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IX. New Measures

1. Implementation of Management Reforms

(1) Firmly implemented “raising overall window

service program”:

(I) Put together “Window Clerk Handbook for
Talking to Customers,” which is kept in
postal outlets as a reference for counter staff
to improve their reception skills and service
etiquette.

(Il) Firmly implemented measures to reduce
customer waiting time and raise counter
efficiency, including the following: making
use of number pagers’ data features and
employee productivity data, strengthening
management, consigning jobs and arrang-
ing shifts with more flexibility, and designat-
ing express service windows.

(Ill) Focusing more on assessing and rating
branch office managers’ performance; im-
proving window clerks’ reception skills and
etiquette; reducing customer waiting time
to raise customer satisfaction scores.

(2) Constructed a web page dedicated to “Bulk

Mailing Price Negotiation Management”:

To prevent cutthroat competition among its
own branches (by snatching each other’s cus-
tomers), and to prevent customers from making
money off price differentials and thereby erod-
ing profits, Chunghwa Post constructed a web
page dedicated to these purposes in its internal
network. Branch managers and marketing per-
sonnel can view details about price negotiations
with customers online.

(3) Drawing up of sample “Bulk Mailing Con-

tract”:

To ensure that a bulk mailer follows the condi-
tions set on the delivery of special-case price
negotiation mail and lower the risk that the
client, after the mail is delivered, will refuse to
make payment or demand a bigger discount,
the post office has published and distributed a
copy of a contract as a sample for each branch
office.

(4) Raising service quality and performance of

outsourcing:

Since the “Postal Outsourcing and Utilization of
Manpower Team” was formed in 2003,
it has been researching and drawing up sample
contracts to be distributed to the company’s
branch offices and mail processing centers
to use as a reference for handling outsourced
operations.These include “Contract for Mail
Sorting Prior to Delivery,” “Contract for Mail
Sorting and Dispatching,” “Contract for Mail
Transportation,” “Contract for Mail Collection,”
and “Contract for Mail Delivery.”
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2. Expanded the Computerization of Savings and

Remittances Operations

() Added “online payment for special-deposit account”
feature to online payment service. Account holders may
now pay bills for credit cards, telephone services, cable
TV, as well as insurance premiums, installments, tuition,
and mortgages—all without leaving home.

(I) Continued to focus on switch to chip cards.

(I} Launched motor vehicle fuel usage fee direct- debit
service.

(IV) Launched an image processing system for postal giro
incoming payments: After a high-speed scanning pro-
cess, the computer identifies, sequences and verifies
the amount of each deposit slip before printing out
and sending the image data to account holders. Alter-
natively, account holders can apply to receive the data
through e-mail, CD Rom (by mail), or simply by viewing
online. This service greatly speeds up the accounting
process.

(V) Completed the development of seven new applications
for the operations of the following: Jicing Postal Simple
Insurance for Children (a new offering), ATM payment
service, Jisiang Postal Simple Insurance (a new of-
fering), “Haolidai” fixed adjustable hybrid mortgage, a
new system for postal ATM cards in which cardhold-
ers can still use their old cards before receiving their
chip cards, “life insurance accounting” (a new feature)
for the second-generation bookkeeping interface, and
small-amount home renovation loans.

3. Enhancing Information Security

The Taichung Disaster Recovery Center was estab-
lished as an alternate site for data file storage to ensure
business continuity. During emergencies, the post office
will be able to resume its core operations in the Taichung
center in 2 to 4 hours. A firewall and a protection system
against virus intrusions for the entire post office network
were installed. These have been inspected and renewed at
regular intervals. The center is equipped with critical serv-
ers, databases and load balancers in order to protect the
rights of its customers and improve information security. To
protect the ATM cards it issues from fraud (such as infor-
mation being copied from the magnetic strip of a card to
create a duplicate card), Chunghwa Post is, in coordination
with government policy, enthusiastically pursuing the switch
to chip cards.
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4. Established an E-Post Office

() Established a file swapping multi-channel system:
The system makes use of networking technology
and a data security mechanism to provide conve-
nient and secure file swapping between Chunghwa
Post and its clients, saving labor and time previously
used for transporting data stored on magnetic tapes
or discs.

(I) Completed the construction of a dedicated website
for the TAIPEI 2005 Asia International Stamp Ex-
hibition: In coordination with the Asia International
Stamp Exhibition of 2005, hosted by Chunghwa
Post, a dedicated website was constructed, and
related information has been gradually posted there.

() Completed the second phase of postal website inte-
gration:
In order to comply with the Executive Yuan’s Re-
search, Development and Evaluation Commission’s
policies promoting “Building an English Living Envi-
ronment” and “Web Accessibility,” Chunghwa Post
made additions and revisions on its website.

5. Promoting Automated Operations of its Postal

Operations

At the end of 2004, the post office completed
computerization of counter services in 902 post office
branches; deployed 255 suite logistic support systems;
deployed 107 items of mail delivery hardware; and com-
pleted the development of 4 applications (stage one for
the postal management information system, an integrat-
ed platform for both postal and savings operations, the
Zip code network reorganization system, and stage one
for the mail transportation management system).

. Integrating the Resources of Its Call Center

The service representatives of the center are charged
with the duties of answering customers’ enquiries, pro-
cessing requests for changes, as well as addressing
customers’ complaints and suggestions. To create an
image of being a high quality and professional provider
of service, the post office expanded the center’s services
by assigning it responsibility for the interactive voice re-
sponse system for savings and remittance operations.
So that it can fulfill its service ideal of attaining great cus-
tomer satisfaction by providing excellent communication
channels with customers, the center is open 24 hours a
day.
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