Annual Review 2009

THE NATURAL PARTNER FOR THE POSTAL INDUSTRY

“This is a momentous occasion, not just for us in the postal industry, but for business as a whole. As the ﬁrst
services sector to unite on a global scale to tackle its industry’s global carbon footprint, we’re demonstrating
what can be done when organisations work together. Curbing CO2 emissions is something that concerns the
entire industry, and it makes sense to take a sector approach to reaching a solution.”
Jean-Paul Bailly, IPC Chairman, Chairman and CEO, Groupe La Poste
announcing postal industry emissions target during COP15, Copenhagen 2009
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Rising to the challenge
It is my pleasure to present to you IPC’s Annual
Review for 2009. As we all know, 2009 was a very
difﬁcult year for business and the world economies.
Banks collapsed, unemployment skyrocketed and
many established companies did not survive the
economic crisis. It was a year for industry to
re-examine business models, seek new sources of
revenue and adjust to declining proﬁts. The postal
sector was no different. Record volume drops in
letter mail left the industry scrambling to reduce
work hours, cope with declining revenues, and
reorganize processing operations, while still
meeting the Universal Service Obligation.

Although we are seeing signs of recovery, these
continuing changes in the postal paradigm made it
more necessary than ever for IPC to have “its ﬁnger
on the pulse” of the industry and keep members
up to date with consumer trends and industry
intelligence. In accordance with the direction from
our members, we focused on ﬁve major strategies in
2009 that could be achieved within the cost-cutting
plan given to us by the IPC board.
Our strategy was to continue to add value to our
members, while being very mindful that we were all
experiencing some difﬁcult ﬁnancial and operational
challenges. We took a good look at how to continue to
provide you with the intelligence, operational support
and the regulatory monitoring you needed to get
through the tough times and plan for the future.
Our areas of focus were:
•
•
•
•

Development of shared research and intelligence
Expansion of industry platforms
Upgrading and maintenance of IPC systems
Monitoring and reporting of regulatory
developments
• Integrating more transparency in ﬁnancial reporting

4

We have delivered on those strategies and this
Annual Review takes a look in-depth through the
words of those responsible: department heads and
managers, led by our directors, Jane Dyer, Markets &
Communication; Bernard Bukovc, Intercompany Pricing
& Regulation; Ross Hinds, Operations & Technology
and Chris Kalla-Bishop, Finance & Human Resources.
I hope you will take the opportunity to see all
of the operational improvements we’ve made in
the CSS, RFID, UNEX, EPG and the Future of Mail
by Air initiative. We increased our platforms and
publications to provide you with richer research,
more opportunities for sharing best practices and
developing work teams to implement new products
and services. We launched the ﬁrst service sector
sustainability report and extended our regulatory
research to look at markets through 2020. All of
this was accomplished through the dedication,
cooperation and commitment of our members
working in collaboration with the team at IPC.

Herbert-Michael Zapf
CHIEF EXECUTIVE OFFICER, IPC
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Setting a target for success
I wanted to take a moment to reﬂect on our
extraordinary achievements in sustainability in 2009.
Through IPC, in less than two years we were able to
take an idea born from a Senior Executive Forum,
conduct research, analyse the results, develop a
custom-made measurement and monitoring system
for posts, measure our emissions around the world,
verify the ﬁndings and report the results for twenty
posts at a live press conference in Copenhagen. That
is quite an accomplishment! It clearly demonstrates
that no matter how difﬁcult the task, or how many
challenges we face, if we commit to a project with
the potential to beneﬁt all of us, we can get it done,
faster, cheaper and better.

This success was accomplished by the hard work and
cooperation between IPC and the professionals in your
organisation. As representatives of the postal industry,
we should be very proud of this accomplishment
and commit ourselves to continuing our work with a
common goal for the common good of our customers,
our employees and our industry.

Jean-Paul Bailly
CHAIRMAN OF THE IPC BOARD,
CHAIRMAN AND CHIEF EXECUTIVE OFFICER,
GROUPE LA POSTE

Governments did not meet with the success they
hoped for in Copenhagen. But the posts, even though
in direct competition on many fronts, were able to
agree to the project and set a target in less than two
years. Most governments and other industries have
been working on this for a decade. Not only did
we do the right thing, but our key stakeholders are
now aware of our commitment to this issue. Several
thousand individuals logged in to the Internet to view
the live press event, and in terms of outreach, it is
estimated that we reached 23.5 million people with
our sustainability message.
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Cooperative effort towards
a sustainable goal
Pieter Reitsma
Manager, Sustainability

What exactly is the IPC Environmental
Measurement and Monitoring System (EMMS)?
The EMMS was developed in direct response to
requests from CEOs throughout the postal industry
to implement a common carbon measurement
and reporting framework in line with customer
requirements and stakeholder expectations. It acts as
an automated reporting tool that enables participants
to measure and illustrate their improvements in
carbon management in a consistent manner to their
stakeholders.
EMMS provides the postal industry
with a sector-speciﬁc tool that we
can use to grade our individual
and industry-wide performance
in carbon management and
efﬁciency and report our annual
progress to the public.

The system has a dual purpose: to provide objective
measures and to promote knowledge sharing so that
the entire postal industry can lower its environmental
impact and address concerns about greenhouse gas
emissions.
Why is IPC the right partner for postal operators
involved with EMMS?
At our forum back in 2007, IPC members agreed on
the need to map best practice, establish postal sector
indicators and benchmark carbon management.
We were clearly the natural partner to help members
achieve their aims. EMMS leverages our core
competency for a standard project management
model of “plan-do-check-act”, and it grew out of the
IPC board’s desire for a cooperative effort on carbon
reduction. It was developed with the support of our
members from the requirements of international best
practice standards including the Greenhouse Gas
Protocol, Dow Jones Sustainability Index, FTSE4Good
and relevant ISO standards.
What were the highlights for you and your
team in 2009?
As a team, we are immensely proud that we got EMMS
up and running in May 2009 to capture data on carbon
emissions for the 2008 calendar and ﬁscal year. Of
course, that would have been impossible without the
support of members dedicated to carbon reduction.
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COOPERATIVE EFFORT
TOWARDS A SUSTAINABLE GOAL

In December 2009, at an IPC member CEO event
coinciding with COP15 in Copenhagen, the postal
industry became the ﬁrst services sector to set a global
emissions target for the industry. IPC announced that
twenty postal operators would work together to
collectively reduce their carbon emissions by twenty
percent by 2020, based on 2008 levels. At this event,
we also released the IPC Postal Sector Sustainability
Report, which was extensively reported in the media,
including The Financial Times and Bloomberg TV.
The report is proof that postal operators are aware of
their environmental responsibilities and are measuring
their carbon use and are willing to publish details
of the industry’s progress in reducing CO2 emissions
year-on-year.
IPC members manage over 100,000 facilities and
600,000 transport vehicles. The twenty posts that
contributed to the sustainability report collectively emit
8.36 million tonnes of CO2. The target set will reduce
that total to 6.69 million tonnes by 2020.
What trends and tactics have been instrumental
to the success of EMMS?

With the support of member CEOs, we are able to
bring to fruition a truly cooperative effort by the
postal industry in the crucial area of climate change.
The CEO announcement at the COP15 event
clearly demonstrated their shared commitment to
environmental sustainability and carbon reduction.
What’s in store for 2010?
In launching the IPC Postal Sector Sustainability Report
in 2009, our members gave their ongoing commitment
to repeat this industry measure every year. We want
to extend the scope of this report to include more
information on emissions from parcel delivery and from
suppliers to the postal industry.
We will also be launching an introductory
Environmental Measurement and Monitoring
System (i-EMMS) for post companies in developing
countries and emerging economies. This will be
available for use by non-IPC members and will extend
the full EMMS programme by contributing to the
development of a global carbon reporting structure
for all postal operators.

During 2010, we will continue administering
EMMS, identifying examples of best practice and
communicating them to members. We will analyse
the needs of postal customers and stakeholders with
regard to sustainability within their supply chains,
sharing our ﬁndings with members and facilitating
development of more sustainability initiatives for the
industry as a whole.

“I welcome this global commitment by an entire service sector
as an example of the vision and leadership required at all
levels to effectively combat climate change, and I encourage
the postal sector to continue to set an example.”
Yvo de Boer, Former Executive Secretary of the United Nations Framework
Convention on Climate Change (UNFCCC)
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Postal competition is increasing, which means there’s
a greater need for postal operators to cooperate on
knowledge sharing and the development of best
practice. We provide that opportunity to cooperate
by helping members come together to deliberate
on issues of concern to the industry; EMMS is one
outcome of that process.
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Protecting the service quality
of international mail
Toni Schneider
Head of Operations

Toni, you are looking after several areas of
operational activity. What’s the scope of
your responsibilities and how are these areas
connected?
I look after our members’ commitment to upgrade
the international mail service. All the other areas that
I’m responsible for result from those efforts and are
linked in different ways to improving mail handling
performance and increasing quality of service for the
international letter business.
What have been the highlights for you in 2009
across your department?
We’ve made strong progress on a number of fronts
thanks to the commitment of IPC members and the
dedication of our staff. I’d like to single out a few
highlights in different projects:
IPC Mail Bag
We agreed to the design and speciﬁcation for a
new, universal, international mail bag that will
circulate in a pool just like the IPC Universal Tray.
Sixteen IPC members will begin using the
bags within the pool in 2010 under a new
multilateral agreement.

We anticipate signiﬁcant cost and energy savings
because members will no longer have to send empty
bags back to each individual postal operator. Also, we
will be tracking the IPC Mail Bag, so we will be able to
keep losses to a minimum.
Monitoring letter mail packets
Internet shopping has increased the number of
e-format (encombrants) letter packets going through
the international mail. Being ordinary airmail letters,
e-format items are not individually barcoded, so our
Operations Upgrading Committee decided the items
needed to be monitored via the UNEX end-to-end
measurement system.
We set up a pilot with eight members and they
chose which high-volume links to monitor. We now
cover “small”, “large” and “e-format” letters in the
UNEX measurement system. E-format testing is fully
diagnostic, meaning that test items carry transponders
and existing RFID equipment monitors performance as
test e-formats pass through international mail handling.
We need this accurate data to put performance
enhancements in place where they are needed. Also,
our postal customers want to know that the promised
standards on quality of service are being achieved.
It’s important business because e-formats have
experienced double-digit growth, while overall letter
volume has been static or in decline. Our aim is to
show that the post is the best international mail option
for internet purchases.
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PROTECTING THE SERVICE QUALITY
OF INTERNATIONAL MAIL

Upgrading the International Letter Service
Top operations executives of IPC member posts come
together through IPC to agree to action plans for
upgrading international mail performance and operational
quality of service targets. IPC monitors action plans against
delivery and alerts members to performance shortfalls.
The Operations Upgrading Committee endorsed the need
to monitor e-format letter packets in order to provide
members with reliable quality of service information. The
measurement was introduced in 2009.

IPC Tray Pool
IPC led the development of a universal mail tray which
has been used by 22 member postal operators for almost
nine years.
The trays circulate in a common pool and surplus trays are
repatriated. IPC monitors tray movements using scanning
data, identiﬁes imbalances in stock levels and organises
repatriation as necessary. No tray has yet needed replacing
owing to wear and tear.

Over 50 airlines and posts are now
exchanging FoMbA-related standard
messages. The International Air Transport
Association (IATA) is encouraging its airline
members to adopt the process and scan
mail right through from outbound receipt to
inbound handover.
In fact, IPC chairs the mail track at the IATA
World Cargo Symposium, where Ross Hinds,
director, operations and technology, gave a
presentation on progress at the 2009 event
in Bangkok.
The FoMbA initiative got a big boost when
the United States Postal Service required participation in scanning and message exchange
as a condition of its contracts with airlines.

We developed our automated Mail
Registration Device (MRD) to shed light
on the “grey area” between an airline’s
handover to its handling agent and the
The new IPC Bag Pool is due to go into operation in 2010.
agent’s handover to the inbound postal
operator. We expanded the MRD to
additional
airports in 2009, adapting it where necessary
IPC Future of Mail by Air Initiative
to speciﬁc airmail unit setups.
We made several big advances in the IPC Future of
We’ve made progress on aligning processes and
Mail by Air (FoMbA) initiative, implementing the latest
systems and we’ve carried out a pilot trial of the IPC
Universal Postal Union (UPU) standard message, the
Forecasting and Booking Tool which uses historic data
M39, which offers more functionality including the
to determine seasonal allocation of aircraft space
ability to track receptacles by scanning the containerfor mail.
ID instead of each individual mail receptacle-ID.
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What gives you the most satisfaction in your area?
I get pleasure from knowing that our members
recognise IPC as a high-performing partner with a
clear role in facilitating continuous improvement in
international mail operations.
I’m immensely proud that our mature projects, such
as the IPC Tray Pool, the IPC Certiﬁcate of Excellence
programme, the IPC Performance Centre Operations
and the IPC Sprinter Network continue to support our
members, bringing synergies and savings, and helping
to achieve very high quality levels for postal customers.
I can give you a few examples. In 2009, we
succeeded in cutting tray repatriation costs by twenty
percent. After almost nine years in operation, the
tray pool has remained stable at 450,000 units, while
members have allocated ever higher proportions of
their mail volume to the IPC Tray Pool.

“P&T Luxembourg hosts one of the hubs of the IPC Sprinter Network
connecting six origins to nine destinations. From the start, the IPC
Sprinter Network has consistently delivered a reliable service at
quality levels second to none. That’s why we are happy to continue
with our participation in the IPC Sprinter Network for 2010.”
Joseph Hoffmann, Head of Postal Operations, P&T Luxembourg
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IPC Performance Centre Operations
“Belgian Post International has been a member of
the IPC Tray Pool from the beginning. The beneﬁts
for us are improved interoperability through a
standard type of receptacle for international
priority mail, leading to proven efﬁciencies and
signiﬁcant cost savings in our operations for our
customers. We are now looking forward to the
same beneﬁts with the new IPC Bag Pool.”
Luc de Munck, International Operations Director,
De Post/La Poste

The IPC Performance Centre Operations acts as a
communications platform for operations. It monitors
international mail movements and alerts us to operational
issues so that member posts can take the remedial actions
and minimise the impact on the quality of service.
The Performance Centre also issues monthly performance
alerts indicating year-to-date performance results versus full
year targets. It also points out where quality issues need
to be addressed.

We have maintained an on-time performance above
97 percent for the IPC Sprinter Network for the past
three years – it’s just normal now to operate at
that level.
We’re processing more EDI messages as a result of
expanding message exchange and mail scanning into
air transport, without increasing our costs.
Our Performance Centre Operations gives our
members instant alerts of any operational and system
disruptions that may impact their performance,
facilitating proactive remedial actions.
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IPC Certiﬁcate of Excellence

IPC’s Certiﬁcate of Excellence in the Management and Processing of International Letter Mail is awarded to member posts’
Ofﬁces of Exchange (OEs) and Air Mail Units (AMUs) reaching
high levels of operational performance. OEs and AMUs must
meet all requirements laid down in our rigorous, 164-point
self-assessment process before being independently assessed
by operational experts, led by our certiﬁcation manager.
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You work with different individuals inside and
outside the IPC membership. What strategies and
tactics have been instrumental to success?

The IPC board set the objective that all OEs should gain a
Certiﬁcate of Excellence within three years. Twenty-six of the
34 OEs in the IPC member network are currently certiﬁed for
working at the high standards required.

First, the Operations Upgrading Committee provides
a strong lead. We have a well established process
for developing individual member action plans each
year. We provide back-up by issuing member alerts
when our data monitoring throws up a need to set
something right in the mail processing and delivery
network. That’s how we maintain high performance
levels for international mail delivery.

They include Amsterdam, Athens, Bettembourg, Brussels,
Budapest, Copenhagen INC, Copenhagen E and Copenhagen
Posten AB, Dublin, Frankfurt, Fredericia, Hall in Tirol, Helsinki,
Lisbon, Melbourne, Montreal, New York, Oporto, Reykjavik,
Roissy, Stockholm, Sydney, Toronto, Vancouver, Vienna and
Zurich-Mülligen.

With all of our projects, we work simultaneously
with senior executives and experts to ensure buy-in
within member organisations. We agree to a road
map with business leaders to ensure resources will be
available as we work with operations and technology
experts towards achieving our agreed objectives.

International Post Corporation
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PROTECTING THE SERVICE QUALITY
OF INTERNATIONAL MAIL

IPC Initiative on Future of Mail by Air (FoMbA)
IPC has been working over the last several years to ﬁnd ways
of integrating airline and postal systems so that international
mail can be tracked during the time it is in the hands of
airlines and air cargo handlers.
Special versions of postal EDI messages for despatch
pre-advice and conﬁrmation of receipt are now being
exchanged between a growing number of airlines and postal
operators, bringing transparency to the entire international
mail journey.

IPC Sprinter Network
The IPC Sprinter Network is an overnight road transport
linehaul operation carrying international priority letters
serving nine European IPC member postal operators.
The Sprinter van ﬂeet covers 30-plus links between ofﬁces of
exchange and transports more than 40,000 kg of mail a week.
We set up the network in 2005 as a solution to the reduced
capacity offered by airlines.
We manage the transport contract and monitor performance
of transponder-equipped vans through the RFID network at
each ofﬁce of exchange.

During the project development stages, we
establish small expert groups to get things done
more effectively. Often, we work ﬁrst with leading
postal operators in order to attract others to join.
Communication with all interested parties is essential
throughout a project.

International Post Corporation
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We put a lot of effort into building
productive relationships with
our stakeholders such as airlines,
leading EDI solution providers and
regulatory bodies like the UPU and
IATA. The regulatory bodies are
crucial to ensuring that new business
processes are endorsed by the global
community.
Why do postal operators choose
IPC as a partner in the activities
you manage?
IPC gets things done; we are trusted
both for being neutral and for having
the skills and expertise to lead industry
initiatives.
How do you remain cost efﬁcient
particularly in these times of
ﬁnancial pressure on IPC members?

Many aspects of our projects save our
members money by offering better
operational efﬁciency. We always try
to ﬁnd synergies within existing infrastructure, for
example, we use RFID to monitor IPC Sprinter vehicles
and to track e-formats. The system managing the IPC
Tray Pool will also manage the new IPC Mail Bag Pool.

favourable cost. By communicating continuously
across the different functions in our member
organisations, we can make certain our activities will
bring real business beneﬁts to them.
What does the future hold for your area of
responsibility?
The economic crises triggered big declines in letter
mail volumes and economic recovery is not expected
to bring volumes back to old levels. There are also
changes in the product mix, for example, a decline in
letters and an increase in packages.
Through the Operations Upgrading Committee,
member postal operators are uniquely equipped to
address future challenges in partnership, and IPC
Operations will support members in their response to
the increased volatility in the industry.
We will look for developments in our systems and
processes that have strong commercial relevance. The
international mail exchanged between IPC members
is now operating at a high performance level – labour
strikes are the main threat to the quality of service
today, not operational shortfalls. Operational stability
allows us to look more closely at how we can help
members track and respond to changes in the way
customers use mail – e-format monitoring is a prime
example and there will be more.

In short, we are a small, highly focused and ﬂexible
team committed to developing solutions at a
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Making quality of service
measurement more ﬂexible
Louis-François de Robiano
Head of Quality of Service Monitoring

What’s your area of responsibility Louis-François?
I head the team running the UNEX end-to-end quality
of service monitoring for international mail.
We are responsible for the smooth operation of
the UNEX contract with our external supplier who
manages the panellists sending and receiving test mail.
Day-to-day, the UNEX team analyses monitoring data
and produces performance reports. We maintain
contact with members, constantly revising the system’s
design to match changes in the market. We discuss
mail characteristics and ﬂows on individual links and
monitor the network’s performance and the results
being produced. We update our UNEX manual
continually to reﬂect the number and
composition of test items being
introduced over 1,000 end-to-end
links that we monitor.
UNEX serves three “masters”
who reﬂect the main uses for its
data. For postal operators, UNEX
monitoring provides operational
experts with a detailed measure
of performance from posting to
delivery. Management responsible
for paying terminal dues use the
data to ascertain whether their
postal partners are meeting targets
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for delivering inbound mail. Externally, some regional
and other regulators require objective data on the
delivery performance of international mail. In Europe,
we are required by the postal directive to publish
end-to-end quality of service results every year for our
members in EU countries.
Where has your main effort been directed
in 2009?
Our major effort has been devoted to preparing for the
new UNEX contract which will come into operation in
January 2013. It’s a big and complicated contract so we
have to start work early to ensure a smooth transition –
there is less time than you might think.
During 2009, we worked hard to deﬁne requirements
for 2013 and beyond. It’s not a simple job because the
postal market is changing rapidly. We set an objective:
get closer to real business mail such as e-formats and
bulk mail and measure the key business ﬂows in each
country monitored.
Our aim in meeting our overall objective was to deﬁne
a more ﬂexible design that serves the speciﬁc needs of
operations, terminal dues and regulations.
We also prepared for the introduction in 2010 of the
UNEX UPU Quality Link Measurement System with
changes to comply with the Universal Postal Union
Global Monitoring System speciﬁcations.

International Post Corporation
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MAKING QUALITY OF SERVICE
MEASUREMENT MORE FLEXIBLE

UNEX Quality of Service Performance Monitoring
IPC’s UNEX system uses test mail items and RFID technology
to measure the quality of service of international mail posted
and delivered in more than 40 countries around the world.
The end-to-end measurement system involves the use of
panellists who post and receive test mail prepared according
to detailed speciﬁcations for volume, characteristics and
format on each of the over 1,000 international
“country-to-country” links monitored.
An independent, external contractor manages the panellist
network to ensure that test letters are introduced to mail
ﬂows without the knowledge of postal operators.
Each test letter contains an RFID tag which anonymously
transmits its presence at speciﬁc reading points in postal
facilities to our global RFID Network Centre in Brussels.
We use transmitted data, together with posting and receipt
dates received from panellists, to calculate the transit time
between speciﬁc points in the mail pipeline, allowing postal
operators to manage their international mail quality of service
in accordance with their delivery commitments to customers,
regulators and postal partners.
UNEX began monitoring in 1994 with 18 postal operators in
18 countries. Today, the system covers 43 postal operators on
four continents.

International Post Corporation
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What have been the highlights for you in 2009?
We have scoped out a system design for 2013 and
beyond that will achieve a high degree of synergy.
We’ve deﬁned four modules which will operate
separately within a single system.

We will be measuring real mail ﬂows and identifying
business mail which is crucial to the prosperity of the
international mail service.
What strategies and tactics have been
instrumental to success in your preparations for
the new contract?

They will cover:
• postal operations
• terminal dues on a multilateral or bilateral basis,
including REIMS
• terminal dues under the UPU Acts
• legal (regulatory) requirements in individual
countries or regions
What gives you the most satisfaction with the
new UNEX 2013 system?
We now have a speciﬁcation for UNEX that is more
appropriate to our members’ future needs. Currently,
we have one system serving all requirements. It needs
to be more ﬂexible.
The new system will cover more mail products. We
have made that possible by applying a similar design
to each of the modules, updated to future needs.

To get to the ﬁnal system design, we worked very
closely with our user groups to identify their separate
needs regarding mail formats and segments to be
included as test items.
The modular approach was a key facilitator for success
– each user group can see that the new contract will
accommodate their particular requirements.
With our user groups, we have made good progress
on management of data. That will allow us to
optimise the synergies between the UNEX modules
thereby reducing cost.
How can you be conﬁdent that UNEX will be costefﬁcient particularly in these times of ﬁnancial
pressure?
We have developed a more ﬂexible system which will
measure more mail formats at a lower cost than at
present – it seemed like “mission impossible” when we
began, but now it’s looking feasible.

The design for the new contract should reduce the
number of test items needed by 30 percent to about
350,000, leading to an equivalent reduction in cost.
We will get more coverage because we have similar
designs between modules.
We will be producing richer data on segments and
formats of the greatest commercial importance to
IPC members, making sure they know the mail’s
performance at every stage in its end-to-end journey.
What are the next steps for UNEX?
Saving costs means we must also revise our UNEX
operations. During 2010, we will decide how we will
organise our work and structure the contract in our
eventual call for tenders. We are discussing every
aspect of the contract to identify exactly what the
contractor will do beyond providing the core service
of panel management and what we will manage
in-house at IPC.
The types of RFID technology we use will be one key
element of our planning. We are testing a device
which could allow us to collect data automatically from
receiver panellists. If it’s implemented, it could bring
signiﬁcant change to some key UNEX processes.
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Adapting core services
to a changing marketplace
Johan Van den bergh
Head of Systems Technology

Johan, you are Head of Systems Technology at
IPC. What exactly does that mean?
I am responsible for three key IPC infrastructures:
Electronic Data Interchange (EDI), Computer Aided Post
through EDI (CAPE) and Radio Frequency Identiﬁcation
(RFID). They are the building blocks on which all IPC’s
measurement and monitoring activities rely.
Our EDI infrastructure receives copies of the electronic
messages exchanged between posts and between
posts and airlines. It routes them to internal systems,
such as CAPE, for processing and reporting.
The CAPE system has been around for 17 years.
Is there anything new to say about it?
Yes, most certainly. We enhance CAPE continually to
take account of new user requirements and to increase
its efﬁciency further.
In 2009, we redesigned the entire CAPE database,
implemented a diagnostic tool giving more insight into
parcels operations and undertook a big development
on mail volume allotment for aircraft space. All of
these provide the base for more developments in
the future.

Why redesign?
Postal operators rely on CAPE for their resource
planning. It’s a key system providing a repository for
all scanning events and the EDI messages exchanged
about them.
Over time, we have introduced new types of messages
to serve IPC members’ requirements, plus initiatives
such as the Future of Mail by Air (FoMbA). We reached
a point where we needed to upgrade both the
hardware and software.
This was also the right opportunity to move to a new
operating system, Linux, which is better supported by
our database system, Oracle. The migration isn’t visible
to our end users – many are not aware of the scale of
the job we have undertaken.
Were there any other CAPE system improvements
during 2009?
Yes, we had to redesign the EDI infrastructure to
handle increased data volume and new message
requirements for the new CAPE environment and its
related services.

My team also worked on system support for the
upcoming launch of the IPC Bag Pool and the
extension of the Mail Registration Device for mail
handed over at inbound air mail units.
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CAPE – Computer Aided Post through EDI
The CAPE system is the means by which IPC member postal
operators keep track of international mail as it moves across
borders.
CAPE captures scanning data from barcodes on mail items and
receptacles (trays and bags) at key stages in the international
handling process. The data from each scan, known as an
“event”, is communicated between postal operators via
UPU standard EDI messages. These messages pre-advise
postal operators of inbound mail volumes and conﬁrm to
despatching postal operators that their mail has been received
in the destination country.
Postal operators use CAPE data to maintain the quality of mail
exchanges and to schedule manpower in accordance with
expected volumes.
Many IPC activities are built on top of CAPE: management
of the IPC Tray Pool, the IPC Sprinter Network, our Customer
Service System, even the Certiﬁcate of Excellence which uses
CAPE data to check Ofﬁce of Exchange performance. Some
performance-related payments are inﬂuenced by the speed
and accuracy with which postal operators transmit their EDI
messages.

16

In the Christmas period of 2009, we handled a peak
volume of 340,000 messages a day, up from 20,000
a day in earlier times. We now have more automated
message tracking right through the mail handling
process – postal operators link their performance
related payments to the speed and accuracy of the EDI
message; therefore, it’s essential to prove whether the
message came on time.

What sort of resources did you have for your
migration project?
We relied on the ﬂexibility of our team at IPC. We had
to keep a balance of developers assigned to migration
and those working on development.
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Our upgrades have assured members of CAPE’s
continuing stability with speedy handling of more
and bigger messages.
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ADAPTING CORE SERVICES
TO A CHANGING MARKETPLACE

Radio Frequency Identiﬁcation (RFID)
IPC uses Radio Frequency Identiﬁcation (RFID) to monitor
mail as it passes through the international handling and
delivery system.
Our RFID technology is being used by 53 postal operators,
not only for end-to-end international mail quality of service
monitoring within the UNEX system, but also for domestic
mail service performance monitoring.
In UNEX, test letters carrying an IPC RFID Postal Tag are
introduced to the mail by panellists. The tag is activated as
it passes an RFID-equipped measurement point at a postal
facility and transmits its unique ID. The RFID Reader picks up
the ID and generates a time stamp to ﬁx the tag at a place
and time within the mail handling process.
Tag information is crucial to the calculation of terminal dues
payments between postal operators, to quality management
in mail operations, and to the preparation of international
mail quality of service results required by regulators and
postal customers.

We’ve also reﬁned our requirements
for RFID equipment. Users get better
quality products with improved
functionality; for example, the new
version of the tag is based on a single
chip design (ASIC), which reduces the
number of components signiﬁcantly.
It’s now easier and cheaper to
manufacture, yet it performs better.

We have extended the RFID network to track vehicle
arrivals and departures in the Sprinter Network and
assets such as roll cages, both with limited new
investment.
Our RFID network is technology-neutral, which means
it is able to operate equally well with both active and
passive tags.
What are your objectives for 2010?

To maintain a state-of-the-art RFID
network with the latest hardware,
the software, too, must be upgraded
to handle new functions. Supporting
a network in 53 countries with
a small team requires extensive
automation and a central capability
to ﬁx local problems without site
visits. The software to support these
requirements keeps the network stable
with read rates of over 90 percent and
so reduces the maintenance cost.

With such major developments in CAPE, did you
have any time to work on RFID systems?

How do IPC’s RFID systems beneﬁt members?

We’ve achieved dramatic price reductions of between
10 and 26 percent across all our RFID hardware. The
reader price is down 25 percent, the latest tag costs 18
percent less at USD 15.90, and the price of our easy-toinstall Single Unit is now 26 percent lower.

Our RFID installations have to satisfy different needs.
They provide data for terminal dues payments and for
international and domestic operations management.
We aim to extract the maximum from them – it’s costeffective to use the system in an integrated way.

We will maintain a state-of-the-art RFID network,
introducing a series of developments to serve
members’ needs. We’ll build a new, ﬂexible and
user-friendly web interface to distribute RFID data
reports.
For EDI and CAPE, we will continue with
enhancements to deal with increased message ﬂow
and the requirements of IPC services and projects that
depend on them.
We will endeavour to provide ﬂexible tools for users
without tying up resources; in everything we do, we
aim to optimise effort, stay agile and deliver enhanced
service at less cost.
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Knowledge is power
Paul Schoorl
Project Manager,
Regulatory Think
Tank and Research

What’s the scope of your work, Paul?
I manage IPC’s regulatory research and analysis
activities. We offer member postal operators insight
into regulatory developments and, with them, we
conduct research on regulatory issues including
benchmarking studies.
How would you describe the main challenges for
the postal industry?
Postal operators are facing major ﬁnancial, operational
and human capital challenges that call on them to
transform their businesses if they are to remain viable
in the future.
Industry stakeholders believe that the status quo is
unsustainable. Today, postal operators are feeling
the pressures of declining mail volumes coupled with
competition and ever more costly mandatory service
requirements.
Many postal operators have seen their revenue base
change and that trend will continue as demand for
postal products changes. It’s reﬂected in plunging mail

volumes resulting from the economic downturn and a
continuing shift in the ratio between lower and
higher-yield mail products.
Competition and digitisation are placing additional
pressures on incumbent postal operators. Faced
with strong challenges to their revenue base, postal
operators are addressing their cost structures, but here
too they face big challenges.
IPC shares in these challenges. The best way for us
to help is to focus on regulatory issues inﬂuencing
the way our members operate, analyse, research and
provide information that will add value in a pragmatic,
result-focused and efﬁcient way.
How does the Regulatory team go about helping
postal operators meet the challenges they face?
IPC members want to understand fully the structural
changes taking place in the postal sector. To help
them in this, our project, Communication Trends and
the Future of Mail, looks at how mail service users
will be communicating in 2020. We are assessing the
extent of demand in ten years’ time for traditional
mail services.
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KNOWLEDGE IS POWER

Regulatory Services
IPC provides member postal operators with comprehensive
information on domestic regulatory developments around
the world. This includes a detailed overview of regulatory
environments in member countries, a platform that serves
as a think tank for research, analysis and discussion on legal,
political and regulatory issues. These services support our
members in their daily regulatory work by providing them
with the information they need to shape their regulatory
strategies.
We maintain and update a database that details the
regulatory framework in 37 countries, enabling members to
search on key areas such as tariff regulation, access, licensing
and scope of universal service.
We initiate and conduct research on regulatory, legal and
political issues which include benchmarking studies and
analysis of relevant regulatory questions.
This range of services makes IPC the central platform for
members for discussion, news, exchange of information and
postal research in the ﬁeld of regulation.

We keep our members informed about more current
aspects of regulation through publications such as IPC
Strategic Perspectives on Regulation and our monthly
newsletter, IPC Regulatory Flash, which follows
developments on issues such as VAT and privacy
protection.
Our benchmarking and analysis services have improved,
grown and now provide more detailed information in a
more user friendly way.

International Post Corporation
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Members have access to information
on national regulations in each
member’s country, including the extent
of the Universal Service Obligation
(USO) and net-cost approach,
downstream access, price control and
licensing. This intelligence is of key
importance at a time when regulators
are reviewing the rules governing
postal operations.
We listen to members and rely
on them to help us formulate our
regulatory research projects. Our
Senior Executive Forums on Regulation
bring together our members’
regulatory experts to discuss the most
important issues facing the industry.
Looking back at the past year,
what achievement do you believe
stands out?

We put a lot of effort into improving our online services
and launched a revamped IPC Regulatory Portal with
more content, better search functions and links to
additional reading. We completed the transformation
on a low budget, providing a more ﬂexible interface
with our own research ﬁndings on 27 different
regulatory regimes.

The involvement of our members is crucial; therefore,
the accuracy of the information we provide through
the portal is the responsibility of both IPC and the
postal operator in each of the regulatory regimes that
we study.
The IPC Regulatory Portal offers an excellent starting
point for comparative research and benchmarking
across different regulatory frameworks. It’s vital
that members have these facts at hand during their
discussions with stakeholders about how best to meet
the challenges of our changing marketplace.
What are the prospects for next year?
The IPC Regulatory team will continue reaching
out to members, helping them to gather and share
knowledge about our rapidly changing industry. We
believe it’s crucial work, because postal operators will
need to plan for the future of the postal business while
dealing with regulatory changes taking place now.
We are entering a completely different
communication landscape where new channels will
be on offer and other service providers will compete
for our members’ business.
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Sophisticated tracking
solutions for parcels
Lorella Belotti
Head of Parcel Services

What’s your area of responsibility, Lorella?

Where were your main efforts directed in 2009?

With my team, I support IPC member postal
operators’ international parcels operations, helping
them to achieve high levels of service quality and
implement operational solutions that meet their
common needs.

We introduced a big enhancement to the IPC Customer
Service System (CSS). Customer service agents now have
access to track-and-trace data for both despatches and
individual items. By entering a parcel ID number, they can
see tracking information right through to delivery. They
no longer have to raise an inquiry with their counterpart
in the destination country in these cases. Two out of
three customer requests are now answered immediately.

We work very closely with the E-Parcel Group
(EPG), providing project management for the
multilateral contracts between its 23 postal
operator partners. When IPC members identify
ways to enhance their international parcels
services, we are there to help scope out the best
solution and the most efﬁcient way to implement it.
Postal operators also come to us with individual
operational problems and we work to ﬁnd a solution
in the system. Let me give you an example. One
member supplied a big customer with a barcode, but
the customer failed to use it properly and the postal
operator in the destination country wasn’t being paid
for delivering. We sorted that one out by informing
the sending operator about this issue and making
sure in our tracking, monitoring and reporting
systems that the destination operators are paid for
the services they provide.
In fact, one of our key functions is to make sure
postal operators perform as agreed and get paid for
the services they offer: delivery operators through
delivery rates; originating operators through correct
use of barcoded labels by big customers.
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E-Parcel Group
The E-Parcel Group maintains a high quality of service;
therefore, we are now focusing on ﬁnding detailed
operational enhancements that smooth the passage of
international parcels even further.
In 2009, we worked on making the network even more
reliable. We improved tracking for misrouted items and
on pre-advice for transit parcels. We also developed a
better way for parcels which are refused delivery to be
traced back to their origin.
We began working on an extended tracking solution
for parcels delivered to drop-off points for pick-up
by recipients. This will allow operators to build more
service options into their products. It’s quite a complex
challenge, possibly involving more scanning to identify
drop-off centres as the ﬁnal point of delivery. In time,
perhaps the delivery rates paid for a consolidated
delivery to a drop-off point could be lower than for
delivery of individual items to the ﬁnal address.

International Post Corporation
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SOPHISTICATED TRACKING
SOLUTIONS FOR PARCELS

IPC Customer Service System
The IPC Customer Service System (CSS) links more than 250
postal customer service call centres. Providing a structured
workﬂow environment over the internet, the system allows
customer service agents to gain information on international
shipments from their counterparts in destination countries.
A total of over 150 postal operators use CSS to provide
customers with information on one or more of the products
covered by the system. These include Registered letters, Exprès
and Insured letters, EMS express items, and international
priority and standard parcels.

You serve 120 parcels contacts at 23 IPC member
postal operators. How do you reconcile their
diverse requirements?
We keep everyone involved, holding regular meetings
and staying in contact by phone and email. We make
sure we communicate with the entire group to share
relevant ideas to enhance international parcels services
and standardise with other products and services
whenever possible.
We do have to prioritise. We receive a lot of requests
from members for solutions to their individual
challenges. We analyse the impact of each problem
and assess the potential beneﬁt of any solution we
might develop.
We often ﬁnd ﬁxes for individual members, but if an
issue raised is likely to affect the entire E-Parcel Group,
we propose an ofﬁcial system change.
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What are your biggest challenges?
We need to add more tools and solutions to our
parcels systems. We need a faster, more efﬁcient
customs clearance solution for parcels travelling outside
the European Union. We are looking at capturing
information electronically at point of origin and need
to ﬁnd ways for destination operators to communicate
that to their customs authorities.
Postal operators would also beneﬁt from a fully
automated system linking monthly performance
reporting to accounting and billing; E-Parcel Group
members are already using our monthly reports for
automated billing.

“The IPC team has been a supportive partner of the USPS in
2009. They proactively identify critical issues and help provide the
necessary data to analyse them. Their guidance is trusted and
recommendations are always balanced and well thought out. In
particular, their on-going support in providing analytics around
service performance has been very valuable for the USPS.”

What developments would you like
to see in 2010?
We want to continue improving the functionality
of the IPC CSS and we plan to enhance our parcel
performance reporting further. We will look for more
postal operators to join the E-Parcel Group, the CSS,
and the Parcels Performance Reporting projects.
We will test the new tracking and tracing options with
some members and will work on a prototype easyreturn solution for parcels returned cross-border to
internet retailers.
As always, we will focus on ensuring that our work
responds to member requirements and the needs of
the market.
Looking further ahead, I think we will expand and
enhance CSS to serve customers even better.

E-Parcel Group
The E-Parcel Group (EPG) of 23 postal parcel
operators is committed to delivering priority
parcel products through an integrated
network, using IPC’s track-and-trace and
Customer Service System.
IPC provides project management for the
group, monitoring services to measure
adherence to formally agreed standards
and to support the development and
implementation of improvement action
plans when needed.
EPG offers stable and reliable quality
of service, meeting high performance
standards. It is based on a track-and-trace
system, ongoing monitoring and reporting,
a payment system based on performance
and integrated customer service.
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Giselle Valera, Executive Director Global Finance & Business Analysis,
United States Postal Service
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Speeding up
performance reporting
Monique Herssens
Head of Business Systems

Monique, what’s the nature of your work at IPC?
I am responsible for IPC’s item monitoring systems
which track international postal items carrying
individual barcodes. Our systems are based on what we
call barcode scanning “events” along the journey from
posting to delivery, coupled with EDI messages based
on scanning data exchanged between postal operators.
We support the E-Parcel Group, EMS, registered letters,
Exprès and insured letters, and international priority
and standard parcels.
With my team, I also provide regular services to the
Kahala Post Group (KPG) of EMS operators and the
Universal Postal Union’s (UPU) EMS Cooperative.
It’s highly technical work, but our purpose is to help
postal operators improve their quality of service and
provide customers with more information on items
both in transit and at delivery.
What was the highlight for you during 2009?

It’s an important development because our users can
see immediately if their EDI message transmissions
are correct.
Also, operators can scroll through the online data and
select elements to analyse, pinpointing any cases when
data was not captured or not returned.
Where did your team devote most of its effort
in 2009?
We did a lot of work on developing a new way for
EMS operators and the E-Parcel Group to view their
items’ end-to-end journey. We created an online
report giving performance data on international
transport, showing operators the amount of time it
takes individual items to get from the outbound to the
inbound Ofﬁce of Exchange.
We also introduced a carry-over facility in reports to
cover items despatched at the end of the month.
This prevented a “failed delivery” from appearing in
reports simply because the despatch was too close to
the normal reporting run for conﬁrmation of delivery
to be included.
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The most exciting development for my team was
to develop a new online performance reporting
system accessible on the web.

The reports cover all the products tracked by
item monitoring. Last year, we were able to
provide daily EMS performance updates,
producing rolling, ofﬁcial performance
reports for the previous 30 days.
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Item Monitoring Services
How do you get agreement for changes from
EMS operators when there are some 150 of them
around the world?
We work closely with the EMS Cooperative and
with KPG which has ten postal members including
Australia Post, China Post, Correos of Spain,
Hongkong Post, Japan Post, Korea Post, Groupe La
Poste, Royal Mail, Singapore Post and the United
States Postal Service. KPG members have agreed
to speciﬁc standards of service for items moving
between their territories.
Our own EMS Task Force group involves 13 IPC
members. It drives improvement in the way members
measure EMS performance and helps the wider EMS
community to improve delivery service.
What sort of services do you provide to the EMS
Cooperative and KPG?
We propose new methodologies to the EMS
Cooperative because we believe we can improve EMS
monitoring further.
Our day-to-day work for the Cooperative involves
preparing monthly reports on quality of service and
performance against standards. The data that we
manage provides a basis for payments made between
EMS operators. We also supply the Cooperative with
the data it needs to allocate Gold, Silver and Bronze
certiﬁcation to its postal operator members.
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We supply KPG with additional
services. For the peak November-toFebruary period, we developed a way
to pre-advise them daily of export
volumes so that inbound Ofﬁces of
Exchange could plan their resources to
meet incoming trafﬁc.
Each quarter, KPG sends us its
“Guarantee Calculator” of critical
scan cut-off times for its members.
We measure the actual end-to-end
performance achieved against the
expected targets. The reports we
produce are valuable to operations
management and we also identify
which operator is responsible if there is
a claim for late delivery.

IPC’s Item Monitoring Services measure performance for
international postal products such as EMS, Registered letters
and parcels, which have a unique barcode on every item. Postal
operators scan the barcodes at many points in the pipeline
between posting and ﬁnal delivery, transmitting information
about each scan time and place over postal EDI networks.
The information exchanged feeds into our systems, which
analyse postal service performance and determine whether
operators are conforming to agreed service levels and
technical standards. Payment by one postal operator
to another for delivering barcoded items is determined
according to accounting reports produced by IPC Item
Monitoring Services.

What’s in the pipeline for 2010?
We now have the UPU Standard EMSEVT V3 message
for item tracking. This third version of our main
tracking message allows postal operators to exchange
more information. It tells us more about the outbound
leg of the end-to-end journey and has the potential
to help operators ﬁnd additional opportunities for
improvement.

EMSEVT V3 gives us a unique opportunity to
simplify our business systems by creating a uniform
methodology for all the products monitored at
item level.
We will implement support for the EMSEVT V3
message in the item monitoring systems. This will
involve agreement with speciﬁc project groups about
the selection of the new features they wish to use.
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A new agreement
on intercompany pricing
Dimitrios Tsatsas
Manager, Terminal Dues

Dimitrios, what’s your role at IPC?
In my department, we facilitate discussions among
members to reach consensus for how posts reimburse
one another for delivery of international mail. We have
had the REIMS agreement in place since 1997 that
stipulates those rules. Part of my responsibility is to
calculate the actual settlements. Another is to ensure
that the agreement meets the needs of our members
and regulators and takes into account ever-changing
market conditions. We are currently on the fourth
version of the REIMS agreement.
Looking back at the past year, what achievements
are you most proud of?
I am most proud that we reached agreement on
REIMS IV. The road has been both exciting and
difﬁcult; however, bearing in mind the diversity of IPC
members and uncertainties caused by turbulence in the
postal industry, I believe the agreement is our major
achievement of the past year.
I am also extremely proud that we enhanced the
methodology for electronic accounting by including
additional modules. We gained unconditional
support for that from our users who expressed
their satisfaction. The response we received
shows we have identiﬁed an area where

improvement is achievable, welcome and proﬁtable.
We feel highly motivated to continue ﬁnding ways to
streamline members’ processes.
What strategies and tactics have been
instrumental to success?
We like to say: “If you know you have the right idea,
pursue it to the end.” Persistence and transparency are
crucial. Working out proposals in a smaller team and
then bringing them to the decision-making body has
proved a recipe for success. Receptiveness to new ideas
is another necessary ingredient that can be achieved
more easily in a small group. It’s essential also to make
sure all participants remain involved and we put a lot of
effort into that.
Why do postal operators choose IPC as their
partner for intercompany pricing?
We have led the development of postal intercompany
pricing ever since the REIMS project was ﬁrst
established. We anticipate changes in the pipeline and
put systems and methods in place that deal effectively
with the challenges that postal operators face. We
are the natural partner for the postal industry when it
comes to intercompany pricing.
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Intercompany Pricing
Postal operators compensate each other for delivering
g
inbound international mail by way of intercompany
mpany payments
systems known as terminal dues.
REIMS is a long-standing terminal
termin
erminal dues agreement between
European IPC members
that
is administered by IPC. We
ers t
facilitate all negotiations
and
chair REIMS steering committees
negot
egotiations
and working
groups.
rking
REIMS contains a built-in ﬁnancial incentive to achieve high
quality delivery service, and in 2009 we successfully reached
our fourth agreement.
The quality of service achieved for international mail delivery
in the REIMS network is monitored by our UNEX system using
data from RFID tags inserted in test letters. That data is used
to determine the payments made under REIMS.
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A NEW AGREEMENT
ON INTERCOMPANY PRICING

You work with over 100 project participants from
26 countries. How do you successfully reconcile
requirements for so many stakeholders?

How do the ﬁnancial difﬁculties of IPC members
affect you and what measures have you put in
place to remain cost efﬁcient in your area?

Every participant has a say and we respect their ideas
and positions on issues as they occur. Reconciling
such a large number of different interests must be
based on reason. It is crucial to ensure that we discuss
topics together and reach decisions rationally. It does
help that in REIMS there is an established practice of
building in exceptions and transitional solutions.

Financial constraints make it essential to plan project
activities in detail. We have to use every cent efﬁciently
because the parties to REIMS pay for the project. We
have achieved cost efﬁciency by avoiding unnecessary
travel and have facilitated remote participation in
meetings. When we have to travel we choose low
budget options. We have taken maximum care over
our use of consultants and have economised in general
in the use of the resources available to us.

You have been leading intercompany pricing
developments for ﬁve years in total. From your
perspective, what have you learned so far?
We are focused in our work and we expect the same
from members. It is our combined effort that gets
results and everybody in the group is aware of that. We
believe it is important to get to know our members and
we try to be there for them.
We operate in an environment where compromises
have to be reached. By deﬁnition, a compromise
creates a solution that everybody can live with, but
where nobody is 100 percent happy. I have learned to
be open to both criticism and praise.

We have to be innovative and look ahead. History can
be instructive in pointing to the pathways we need
to follow in order to transform a mature industry
successfully into a future-oriented business.

We will be implementing REIMS IV and enhancing the
electronic accounting methodology further by adding
modules and attracting new participants.
With full liberalisation due shortly, I believe we need to
start crafting a terminal dues system that is suitable for,
and responsive to, the new environment.

“The IPC electronic accounting methodology for sampling data
has signiﬁcantly simpliﬁed and improved our work, resulting
in higher data quality and in quicker data exchange and
acceptance/closing of accounts. At the same time, it is a modern
and ecologically sensible way of conducting postal accounting.
We are very satisﬁed with the electronic data standard and this
tool. We would not want to go back to paper accounting, but
rather enhance the tool for electronic exchange of additional
accounting documents.”
Matthias Zillig, Head of Statistics, Swiss Post International
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I have learned never to underestimate the value of
even the strangest ideas. Their time will most likely
come when you least expect it, so be prepared.
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With postal operators facing consolidation,
diversiﬁcation and declining letter mail volumes,
how can IPC help to lead our members through
these transitions?

What are the prospects for next year?

Personally, I believe one key to emerging successfully
from the current downturn will be ﬁnding more
uses for electronic tools in areas such as systems and
messaging to support the postal supply chain and
hybrid products. That might offer the postal industry a
road towards a brighter future in the mid-term.

Strength in unity –
a proven concept in
market intelligence
Mark Harrison
Head of Markets

Mark, what’s your area of responsibility?
As Head of Markets, I’m responsible for IPC’s research,
intelligence-gathering and market analysis.
Together with my team of experienced analysts and
researchers, we aim to provide essential knowledge
on trends affecting the strategic direction of the postal
industry, while assisting postal operators to achieve
proﬁtable growth through innovation.
Could you outline the scope of your work?
The markets team conducts practical, multicountry
research into products, markets, customers and
consumers to help IPC members keep their businesses
relevant, competitive and focused on the future.
Our perspective across multiple national markets
helps us identify trends as they emerge. We’re
an independent research body at the heart of
the postal industry, so our ﬁndings are always
well-informed, objective, non-partisan and costeffective.
What were the highlights for you and your
team in 2009?

EMMS
We developed the IPC Environmental Measurement
and Monitoring System in direct response to requests
from postal CEOs to implement a common carbon
measurement and reporting framework. Our work fed
directly into the ﬁrst IPC Postal Sector Sustainability
Report providing proof that postal operators are aware
of their environmental responsibilities, are measuring
their carbon use and are open about the industry’s
progress in reducing CO2 emissions.
Market Intelligence
The markets team launched the ﬁrst IPC Global Monitor.
It’s a quarterly report for CEOs of member postal
operators. It is the result of collaboration between 21
IPC members sharing detailed and current information
on how mail volumes have evolved since 2005.
The IPC Global Postal Industry Report is an annual
publication giving a detailed overview of 29 postal
operators (including all IPC members) plus FedEx and
UPS. The report is a reference document covering
ﬁnancial performance, service quality, customer
satisfaction, human resource models, levels of
diversiﬁcation, pricing, regulatory environments and
economic inﬂuences.
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I have a fantastic and dedicated team. Together we
have delivered intelligence that we know members
trust, value and use in their own strategic planning.
I’d like to outline a few key highlights:

Market Research
We completed our ﬁrst ever IPC Direct Marketing
Intelligence Study (IPC DMI). It assesses the value of
direct marketing and Direct Mail within marketing and
communications strategies in the United States and ﬁve
national markets in Europe.
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STRENGTH IN UNITY – A PROVEN CONCEPT
IN MARKET INTELLIGENCE

IPC DMI identiﬁed key developments both current and
in the future, advertisers’ perceptions, environmental
concerns, use of Direct Mail in cross-media campaigns,
ways to make Direct Mail more highly valued and
factors inﬂuencing choice.
We’ve had a tremendous response from members. The
research is timely because postal operators are looking
for ways to add value back into mail to compensate for
falling letter volume and revenue.
Member Networking
We continued to develop our member networking and
knowledge sharing through Senior Executive Forums in
the United States, Europe and Asia.
Our parcels home delivery forum in Brussels discussed
ways to grow business-to-consumer (B2C) volume,
while our express and parcels forum in Hong Kong was
our ﬁrst in Asia, sharing postal operators’ strategies for
their home markets.
We covered Direct Mail at forums in Europe and Asia,
presenting our research, including ﬁndings on the
impact of online marketing, cross-media campaigns
and ways to demonstrate return on investment for
Direct Mail.
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In Washington, experts from the US Department of
Energy, General Motors, Fuel Cell Europe and UTC
Power joined member postal operators for a forum on
energy and alternative fuel vehicles.
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What strategies and tactics have been
instrumental to your department’s success?

Why do postal operators choose IPC as their
partner in the work you do?

Potential for success starts with the team’s experience in
industry intelligence and research and the commitment
of the members to share information. We are able to
provide essential knowledge on trends affecting the
strategic direction of the postal industry and assist
postal operators in achieving proﬁtable growth.

We are dedicated to helping postal operators achieve
proﬁtable growth through knowledge and innovation.

We continually build new personal relationships with
key people among IPC members. They tell us what
they want from us and we adapt our work to their
needs. We believe this approach enhances the way we
interact, allowing us to add value by delivering timely
intelligence and research results to our members when
they need it.

Also, we are highly cost-effective. By bringing together
groups of postal operators to conduct research across
several national markets, we identify trends and new
opportunities in a much more cost efﬁcient way.
We are the practical alternative to duplicated effort.
What’s more, we provide platforms for members
to enhance our survey ﬁndings by discussing them
together, by sharing best practice and by learning from
each other.
What’s in store for 2010?

IPC provides an opportunity for postal operators to
cooperate without compromising competitiveness. Our
Senior Executive Forums, Best Practice Seminars and
the IPC Annual Conference offer platforms for member
communication at different management levels and
within different management functions.
EMMS is an example. Through the IPC board and
Annual Conference, CEOs and senior executives were
able to elaborate a true postal industry cooperative
effort in the crucial area of climate change.

We’ll be assessing the barriers to cross-border
e-commerce and the steps our members need to take
to overcome these. We will identify the latest trends
in direct marketing including the effects of social
marketing, multimedia campaigns and the continued
role of Direct Mail within the communications
mix. We will continue to provide extensive analysis
of the postal market in relation to the economy,
the regulatory situation, human resource models
and the impact of new business units and service
diversiﬁcation on the bottom line.
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Speaking for the
postal industry
Valoree Vargo
Head of Communications

As the Head of Communications, what’s the
scope of your responsibilities?
I manage a team that delivers strategic
communications to our key stakeholders including
our members, partners, employees and the media.
Our communications include print and electronic
media which provide insight on current market trends,
developments in regulation, industry best practice and
the latest research results.
What have been the highlights for you in 2009?
In addition to publishing IPC Market Flash, and IPC
Regulatory Flash and numerous research and market
analyses, we focused much of our year developing
and implementing the communication plan
for the release of the ﬁrst postal sector
sustainability report and redesigning the
IPC web centre to provide members
with more relevant and easier to access
industry information.
As for the IPC Postal Sector
Sustainability Report, this process
involved communications
professionals from 20 different posts
working very closely with IPC to
develop the messaging, map out
the strategy and publish the report,
which was released in December
during the COP 15 events in
Copenhagen. We are very proud of
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this effort, as it was the ﬁrst time that communications
managers from IPC member posts and the IPC
communication team have worked so closely together
toward a common goal. The report was well received
internally and externally and we garnered media
attention around the world, including a feature article
in The Financial Times.
The IPC web centre is also a great source of pride for
all of us here in Communications and throughout
IPC. The success of the new site was closely linked
to working across functions. All departments at IPC
contributed many hours to building the new site. The
result is more intuitive, more informative and more in
tune with our stakeholders’ needs. This process took
over nine months to complete, and now we have a
web centre that reaches the right audience, with the
right information in the right format.
What gives you most satisfaction?
Positive feedback from members. When we receive
a note or a call from a member saying…great job,
keep it up, that is really all of the validation we need
to know that we’re delivering on their expectations. It
makes it all worthwhile.
How have communications changed at IPC over
the past several years?
I think they have improved in many ways. First, the
amount of relevant information that we exchange
with members has increased and improved, not only
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through printed materials, but through the advent of
the Senior Executive Forums, Best Practice Seminars,
the Annual Conference and the web centre

version and may be downloaded by members that
choose to print them. This helps us to save money on
printing costs.

We have also increased the frequency and distribution
of IPC Market and Regulatory Flash which delivers
more information to members in a timely fashion.

Also, we believe ﬁnding good partners and building
good relationships with suppliers for communications
and events is extremely important. We work with a
handful of companies that we consider our partners
and they strive to provide us with high quality services
at competitive prices.

In addition, we have added new publications from the
Markets and Regulatory groups including IPC Strategic
Perspectives, Global Monitor, Direct Marketing
Intelligence Report and the IPC Global Industry Report.
We have added IPC TV and streaming video to the web
centre enabling members to be part of events they
cannot attend in person. We have also added online
forums for sustainability and operational programs
such as IPC Future of Mail by Air, enabling members to
exchange information on speciﬁc topics of interest.
We will continue to ﬁnd new ways to ensure that our
members receive the industry information they need,
where they need it and when they need it.

What is your philosophy for a successful
communications department?
It’s so simple really…we just always ask ourselves,
”Where are we going and how are we going to
get there?” In other words, what is the desired
communications result and what steps do we need to
take to achieve it. Once you know those two things
you can ﬁll in the rest of the road map with the right
people, the right messages, the right media and the
right plan. I am fortunate to have a small, but talented
and dedicated team of bright women behind IPC’s
communications and events.

What does the future hold for your area of
responsibility?
At the last board meeting, the CEOs asked IPC to
become a stronger voice for the industry, to build
a communications platform. If we want to expand
into that role successfully, we must continue to build
relationships with our communications colleagues
throughout the membership and to have “our ﬁnger
on the pulse” of what is happening across the postal
industry in the mail, parcels and logistics markets.
Our goal is to provide our members with information
which is the “gold standard” for industry trends,
intelligence and research.

“IPC Communications continues to provide us with relevant,
meaningful and actionable information in an accessible
and engaging way.”
Barney Whalen, Director, Communications, An Post
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How do you remain cost efﬁcient particularly in
these times of ﬁnancial pressure on IPC members?
Frankly, we have been helped out in this respect by
the web. Some of the documents that we traditionally
printed in hard copy are now produced in an online
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Increased efﬁciencies
lead to cost reductions
Myriam Smout
Manager, Human Resources
Jean-Marc Lejeune
Manager, Finance

As support functions, Finance and Human
Resources tend to have less visibility for our
members than our project-related activities.
They are nonetheless important. Jean-Marc
and Myriam divide the responsibilities in IPC’s
Finance and Human Resources department
between them. We talked to both of them
about their work and achievements in 2009.

Jean-Marc, where did you and your team direct
most of their efforts in 2009?
It was a challenging year for postal operators and
all businesses across the world. We played our part,
responding to IPC members’ needs by reducing our
own costs and making changes that have brought more
transparency and efﬁciency to our activities.
The need to reduce costs demanded action from both
Finance and Human Resources because our ﬁnancial
forecasts made it clear we would have to reduce work
hours if we were to meet our targets.
Myriam, how did you address the need to ﬁnd
efﬁciencies and reduce costs?
In the ﬁrst quarter of the year, IPC decided on a range
of actions to reduce work hours including: a recruitment
freeze, offering more part time work, and, unfortunately,
some redundancies. It was the job of my team to make
sure we took all of these steps in the correct way.
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INCREASED EFFICIENCIES LEAD
TO COST REDUCTIONS

With the pressure on operating costs, we have
improved our productivity by automating the Finance
function’s interface with IPC projects. For example,
we are now ensuring the accuracy of IPC invoices
– and minimising disputes – by reconciling them
automatically with messages transmitted through our
GXS mailbox.
What has given your team the most satisfaction
in 2009?
We have introduced more transparency to our outputs
and costs. Now member CEOs can easily relate value
to cost and track the impact of our cost reductions. To
achieve those outcomes, we completely revamped the
way we present our business plan, our annual budget
and our ﬁnancial forecasts.

What was new in HR in 2009?
We introduced standard competencies for all IPC jobs
and launched a new, integrated performance appraisal
system that ties together IPC’s values, personal annual
objectives and individual development.
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The new appraisal system allows us to identify and
develop skills and attributes in our people that respond
to and anticipate members’ changing needs. We will
now align the competencies needed to deliver new
services and undertake activities that bring tangible
beneﬁts to the postal industry.
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We held training courses in the new appraisal
techniques for all our managers to ensure that
everyone conducts their annual appraisal interviews
with staff in an efﬁcient and uniform way.
Jean-Marc, how did you respond to the difﬁcult
economic environment in 2009?
Like our members, we needed to conserve cash so we
followed their approach to suppliers and doubled, or
even tripled, our payment periods. We also reduced
expenses considerably.

To sum up our achievements, the Finance and HR team
made a material contribution to the development
of IPC’s value to members, helping the company’s
management team reduce total costs by some ten
percent over two years.
What’s in the pipeline for 2010?
We will seek out more ways to control costs and
increase the efﬁciency of our ﬁnancial management
systems. On the HR side, we will continue matching
the skills and individual competencies of IPC staff to
the delivery of value to IPC members.
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IPC Members

Australia Post

Österreichische Post AG

De Post / La Poste

Canada Post

AUSTRALIA

AUSTRIA

BELGIUM

CANADA

Mr. Ahmed Fahour

Mr. Georg Pölz

Mr. Johnny Thijs

Ms. Moya Greene

Managing Director
Member of the IPC Board

Chief Executive Ofﬁcer
Member of the IPC Board

Chief Executive Ofﬁcer

President and Chief Executive Ofﬁcer
Member of the IPC Board

Cyprus Post

Post Danmark

Itella Corporation

Groupe La Poste

CYPRUS

DENMARK

FINLAND

FRANCE

Mr. Andreas Gregoriou

Mr. K.B. Pedersen

Mr. Jukka Alho

Mr. Jean-Paul Bailly

Director

Chief Executive Ofﬁcer

President and Chief Executive Ofﬁcer

Chairman and Chief Executive Ofﬁcer
Chairman of the IPC Board

Deutsche Post DHL

Hellenic Post ELTA

Magyar Posta

Iceland Post

GERMANY

GREECE

HUNGARY

ICELAND

Dr. Frank Appel

Mr. Christos Varsamis

Mrs. Ildikó Szüts

Mr. Ingimundur Sigurpalsson

Chief Executive Ofﬁcer
Member of the IPC Board

Chief Executive Ofﬁcer

Chief Executive Ofﬁcer

General Manager and
Chief Executive Ofﬁcer

An Post

Poste Italiane Spa
ITALY

Postes et
Télécommunications

New Zealand Post

IRELAND

Mr. Donal Connell

Mr. Massimo Sarmi

LUXEMBOURG

Mr. Brian Roche

Chief Executive

Chief Executive Ofﬁcer and
Managing Director
Member of the IPC Board

Mr. Marcel Gross

Chief Executive

CTT Correios de Portugal
S.A.

Correos y Telégrafos

Posten Norden

NORWAY

SPAIN

SWEDEN AND DENMARK

Mr. Dag Mejdell

PORTUGAL

Mr. Sixto Heredia Herrera

Mr. Lars G. Nordström

Chief Executive Ofﬁcer
Member of the IPC Board

Mr. Estanislau Costa

President and CEO

Chief Executive Ofﬁcer

Swiss Post

TNT N.V.

Royal Mail Group plc

United States Postal Service

SWITZERLAND

THE NETHERLANDS

UNITED KINGDOM

USA

Mr. Jürg Bucher

Mr. M. Peter Bakker

Mr. Adam Crozier

Mr. John E. Potter

Chief Executive Ofﬁcer

Chief Executive Ofﬁcer
Member of the IPC Board

Chief Executive Ofﬁcer
Member of the IPC Board

Postmaster General and
Chief Executive Ofﬁcer
Vice Chairman of the IPC Board

Norway Post

NEW ZEALAND

Director General

Chairman and CEO
Member of the IPC Board
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