RECEIVED

it 'u) £ 7074
LABOR RELATIONS JUL 26 2021

UNITED STATES 224
‘ POSTAL SERVICE

July 21, 2021
Mr. Brian J. Wagner Certified Mail Tracking Number:
President 7019 2280 0001 6261 0838

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 pilot test concerning
Informed Delivery at select retail locations throughout the country.

Specifically, during the pilot test, retail associates will engage customers, while they are
waiting in line or browsing for other products and services, for the purpose of
encouraging them to sign up for Informed Delivery.

Enclosed please find the following:

= Document titled, /nformed Delivery Enrollment at Retail Pilot Concept
Description;

* Document titled, Informed Delivery Enrollment at USPS Retail Sites Frequently
Asked Questions (FAQs);

» Document titled, Informed Delivery at RSS New Functionality Guide (NFG);

= Standard Work Instruction (SWI) titled, How the New Workflow on RSS
Terminals Will Work;

= SWititled, How to Engage Customers to Enroll in Informed Delivery Through
Their Mobile Devices; and

= Alist of retail locations where the subject pilot test will be conducted.

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

Sincerely,

Shannon R. Richardson
Director
Contract Administration (APWU)

Enclosures

475 L'ENFANT PLaza SW
WasHineTon DC 20260-4100
WWW.USPS.COM

(CA2021-274)
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Atlantic BROOKEVILLE MD BROOKEVILLE 2311340833] 1355996}20833-9998
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WestPac ‘TERREBONNE OR TERREBONNE 4082720760] 1384459197760-9775
WestPac FLORISSANT CO FLORISSANT 731320664) 1363578]80816-9604
WestPac PEBBLE BEACH CA PEBBLE BEACH 559100315] 1377061]93953-9800




Informed Delivery at RSS

New Functionality Guide (NFG)
071220201

IMPORTANT: This guide is intended to be read by all RSS users no more than two weeks prior
to the functionality being activated in their units.

Regarding the use of this guide: RSS fraining materials are produced by USPS Retail
Operations and may be sent to the field electronically for convenience, cost effectiveness and
timely delivery. The materials are not to be electronically edited and reprinted without
permission of Retail Operations.

Note: The sign in sheet at the back of this guide should be recorded and maintained locally.

e —————ee e ...
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This change is for Full Window Service, SDA, Gov Agency and Military sites only.

RSS will offer the ability for a customer to enroll in Informed Delivery. The enrollment workflow
will be offered in two ways:

1. Through a new Inform Delivery workflow,
2. Triggered by one of the following transactions:
a. Passport Application
b. PO Box Application and Renewal
¢. Premium Forwarding Setvice Application and Extension
d

Maif Pickup of Signature ltem

®

Change of Address
f. Hold Mail Request
g. Hold Mail Pickup

1. New Standalone Workflow

The new Informed Delivery workflow can be accessed through Other Transactions > Additional
Services > Inform Delivery.

Figure 1

S O ——
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After selection of Inform Delivery, the customer is prompted with the following message on the
CDuU.

Enroll in free daily mail and
package notifications with Informed

Delivery®.

Sign up for free?

Figure 2

Customer’s selection of No will cancel the transaction.
If customer selects Yes, enter the customer’s ZIP Code for their delivery address.

Figure 3
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Enter the customer’s street number and first letter or number of street name.

Note: Informed Delivery is not allowed for a PO Box address.

B Dafivary Strset Musbar:

Figure 4

The customer is prompted on the CDU to verify that the entered delivery address information is
correct.

Verify delivery address information:

2960 WASHINGTON RD
GLENWOOD, MD 21738

Select Yes to continue.

Select No to reenter the delivery
address again.

Figure b

If No is selected, RSS will return to the Enter Delfivery Street Number screen to correct the
address information,

M
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If the customer selects Yes, the system will verify that the entered address is eligible for
enroliment in the Informed Delivery Service.

5

Figure 6

If the address is eligible, the Privacy Act Statement will be displayed to the customer.

Privany Act Stalement:

Your information will be used to facilitate enrollmant in and
administration of [nformed Delivery®. Colleotion is authorized by 39
:S.C.401, 403 and 404, Providing the information iz voluntary, but if
not-provided we will not be sble 1o process your request. We do not
disglosa yeur inforsmation 10 third parties without your congant, except
0 aet onyour behalf or reguest, er as legally required. This includes
the following fimited eireumsiances; 1o a rongressional office o your
behalf; to agencies and eniities to facilitate or resolve finavcial
transactiong; to a U.S Ppstal Service auditor; for faw enforcement
purpases, to labor organizations as required by applicable daw;
incident to legal proceedings involving the Postal Servios; to .
goverament agencies in confection with decisions as nucessary; to

.agants or contrastors when necessary to foffill a business funcifon or v

pravidis products and services. to cistomers; and for customer service

Figure 7

If the customer selects Cangcel, the Informed Delivery transaction will be cancelled.

- . ]
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If Continue is selected, verify the customer presented 1D, highlight the ID type, and press
Select.

Figure 8

The RA will then acknowledge that the customer's ID has been verified and address is
confirmed.

i EEDSTAS
AL SEVY

Figure §

Informed Delivery at RSS - New Functionality Guide (NFG) Page 7



To cancel the transaction, follow current procedure and select Home.

If the customer’s information is verified, select OK to proceed to Enter Customer’s First Name
screen,

Enter the customet’s last name.

Figure 11

. . _______ . . _ . ___ ___ . _ .|
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Next, the customer will be prompted to enter their email address.

Enter your email address

=l

Figure 12

Entry of email is required for Informed Delivery. If Cancel is selected to bypass the entry, the

Flgtire 13

If the customer selects Yes, the system will proceed to payment screens. If No Is selected, the
Enter your emaif address screen will be shown on the CDU for customer entry.

A 0
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Once a valid email address is entered, the customer will be prompted to verify.

‘The email address you entered is as
follows:

DFINN@NN.NET

Is this correct?

Figure 14

After selection of Yes, the Informed Delivery transaction will be added to the stack.

FEDNATATES -

Figure 15

The Informed Delivery transaction can be deleted but the transaction cannot be edited or post
voided. To complete the transaction, follow current functionality and select Pay and End Visit.

.. _____ ___ . ... . . . . . ]
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Additionally, only one Informed Delivery transaction per customer visit will be allowed. Once an
informed delivery enrollment is complete and added to the stack, the Inform Delivery option will
be disabled.

Figure 16
2. Triggered by Transaction

After Pay and End Visit is selected in a customer transaction, if one of the items in the stack is
a “trigger” transaction, RSS will display the following message to the RA.

Figure 17

L . . .
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If Cancel is selected, RSS will proceed with the payment screens.

If the RA selects Conftinue, the following is shown to customer.

Enroll in free daily mail and
package notifications with Informed
Delivery®.

Sign up for free?

Figure 18

If customer selects Yes, the Enfer ZIP Code screen (Figure 3) will be displayed and RSS will
praceed with the same enroliment steps as shown above.

When finished, the Informed Delivery transaction will be placed on the stack.

If the customer selects Mo, RSS will continue with the payment steps.

]
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3.  Previously Verified ID in Visit

If the customer's ID was scanned during a previous transaction in the customer visit, after the
customer selacts Yes to question of signing up for Informed Delivery, they will be asked if they
want to use the previously entered address for the Informed Delivery workflow.

The following address was found from e previous ID
Scan.,

17 FIRST STREET
STAUTON, VA 24481

Press Continue to use this address.

Press Cancel to exit,

Figure 19

If the customer does not want to use this address and Cancel is selected, the Informed Delivery
transaction will be cancelled.

If the customer selects Cohtinue, the Privacy Act statement will be displayed.

Privacy Act Staterment:

Your information vill be used to facilitate enrofiment in and
administration of infonned Delivery®. Collaction is authorized by 80
U.5.C.407, 408 and 404. Providing the information is voluntary, but if
not pmwded we will not be able to- Broceds your requesl. We do not
disolosa your information té.4hird pariies witheut your consent, sxcipt
ta act on your behalf o request, or as legally ragquired, Thiz includes
the fal!mw:r;g lirited circumsiances; to & cangressianal office on your
‘bebialf; to agencies-and entities to facilitate or resclve financisl
ransatitons; 10 a U.S Postal Service auditor; for law enfornemeans
purposes, 1o lsbor organizations as required by applicabls faw;
incident to legal proceedings invelving the Postal Service; to
government agencies in contection with decisions as necessary; to
agents or contrasters whisn necessary to fulfilf & business function or
provide products and services t egstomers; and for customer sarvice

Figure 20
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After the customer selects Continue, the RA will be prompted to acknowledge that the
customer’s identity and delivery address have been verified as shown below.

Figure 21

If Yes is selected, RSS will prompt the customer to enter their email address and proceed with
completing the Informed Delivery enroliment.

Enter your email address

Figure 22

e ___ . ____ . ____ .. . . . .. . . .. ]
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4, eReceipt

If the customer selects eReceipt for the visit, the current Privacy Act Statement is displayed on
the CDU.

Privecy Act Statement: Your information will be used to provide Jr—
you with an_slectronic receipt Tor your purchase transaction via .
email. Collection is avthorized by 39 -USC 401, 403, and 4e4. A
providing the inTormatidn fs.velontary, but if not pravided, we :
will be unable to process your feguest to receive an alectronie
réceipt. We do not disclese ysur information to third perties
without your consent, éxcept to facilitate the trénsaction, to
act on. your behelf or request, or es legally required. This
ingludes the following limited circumstances: to a congressional
office on your behelf; to finencisl entifies regarding finencial
trangaction issues; to a U.S5. Postel Sefvice auditor; to
entities, incloding law enforcemant, as required by law or in
lepal procesdings; to contractors spnd ather entities aiding us
to fulfill the service (sesvice providers); to process seryers;
to demestic government agencies if rieedsd as part of their
dutigs; and to & foréign gevernment agency for vielations a

Figure 23

After Continue is selected, RSS will allow the email address provided for informed Delivery to
be used for the emailed receipt or the customer can follow existing screens to enter in a new
email address for the eReceipt.

Would you like to send your
eReceipt to the same email address
you entered for Informed Delivery?

DFINNGNN . NET

Press Yes to use this email address
for your eReceipt.

Press No to enter a new email
address.

Figure 24
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5. Training Record

Record of RSS Update Training

Software Release: Informed Delivery at Retail New Functionality Guide

Unit Name:

Time: 15 Minutes per Associate

Name EIN (Employee ldentification Number Date Time Used

- ___ ... _______________ ___ ______ __ . |
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Standard Work How to engage customers to enroll in Informed Delivery through Tracking:
instructions; their mobile device
Purpose: Provide standard work instructions on how to best direct
customers to scan Informed Delivery QR coded posters and
other marketing materials
Updated on: 7-15-2021 Version 1.0

M' bile = -

- Enrollment ® -

Steps

Key Points

As customers walk into the , direct them to
nearby Informed Delivery marketing
materials while they wait

Example: *If you are interested, you can sign
up for Informed Delivery by scanning the QR
code to your right.”

Marketing materials should
he positioned in front of the
line or next te the line to
promote engagement

For customers who are
unfamiliar, express that:
“Informed Delivery is a free
feature that allows you to
digitally preview your mail
and manage your
packages!”

Know what's
coming

Customers may scan the QR code on the
marketing materials to begin enroflment or
type in the link on their mobile web browser

To scan the QR code, customers can open
the camera on their phone and fit the QR
code within the space being captured

A link to click shouid appear at the top of their
screens

Customers should click this link to begin
enrcllment on their mobile device's web
browser

The mobile enroliment can
ke completed before the
customer reaches the retail
counter

RSSO
Cutline Moblle Phone
Meriflcation

sk Mhmee Veaitinodton Ciur dioma® Lrmer
(U

Undosunately, ves ware unebloe o verll:
vour wlanity orine.
okl Sps

T COMBIRIE YaUI Wienbly YaTANAn

Customers will guide themselves through the
enrollment process on their mobile devices
as they wait

Customers can complete the identity
verification through in-person proofing if they
aren't able to pass via anline verification

If a user is unable to complete their account
before reaching the counter, prepare to enroll
customer through RSS terminal if so desired

The Informed Delivery
mobile sign-up process will
allow customers fo easily
direct themselves through
enrollment.

See the SWl covering “the
new workflow on RSS
terminals” for directions on
ID enroflment




.Standard Work

How the new workflow on RSS terminals will work Tracking:
Instructions;
Purpose: Provide a summary and additional key points on how fo enrolt Page 1 of 2
customers in Informed Delivery at RSS terminals
Updated on; 7-156-2021 Version 1.0

Steps

Key Points

Prepare to enroll customer in
Informed Delivery enroliment
through RSS terminal

Navigate to the additional services
section of your home screen

Select the Informed Delivery icon

* This standalone R3S enrollment
option is availabie to customers that
cannot access or complete
enrollment on their mobile devices

» Note: This option should not be used
if the customer presents an IPP
barcode

The customer or RA can click yes
to confirm the customer would like
to enroll

€

Enter the customer's address
information through standard data
entry methods

» Customer address information
includes their delivery street
number, delivery street name, and
delivery street zip code

= Not all addresses are eligible for
Informed Delivery. If the customer is
ineligible, the RA wiil notify the
customer, and the customer will not
be able to enroll

RA to confirm the customer's
address through a primary or
secondary 1D

RA may cancel the enroliment
process by pressing the Home
button

* Actively confirming a customer's
identity and address is required
before granting them access to
informed Delivery

= Customers who cannot present an
ID/proof of current address may not
be enrolled in Informed Delivery




Standard Work

How the new workflow on RSS terminals will work Tracking:
Instructions:
Purpose: Provide a summary and additional key points on how to enroll Page 2 of 2
customers in Informed Delivery at RSS terminals
Updated on: 7-15-2021 Version 1.0

Steps

Key Points

Next, enter customer's name and email
address

Make sure to verify with the customer
that the entered email is correct

* A valid e-mail is required for
Informed Dealivery enroliment

The Informed Delivery transaction is
added to stack

*  The Informed Delivery
transaction can be deleted but
the transaction cannot be edited
or post voided.

= Only one Informed Delivery
transaction per customer visit will
be allowed so the inform Delivery
option will be disabled.

Continue to receipt options after
enroliment including Print, eReceipt, or
both

* Please note: Customers may
choose the e-mail used for the
enroliment for their eReceipt or
enter & new email address

If entered correctly, customer should
receive an e-maiil asking them to
complete an account to activate their
Informed Delivery enrollment

Encourage customer to complete their
account at their earliest convenience
through the account activation email

» Customers will not start receiving
daily emait notifications with
images of mail pieces until they
complete activation of their
account

* The account activation emait
should arrive at the customer's
email within the next couple of
minutes




Informed Delivery Enroliment at Retail Pilot Concept Description:

At select Post Offices, Retail Associates (RA) will engage customers to sign up for Informed
Delivery while waiting in line or while looking at products/services (such as greeting cards, gift
cards, etc). The RA may reference and direct customers to marketing materials, such as posters
with QR codes, that display how customers can sign-up on their own maobile device and provide
additional infermation about the feature.

The RA should have a basic understanding on the particulars of Informed Delivery so that they
may answer any customer questions if aiding with enrollment, including:

. Entering an address to run an eligibility check -
e Creating or logging into their USPS.com account
. Going through an identity verification process

A full list of key points will be provided to the RA in SWI's and FAQ documents as part of the
training material for this pilot.

Finally, the clerks can also let interested customers know that a full Informed Delivery
enroliment will be available at the retail counter. This option is available to customers who
cannot enroll on their own mobile devices.

The following questions will be used to ensure that your office will be prepared for the
pilot: :

1. Does your office currently have any of the Informed Delivery marketing materials with
QR codes shown below? Please specify which ones you have in your office at this time.

Counter Card _ Take One Page

Sign up for
Informed Delivery® -
notifications' today !

Know what’s
CO:n']'E_nﬁgj_ Scan the code

to sign up for
nformecd Delivery:
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2. Does your office have poster stands or have room fo add poster stands that can be
placed near the front of the line?

3. Does your office have additional counters besides the main retail window counters which
can accommodate marketing materiais listed above for this pilot?

4. Does your office currently have or plan to have a lobby assistant by the end of July to
assist customers?



Informed Delivery® Enrofiment at USPS Retail Sites
Frequently Asked Questions (FAQs)

Q1 What is Informed Delivery®?

Informed Delivery® is a free and optional notification feature that gives residential consumers
the ability to digitally preview their letter-sized mail and manage their packages scheduled to
arrive soon.

Q2 Who is able to use Informed Delivery® and are there limitations on participation?

You must live in an eligible ZIP Code™ location and be able to verify your identity in order
to sign up for Informed Delivery. In rare instances, you may live in an eligible ZIP Code, but
cannot sign up for the feature because your individual mailbox is not uniquely coded; this
coding determines which images are provided to each Informed Delivery user and ensures
that users view mail destined for their address only. While most addresses are uniquely
coded, not all are, especially in high density areas (e.g., apartment buildings or condos). If
your address is hot uniquely coded, you will not be able to sign up for Informed Delivery at
this time; please check back at a later date.

Q3 What will | see?

Users receive emails to the email address in their personal USPS.com® account containing
grayscale images of the exterior, address side of up to 10 pieces of incoming letter-sized mail
that is arriving soon. These images are aiso accessible on the Informed Delivery dashboard at
informeddelivery. USPS.com. Only the first 10 pieces of mail appear in the email af this time.
The remaining mail images can be viewed on your dashboard.

Q4 What if | can’t verify my identity online through mobile self-enroliment at retail?

If you are unable to verify your identity online, you may do so at the Post Office with in-person
Identity Proofing. Simply select the "Find Post Office” button after attempting to verify your
identity online and pick any Post Office to get to the page with a barcode. Present the barcode
at the counter with a proof of your current address such as a State-issued driver's license.
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