
1. Installing Electronic Convenience Post

Offices
To meet with the development of advanced information

technology, the post office has introduced an Internet

f i nance  and  e -commerce  se rv i ce ,  and  has  se t  up

electronic convenience post offices. In 2003, the following

tasks were completed:

1 Postal services operation system via mobile

phone
The post off ice and the Chunghwa Telecom joint ly

introduced the "emome financial card" service, which

offers the public an on-line system for savings account

transfers and to report the loss of a savings book, as well

as such functions as enquiry and notification via mobile

phone.

2 Postal Internet integration system
To offer customers convenience in browsing the postal

Internet website and to easily search for a desired page,

an  in teg ra t ion  o f  the  pos ta l  In te rne t  sys tem was

completed.

3 e-post system
The sys tem a l lows cus tomers  to  send e lec t ron ic

documents  th rough  a  compute r  In te rne t  Serve r.

Customers have the options of sending e-mail to email, e-

mai l  to  le t ter,  or  e-mai l  to  e-mai l  by us ing a d ig i ta l

signature and encryption. As per e-mail to letter, the

addressee will receive the original letter from the sender.

2. Introducing New Services

1 Hybrid Mail service
The service uses advanced technology to transmit

messages true to the original posted by the sender in

either a physical or an electronic form for delivery to the

addressee in a physical form within seconds. It combines

tradi t ional  mai l  post ing, t ransportat ion,  and del ivery

services by using technology and automation to transform

the logistics into data processing. The introduction of this

service has become very popular, and the volume has
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increased an average of 20% per year. Although SARS

affected many businesses in 2003, the Hybrid Mail volume

surpassed the annual target, reaching 105.782 million

pieces.

2 Change of address notification service
Chunghwa Post, in conjunction with the e-government

policy, is the only channel that accepts notifications of

change of address via the Internet. Other services cover

the paying different kinds of bills such as public utilities,

driver's license, vehicle license plates, health insurance,

house tax, land value tax, etc.

3 "Go Go Chunghwa Mail Order" service
The post office integrates various commodities from 31

compan ies  such  as  Ta iwan  Sa l t  Company,  Ko l in

Company, etc.  into one mai l -order catalogue for the

convenience of customers ordering the commodities via

giro service. Goods ordered via the Internet are delivered

to the addressee by the post office.

4 Selling various philatelic commodities through

agents
In addit ion to phi latel ic discs and books, personal

s tamps dep ic t ing  c inema p ic tures ,  car toon f igures ,

cul tural  re l ics,  and celebrated personal i t ies such as

Madame Chiang Kai-shek and Singer Teresa Deng were

printed and marketed in 2003.

5 Introducing Sino-Japan EMS Time-guarantee

Service
The  se rv i ce  guaran tees  tha t  EMS i tems  w i l l  be

delivered to the addressee by 1:00 pm on the following

day in Tokyo and 2:00 pm in Osaka.

6 Raising the maximum policy amount to 2 million

do l la rs  fo r  each  s imp ly  l i f e  i nsu rance

policyholder.

7 Deve lop ing  new l i f e  i nsu rance  p roduc ts ,

allowing customers greater choices.

3. Promoting Automation in Mail Flow
In 2003, an additional 333 computerized counters were

added to accelerate the speed of accepting mail and to

alleviate labor costs. The quality of services at offices

island wide has been significantly upgraded. To increase

service-handling efficiency and to retrench labor costs,

the post  o f f ice  ins ta l led:  a  mul t i - funct iona l  counter

computerized system including 335 mainframes and 550

work  s ta t ions ;  the  2nd phase ma i l -de l i ve ry  sys tem

including 65 mainframes and 303 Internet work stations;

and 10 mainframes and 208 work stations to update the

DOS dispatching del ivery system at  specia l  off ices.

Outdated PCs at Chunghwa Post head office and at post

o f f i ces  were  rep laced.  In  2003,  a  new sys tem was

introduced for the following services:

1 2nd stage special mail enquiry system;
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2 Mail delivery notification to bulk mail

customers;

3 International Account on-line system;

4 Customs clearance computerized operat ion

system.

4. Extending Computerized Banking

Operation 
At the end of 2003, there were 1,322 on-l ine post

off ices, 6,618 terminal workstations, and 3,060 ATMs

installed at 1,307 post offices and other public sites. The

major applied systems developed in 2003 were:

1 Financial card chip operation;

2 Health insurance IC card application;

3 Simple life insurance loan service;

4 Six-year life insurance service;

5 Agent service on behalf  of  the Counci l  of  Labor

Affairs;

6 English instructions on ATM and loan policies;

7 Cash register invoice and tax handling procedures;

8 Direct transmission of postal service data for the

convenience of payroll deposit and in-payment and

out-payment services;

9 On- l ine payment  serv ice for  t ra ff ic  and park ing

tickets, vehicle fuel and telecommunications charges,

and changes in driver's license through Chunghwa

Telecom and Seednet; 

10 Emome f inancia l  serv ice v ia  mobi le  phone for

account  enqui ry,  funds t ransfer,  passbook loss

repor t ,  change  o f  p in  number,  and  shopp ing

payments;

5. Initiating Management Reforms 1 To

promote counter service quality improvement

The reform aims at improving employees'  at t i tude

toward customers and fostering customer-oriented service

concepts. To strengthen the implementation of this reform,

the strategies of new-image activities are pinpointed and

pos t  o f f i ces  a re  reques ted  to  se t  them in to  ac t ion

immediately. Several steps were taken: convening new

image  seminars ,  on - the - job  t ra in ing ,  rev iew ing  o f

management  sk i l ls ,  and in i t ia t ing serv ice concepts,

courtesy skills, etc. In addition, several measures were

included, including such as setting up a "chief on duty"

system, a "rapid service" counter, recruiting volunteers, a

more  co rd ia l  work  env i ronment ,  and  a  t rac ing  and

discipline system.

2 To continue fulfilling the mail delivery quality
To ensure the quality of mail delivery and to improve

the  a t t i t ude  toward  addressees ,  Chunghwa Pos t

imp lemented  an"Upgrad ing  Ma i l  De l i ve ry  Qua l i t y "

scheme. It aims at strengthening deliverers' on-the-job

training and monitoring of their actions to maintain a good
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delivery standard. The scheme includes checking daily

ma i l  de l i ve ry,  mon i to r ing  de l i ve ry  superv i so rs '

responsibi l i t ies,  and day-to-day assessments.  Every

month the delivery office should announce the employee

of the month as an example for others. All outstanding

del ivery employees and the supervisors wi l l  receive

awards, whereas those receiving negative marks wil l

receive demerits.

3 To upgrade service outsourcing quali ty and

performance
In 2003, a "postal service outsourcing and human

resources task group" was formed to set standards and

con t rac t  fo rmat t i ng  on  ma i l  so r t i ng ,  d i spa tch ing ,

transportation, bidding rules in mail processing centers,

mail handling labor, counter service, mail collection, and

delivery. These contracts are adopted as samples by post

off ices or mai l  processing centers when outsourcing

services are required in order to reduce labor costs.

4 To strengthen data safety
The Taichung back-up center was set up to serve as an

arch ive  o f  f i les  and prepara tory  cop ies .  In  case o f

emergency, operations can be transferred from the Taipei

center to Taichung center in f rom two to four hours,

guaranteeing smooth transaction. Other services include:

installing a safety fire wall, installing an on-line anti-virus

system, updating virus code, servers, databases, and

load balancing to protect customers' rights and ensure

data safety.  To avoid the piracy of financial cards and to

meet  w i th  po l i cy,  the  f inanc ia l  ch ip  t rans fo rmat ion

operation went on line on September 15, 2003.

5 To integrate resources of customer service

center
There are 128 operators in the customer service center

responsible for  receiv ing enquir ies,  complaints,  and

requests from customers. In order to promote a better

image o f  the  pos t  o f f i ce ,  the  se rv ice  in  the  cen te r

operates 24 hours year round and includes both postal

and banking services.

6 Imp lement ing  the  Pos ta l  Serv i ce F ly ing

Scheme
The Post introduced Flying Scheme in early 2003

for the purpose of improving the decreasing volume of

postal services. At the end of the year, the volume of

parcels and speedpost  has increased gradual ly  and

decreasing rate of the letter post items lessened. The

main incentive measures include: to streamline the mail

operations procedures, to avoid the loss and damage of

parcels, to ensure the safety of mail transportation, to

offer preferential parcel rates from time to time, to provide

special parcel rates for students during summer/winter

vacation, to set up door-to-door pick up service, to

prolong service hours, to deter private courier delivering

mail  bearing postage paid indicia issued by the post

office, to award outstanding employees and groups. 
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