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Executive Summary

The Mail Preparation Total Quality Management (MPTQM) program is designed to help businesses prepare letter mailings that meet or exceed Postal Service processing quality standards.  Designed by industry mailers, it’s a complete system of realistic quality control measures and standardized assessment procedures.  It applies to all aspects of the mail preparation process; from the generation and barcoding of a letter to the final sorting and containerizing that takes place just prior to presenting the mailing to the Postal Service.

MPTQM is based upon three internationally recognized quality methodologies -- ISO 9000, the Malcolm Baldrige Performance Excellence criteria, and Total Quality Management.  By merging the relevant principles of these programs into MPTQM, commercial mailers and the Postal Service have created a new mailing industry benchmark for customer service and product quality.  





The MPTQM Approach

The MPTQM Standards define the quality system requirements for participants in this voluntary program.  They precisely describe the minimal set of activities that must be accomplished to establish and maintain an effective and repeatable mail preparation process.  The requirements are designed to encourage mailers to stop errors before they occur, rather than just fixing them after they happen.

The standards are designed to be installed in the various phases of the mail preparation process, where applicable to a given operation.

For example:

· Equipment Setup 



· Staging

· Containerizing

· Mail Receiving

· MLOCR / BCS Processing

· Presenting mail to the Postal Service

Compliance with the MPTQM Standards is evaluated during periodic Assurance Reviews.  

External Assurance Reviews.  These are assessments performed by Postal Service sponsored quality review teams and provide an objective determination of how completely mailers are meeting the MPTQM program requirements.  

Internal Assurance Reviews.  These are self-assessments performed

by company owners, managers, Quality Assurance personnel, and employee work teams that provide learning opportunities and help mailers identify where their mailing operations can improve.

Assurance Reviews are scored using a standardized checklist included in this Guidebook.  Each standard is assigned a point value of one to three; the more important the standard, the higher the point value.  When a standard is met, the mailer earns the number of points assigned to that standard.  The overall compliance percentage is determined by dividing the number of points earned by the total points.  A mailer earning a compliance percentage of 95% or higher receives certification as a Quality Mail Partner.  The following example shows how the Assurance Review works.

Assurance Review Example
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Daily Barcode

Quality Test
S3.  Test barcode quality on each MLOCR (or other encoding machine) daily prior to use by preparing no less than 20 pieces of mail in the “barcode mode”: 

( Check with a template, reticule or ABE.



( Pass
 (     Fail

Comments:
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Double Counting


P9.  Tag, mark, or otherwise identify rejected/overrun mailpieces and reset computer to prevent double counting whenever previously counted mailpieces are rerun.
· Define instructions for operators to follow.

 (     Pass
( Fail


Comments:

No instructions in place.

Standard
Applicability

“1” If applicable

“0” If not applicable
Compliance
  Points
Item Score

Applicability  x

Compliance x

Points

S3
1
1
2
2

P9
1
0
3
0

Total
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In this example, both standards were relevant to the production of mail at that particular facility, but the mailer did not comply with P9.  Only two out of a possible total of five points were earned.  Final compliance is 40% (2 ( 5 = 40%).

If the mailer fails the assurance review (the score is less than 95%), there is a process in place for follow up.  This process is defined by the Results Process Chart in the Assurance Review section of this guidebook.

Quality Mail Partners learned that MPTQM improves internal processing.  These mailers also are eligible for certain actions from the Postal Service.  Initially, these include publicity in mailing periodicals and the Internet, customized mail verification procedures, and direct access to the National MPTQM Program Manager for assistance with policy issues that arise while certification is in effect.

Implementing MPTQM

This guidebook contains the materials needed to implement and operate an MPTQM program.  It includes:

· MPTQM Program Standards

· Detailed implementation guidance

· Assurance Review checklists

· Sample forms and worksheets (use is optional)

In addition to this guidebook, classroom and video training materials are available through the National MPTQM Program Manager.  These are designed to be used on a regular basis as a part of on-going refresher training, as well as for instructing new hires.

Registration

Before you go any further, register for the MPTQM program!

Your registration enables the Postal Service to provide ongoing assistance with your quality program.  You’ll also receive regular updates without asking. 

A registration form is provided in the Appendix.  Mail or fax it to the Postal Service MPTQM Program Manager as shown on the form.

95% Compliance Score

earns the distinction of

Quality Mail Partner

Malcolm Baldrige Criteria


Leadership


Information and analysis


Strategic planning


Human resource development and management


Process management


Business results


Customer focus and satisfaction





ISO 9002


Management responsibility


Quality System


Document control


Purchaser supplied Product


Product identification and traceability


Process control


Inspection and testing


Inspecting, measuring, and test equipment


Inspection and test status


Control of nonconforming product


Corrective action


Handling, storage, packaging and delivery


Quality records


Internal quality audits


Training





Mail Preparation TQM Program





Total Quality Management


Continuous process improvement


Worker empowerment


Training and education


Teambuilding


Process ownership
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