAL SERVICE Lesson 6 Recap Questions

Activity Instructions: Use the annotation tool to mark your answers.

True or False? Common Small Business calls, such as those regarding EDDM or
the BMEU fall under the “Business” topic when Capturing the Why.

True False

True or False? When in doubt, use the “Other” topic when Capturing the Why.

True
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Activity Instructions: Use the annotation tool to mark your answers.

Which of the following offerings may result in more effective product value
matching?

[Vl Offering the customer higher value products or services that may address
additional needs

Directing customers to the product/service they requested though it may not
address their actual need

Directing customers to investigate products and services through the Quick
Service Guides

VI  Offering the customer products or services related to their specific request
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POSTAL SERVICE

Knowledge Check 2

Activity Instructions:
Use the annotation tool
to mark your answers.

10/2020

Where would you find the Quick Service Guides?

&

(%]

[]

C360
Postal Explorer
Business Services

Publications

USPS Confidential
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POSTAL SERVICE

Knowledge Check 3

Activity Instructions:
Use the annotation tool
to mark your answers.

10/2020

One USPS business service is Post Office Boxes Online
(POBOL). How long do customers have to return their
completed PS Form 1093 to the Post Office location?

7 days

14 days
] 30 days
90 days
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Knowledge Check 4

If a customer has technical issue with the EDDM
application on USPS.com, where would you
transfer him or her?

Activity Instructions:
Use the annotation tool
to mark your answers.

National Customer Support Center

Consumer Affairs
Business Services
V] 1CCC Support Group (IC3)
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Knowledge Check 5

If you cannot resolve a customer’s question using the
SBA content or instructions in C360 Knowledge, you
should create a Service Request.

Activity Instructions: M True
Use the annotation tool
to mark your answers.

False
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POSTAL SERVICE Knowledge Check 6

A customer regularly receives large volumes of mail
and would like to know if it’s possible to get deliveries
twice a day. How do you Capture the Why?

Activity Instructions: 6. Business, 4. Other
Use the annotation tool
to mark your answers. 5. Postal Facility, 2.Forms/Supplies
2. Mail Services, 9. Other
M 2. Mail Services, 2. Daily Mail Delivery
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B rosTAL SERVICE Congratulations

Congratulations!

You have completed
Module 2.
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POSTAL SERVICE

Small Business Associate Training
Module 3: USPS.com Registration and Tools

| UNITED STATES
POSTAL SERVICE.

USPS.com About.USPS.com Related sites Legal

USPS home About USPS home Business Customer Gateway Terms of use
Buy stamps & shop Newsroom & alerts U.S. Postal Inspection Service Privacy policy
Print labels with postage Careers Inspector General FOIA
Customer service Forms & publications Postal Explorer No FEAR Act
Resources for developers Government services National Postal Museum

Postal facts PostalPro

Postal history CyberSafe at USPS

USPS blog

10/2020 USPS Confidential 3



UNITED STATES Module 30 . o
POSTAL SERVICE odule s UVERI T
L o el
Module Duration:
" Module 1: Introduction to Small Business Associate 5.5 hours

Module 2: Small Business Associate Advanced Customer Service

Module 3: USPS.com and Customer Registration
® Lesson 1: Customer Accounts
® Lesson 2: Online Services
" Lesson 3: Web Tools
® |esson 4: Business Customer Gateway

® | esson 5: Return Services - Best Practice

Module 4: EDDM * Do not rush ahead of
the customer.

= Course Assessment and Nesting * Check in with the

customer.

e Use active listening and
ask further probing
questions.
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POSTAL SERVICE

Learning Objectives

At the end of this lesson, you will be able to:

" Create an account on USPS.com
= Reset customer passwords
= |dentify customer profile options

Lesson 1: Customer
Accounts

10/2020 USPS Confidential 5
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POSTAL SERVICE Benefits of USPS.com Registration

Registered Account holders can:

= Print Shipping Labels S——
= Schedule Package Pickup
"= Manage PO Box e
" Hold Mail and Premium Mail Forwarding
® Print Customs Forms

" File Domestic Claims
® Store and use credit cards in their USPS.com account

= Use their USPS.com login information to access the Every Door Direct Mail
(EDDM) Online Tool
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UNITED STATES
POSTAL SERVICE Create a USPS.com Account

o
' ! Create Your USPS.com Account
A ® [ ]
CtIVItY Step 1: Choose your language " Choose & lengusge preferencs

and username English

Please choose a default language for your USPS account.

This can be changed at a later time from your preferences * Usemame @
page.

Please enter a username which will uniguely identify you with

the United States Postal Service.

- indicates a required field

Step 2: Enter your security Pick a Password
information S

Please create a password for your account. We highly
recommend you create a unique password - one that you
don't use for other websites. * Re-Type Password

* indicates a required field

Passwords must be at least 8 characters in length and
include at least one uppercase letter, one lowercase
letter, and one number. They are case-sensitive and
cannot include your username or more than two
consecutive identical characters. @

Please answer two secret questions. Answers are not case- Pick Two Security Questions
sensitive. If you forget your password, you will be asked for * First Security Question * Second Security Question
this information to re-gain access to our site.

Select First Question Select Second Question
~indicates a reguired field
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POSTAL SERVICE 0ose business Accoun

"}
Activity

Step 3: ChOOS@ your aCCOUHt Please choose which type of account you would like to create

type () Personal Accoult ()

Choose personal account if you are interested in services for
your home? i.e. order stamps, renew a MailBox, mail 2
package, etc.

Interested in solutions for your business - home-based, small,
medium, or large? Choose business account.
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Reset Password

Knowledge article: USPS.com® website support - Account issues

g
Act:wty User Name?
Create a new account

Activity
Instructions:

Use the Raise Hand
tool in Zoom to
provide an answer
to the question and
the location of the
answer.

10/2020

What special characters are allowed for creating a
password?

What are the customers options for locked accounts?

What happens when the credit card expires?

If the customer has Informed Delivery and they change
their email address, what should they do in their profile?

USPS Confidential




UNITED STATES A t Profil
POSTAL SERVICE ccount Froriie

Your Account: Your Profile

Review your information and make changes if you need to do so.

Your Profile You'll also be able to change your password.

Preferences

Stored Payment Info Email

Address Book First Name
Last Name

Address
Favorites Line 1

City
State

ZIP
or Postal Code

Activity History

Stamp Subscriptions
Package Pickup Requests

USPS Applications
Phone
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POSTAL SERVICE onvenient >ervices

Your Account: USPS Applications

Your Profile

Preferences Print a Label with Postage
Need to send packages but don't want to leave the office? Print labels at your desk with Click-N-Ship®, now with international
Stored Payment Info mailing options.
Schedule a Pickup
Address Book Have your carrier pick up your packages at no charge.
Activity History Customs Forms
Complete customs forms online to declare the contents and value of your intemational shipment.
Favorites

Stamp Subscriptions Manage Your Mail

Reserve or Manage PO Boxes

Search, reserve and pay for a new PO Box. Existing PO Box Customers - pay online easily with a credit card and set up
automatic payment.

Package Pickup Requests

USPS Applications

File an Insurance Claim
If your package was shipped via Priority Mail Express™ or with USPS Insurance, you are eligible to file a claim for loss or
damage online.

Shop

Postal Store
Save a trip to the Post Office™ by ordering stamps and mailing supplies online.
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POSTAL SERVICE

Lesson 1 Recap Questions

Activity
Instructions:

Use the Raise Hand
tool in Zoom to
provide an answer.

10/2020

Identify three benefits of having a USPS.com account.

Print Shipping Labels, schedule package pickup, manage PO Boxes,
hold mail and premium mail forwarding, print customs forms, file
domestic claims, store and use credit cards in their USPS.com
account

What option can you offer customers who remember
the answers to their security questions, but have
been locked out of their account?

Transfer to IC3. (Remember, customers must still answer security

questions.)

True or False? Customers can manage their stamps
subscription from the account options

True

Which “Your Account” selection allows customers
seamless online business services management?

USPS Applications
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POSTAL SERVICE

Learning Objectives

At the end of this lesson, you will be able to:

= Explain the options in the Business tab of
USPS.com to customers

= |dentify the characteristics of Click-N-Ship
(CNS)
= Differentiate between CNS and CNS Business

Lesson 2: Online Pro

Se rvices Describe the characteristics of Informed
Delivery marketing to customers

= Explain business mailing prices to customers
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POSTAL SERVICE USPS.com Business Tab

Tak.E\Tote Navigating USPS.com

s USPS(
Click-N-Ship

Click-N-Ship Business Pro

Printer Affiliates Program

Business Customer Gateway (BCG)
Returns
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Click-N-Ship® Online
Shipping >

If you ship 1 to 10 packages per
month, sign up for a free USPS.com®

account to pay for postage and print
shipping labels online.

10/2020

Business — Shipping Services

Shipping Services

Click-N-Ship Business
Pro™ >

Shipping more than 10 packages?
Register as a USPS business customer
and use our downloadable desktop
software to get the job done.

USPS Confidential

Business Customer
Gateway >

Manage large volume mailing and
shipping in the central USPS business
hub. Get connected to digital tools,
reports, promotions, and other services.
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POSTAL SERVICE Shipping Services - Click N Ship

Knowledge article: Click-N-Ship — The Basics

= Who should use Click-N-Ship

" Locked Customer Accounts

= Payment Options

= Email Communications

= Extra Services

= |nsurance

= Deleting your Click-N-Ship Account
= Faxing or Emailing Shipping Labels
= Hidden Postage

= Resolve Payment Questions
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POSTAL SERVICE

Shipping Services - Click N Ship

Activity
Instructions:

Complete the Click-
N-Ship Worksheet in
the Participant
Guide

10/2020

. Credit/debit, PayPal

. Priority Mail Express, Priority Mail, USPS Retail

Ground, Global Express Guaranteed, PME
International, PM International, First class package
international service

. No

. USPS cannot hide postage. If customer wants to do

this, they need to use a postage provider.

. Nothing, but should check if they were charged twice.

If double charged, need to transfer the customer to
IC3.

. Transfer to IC3.

. Transfer to IC3.
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POSTAL SERVICE Shipping Services — Click N Ship Business Pro

@

Demo#— UNITED STATES -
P lrosmisenices  Business Customer Gateway

=g =5 llk:

It's as easy as 1-2-3 to get started.
0 ()

Register on our Business Create your Download
Customer Gateway website payment account our free software

10/2020 USPS Confidential
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POSTAL SERVICE IPPING Services usiness customer Gateway

@

Demo -
L > rosmacsemnces BUSINeEss Customer Gateway

Sign In

Username

Password

Forgot password?

—

Need an account?

Sign Up
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Demo

E USP SC OM Send Receive Business International

PN

Shipping Consolidators

If you're a small to medium business shipper, you need solutions that save time and
money. Use an approved shipping consolidator to get discounts, help with package
sorting and pickup, plus other extra services.

Get Volume Discounts Save Time Add Extra Services

Small- to medium-level shippers can use Shipping consolidators offer sorting, pickup, Shipping consolidators can automatically add
consolidated shipping' to get shipping and manifesting—an eff way to calculate, insurance? and USPS Tracking" service to
discounts that they wouldn't otherwise document, and pay for postage. shipments.

qualify for.

Approved Shipping Consolidators
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Shipping Consolidators
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POSTAL SERVICE
De@mo Find a Vendor

=2 USPSCOM
Advertise with Mail

Reach More Customers with USPS

FIND A VENDOR

10/2020

USPS Confidential

Advertising with Mail

Business

International

BUSINESS INSIGHTS
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Informed Delivery Marketing
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What is Informed Delivery?

Informed Delivery is a consumer-facing feature that enhances hardcopy mail
delivery by providing consumers daily mail images via email and online dashboard

Subscribers receive a If a Mailer participates in
morning email that an Informed Delivery
includes scanned images operational test,
of the exterior of I supplemental content,
incoming letter-sized - referred to as
Reriler Wame
mailpieces e “interactive campaigns”
(processed through will be shown
automated equipment) . (for Letters or Flats)

Informed Delivery integrates hardcopy mail and digital marketing, providing

multiple impressions and interactivity for subscribers in current eligible ZIP Code™ locations

2 Y USPS” Y INFORMED DEUVERY J¢ MAILER PILOT — PROGRAM OVERVIEW

10/2020 USPS Confidential
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POSTAL SERVICE Interactive Experience

Informed Delivery Interactive Experience
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UNITED STATES Busi Price Calculat
POSTAL SERVICE usiness rFrice Caicuiator

@

Calculate a Business Price
Demo

rosmLsemnce. Business Price Calculator

Domestic Business Services
for Bus Aailin ered through a BMEU, Pa

POSTCARD PARCEL

-Select ltem- v -Select Item- vk -Select ltem- v P -Select ltem- vk

Related Links

Business Mail Entry L ookup — Assistance with your mailing questions and training
Postal Explorer — Your source for business mailing service information

All Price Charts PDF | HTML

Postal Zone Charts

Postal APO/FPO/DPO Restrictions
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POSTAL SERVICE Taking Your Business Global

@

Demo

Take Your Business Global

You Know Your Business. We Know Shipping.

Let us help you find the most affordable and efficient ways to send and receive
international shipments. Shipping internationally with USPS®, you get:

* Cost-effective Bulk and Package Services

* Free Shipping Software

* Volume Savings

.._..-4-«14. US

: rv ¥ '
International Sales Executive '\ I 1

|
Find the International Sales Executive in your region to discuss your specific
product and pricing solution needs.
Download the list of International Sales Executive RTF RSN

B i
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@ Managing Business Mail
Demo

Manage Your Business Malil

Use PO Boxes, Mail Pickup, and Forwarding Services

Whatever your business mail needs, USPS® has a service that fits. Our cost-effective
and convenient services make it easy to manage any business mail volume so you can
focus on growing your business.

10/2020 USPS Confidential

Manage your Business Mail
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Activity
Instructions:

UNITED STATES

POSTAL SERVICE

1.

Use the Raise
Hand tool in
Zoom to
provide an
answer.

When the
Trainer visits
on you, use
the annotation
tool to type an
answer.

10/2020

Lesson 2 Recap Questions

What assistance can you

provide customers visiting

with questions or issues

relating to their shipping

consolidators or online direct
ail experts?

USPS Confidential

Response:

You must direct them to

contact the third party
directly
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= Module 2: Small Business Associate Advanced Customer Service

" Module 3: USPS.com and Customer Registration
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" Lesson 3: Web Tools
® |Lesson 4: Business Customer Gateway
® Lesson 5: Return Services

" Module 4: EDDM

" Course Assessment and Nesting
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POSTAL SERVICE

Learning Objectives

At the end of this lesson, you will be able to:

= Describe the purpose of the Web Tools API
library

= Describe the Web Tools registration process
to customers

® Locate customer Web Tools login credentials

Lesson 3: Web Tools
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POSTAL SERVICE API — Application Program Interface

n

API: Application Programming Interface
XML Codes: Transfer of information
Register to access tools —no charge

Activity

Instructions: * PASSWORD and USERNAME is assigned and in the EMAIL sent to
In the the person that registered
Participant * Set up payment

Guide, complete
the Web Tools
Worksheet.

N |
Includes Address Standardization art?(SwaaI
Issues with permissions, tool not performing properly (Transfer

to IC3)

issions
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POSTAL SERVICE USPS Web Tools Registration

UNITED STATES
[ POSTAL SERVICE=

Registration for USPS Web Tools

Please fill in the following information : (*R

[Apt, Floor, ete.)

:no dashas

UNITED &

* Buginess Phone
What is th

Haow will y

 Submit > |
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POSTAL SERVICE Web Tools Registration Confirmation

Confirmation on USPS.com

LINWITED STATES
POSTAL SERVICE .

Confirmation

Thank wou for regatenrg 1o S8 LISPE Wb Tesla™ ) Yol will recaiae an amssl shorly Conbsning your unigies
Wab Tools Usar 10, inglnechions for need stepe ared requesis for additional parmissiong, i needsd. voor Weab
Tioals user 1D will provide you mmediate aocess 1o the foliowing 4F1 groups with no additional pesmission
recpuests o Web Todds neguired

= Pnce Cakulabors

= Package Tracking

= Service Stardands and Commilments

= fAddress informabion (== below far g resirchons |

I ygu o Nl redare your ercl within e hoir of registraiion, ohedk pour spam filer and ersure that
EgsirationFshippingaps. com is not fagged 2= spam

*IMPORTANT MOTICE TO PREVENT INTERRLUFTICMN [H ADDRESS WAL IDGTION SERVICES® The
Address Validabon APs can b= used in conjunchan wath USPS SHIPPING OR MAILING SERVICES ORLY
T Addrass AR musl anly be @ed on an indivadual iransechions besis, Do nod &3 balch processing of
deansing of a database, but as a oustiomer =nkers the information inbo a form on a websie. Far mare
ntomnation on e address management prockicts oftensd by USFS, plesss wicd

nhps Ty P, '|"|.-|I|::|'.-|| (0 e MO N SR N S e =2 S E T ek necss i . Faeliing 1o (Gﬁ'qj:.l wilh thass
{=rms and condibions can resul m iEminaton af USRS AP apcess watboul proice nosice

Aetare b UEPE Wb Toadc >
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POSTAL SERVICE Web Tools Login Credentials

. . . registration@shippingapis.com | Add to Contacts
Confirmation Email Today, Tuesday, Jan 10 09:21 AM | Show Details | View source

Important USPS Web Tools Registration Notice
***** Please DO NOT REPLY to this automated message. Contact
information is provided below. *****

Thank you for registering for the U. S. Postal Service's Web Tools
Application Programming Interfaces (APIs). You have successfully
registered for the Web Tools User ID (Username) found below. If you
are using third party software, refer to your software provider for
further instructions to begin using Web Tools with your application.
Keep this email for your records and proceed to the next steps to
complete integration.
Username

Your Username is 708CUSTO2XXX

Your Password is 432RZ57JP9XX
Password

Your User ID is currently authorized to access the following groups of
APIs in production:

- Price Calculators

- Package Tracking

- Service Standards and Commitments

- Address Information (see below for usage restrictions)

For additional API access not listed above, see instructions in step 2
below.
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UNITED STATES . : i
POSTAL SERVICE Web Tools Confirmation Email (1 of 3)

Next Steps:

1. Begin using USPS Web Tools
Shippers using a third party shipping software or shopping cart provider: Refer to
your software provider for instructions to begin using USPS Web Tools. If your

software prompts you for URLs to access the USPS APIs, please use the production
URLs below.

Developers integrating Web Tools into a custom application:

The following are the production URLs you will use to access the Web Tools
Servers:

http://production.shippingapis.com/ShippingAPl.dlI
https://secure.shippingapis.com/ShippingAPl.dl|
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http://production.shippingapis.com/ShippingAPI.dll
https://secure.shippingapis.com/ShippingAPI.dll

UNITED STATES

POSTAL SERVICE Web Tools Confirmation Email (2 of 3)

Next Steps: (continued)

Step-by-Step Instructions for All USPS Web Tools (important information when getting
started):

www.usps.com/business/web-tools-apis/general-api-developer-

APl User’s Guides (API specific technical/integration information):
www.usps.com/business/web-tools-apis/technical-documentation.htm

USPS Web Tools website: (contains all these resources and more):
www.usps.com/business/web-tools-apis/welcome.htm
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UNITED STATES ! i i
POSTAL SERVICE Web Tools Confirmation Email (3 of 3)

n

Take Note

Activity
Instructions:

In Participant
Guide, complete
the Web Tools
Worksheet.

10/2020

Web Tools

API: Application Programming Interface

XML Codes: Transfer of information

Register to access tools —no charge

PASSWORD and USERNAME is assigned and in the EMAIL sent to
the person that registered

Set up payment

Includes Address Standardization

Issues with permissions, tool not performing properly (Transfer
to 1C3) p Code
Registered USPS.com users must register for APl permissions
Customers and Developers get Usernames and Passwords from
the registration email

API’s with registration: Address Information APIs: Address
Validation, City/State Lookup, and Zip Code Lookup

USPS Confidential
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UNITED STATES

POSTAL SERVICE Lesson 3 Recap Questions

1. True or False? If a customer has registered on USPS.com, then they have
already registered for Web Tools.

False. There is a separate registration for WebTools.

2. True or False? Customers use their USPS.com login information to access the
WebTools.

False. Customers must use the login credentials provided in the registration
confirmation email.

3. What additional API permissions can be granted and how?

Permission for creating shipping labels and scheduling Package Pickups. To
obtain these permissions customers must contact the Internet Customer Care
Center and include "Web Tools APl Access" in the subject line.
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" Module 1: Introduction to Small Business Associate

= Module 2: Small Business Associate Advanced Customer Service

" Module 3: USPS.com and Customer Registration
® |esson 1: Customer Accounts
® Lesson 2: Online Services
" Lesson 3: Web Tools
® |Lesson 4: Business Customer Gateway
® Lesson 5: Return Services

" Module 4: EDDM

" Course Assessment and Nesting
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UNITED STATES

POSTAL SERVICE

Learning Objectives

. At the end of this lesson, you will be able to:

Locate the services available through the
Business Customer Gateway

Assist customers with the BCG registration
process

Identify the location of a customer CRID

Lesson 4: Business
Customer Gateway

Locate the BCG Navigation Guide
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UNITED STATES :
POSTAL SERVICE Business Customer Gateway (BCG)

H now Business Customer Gateway (BCG)
Take Note

‘ Small Business Associate do not create accounts
B CRID — Customer Registration ID
e Automatically assigned when you register
0 MID — Mailer ID
s * Applyin BCG
Imb Tracing — Intelligence Mail Barcodes for automated discounts of
USPS Healthe additional .20c pp
Froct Pharnacsi EPS — Electronic Payment System (CAPS)
providing customiz CNS Business Pro
communication so
Return Services
EDDM — BMEU prices
@ USP4 Premium Forwarding Service (PFS) — Commercial
Package Intercept
Transfer to PostalOne and NCSC

Mailers

Save time and money managing your Use the Electronic Verification System Sign up for USPS Promotions and
to save paperwork by paying postage Incentives, save money with
with electronic manifests. Automation Discounts and unlock the
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UNITED STATES
POSTAL SERVICE

The initial
steps for
registration
are the same
as USPS.com

10/2020

== | UNITED STATES

BCG Registration (1 of 4)

[Zlrosmrservices  BUsiness Customer Gateway

Create Your USPS.com Business Account

“Pick a Username

Usemames need & characters.
*ou can use your email address. »

Check This Name

Enter Security Information

* Indicates a required field

*Pick a Password

Passwords must be at least 8 characters in length and
include at least one uppercase letter, one lowercase
letter, and ene number. They are case-sensitive and
cannet include your username or more than two

Password

Re-Type Password

“Pick Two Security Questions

Please answer two secret questions. If you forget your password, you will be asked for this information to re-gain
access to our site.

*First Security Question *Second Security Question

Select First Question Select Second Question

Your Answer Your Answer

are not case-

are not case- itive. 7

Re-Type Your Answer Re-Type Your Answer

USPS Confidential




UNITED STATES
POSTAL SERVICE

Person registering for BCG account
will enter their contact information
here.

To verify a valid delivery address they
will choose one of the three boxes to
continue.

"}
Activity

BCG Registration (2 of 4)

Next, we need your name and contact info

* Indicates a required field

Enter Your Name Enter Your Email Address Enter Your Phone

Title *Enter Your Email Address 2 *Type *Phone 2
Select v Us «

“First Name “Re-Type Your Email Address Mobile (U_s. Onlyy

Can we contact you?
Get communications from USPS and our partners

¥ FROMUSPS

|¥ FROM USPS PARTNERS

Find my address by...
y y i
<= ZIP
Please enter your address so USPS can find the l
best deliverable option for you _
Address ZIP Code™ Company ldentifier
[ [ [

What visit type would you refer a customer to the BCG?

Customers asking for account balances on their permit(s),

Activity Instructions:

Use the Raise Hand tool in
Zoom to provide an answer.

10/2020

customers shipping from USPS.com seeking better prices or
more ease of use for Package Intercept, customers seeking
one-stop shopping for managing permit(s), POBOX, shipping,
pickups and creating forms for induction at their BME.
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UNITED STATES . .
POSTAL SERVICE BCG Registration (3 of 4)

Welcome to the Business Customer Gateway

N ext’ th e n eW *Indicates 8 required figld

Cu Sto m e r Wi | | You've successfully registered your account, and you are almost ready to use the Business Customer Gateway.

) We've got you signed up as
automatically be
ta ken to th is page. g Your Business Location:

TEST COMPANY
1047 N STAFFORD STREET
ARLINGTON, VA 22201

Customer must UNITED STATES

verify their | CRID » : 12445581 |
business

information is @ You will be given permission to use several USPS Business Services allowing you to do things like:

cO rrect’ and CIiCk Prepare, track and monitor your mailings

Manage Mailer IDs and Permits

1 Simplify Full Service Mailing and Customer Returns
t h € CO ntl nue Target Areas with Direct Mail

Send and Manage Large Shipments
button. Order Mailing and Shipping Labels
Enroll for Shipping Services
Generate Mail and Transaction HIStUW repor‘[s
Stav on Tﬂp of USPS Promotions and Incentive F‘mgrams
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UNITED STATES
POSTAL SERVICE

The next page displays
information about
customer’s company,
and the services that are
now linked to the
business.

Customers are able to
request access to
additional services by
selecting the Get Access
to Additional Services
button.

10/2020

—

BCG Registration (4 of 4)

Your Business Location: The following Mailer ID (MID) is currently assigned

to this business location: 901281303 2

TEST COMPANY
1047 N STAFFORD STREET
ARLINGTON, VA 22201
UNITED STATES

Is this location a Mail Service Provider (MSP)? 2
[Cyes

CRID @ :12445581
ADD A LOCATION | 2

+  Youcan begin using these business services. Services with an asterisk (*) indicate you have become the BSA.

Customer Label Distribution System (CLDS) - Order bulk, collated or DM labels enline.

Customer/Supplier Agreements (C5As) * - C5As define mail preparation requirements and acceptance times. ¢
Electronic Verification Service (eV'5) * - Package mailers can use an electronic manifest to document and pay postage. 2
Every Door Direct Mail - EDDW is designed to help you reach every home, every address, every time.

Incentive Programs * - Participate in prometions and incentives for business mail. 4

Intelligent Mail Small Business (IMsb) Tool - Produce the IMb for your mailings.

Mailer ID * - Reguest and manage Mailer IDs. 2

Manage Mailing Activity * - Manage vour business mailings. 7

Online Enrollment * - Get started online to apply for eligibilty. 2

Parcel Return Service (PRS) * - Work =hare =olution for returning merchandise. 3

Scan Based Payment (SBP) * - Scanning = revenue collection. ¢

Schedule a Mailing Appointment (FAST) * - Schedule a mailing appointment. ¢

USPS Package Intercept * - Redirect your mailpiece if it hazn't been delivered. ¢

Dontsee the business semnvices you need?l GET ACCESS TO ADDITIONAL SERVICES I
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UNITED STATES

POSTAL SERVICE Business Customer Gateway (BCG) for EDDM

,] UNITED STares $
(Zlrosmisences  Business Customer Gateway

Note: Every Door Direct Mail
. (EDDM) customers can also

register through the Business
o m 8 8
getting started
with Full-Service
Intelligent Mail®?

Customer Gateway (BCG).

usps activity for your Business.

If they are using a mailing permit,
this will link their permit to the
EDDM tool.

ssssssssss
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UNITED STATES Business Customer Gateway (BCG) Help
POSTAL SERVICE

Need help?

A BCG Navigation Guide
You've got questions, we've got answers. Below you can find the —
information to support your mailing and shipping needs.

Need to manage BSA
=578 assignments?

Online Support Live Support BCG Service Information
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UNITED STATES

POSTAL SERVICE Lesson 4 Recap Questions

1. Customer says, “ 1 am in my BCG account and cannot submit my electronic
postage statement.”

Transfer to PostalOne.

2. Customer asks, “ How do | get a mailer ID?”

Register for BCG and request the MID.

3. Where can you navigate customers for BCG self-service?

BCG Navigation Guide on the BCG Help page
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Module 1: Introduction to Small Business Associate

Module 2: Small Business Associate Advanced Customer Service

Module 3: USPS.com and Customer Registration

® | esson 1: Customer Accounts

® | esson 2: Online Services
® Lesson 3: Web Tools

® |Lesson 4: Business Customer Gateway

® |esson 5: Return Services
" Module 4: EDDM

" Course Assessment and Nesting

10/2020
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UNITED STATES

POSTAL SERVICE

Learning Objectives

At the end of this lesson, you will be able to:

= Assist customers with return options
available through USPS.com

= Assist customers with return services
available through USPS.com

Lesson 5: Return
Services

10/2020 USPS Confidential




UNITED STATES

POSTAL SERVICE Return Services

n

Take Note Return Services

Parce
Shij

Returns can be complicated — submit a lead
Merchandise Return label article

Create and manage accounts on BCG
Permits required

Return Services

Returns Are Inevitable -

Make it easy for customers to return a packag
your customers quick, convenient, and flexibl

Ways to Provide Return Labels
¢ Include one in the original shipment box
* Use the cloud platform
* Integrate the returns tool on your website
* Let customers print their own

* Request one through Print and =

Contact USPS Returns Sp
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Parcel Return Service
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UNITED STATES
POSTAL SERVICE

Merchandise Return Label
FROM:

POSTAGE DUE COMPUTED BY
ACCEPTANCE POST OFFICE

POSTAGE

MERCHAMDISE RETURN FEE
*INSURANCE FEE (IF ANY)
*SPECGIAL HANDLING FEE [IF ANY)
*PICKUP SERVICE FEE (IF ANY)
TOTAL POSTAGE AND FEES BUE §
INSURAMCE DESIRED BY
PERMIT FOLDER FOR §
(VAL UE)

MERCHANDISE RET

FERMIT NO. *

LABEL

CONESTOGA PA 17518

ABG CG. 501 FIRST AVE.

POSTAGE DUE UNIT

US POSTAL SERVICE

PQ BOX 9998

CONESTOGA PA 17516-9998

10/2020

NO POS | AGE
NECESSARY
IF MAILED

IN THE

UNITED STATES

USPS Confidential

Return Shipping Labels

Merchandise Return Label with USPS Tracking

FROM:

POSTAGE DUE COMPUTED 8Y
ACCEPTANCE POST OFFICE

POSTAGE
MERCHANDISE RETURN FEE
DELIVERY CONFIRMATION FEE
TOTAL POSTAGE AND FEES DUES

MERCHANDISE RETURN LABEL
PERMIT NO 1

CONESTOGA PA 17516

ABZ CO. 501 FIRST AVE
POSTAGE DUE UNIT
US POSTAL SERVICE
PO BOX 9998
CONESTOGA PA 17516-9998

8202 6837 3310 0000 0012

USPS DELIVERY CONFIRM

54



UNITED STATES

POSTAL SERVICE Return Services: BCG

Plrosucsemices  BUSINess Customer Gateway

Sign In

Username

Password

USPS Healthcare Solutions™

From Pharmaceuticals to Medical Devices—
providing customized shipping and
communication solutions

ﬂ Returns Are Inevitable

i USPS Retu I’rls@> Services Give your customers an easy way

to ship items back with USPS®,
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UNITED STATES

POSTAL SERVICE Forms
Demo Forms and Publications

= USPSCOM

HELPFUL LINKS ON ABOUT.USPS.COM OTHER USPS SITES LEGAL INFORMATION
Contact Us About USPS Home Business Customer Gateway Privacy Policy
Site Index Mewsroom Postal Inapectors Terms of Use

FACS USPS Saervice Updates Inspector Genearal FOIA

Forms & Publications: Postal Explorer Mo FEAR Act EED Data

Govemment Services Mational Postal Musaum

UsPSs JOBS
Caresrs Reszources for Developers
PostalPro

CyberSafe at USPS

PS Form 3615 Mailing Permit Application and Customer Profile

PS Form 3615-A Application for Picture Permit Imprint

PS Form 3623 Request for Confirmation of Authorization (or Pending
Application) to Mail at Nonprofit USPS Marketing Mail Prices

PS Form 3624 Application to Mail at Nonprofit USPS Marketing Mail Prices
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UNITED STATES Postalp
POSTAL SERVICE ostalFro

What’s in PostalPro? * Mailing and Shipping e Certifications
* Operations * Resources
* Industry Forum  Contact

USPS’ | POSTAL

Mailing and Shipping ¥~ Industry Forum (PCC/MTAC/AIM) ~ Certifications

Welcome to PostalPro!

The Mailing and Shipping Solutions Center is now open.

Please click here to visit the new MSSC home page to learn more.

Search PostalPro Q

Enterprise Payment A-Z Site Index Informed Visibility® (IV®) Latest Updates Technology Roadmap

*USPS Service Alerts*  Subscribe to Updates via RSS
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UNITED STATES

POSTAL SERVICE Lesson 5 Recap Questions

Who addresses PostalPro visits?

J  Postal Inspector
Activity Instructions: .
Use the annotation tool v National Call Center
to mark your answers.

d 1c3

10/2020
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UNITED STATES L 5 R t
POSTAL SERVICE esson 5 Recap Questions

What classes of mail can be used for returns?

PM, FCP, Parcel Select

2. True or False? Return services require a permit.

True

3. Who addresses PostalPro visits?

National Call Center
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UNITED STATES

POSTAL SERVICE Knowledge Check

Activity Instructions: Use the annotation tool to mark your answers.

Which of the following pieces of information are required when creating a
USPS.com account?

Account Type Business Address

Email Address Credit Card
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UNITED STATES
POSTAL SERVICE

Knowledge Checks

1. Customer asks, “I am trying to reset my password. | entered the
temporary password, but | am getting an error message. Now, what do |
do?”

2. From where can customers access Click-N-Ship Business Pro?

Activity
Instructions: | 3. Customer asks “How do | go about getting a CRID?” What should you do?

Use the Submit a Lead.
annotation

tool to
provide
answers to _ . .
each VI Direct the customer to register in the Business Customer Gateway.

guestion.

Transfer the customer to PostalOne.
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UNITED STATES
POSTAL SERVICE Knowledge Check

True or False. Customers can directly request support from a Returns Specialist
through USPS.com.

True
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UNITED STATES

B rosTAL SERVICE Congratulations

Congratulations!

You have completed
Module 3.
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POSTAL SERVICE
Customer Care Center

Small Business Associate
Training

Every Door Direct Mail




UNITED STATES
POSTAL SERVICE

SBA SBA Training
Module 4: EDDM

" . . |
S Y 2 % s

N

N
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UNITED STATES
POSTAL SERVICE
" Module 1: Introduction to SBA
" Module 2: SBA Advanced Customer Service
" Module 3: USPS.com and Customer Registration
" Module 4: EDDM
® Lesson 1: Introduction to EDDM
" |Lesson 2: Forms
® [esson 3: Payment Methods
® |Lesson 4: Size Requirements
® Lesson 5: USPS.com
® [esson 6: Business Mail Entry Unit
" [esson 7: Refunds
® |esson 8: Practice

" Course Assessment and Nesting

10/2020

USPS Confidential

Module 4 Overview
h D G

Module Duration:
7 hours

- Best Practice

* Do not rush ahead of
the customer.
e Check in with the

customer.

e Use active listening and
ask further probing
questions.



UNITED STATES

POSTAL SERVICE

Learning Objectives

At the end of this lesson, you will be able to:

= |dentify characteristics of EDDM Retail
= |dentify characteristics of BMEU
= Define Saturation Mailing

= |dentify Retail Indicia guidelines

Lesson 1:
Introduction to
EDDM

10/2020 USPS Confidential 5




UNITED STATES : :
POSTAL SERVICE Every Home (Every Door Direct Mail)

Using Every Door Direct Mail

10/2020 USPS Confidential 6



UNITED STATES
POSTAL SERVICE

EDDM Retail

EDDM is an affordable targeted advertising technique that lets you

map yc )
size. EDDM Retail

— * Must register on USPS.com I
EDDI ° 5000 max per mailing, per order, per post office EU)
— * No permit required
For ser . Simplified label format
pieces ¢ EDDM Retail Indicia
5 ._ * Weight max 3.3 oz.

Requir * Card stock paper d
USPS.c. Bundles of 50 or 100
* Facing slips and forms
* Allow 2-3 business days to deliver -
* Payment: cash, check, credit card, meter strips
* Induct at Delivery destination Unit (DDU) or LPO of delivery
10/2020 USPS Confidential 7




UNITED STATES
POSTAL SERVICE

EDDM BMEU

EDDM is an affordable targeted advertising technique that lets you

map y('

* Register on Business Customer Gateway —

More than 5000 EV)

* Permit required

_ * Simplified label
PIECES . EpDM Permit Indicia

Requir * Weight max 16 oz. ’n

USPS.c * Envelopes and boxes accepted

"« Bundles of 50 or 100

* Facing slips and forms

e Allow 2-3 business days or sooner

* Payment: permit accounts

* Induct at BMEU Permit location

EDDN

For se

10/2020 USPS Confidential 8




ST Mo What is EDDM Retail?

POSTAL SERVICE

EDDM Retail is a retail-only service available
to mailers to distribute mass mailings for their
customers located in the areas serviced by a
single local Post Office.

10/2020 USPS Confidential 9




UNITED STATES

POSTAL SERVICE Saturation Mailing

Using EDDM Retail, mailers can reach potential customers in neighborhoods without
a mailing list.

®" No names or addresses are required

" Mailpieces must include “Local Postal Customer” in the address area

Using our Mapping Tool, customers can:
" Choose delivery routes
" Prepare mail pieces

® Drop off mailpieces

We will deliver to active addresses in the areas designated.

Seattie

Ottawa Montreal
S o

Toronto
a

Chicago o Detroit ‘Bor.(on

‘ Neoew Yok
Denver UNITED Philadeiphia =
San . STAITES StlLouis ,Washington
)vacle.oo

Los
Angeles Atanta

10/2020 USPS Confidential 10




UNITED STATES

POSTAL SERVICE How Customers Use EDDM

= Schedule deliveries of Marketing Mail without an address list
= Send local mailings or national mailings

= Seek new customers

Knowledge article: Every Door Direct Mail (EDDM) — Retail

EDDM services puts the marketing message
into the hands of the customer.

10/2020 USPS Confidential 11




UNITED STATES

POSTAL SERVICE EDDM Retail Recap

" Login or register on USPS.com.

= Choose routes.

® Choose the payment method.

= Save the order.

" Mailpieces must meet minimum and maximum requirements.
® Each mailpiece must display the Retail indicia.

" Mailpieces must be bundled according to the rules.

® Mailing must be accompanied by proper documents.

= Mailing may be up to 5,000 mailpieces per day, per ZIP Code.

10/2020 USPS Confidential 12




UNITED STATES

POSTAL SERVICE EDDM BMEU

Knowledge article: Every Door Direct Mail (EDDM)

= Sender must have USPS Marketing Mail Permit number.
® QOrders must be paid with a Permit.

= Mailpieces are inducted where the BMEU Permit is held.
" Proper documents are required at induction.

"= The sender must be registered in the BCG and use the online tool to access
discounted prices.

" Mailpieces must meet minimum and maximum requirements.
= Each mailpiece must display the Permit indicia.
= Mail pieces must be bundled according to the rules.

® Mailing must contain a minimum of 200 mailpieces.

10/2020 USPS Confidential 13




UNITED STATES

POSTAL SERVICE EDDM Retail Facts

Knowledge articles:
e EDDM and EDDM Retail Comparison
* Every Door Direct Mail (EDDM) - Retail
* Every Door Direct Mail Factsheet

10/2020 USPS Confidential



UNITED STATES

POSTAL SERVICE

Retail Indicia Guidelines

1.
Activity
Instructions: 2.
Use the
annotation
tool to provide 3.
your answers.
4.,
5.

10/2020

What acronym is displayed in the address area of every EDDM
Indicia, within the permit indicia? ECRWSS

The EDDM Retail Indicia does not have a lslpecif'ilc size
requirement, but must be larger than -5~ X .5

The typeface must be in all caps and at least a 4 point size.

Where is the Indicia placed within address area?
Upper-right corner

How much space should be around the top and right edge?
1/8"

USPS Confidential 15



UNITED STATES

POSTAL SERVICE Label Options

Knowledge article: EDDM Registration and Access

/ EDDM BMEU \ / EDDM \

Label Options Retail Label

t‘tttttiittttttECRWSSEDDM*‘tt
Postal Customer
City, State 5-Digit ZIP Code PRSRT STD

ECRWSS
***************** ECHWSSEDDM‘*** U-S- PDSTAGE
PAID
Residential Customer
City, State 5-Digit ZIP Code EDDM RETAIL
***************** ECHWSSEDDM**&*
Local
PO Box Holder Postal Customer
K City, State 5-Digit ZIP Code j \ J
10/2020 USPS Confidential 16




UNITED STATES

POSTAL SERVICE

Activity Instructions:

1.

Use the Raise
Hand tool in Zoom
to provide an
answer to the
qguestion.

Complete the
Recap Question
worksheet in the
Participant Guide.

10/2020

Lesson 1 Recap Questions

True
False
True
True
False
True
True

True

oG9 = bl s e e =

True
10. False
11. False
12. True

Customer printed mailpieces and forgot to put
the address format on the mailpiece. Can they
still induct the mailing?

Yes. The customer can use self-adhesive labels
with proper label requirements.

Complete the Question Handout.

USPS Confidential 17



" Module 1: Introduction to SBA

" Module 2: SBA Advanced Customer Service
" Module 3: USPS.com and Customer Registration

Module 4: EDDM
® Lesson 1: Introduction to EDDM
" lesson 2: Forms
® [esson 3: Payment Methods
® Lesson 4: Size Requirements
® |Lesson 5: USPS.com
" |Lesson 6: Business Mail Entry Unit
= Lesson 7: Refunds
® |esson 8: Practice

" Course Assessment and Nesting
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UNITED STATES

POSTAL SERVICE

( 'd.".-'m-“, ”
PR . eebes waq,"

"‘ Ny - ."‘.k--o

Learning Objectives

.
;X “ﬁ Ny At the end of this lesson, you will be able to:

N . = |dentify EDDM Retail and BMEU forms

= Describe how to fill out EDDM forms

Lesson 2: Forms

10/2020 USPS Confidential 19




UNITED STATES
POSTAL SERVICE PS Form 3587

Knowledge article: Every Door Direct Mail (EDDM) — Retail

United States Postal Service ‘a::u mnu-:umnouum.

Every Door Direct Mail (EDDM) Retail®

> made

| Tor Which Maling § Prepared

| Costomer Regstration 1D (CRID Customer Regsration | D. (CRID

it-ns' Ofce of Maling Processing Catego Matlers Manng Date Total # of Pleces per Bunde
|

Weignt of 3 Snge Pece Every Door Direct Mak Barcode

Type of Postage Deive pe
ounces

O eoou meti mnaca M Weignt 3 3 cunces

[ weteree
Route Types Incentve Discoun! Clamea
D Meter Y

e Inventve Discout
en Pre o -~
-y Sne e ﬂm . N 1 ot ‘ ount . a
-—-—-—- s

= Mailers must include the bundle count.
= The recommended bundle size is 50 to 100 pieces, depending on the thickness of

the mailpiece.
* The default quantity is 50.
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UNITED STATES
POSTAL SERVICE EDDM BMEU Forms

Knowledge article: Every Door Direct Mail (EDDM)

Postage Statement - Nonprofit USPS Marketing Mail PS Form 3602-N
Plant-Verified Drop Shipment (PVDS) Verification and Clearance PS Form 8125
EDDM BMEU Facing Slip

Mailing Permit Application and Customer Profile PS Form 3615

https://gateway.usps.com/eAdmin/view/signin

rosmacservees  BUSINESS Customer Gateway
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UNITED STATES

POSTAL SERVICE Lesson 2 Recap Question

| printed my Forms, but they don’t have barcodes. What happened?

Forms must be printed from within the EDDM tool to have the barcode. If they
are printed from USPS.com, the form will not have the barcode.
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" Module 1: Introduction to SBA

" Module 2: SBA Advanced Customer Service
" Module 3: USPS.com and Customer Registration

Module 4: EDDM
® Lesson 1: Introduction to EDDM
" |Lesson 2: Forms
" [esson 3: Payment Methods
® Lesson 4: Size Requirements
® |Lesson 5: USPS.com
" |Lesson 6: Business Mail Entry Unit
= Lesson 7: Refunds
® |esson 8: Practice

" Course Assessment and Nesting
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POSTAL SERVICE

Learning Objectives

At the end of this lesson, you will be able to:

" Define the EDDM payment types

Lesson 3: Payment
Methods

10/2020 USPS Confidential 24




,ﬁ’c’,‘;’l,f,f’ SSE%\;,'Z Payment Methods: EDDM Retail

@ EDDM Retail
Demo

Must register on USPS.com

Select [

e 5000 max per mailing, per order, per post office

No permit required
Simplified label format
EDDM Retail Indicia

wo * Weight max 3.3 oz.
Card stock paper
Bundles of 50 or 100
Facing slips and forms
Allow 2-3 business days to deliver
Payment: cash, check, credit card, meter strips
Induct at Delivery destination Unit (DDU) or LPO of delivery
Pay at the Post Office
Pay online

——
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UNITED STATES Payment Methods:
POSTAL SERVICE Business Customer Gateway (BCG)

Knowledge article: Every Door Direct Mail (EDDM)
Demo

Select Drop-Off Date & Payment Options

“Choose Company/Mailer Name

| |

Choose Septem ber 2016 » MYSTERY DUN...CRID 94551930

Company

Name and SUN MON TUE WED THU FRI SAT i ume

CRID

. v | have read, understand and agree to the

" Conflrm Terms & Conditions.

Permit

Number Take order to BMEU: 09/21
" Enter BMEU Total Cost $81.58

induction s 20 s 91 o

date Save Finalize Order
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UNITED STATES

POSTAL SERVICE

Lesson 3 Recap Question

Activity
Instructions:

Use the
annotation
tool to mark
your answetr.

10/2020

Business customer has a permit but wants to induct
over the Retail Counter. Can they pay with their
permit?

Yes No

USPS Confidential



" Module 1: Introduction to SBA

" Module 2: SBA Advanced Customer Service
" Module 3: USPS.com and Customer Registration

Module 4: EDDM
® Lesson 1: Introduction to EDDM
" |Lesson 2: Forms
® [esson 3: Payment Methods
® |Lesson 4: Size Requirements
® |Lesson 5: USPS.com
" |Lesson 6: Business Mail Entry Unit
= Lesson 7: Refunds
® |esson 8: Practice

" Course Assessment and Nesting
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UNITED STATES

POSTAL SERVICE

Learning Objectives
At the end of this lesson, you will be able to:

= |dentify size requirements for EDDM mailers

Lesson 4: Size
Requirements

USPS Confidential 29
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UNITED STATES

POSTAL SERVICE Size Requirements

Length measurement
" Minimum Length = 10.5 inches

= Maximum Length = 15 inches

Width measurement
" Minimum Width = 6.125 inches
= Maximum Width = 12 inches

Thickness measurement
" Minimum Thickness = .25 inches

= Maximum Thickness = .75 inches (card stock, equivalent to 3 sheets of paper)

10/2020 USPS Confidential 30




UNITED STATES

POSTAL SERVICE Size Dimensions

Knowledge article: Every Door Direct Mail (EDDM)

2\
< N
V]
MAXIMUM
Length: 15”
Height: 12”
Thickness: .75” AN
MINIMUM
Length: 10.5”
Height: 6.125”
Thickness: 25”
< N
V]
S NS
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UNITED STATES

POSTAL SERVICE Lesson 4 Recap Question

The customer has printed all the 4 x 6.5 inch
mailpieces. They are bundled and she has the facing
slips on them. When she went to the Retail office,
the pieces were refused. Why?

Activity Instructions:

The customer’s mailing measures 4 x 6 2 and

Use the Raise Hand does not meet the measurement requirements.

tool in Zoom to
provide an answer.

10/2020 USPS Confidential



" Module 1: Introduction to SBA

" Module 2: SBA Advanced Customer Service
" Module 3: USPS.com and Customer Registration

Module 4: EDDM
® Lesson 1: Introduction to EDDM
" |Lesson 2: Forms
® [esson 3: Payment Methods
® Lesson 4: Size Requirements
® Lesson 5: USPS.com
" |Lesson 6: Business Mail Entry Unit
= Lesson 7: Refunds
® |esson 8: Practice

" Course Assessment and Nesting
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UNITED STATES

POSTAL SERVICE

Learning Objectives

e 4 At the end of this lesson, you will be able to:

= |dentify the steps to create an EDDM Mailing

= Use the EDDM Mapping Tool

Lesson 5: USPS.com

10/2020 USPS Confidential 34




,ﬁ’[,‘;’;,f,‘_’ SSET,-?J,’:;SE Getting Started with USPS.com

@

Demo

”j USP SCOM Quick Tools Receive Shop Business International

Advertise with EDDM - Video

Do Not Sign In.

!

Price - USPS Marketing Mail™ Flats up to 3.3 oz
EDDM Retail® USPS Marketing Flats $0.177 per piece
EDDM BMEU USPS Marketing Mail at 50.156 per piace

EDDM Mapping Tool

O ¢ 109/100

EDDM Mail Marketing Transcript (TXT | 4KB)
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UNITED STATES . n
POSTAL SERVICE Creating an EDDM Mailing

Demo

Creating an EDDM Mailing

_ Creats a USPS Account t. Prapare Mailim_; Hu!'u:llas I o
uF!f up your USPS EDDM or Business Account to get staried. ! i - /0- _1 00 mailpisces. Eur:::l
out USPS E[J[JM & Business Accounts Direct mail specialists can prepare your mailing as part of

ect Your Routes 7. Fill Dut Processing Forms
the carnar routes on the EDDM Mappin £ au think, ¢ amars live. Tha - cing slips ECON arms te 2 . _ , w to process and deliy
EDDM User Guids illustrates and explains all the s o choo A T E ! i 3 I nta to be ren
EDDM Mapping Tool b g

EDDM User Guide PDF (5.1 MB) | RTF (0.5 MB} T‘E”Dm :’;:;'t';] qumbsr ofpiE
Ly omE

3. Create a Mailpiece
Select the right type and size mailpiecs for sertising. ! an design with a 8. Pay fc!r Postage i ) ] )
clear message. Offering a dis wit W customers. Sz it B account anline or pay -at_t_h-': Post Office™. Charges are based on
Onling Direct Mail Experts B Ty E Ve of your mailing.
EDDM Pustage
NOTE: US

Privats vend . Submit ¥Your Malling

Take or send your mailing to a Pest Offica for dalivery.
. Find a Primter
Online direct mail specialists and some local prirters can help format and design, as well as

mailpiecs. « EDDM Quick Reference Sheet (PDF | 608 KB)
Dnlmu Experts & Local Printers

EDDM Cuuick Reference

« EDDM Retail® Fact Sheet PDF (248 KB) | ATF (50 KB)
. Chﬂﬂdﬂ Your Drop OFff Data

+ EDDM BMEU™ Fact Sheet PDF (215 KB) | ATF (1.7 KE)
Ny « 1 pls esnd tham. Tha
EDEJM L xola ophio = Mail Entry
Unit [BMEU) a
EDDM User Guide POF (5.1 MB) | RTF (0.5 MB)
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UNITED STATES .
POSTAL SERVICE Using EDDM

@ Every Door Direct Maile

Find a Printer Using EDDM® Size Checker »

Search for full address, city/state, or ZIP Code™ n

Calgary

Vancouver

Seattle

Ottawa
° S
Montred
Toronto

Chicago oDetroit Boston

New York
Philadelphia 2

Stlouis Washington
San Francisco 'y

LUE,AH(J-A-:'; Afanta
Dallas >

Houston

Monterrey '\l\hnv
Havana

Guadalajara
o
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UNITED STATES
POSTAL SERVICE

Mailpiece Size Checker

Every Door Direct Maile

elect Routes

2 .. Mailpiece ]
Find a Printer Using EDDM® <]

Size Checker »
Search for full address, city/state, or ZIP Code™ n

Retail Muilpsece Size Reguirements n
Vancouver |

| Enier the Rngt and hisght of your malpsos 1 the
3 maarest sighth of an inch (128
Seattle

Langth Hasght
¥ ¥ Ottaya
Montreal

- . Toronto
Enter the fhickness of your madipiece o the neanest 2
thousandth of a inch (0017

Ghicago Detroit ;Bo-,ton
o
Thininess !

New York
Philadelphia ~
The veeight per mailpisce & less than or egual o 3.3 oz

StLouls ,Washington
San Franclsco Ve [ .

Los Ang

| For BMEL messurements, please sign into your
I BMEL! mooount

Guadalajara

10/2020
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UNITED STATES Find a Print
POSTAL SERVICE Ind a Frinter

Every Door Direct Maile

Mailpiece

Select Routes ‘ Find a Printer Using EDDM® Size Checker > 1 haad

Search for full address, city/state, or ZIP Code™ n

Calgary
Vancouver
)

Seattie

Ottawa
Montred
TJoronto

Chicago _Detroit :BO:'O"

Nchak
Philadeiphia '

StlLouis Washington
San Francisco q

Los Angeles Afanta
Dallas 7

Houston

Monterrey
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UNITED STATES

POSTAL SERVICE Mail Service Providers (MSPs)

Demo

Get Help from Direct Mail Vendors

Find a Printer

i + 7 Sarzrach o prander bestiesyg le Gresd

Browse Online Experts

Knowledge article: USPS Printer Directory FAQs
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UNITED STATES
POSTAL SERVICE

Every Door Direct Maile

{ Roul Find a Printer Using EDDM®

90036

RESIDENTIAL BUSINESS

10/2020 USPS Confidential

n Order

Tondmn Swlectnd

INCOME

COST

Summary

Search Bar

41



UNITED STATES Radius Tool
POSTAL SERVICE adius 100

Demo

161 S Orange Dr, Los Angeles, California, 90055 n < Order Summary

Individual Roules Selected

RESIDENTIAL BUSINESS TOTAL AGE 2644 INCOME

JiSanta Monlca Bivd

R

Total Delivery Addresses

0

Approximate Cost  §

$0.00
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UNITED STATES

POSTAL SERVICE Filters and Demographics

ROUTE RESIDENTIAL BUSINESS TOTAL AGE 25-44 SIZE INCOME

Show Table v 46 - FSanta-Monica - Bivd :
VOO U Romaine St < . Romaines | & Romajie S
= Willoughby Av

by Ave

Q
-4
a

=

ROUTE / Identifies the particular route by ZIP Code™ and carrier route ID.

Note that it is not possible to select a partial route.

RESIDENTIAL / Indicates the number of residential delivery points in a given route.
BUSINESS / Indicates the number of business delivery points in a given route.
TOTAL / Indicates the total number of delivery points in a given route.

AGE / Indicates the percentage of each route that matches a given age range criteria.
SIZE / Indicates the average household size of a given route.

INCOME / Indicates the average household income of a given route.

COST / Indicates total estimated cost for mailings included within that route.
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UNITED STATES
POSTAL SERVICE

sdUSPSCOM

Sigh In To Your Account

Already have an account?

Enter Your Username and Password @

* indicates a required field

* Username

* Password

Forgot your username? @
Forgot your password? @

10/2020

USPS Confidential

Log in Required

New to USPS.com?

Create a USPS.com Account to...

+ print shipping labels.

* reguest a Package Pickup.

* buy stamps and shop.
manage PO boxes.
print custom forms online.
file domestic claims.

set a preferred language.

Sign Up Now




UNITED STATES
POSTAL SERVICE

10/2020

Map Key

161 S Orange Dr, Los Angeles, California, 90045 n Q ~ows 1o mi Order Summary

Individual Routes Selected
RESIDENTIAL BUSINESS TOTAL AGE 25-44 2

Santa Monica Bivd | Post Ofce™ Drop-Offs

1

N Ogange D |

3 Total Delivery Addresses Clear
‘2N 5 Ly EamiaaasE r—- 1225

X
It's as easy as 1-2-3! Map Key Approximate Cost  §
$216.83

o Search for a location Selected Route

(address, city/state, or ZIP

Code™)

o Select routes on the map o
the route table ‘ Business Only Route

o Select a drop-off date and ' PO Box

then choose how you want to

pay.
Selected P O Box

o Search Position

USPS Confidential 45



UNITED STATES ;
Route Selection

POSTAL SERVICE

Select Routes Find an Expert Using EDDM®

161 S Orange Dr, Los Angeles, California, 90055 m O RADIUS 1.0 ms

ROUTE RESIDENTIAL SUSINESS TolaL AQE 2644 SUE WCOME cosiy

Tolal Delivery Addiesses

1225

Approximate Cost  §

$216.83

Continue

10/2020 USPS Confidential
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UNITED STATES
POSTAL SERVICE

Select Routes Find an Expert Using EDDM®

161 S Orange Dr, Los Angeles, € Prop-off Location(s) (1) nnowsa.n mi

g(s) at the

RESIDENTIL BUSINESS

Show Tabie v 46

Rommne Sy =

WX
0 Ax

N Fudar Al
LuN Poinifs

yworth Avae

evorly-Biva

e g

pes Bivy

Roman

N Wiiton]

90004

Counclt 5t

Vit o

W A S5t

s WRRaveweld Ave
o .

- A,
-
oY ~5\"1:". sinoof Ave

10/2020 USPS Confidential

Mailpiece 2
Size Checker , 'm

Order Summary

Individual Roules Selecied

2

Post Office™ Drop-Ofis »

1

Total Delivery Addresses  Clear

1225

Approxamate Cost  §

$216.83




UNITED STATES

POSTAL SERVICE Drop-Off Date

ESER o

ROUTE RE SIDENTIAL BUSINESS TOTAL + AGE 25-44 S1ZE INCOME COST

‘ 1 N Main St, Pittsburgh, Pennsylvania, 15215

Order Summary
Select All (18 routes) v
Individual Routes Selected

Order Summary Select Drop-Off Date & Payment Options

Individual Routes Selected Creating this order for someone else? (Optional)
4 February 2015 >
Check mailpiece size requirements.

I have read, understand and agree to the

Terms & Conditions.
1 ses  Clear

Post Office Drop-Offs » SUN MON TUE WED THU FRI SAT

15206~
- Take order to Post Office: -—f--
Total Delivery Addresses
. 11 12 1
152084 2787 Total Cost G-
17 18 19 20 21

15201- Save
Need assistance?
16223

10/2020 USPS Confidential




UNITED STATES

POSTAL SERVICE Payment Options
‘ 1 N Main St, Pittsburgh, Pennsylvania, 15215 n €3) rapus 1.0 mi
ROUTE )
Order Summary Select Drop-Off Date & Payment Options ary
Individual Routes Selected Creating this order for someone else? (Optional) o
4 February 2015 > g
Check mailpiece size requirements.

Post Office Drop-Offs » SUN MON  TUE  WED  THU FRI SAT ;2*::195 ':1%:;:;5:"“ and agree to the
1
Total Delivery Addresses . n Take order to Post Office: 02/13
- 10 11 12 14
2757 Total Cost $485.23 | ciear

15206 17 18 19 20 21
I Save I

15201+

Need assistance?

152014

15223

10/2020 USPS Confidential 49




UNITED STATES |
POSTAL SERVICE Date & Payment Options

@

Demo

Every Door Direct Mail®

Mailpiece

Create Mailing Saved Orders (0) Order History (0) What is EDDM? Size Checker » 1 R

Order Summary Select Drop-Off Date & Payment Options

June 2015 [ABC [CRID 17112378)]

Creating this order for someone else? [Opticnal)

SUN MON TUE WED THU FRI
Check mallplece size requirements.

| have read, understand and agree to the
Terms & Conditions.

Tatal Delivery Addresses

31 52 - Take order to Post Office: 06” 9
Total Cost $576.82

Save

MNeed assistance?

10/2020 USPS Confidential 50



UNITED STATES
POSTAL SERVICE

Thank You for Your Order

Your Order Number: 2501832

Paost Office Drop-offs Required: 1

Individual Routes Selected: 4

Delivery Addresses: 3152

Cost of Order: $576.82

Payment Method: Pay at Post Office

Drop Off Order On: Friday, June 19, 2015

Check your email for an order confirmation.

What do | do next?

1. Double-check your mailpieces.
There ar ; trictions for mailpi N [ ' Door Direct Mail®. Use our

Mailpiec > Requirements tool and read our ¢ eferen ide to make sure your mailpieces will be
accepted.

10/2020 USPS Confidential

Order Number

Henry Barber
Account # - 79700794
CRID #-17112378

Other Actions

Create a New EDDM Order »
View Order History »

View Saved Orders »

Add Order as a Favorite »

Cancel Your Order »

51



UNITED STATES
POSTAL SERVICE

10/2020

2. Prepare your mail bundies.
We recommend that you organize your routes in bundles of 50-100 pieces.

3. Print out your forms.

You will need to have 1 separate Facing Slip for each bundle you create.
For example:

Bundles of 50 would require 64 Facing Slips.

Bundles of 100 would require 32 Facing Sfips.

ALEXANDRIA POST OFFICE (4 routes, 3152 delivery addresses)
22302-Co07 536 delivery 5

561 delivery addre:

1039 delivery address

1016 delivery addresses

Download Mailing Statement (2 pages) (USPS Form P83587) »

Download Facing Slips (1 page/route) »

To print all pages at once:

4. Bring your mailing(s) and forms to the above Post Office(s) on:

Friday, June 19, 2015.

For more information, see the Retail Post Office Listing Form.

5. Payment Information

Each Post Office accepts Cash, Debit/Credit Cards, Meter Strips, Check or Money Orders (made payable
to "US Postal Service” or "Postmaster”) for Every Door Direct Mail - Retail® with the approved Retail Indicia

on each mailpiece.

USPS Confidential

Print Forms
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UNITED STATES
POSTAL SERVICE

Saved Orders

i Select Routes Saved Orders (0)

Showing EDDM Saved Orders

CHEATED =~ MICHHARKIE [CHPTICNHAL )

OENDE2015 Potomac River |
11-43 Al

10/2020

Saved Orders

Henry Barber
Account & - 79700794

Mailpiece

Order History (9) Find an Expert Using EDDM® Size Checker > 1 el

Show 10 25 50 First Prev 1 Mext Last

SEARCH TEHRM HUMHBER OF PIECES TOTAL ARMOENT

562 S Pickelt 51 3152 5576.82
Alexandria, Virginia
22304

Show 10 25 50 First Prev 1 Naxt Last

USPS Confidential




UNITED STATES
POSTAL SERVICE

Order History

Back to EDDM Tool

Order Detalls

Payment Method:
Pay at Post Office

Nickname:
Potomac River | Edit

Order Number:
2501832

Created:
06/05/2015

10/2020

Delivery info:

3152 deliveries (1 Post Office drop-off)
Hide Details @

3152 deliveries (4 routes)

Drop-Off Date:
06/19/2015

Reprint Forms

USPS Confidential

Total amount:
§576.82

ALEXANDRIA

1100 WYTHE ST
ALEXANDRIA, VA 22314
$576.82

Order History

Henry Barber
Account # - 79700794

Cancel Order

Remove from Order

Status: Not Paid £ (06/05/2015)

ZIP Code(s):
22302, 22314, 22304




UNITED STATES X 1 [
POSTAL SERVICE EDDM Retail Facin