BRCPO Training Manual

Working the Window

Window Setup

· Restock Window Supplies

· Make sure your nameplate is properly displayed.

· Make sure your window is properly labeled RE: our full disclosure policy 

Window check sheets

· Make a tick mark under customers after every customer served.

· Make a tick mark under mail for each piece of mail processed

· Make a note of longest customer service time during shift if possible.

Leaving your window

· Return nameplate to cubby

· Return any unwanted barter goods into the giveaway bin

· Return any wanted barter to your cubby or take it with you. (We are not responsible for lost items)

· Clean up any loose paperwork etc.

Knowing what your customer wants

Sometimes it is hard to decipher exactly what a customer wants or needs.  They may have no idea what’s going on, or they may have no idea what the BRCPO is.  This is our favorite customer.  Play with them.  Get them to ‘get’ it.  If they insist on holding fast to the reality they came on the playa with and NOT participating, or if a customer is showing signs of inability to cope with your postal persona or the post office in general you simply say:

 "I'm sorry sir/mam, you are obviously upset/angry/agitated/etc. And apparently I am unable to serve you effectively. If you would appreciate being helped by another clerk you ARE completely eligible to return to the back of the line, or if you so wish you may submit a complaint about the character of your service so that we may censor our performance art accordingly. Not that that would make you the thought police or anything like that, but it's your right as a customer and I'm required to inform you of it."

Or something to that effect….

Bribes

Remember this is a GIFT economy.  Our GIFT is the performance NOT the postcard/stamps/mail.  Quality of interaction should always be stressed over efficiency.

If someone is expecting FAST service and seems to be in a hurry and doesn’t want to accept our GIFT and just ‘expects’ a gift for waiting in line and doesn’t want to enter into a non-consumerist exchange they have become a spectator.  Please feel free to extract a bribe equitable with the irritation they arise in you.  

Sexual Harassment

As many of you may know I have a VERY open attitude about sex.  I am totally comfortable with nudity (workers or customers).  I however have been at times uncomfortable with (non-trained) workers demanding that women or men at windows strip down for their mail.  It is fine to proposition someone for things of a sexual /adult nature.  If they say NO directly and firmly I ask that you respect that and take the interaction in a different direction.  If you hear/witness another worker doing something that you think is crossing the line here are my suggestions:

Close your window and jump in on this customer interaction.  Perhaps whisper to the worker that it seems as if things have gone to far, or perhaps interject in some fashion that distracts both the customer and the employee to the point that they must start again from the beginning.  I prefer this method to any sort of Tattling.  If you see a worker as a repeated problem please notify me or the shift lead so that we may take added measures to ensure proper sexual harassment of said employee to curb such sexual outbursts.

Speaking of which! As a postal employee you are guaranteed sexual harassment in your contract.  Obviously this does not necessarily mean you WANT to be sexually harassed by your dear managers it just means it’s your right.  On the night shift staff we will have a clear policy that NO sexual harassment of employees will be conducted unless it is specifically asked for.  IE you say: “Hey I think I need some sexual harassment” or announce “Union break: where’s my sexual harassment damn-it” or something of that nature.  If a shift lead, fellow employee, or myself is sexually harassing you in a nature that makes you uncomfortable please let me know.  I will NOT tolerate UNWANTED stalking, sexual overtures, or demeaning remarks on my staff.  We want everyone to have a good sex-positive time not a freaky uncomfortable experience.  If you are the problem I WILL be direct with you.

Handling Real Mail

Mishandling real mail is often a federal offense.  When receiving real off-playa mail please be sure to check for the following things:

· Return address (due to anthrax mail without a return address is considered suspicious and may not be sent)

· Proper postage (if a letter seems excessively heavy please weigh it and ask the sender to apply proper postage)

You can then place the mail in the off-playa mail delivery box for the postmark team to handle.

Handling Playa Mail

In years past we have had an appalling number of letters get ‘misplaced’ or letters which are ‘undeliverable’ please make sure that the sender is writing legibly and that they include a return address if at all possible.  If the sender is unable to write legibly please offer to address their card for them (bribes may be required).  If mail returns to the post office undeliverable or if the person sending the letter does not know the address of the person they may leave it on ‘will call’ for the person to pick up from our center camp location.  OLD (2001 and before) may also be deposited here for claiming.  IN NO WAY SHAPE OR FORM should the official USPS postmark be applied to on-playa mail.  Also make sure that the customer has placed the proper SIP code on their mail.  If not berate them on how difficult they are making things for us.

Mail Sorting/Delivery

Please place mail in its proper SIP code bin after the mail transaction has taken place.  If there is a backlog of mail before 4 am we may consider night delivery.  There will be no delivery of Mail after 4 am. 

PedEx

PedEx delivery will end at 4am.  When you receive a PedEx Request it should be placed in the PedEx in box and a delivery coordinator will be in charge of assigning the tasks during the day shift.  If we have specific playa-gram specialists dedicated to the night shift they can opt to take these assignments assuming they are to be delivered during their shift.

INSS

We will issue a green card only when sufficient proof of participation has been submitted.  This can be in the form of completed spontaneous volunteerism paperwork, or in the form of performance/non-monetary gift.  We will issue green cards for bribes on the night shift only after shift lead or management approval.

Paperwork

Paperwork is mandatory for the services that require it.  

Chain of command

If a customer asks to speak to your supervisor please oblige.  If you supervisor is unavailable please direct them to the complaints window.

Complaints

There should be a complaints form.  Make sure that you get their name and playa-address.  Also make sure they note what worker and what kind of window it was (re full disclosure policy).  The management will handle complaints and the team will consense on action taken for every complaint processed.

Full disclosure policy

Each worker must place a sign above or near his or her window instructing customers what kind of service is available (nice, friendly, abusive, abrasive, disinterested, lazy, etc.)  This should minimize problems with overloading the complaints department.

