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[bookmark: _Toc238017281][bookmark: _Toc399759794]Purpose & Scope
The purpose of this document is to describe MassIT’s Product offerings for the Chelsea Mail.  

[bookmark: _Toc238017282][bookmark: _Toc399759795]Document Ownership
[bookmark: _GoBack]
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

[bookmark: _Toc238017283][bookmark: _Toc399759796]
Product Offerings
[bookmark: _Toc238017284][bookmark: _Toc399759797]Description of Product
MassIT’s Chelsea Mailroom provides reliable and secure outgoing mail services.

US Postal Mailing Services from the Chelsea Mailroom:
· Burst, fold, insert, and apply appropriate postage using the latest mailroom technologies.
· Maintain postage accounts for customer agencies and issue monthly expenditure reports.
· Bar-code and sort mail to a 5 digit sort level for maximum postal discount.

This service includes:
· Interface with customers to ensure proper scheduling and quality control.
· Insertion of single or multiple pages into either a # 10 envelope or a 6x9.5 envelope or a flat envelope.
· Verification software to avoid double stuffing envelopes (agency programming required).
· Deposit checks into postal accounts.
· Provide monthly expenditure reports on postage usage.
· Maintain proper postage in the meters.
· Maintain envelope inventory for the customer agencies. 
· Provide system maintenance on all equipment in the mail room.
· Deliver mail daily to the United States Post Office.


If the mail sorter is out of service and cannot be used to process customer mail at the discounted postage rate, MassIT provides two options that the customer must agree to in advance:

· MassIT will deliver the customer mail to the US Post Office for full rate and on time; or
· MassIT will send the mail to a 3rd party vendor that is on a State contract for processing the postage discount. Customers will be required to pay the 3rd party vendor the processing fee directly.

[bookmark: _Toc238017285][bookmark: _Toc399759798]Supported Versions of Service Components
[bookmark: _Toc238017286][bookmark: _Toc219528783]The MassIT Mailroom in Chelsea utilizes:

· [bookmark: _Toc238017287]5 Bowe Bell & Howell Inserters with Neopost/Hasler digital meters in line on the inserter
· [bookmark: _Toc238017288]One Pitney Bowes Flow Master inserter with a Pitney Bowes digital meter in line on the inserter.
· [bookmark: _Toc238017289]Bowe Bell & Howell Bar-code sorter for postal discount
· [bookmark: _Toc238017290]2 Standalone Neopost /Hasler digital meters.
· Pitney Bowes verification software
· Bowe Bell & Howell AUI v. 5.4 software on the inserters
[bookmark: _Toc238017291][bookmark: _Toc399759799]Service Targets
	Service Requirement
	Description

	Chelsea Mail Services
	Service availability hours are 7:00 AM - 5:00 PM Monday through Friday.

	Maintenance of equipment
	Vendor maintenance service provides for 24x7onsite 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, changes  

	Request Fulfillment*
	Respond to service requests between 7am and 4pm excluding holidays. Emergency requests 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.





[bookmark: _Toc399759800]Product Reporting 
	The following reporting information is provided to customers as part of this service:
	Report
	Description
	Reporting Interval

	Job Failure Alerts
	This is an alert to customers who are only notified if mail issues occur.
	Customers are notified through established contact lists if a mail issue occurs.

	Expenditure Report
	This is a monthly report of postage spending.
	Customers are notified through established contact lists through email.

	Savings Report
	This is a monthly savings report.
	Customers are notified through established contact lists through email.

	Number of mailed pieces
	This report is the number of mailed pieces by customer by month.
	Customers are notified through established contact lists through email. 
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[bookmark: _Toc238017293][bookmark: _Toc399759801]Service Requests

	COMiT Service Request
	Description
	Lead Time-Business Days 

	Request a Special US Postal Mailing.
	This request is to support a customer's outbound mailing needs. Services include folding, bursting, insert and bar coding customer mailings. Mailings may be created for a one time or ongoing use. This service request includes:
· Request to bar-code mail for processing. 
· Request to process a mailing.
	Lead time based on specific request.


[bookmark: _Toc238017294]

[bookmark: _Toc399759802]Metrics Reporting
In the following section please describe your performance and availability metrics:

	Performance
	Description
	Measurements 

	Processing of customers outgoing mail.
	Services include inserting and bar-coding of customer outgoing mail with all deliveries to Post Office to meet customer specified timeframes. 

	SLA’s are negotiated with each customer and timeframes are identified and managed per customer processing and mailing requirements.  Customers are notified on all delays.




	Availability
	Description
	Measurements

	 Monday through Friday 7:00 am to 4:00 pm.
	Service availability hours are 7:00 AM - 4:00 PM Monday through Friday. Last post office delivery is 3:00 PM.  All mail processed after 3:00 PM is delivered next day.


	SLA’s are negotiated with each customer and timeframes are identified and managed per customer processing and mailing requirements.  Customers are notified on all delays.




[bookmark: _Toc399759803]Customer vs. MassIT Responsibilities
This section describes scope of responsibility for both customers and MassIT in relation to providing the defined service. This section will be included in a customer Service Level Objective (SLO).

[bookmark: _Toc238017295][bookmark: _Toc399759804]Summary Customer Responsibilities
Customer responsibilities include but are not limited to:
The customer orders envelopes and arranges for delivery to the Chelsea mail room and provides postage prior to a mailing being processed.  The customer also delivers outgoing mail to the Chelsea mailroom.
[bookmark: _Toc238017296][bookmark: _Toc399759805][bookmark: m_customer_detail]Detail Customer VS. MassIT Responsibilities

0. Chelsea Mailroom Service Delivery
The following are the responsibilities of the customer and the Chelsea mailroom to fulfill customer outgoing mailings.
 
	Responsibilities
	Customer  
	MassIT

	Chelsea mail room works according to agreed upon mail schedules with customers
	X
	X

	Customer orders envelopes and arranges for delivery to Chelsea
	X
	

	Customer provides postage prior to the mailing being processed
	X
	

	Chelsea mailroom maintains customer postage accounts and provides monthly expenditure reports on postage use.
	
	X

	Chelsea mailroom maintains envelope inventory reports for customers.
	
	X

	Chelsea mail room prepares mailing by inserting, bar-coding for postage discount, and preparing for US Post Office
	
	X

	Provide storage for customer envelopes
	
	X

	Ensure daily pickup of mail by the US Post Office
	
	X

	Deliver mail to the US Post Office
	
	X

	Provide postage metering
	
	X

	Delivery of mail to the Chelsea mailroom
	X
	





[bookmark: _Toc238017297][bookmark: _Toc399759806]Chargeback Rate Information
[bookmark: _Toc224460677]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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