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[bookmark: _Toc238017019][bookmark: _Toc399759057]Purpose & Scope
The purpose of this document is to describe MassIT’s Product offerings for the Central Mail.  
[bookmark: _Toc238017020][bookmark: _Toc399759058]Document Ownership

This document is reviewed and approved by the Line of Business Director for MassIT Business Services:
Don Chamberlain
Donald.Chamberlain@MassMail.State.MA.US
MassIT Solutions Manager
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Product Offerings
[bookmark: _Toc238017022][bookmark: _Toc399759060]Description of Products
MassIT provides Mail and Courier support to downtown Boston agencies located at the McCormack Building and the State House.

Central Mail from the Boston McCormack mailroom
· Outgoing mail that is either picked up or dropped off at the Central Mail Facility (CMF) is metered with the appropriate postage and readied for pick up by the US Post Office.
· Incoming mail is dropped off by the US Post Office.  This mail is sorted into bins for the McCormack Building only
· The McCormack Building interoffice incoming mail is delivered and outgoing mail is picked up twice a day for those customers who pay chargeback for this service. 
· The State House courier picks up and delivers interoffice mail and also picks up non-metered mail and inter-office mail coming back to the Boston Central Mail facility.  This service is provided to seven agencies in the State House twice a day.
· The Downtown courier makes multiple stops daily to pick up out going mail from the State House, 600 and 1000 Washington Street, 19 Staniford Street, 239 Causeway Street, Saltonstall Building and MITC and mail is processed within the McCormack mailroom. The courier also delivers interoffice mail and production jobs that were printed at the Chelsea print room for those customers who pay chargeback for this service. 
· Interoffice mail that comes to the McCormack mailroom throughout the day is put into bins for agencies that have an account with the McCormack mailroom.  
· Reports that are printed at the Chelsea print room are delivered to the mailroom and placed into the report bins.
· The Central Mail facility maintains a list of agencies with instructions on how the mail should be prepared for the inter-office bin at the CMF.

This product offering includes:

· Meter outgoing mail, postage is provided by MassIT and then charged back to the customer.
· Courier service in the downtown area. 
· Delivery of incoming mail (McCormack location only), pick-up and delivery of inter-office mail, and pick-up of non-metered mail.
· Prepare outgoing mail for pickup by the US Post Office.
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Two Neopost/Hasler Digital Postage Meters
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	Service Requirement
	Description

	Service Availability
	Boston mail services are available during 8:00 AM to 4:00 PM Monday through Friday excluding holidays.

	Maintenance of equipment
	Vendor maintenance service provides 8:00 AM to 5:00 PM onsite coverage, with a 4 hour onsite arrival of vendor to initiate component repair / exchange.

	Incident Management*
	MassIT Service Management Office has standard processes to manage incident requests and/or change orders.  Incidents, requests, or changes that are outside the scope of the defined service description or normal service hours will be direct charged to the customer.

	Request Fulfillment*
	Staff will respond to service requests from 8:00 AM to 4:00 PM Monday through Friday, excluding holidays.  Customers can make requests through COMiT.
Emergency requests are approved by authorized customer contacts and must be opened as incidents to ensure they are acted on immediately out of normal business hours.


* Incidents, requests, or changes that are outside the scope of the defined service description or normal service hours will be direct charged to the customer.
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The following reporting information is provided to customers as part of this service:
	Report
	Description
	Reporting Interval

	Job Failure Alerts
	Customers are notified if mail issues occur
	Customers are notified through established contact lists if a mail issue occurs.
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	COMiT Service Request
	Description
	Lead Time-Business Days

	Interoffice Messenger Service 
	This is a request to implement interoffice mail distribution between Chelsea MITC and Boston Offices for State agencies. This service request includes:
· Request to mail envelopes or packages. 
· Pick up of daily interoffice and outgoing mail. 
· Request for courier mail. 
· Request for new Boston mail account.

	Lead time is based on specific request.
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In the following section please describe your performance and availability metrics:

	Performance
	Description
	Measurements 

	Day to Day operations
	Handle daily incoming and outgoing mail for customers of the Central mailroom 

Mail delivery times are posted in Central Mail Room for all customers to note.
	Mail processed on time.

All outgoing customer mail is processed and delivered to Post Office by 2:00 PM daily.  Mail left after 2:00 PM is processed next day.  




	Availability
	Description
	Measurements

	Open Monday through Friday 8:00 AM to 4:00 PM
	Handle daily incoming and outgoing mail for customers of the Central mailroom...
	Mail processed on time.

Outgoing mail is processed and delivered to Post Office by 2:00 PM.  Incoming mail is delivered to customer bins as received.
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3. Customer vs. MassIT Responsibilities
This section describes scope of responsibility for both customers and MassIT in relation to providing the defined service. 
[bookmark: _Toc238017028][bookmark: _Toc399759067]3.1 Summary Customer Responsibilities
Customer responsibilities include but are not limited to:
The customer brings outgoing mail to the Central Mail Facility to be metered and sent to the US Post Office and picks up interoffice or incoming mail if not using the Central Mail Facility courier. 
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3.2.1 [bookmark: _Toc238017030][bookmark: _Toc399759069]Central Mail Facility Service Delivery

The following are the responsibilities of the customer and the Central Mail Facility to provide Boston mail services.

	Responsibilities
	Customer  
	MassIT

	Customer delivers mail to the Central Mail Facility to be metered and sent to the US Post Office.
	X
	X

	Customer picks up interoffice mail or incoming mail by agency courier if not using Central Mail Facility courier.
	X
	

	Central Mail Facility processes all incoming mail/interoffice mail/ and outgoing mail.
	
	X

	Central Mail Facility is responsible for courier service to the State House, Downtown Boston agencies and MITC. 
	
	X
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4. Chargeback Rate Information
For an overview of the program as well as current and previous fiscal year rates, please visit our Chargeback Services webpage.  
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