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To

The Secretary Posts,
Department of Posts,
Dak Bhawan

New Delhi- 110001

Respected Sir,

Subject: Introduction of Digital POSB Account Opening Facility at Branch Offices
through BPMs - reg.

I am directed to submit, on behalf of the Federation of National Postal Organisations
(FNPO), a suggestion for further digitalisation of the POSB Account Opening process at Branch
Offices (BOs), with a view to reducing repetitive workload at Sub Offices, empowering Branch
Postmasters and, ultimately, increasing POSB business.

The Department of Posts is rapidly moving towards Al, digital technology and technology-
enabled postal services. In this context, there is considerable scope to further simplify and
digitalise the existing POSB account-opening process at BO level.

Existing position

At present, after the BPM sources a POSB account at the Branch Office, the process involves
generation of the F-Number and subsequent completion of account opening at the concerned Sub

Office through the SPM/PA.

In particular, in Sub Offices having 5-6 or more Branch Offices, the additional processing of BO-
sourced accounts places considerable workload on the SPM/PA, especially where staff shortages

already exist.

At the same time, although business is generated through BOs, the concerned Sub Office is also
required to achieve its own business targets. This creates an additional operational pressure on the

limited staff available at the SO.
Proposal for Digital POSB Account Opening at BO

FNPO suggests that the Department may examine the feasibility of providing Digital POSB Account
Opening facility to BPMs at Branch Offices, subject to appropriate security, authentication and

supervisory controls.
A possible digital workflow could be:

Customer — e-KYC — Authentication (Biometric/OTP) - BPM - Digital POSB Account
Opening — System Validation - Account Number _
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Expected benefits
Such a system could provide several advantages:

1. Reduction i iti i
ction in repetitive processing at Sub Offices, particularly in SOs having multiple

BOs.
2. Reduction of workload on S

. PMs/PAs, i i

i bt /PAs, enabling them to devote more time to other
3. Empowerment of BP ing i

= ?tse]f‘ Ms.by enabling them to complete the business sourced by them at the
4. Faster customer service, as customers would not necessarily have to depend upon further

processing at the SO for completion of the account opening.
5. Greater business focus at Sub Offices, enabling SO staff to concentrate more on new

business sourcing and customer service.

6. More time for SO staff to focus on PLI/RPLI, IPPB, POSB and other business-

development activities.
7. Improved utilisation of technology and reduction of avoidable manual/repetitive
processes.
0SB business, since BO business can be completed at the

8. Potential for higher overall P
point where the customer is source

generating additional business.

d while SO staff can simultaneously concentrate on

Need for a pilot project
onsider introducing this facility initially

FNPO therefore requests that the Department may ¢
on a pilot basis in selected Circles/Divisions, particularly in areas where Sub Offices are

managing a large number of Branch Offices.

The pilot may be evaluated with reference to:

customer convenience and turnaround time;
« reductionin SO workload;
number of accounts opene
staff productivity;

system and transac

d through BOs;

tion security;

L ]

. KYC compliance;

e supervisory controls; and

o overall increase in POSB business.

- Department

Based on the outcome, the facility may subsequ'ently be gxter'xded tthlt;]otléil:i(:;g :gecrit;i)cise o

with suitable modifications. FNPO submits that this ;u%ﬁesrtxigelsog;;mve D e s
. Rather, it :

g arssontd o employeesempower BPMs, reduce repetitive workload at

existing system or :
i the work of employees easiél

intelligently to make :
SOs and provide faster service to customers.
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The broad objective may be expressed as:
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Prayer

. In view of the above, FNPO respectfully requests the Secretary, Department of Posts, to
kmdl_\: examine the feasibility of introducing a secure, digitally enabled POSB Account
Opening facility at Branch Offices through BPMs, using appropriate e-KYC, biometric/OTP
authentication, system validation and supervisory controls. '

g It is further requested that a pilot project may kindly be considered in selected
Circles/Divisions, particularly where Sub Offices are handling a large number of Branch Offices
and are facing staff shortages and substantial workload relating to BO-sourced POSB accounts.

FNPO shall be pleased to extend its suggestions and practical field-level inputs for designing

such a system in consultation with the Department.

Thanking you Sir,
Yours sincerely, ek

AJ1 VASIREDDY)
Secretary General
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