
SUCCESSFUL FALL CONFERENCE AT BEAUTIFUL SKIDMORE COLLEGE
By George Goldsworthy, Saint Michael’s College

 ACUMS Members descended on Saratoga, NY a few months too late to catch 
the races, but were welcomed with open arms in October by Charlene Freiberger and her 
staff at Skidmore College. The facilities were in full fall splendor and the campus was 
beautiful, even with a heavy morning fog settling in. 
 Art Gerckens (Sacred Heart University) began his tenure as ACUMS President 
and David Nelson (University of Rochester) took over as our new Secretary. Familiar 
faces Barbara St. Onge (Amherst College) and Alan Anderson (Barnard College) rounded 
out the new board as Treasurer and VP. 
	 The	most	eye-opening	piece	of	the	first	day’s	sessions	was	a	presentation	made	
by Xerox about their collaborative venture with Skidmore in managing the campus copier/repro facilities. Many of our 
members are now managing both Copy and Print at their respective schools and it was interesting to hear how Skidmore 
has combined the two with the help of a vendor and found rea-
sonable success in serving their needs and keeping their employ-
ees.   
 Several other round 
tables convened at this time 
and our members made good 
use of the time using each other 
as valuable resources. 
At the banquet that night, a 
good time was had by all.  
 We celebrated the in-
duction of Chris Taylor and Dave 
Nelson	into	the	Founders’	Circle	and	enjoyed	good	food	and	
fine	company.	The	raffle	went	off	without	a	hitch	and	everyone	
was able to go home with a prize from a sister-school. Later that 
night, back at the hotel, the real action took place as the Red Sox 
began their comeback against Cleveland down 3 games to 1, and 
we all cheered for Sheila Chisholm, who was smart enough to 
buy	a	complete	furniture	set	from	Justin’s	earlier	in	the	spring.	
The Sox pulled it off and won Sheila a rebate check for the en-
tire purchase! A memorable moment at an ACUMS conference 
for sure! 
 Another highlight of the visit to Saratoga was our 
guided tour of Quad Graphics which Charlene had arranged for 
us. The facility was awesome, to say the least. We witnessed the 
production of countless magazines and catalogs on gargantuan 
presses and saw how all those magazines we deliver are sorted, 
labeled and processed for mailing. It gave us all a new perspec-
tive on how our mail comes to us.  
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A Note from the Prez:  
The Power of Reconciliation
By Art Gerckens, Sacred Heart University

 The Sacred Heart commencement is this 
weekend and I wonder where did this year go?  In 
July I was in the middle of a six-week construction 
project	that	ended	up	lasting	all	summer.		Labor	Day	
weekend (which is our move-in weekend) found us 
working around the clock as we dusted, swept, and 
tried to get our facility in some semblance of order.  It 
literally took until mid-January before I felt the place 
was up to par.
 As the Skidmore ACUMS conference ap-
proached, I saw signs of a problem that would “dog” 
me all year.  Our home-grown charge back system 
appeared to be acting funny (funny in the uh-oh sense 
of	the	word,	not	the	hah-hah	definition).
 Our system was created years ago in Micro-
soft Access.  At that time it did everything we needed 
and we never had charge back issues.  Through the 
years, as our department grew, and we gained tech-
nology, a tremendous amount of code was written 
to accommodate our growing needs.  In the past 
few	years	we’ve	been	fortunate	to	have	the	same	
programmer	working	on	our	system,	but	this	hasn’t	
always been the case.

(Con’t on page 7)

The new Executive Board

Saratoga, New York
Home of Skidmore College

(Con’t on page 6)
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                 A C U M S
             ...defining partnership and professional support

Spring ConferenCe to be held at WeSleyan! 

	 The	upcoming	ACUMS’	Spring	Conference	is	being	held	at	Wesleyan	University,	in	Middle-
town, CT, June 12-13. It promises to be a diverse and informative meeting. The Education Committee 
has worked hard to make sure that there is something for everyone in the programming. The hotel is the 
lovely, quaint, Inn at Middletown which is offering the extension of the conference rates for those who 
wish to spend another night.  All of the sessions and conference meals will be held in the new Suzanne 
Lemberg Usdan Center, which is the pride of the Wesleyan University Campus. 
 For early arrivals (Weds afternoon), there is a group dinner in one of the many great Middletown 
Restaurants. Our thanks go out to Lisa Davis who has done extensive planning and preparing for our ar-

rival! We look forward to seeing you there!

              
    UPcomiNg AcUmS coNfereNceS

Spring 2008: Wesleyan University
Fall 2008: Bryant University

& Univ. of Rhode Island 
Spring 2009: location to be determined

Fall 2009:  Ithaca College

           Lisa Davis
    Wesleyan University
     Host of the ACUMS
2008 Spring Conference
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Amy Hagerty     College of New Rochelle
Belinda Toben     SUNY New Paltz

Evrim Ay     Montclair State University
Al DiMauro     New York University

Nelson Locher     SUNY Buffalo
Betsy Shortell     Harvard University

Lisa Fontes    Bryant University
Jeanne Clink     SUNY Oneonta

Ronald Beaudin     Dartmouth College
Monica Godfrey     Dartmouth College

Karen  A. Hautaniemi     Dartmouth College
Barbara Conrad     Dartmouth College 
Chris Borzillo     Quinnipiac University

  Peg Eaton Crawford   MA College of Pharmacy & Health Svcs
Dave Douglas     Springfield College
Joyce Cain      Springfield College
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No room At the iN-Box (Reprinted with permission from College Planning and ManageMent)
By Julie Sturgeon

Postal	centers	are	huffing	and	puffing	to	keep	up	with	the	sheer	volume	students	—	and	faculty	—	are	sending	through	their	
facilities. 

Five years ago, a mobile trailer on the Sacred Heart University campus provided plenty of space for Art Gerckens to conduct 
the	mail	center’s	business.	Then	the	University	moved	the	department	into	a	new	facility	in	2003,	“and	it	was	huge.	Now,	the	
walls are closing in on us,” he said. “As we keep looking down the road, we are trying to grab space wherever we can because 
the packages are coming in every single day.”

It’s	a	similar	story	at	most	campus	mail	centers.	Gerckens	counted	more	than	1.5M	pieces	of	mail	and	packages	for	his	2,500	
resident	students	in	December	2007	alone;	he’s	on	pace	to	juggle	three	million	pieces	for	the	current	fiscal	year	at	this	Fair-
field,	CT	site.	And	that’s	with	the	number	of	letters	flowing	through	either	holding	steady	or	declining,	according	to	Thom	
Roylance. President of the National Association of College and University Mail Services and assistant director of Brigham 
Young	University’s	print	and	mail	production	center.	His	outbound	letters	in	2006	totaled	nearly	1.2M	pieces	—	that	fell	to	
670,000	pieces	in	2007.

Since the number of letters is declining, this means, of course, that the volume of packages is skyrocketing. Glenn Strause, 
director	of	printing	and	mailing	services	at	Bethlehem,	PA’s	Lehigh	University,	says	he’s	seen	a	12	percent	increase	annually	
since	2005	in	package	traffic.	It’s	a	combination	of	Amazon.com,	eBay	purchases,	and	apparel.	“Anything	they	can	order	on	
line,	they	do,”	he	said.	The	pace	really	picked	up	when	Barnes	&	Noble	took	over	that	campus’s	bookstore	operations.

A	simple	policy	change	opened	the	floodgates	at	Brigham	Young	(BYU).	Departments	have	issued	purchasing	cards	to	deans	
and	directors	to	use	carte	blanche	for	any	amounts	under	$2,000.	Most	cardholders	choose	the	convenience	of	Internet	shop-
ping for these buys. “While it may have saved Purchasing a little bit of money, it has sure passed the cost over to us where we 
now deliver that,” noted Roylance. 
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edUcAtioN committee UPdAte
By Charlie Apicella, UMASS (Amherst)

The Results Are In!

The Education Committee distributed 
surveys at the fall conference and by 
mail to all members to solicit comments 
regarding membership participation and 
conference programming. We received a 
total	of	63	responses.

The results were very informative and 
the Board wasted no time with making 
some decisions for improvements.  The 
spring conference program and agenda 
were	influenced	by	some	of	the	opinions	
expressed.  To view the results and the 
survey documents please visit the Edu-
cation section of ACUMS.org.

See you in Middletown in June!  

(Con’t on page 6)
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           M e m b e r    n e w s
tUftS UNiverSity
Sheila Chisholm

 “Passport Days” held on the Boston and Medford Campuses have been a huge 
success.		The	total	number	of	Faculty,	Staff	and	Students	participants	this	year	was	101.		
This	is	a	168%	increase	over	last	year	(60	participants).		The	highlight	of	this	year’s	pro-
cess	was	the	inclusion	of	the	Tufts	Medical	Center.		Sheila	reached	out	to	the	Center’s	HR	
department and they enthusiastically sent out an e-mail to the hospital community inviting 
them to attend “Passport Day”.  Many physicians and staff attended and they expressed 
their gratitude for the opportunity.  
	 One	interesting	story	concerning	“Passport	Day”	involved	a	woman	asking	if	her	81	year	old	mother	could	attend.		
Sheila responded that she was welcome, but added that maybe it would be more convenient for her to go to her local passport 
authorized	Post	Office.		The	woman	expressed	that	she	would	like	to	attend	Tufts’		“Passport	Day”	because	her	local	PO	was	
not very good.  Sheila interpreted this comment as a compliment to Tufts University Mail Services.

   Please send member news 
briefs and other articles and 
pictures to:
         George Goldsworthy
     ggoldsworthy@smcvt.edu
                                   

UNiverSity At AlBANy
Diane Cardone

	 On	Monday,	February	25,	2008,	the	staff	witnessed	Bianca	and	
her	handler,	Officer	Ed	Meyers,	track	and	find	a	suspicious	package	
containing potential bomb-making material in the mail facility during a 
training exercise at the University at Albany.  Bianca, a Belgian Malinois, 
is	a	recent	addition	to	the	staff	of	the	University’s	Police	Department.		
	 The	University’s	Mail	Services	is	working	toward	a	stronger	col-
laborative	relationship	with	the	University	Police	Department—in	par-
ticular with their K-9 units.  Both Bianca and another UPD dog, Bailey, 
are welcome into Mail Services at any time to strengthen their bomb and 
drug	sniffing	abilities	among	the	54,000	packages	and	2.5	million	pieces	
of mail that are processed through the facility each year.  The staff relies 
on	the	services	of	these	dogs	to	confirm	suspicions	of	questionable	items.		
Last school year they received a package that had a strong odor which the 
staff	suspected	might	be	marijuana.		A	UPD	K-9	unit	responded	imme-
diately.  The suspicious package was 
placed among numerous other pack-
ages in the facility and Bailey went to 
work, targeting the package in ques-
tion	and	confirming	that	it	contained	
an illegal substance.   
 Working collaboratively, this 
is a win-win situation for both Mail 
Services and UPD.  It brings together 
two campus units that might not oth-
erwise have the opportunity to work 
together, giving real life experience 
to both the dogs and the staff, and re-
minds the staff that there are additional 
resources on campus to help personnel 
perform	their	jobs.

cUrry college
Thomas Crowley

 Curry College has broken ground for a new 
student center.  The completion date is summer, 
2009	and	will	have	a	large	impact	on	the	students,	
faculty	and	staff	of	Curry.		It	will	be	an	84,000	
square	foot	complex,	replacing	the	present	20,000	
square foot student center.  Curry presently utilizes 
1,557	of	the	old	3	by	5	inch	style	mailboxes.		The	
new	facility	will	expand	the	operation	to	2,000	
mailboxes, utilizing the Carrington Company as a 
supplier.  Mail Services and the Copy Center are 
presently two separate entities. With the comple-
tion of the new complex, the Copy Center will be 
merged with Mail Services and both departments 
will come under the control of the Mail Services 
Manager.		In	the	past	five	years,	Curry	has	added	
three new residence halls and a performing arts 
center.  After completion of the student center, the 
school is planning on two additional residence 
halls. 
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UNiverSity of rocheSter
Dave Nelson

 This	past	Spring,	five	members	of	our	
staff earned their MQC (Mail Quality Control) 
specialist	certification.	They	are	Dave	Nelson,	
Pete Lootens (ACUMS member), Jerrod Jop-
son, Mark Goodrich, and Lisa Kinnaird. Our 
Mail Services department has set the lofty goal 
of certifying our entire bulk mail division in 
the next six months.

UNiverSity of vermoNt
Rick Carlson

	 The	March	2008	edition	of	In-Plant	Graphics	featured	an	
article on pg. 22 about the new Underground Copy center on UVM 
campus. Rick has hired two new employees to provide service 
in the satellite facility located in the new Dudley Davis Student 
Center. This new facility is a compliment to the existing 22 em-
ployee Printing and Mailing facility Rick manages and has been a 
big hit with students who no longer need to travel off campus for 
their printing and design needs. The facility went mobile in May to 
provide shipping services for students.

SAcred heArt UNiverSity
Art Gerckens

 Our Sony Picture Station has arrived.  I talked about it at the Skidmore 
conference	and	on	February	12th	(just	in	time	for	Valentine’s	Day)	we	started	
processing pictures in our Mail Center.  The Picture Station is a self-service 
photo kiosk that allows students to use a variety of digital media to process 
photographs.  In March we launched our 1st “March Madness” picture sale.  We 
invited students to have fun on Spring Break and bring their pictures to us.  We 
also broadcast a commercial through all closed circuit televisions on campus 
advertising the Picture Station.  The commercial was a play on the “so easy a 
Caveman can use it” advertisement featuring “yours truly”.  We also acquired 
a ton of shipping supplies, bubble wrap, packing peanuts, boxes of every size and 
shape, etc… We are now offering packaging services to the university community.  Additionally, we now accept campus 
ID cards for payment at our register.
	 We	hosted	several	PCC	events	this	year	including:		Mail	Security	workshop;	Roundtable	discussion	with	Susan	
Plonkey,	VP	of	Marketing	for	the	USPS;	Green	Means	Grow	–	Environmental	Issues	in	the	Mail	Center	seminar.		The	
Green event was perhaps our biggest draw for a PCC event.  Postal Headquarters in Washington sent speakers to this 
event	to	get	ready	for	the	Green	Event	they’ll	be	leading	at	the	Anaheim	NPF.
 Finally, I had the honor of meeting John Ratzenberger (Cliff the mailman from Cheers) at a recent event at 
the university.  John is a SHU alumni and new trustee of the university.  John offered his condolences to me when he 
learned that I ran the Mail Center at SHU. 

Art & “Cliff the Mailman”

hAPPy retiremeNt hArry!!
hArry Swett, lyNdoN StAte college

After	17	dedicated	years	
of managing the mail-
room, Harry has taken his 
long deserved retirement! 
Harry’s	last	day	on	the	
job	was	May	18th.	We	
will	miss	Harry’s	great	
sense of humor and smil-
ing face at our meetings!

Dave Nelson (University of Rochester) 
and Chris Taylor (Bowdoin College) 
become the latest recipients of the 
honored	Founder’s	Circle	award.



no RooM at the in-Box (con’t from page 3)...

Still, these managers have found ways to keep their heads above water. Strause, in fact, has reduced his employee payroll from eight part-
timers	to	just	four,	thanks	to	automation.

Bar Codes to the Rescue

Thom	Roylance	first	reported	to	work	at	BYU’s	Provo,	UT	mail	center	in	1975…	and	couldn’t	wait	to	get	out.	He	returned	in	the	1980s,	
sorting	mail	by	day	and	attending	classes	to	earn	his	bachelor’s	degree	at	night.	“I	couldn’t	wait	to	get	out,”	he	repeated.	But	he	was	hired	
as	the	assistant	manager	in	1989,	and	hasn’t	left	since.	

The	attraction	is	simple.	“It’s	not	your	grandpa’s	post	office	any	more,”	he	pointed	out.	The	word	“mailroom”	fell	from	the	lexicon	in	favor	
of “mail center,” a thriving operations facility that often handles printing services in addition to packages and envelopes. “We are seeing 
the industry become more professional, and a lot more complex.”

Most mail center managers cope via tracking systems. Strause, who is also the current president of the National Association of College 
and	University	Mail	Services	(NACUMS),	is	using	Hasler	Mailing	Systems’s	tracking	system.	He	scans	packages	the	second	they	arrive	
to automatically generate an e-mail notice for the receiver. Students receive the heads-up in real time, so they can start moving toward the 
center	to	collect	their	order.	Gerckens	also	uses	UPS’s	QuantumView	to	check	the	expected	delivery	load	for	the	next	few	days	and	plan	
his daily assignments accordingly. 
“We’re	seeing	more	private	carriers,	primarily	because	of	the	trace	and	track	capa-
bilities,”	Roylance	noted.	“The	United	States	Postal	Service’s	delivery	confirmation	
has not proven to keep pace with their competition.”

Strause used to write up package delivery notices by hand, which meant three to 
four	people	spent	four	to	five	hours	a	day	on	this	laborious	task	to	cover	400	pack-
ages. Now the package tracking system spits out labels he can slap on both the box 
and	a	notification	card.	Voilà!	Now	two	people	can	handle	a	heavier	volume	in	just	
two hours. 

Roylance	has	already	invested	the	$15,000	into	equipment	upgrades	he’ll	need	to	
work with the mandatory intelligent mail barcodes (formally known as the Four-
State	Customer	Barcode)	set	to	hit	the	industry	in	2009.	“It’s	a	chunk	of	change,”	
he admitted, “but I personally think this barcode is a step in the right direction.” 
NACUMS also encourages mail center executives to meet with their address man-
agement services at the postal service and work together to establish a common ad-
dress	format,	and	keep	the	pieces	flowing	seamlessly	from	one	station	to	the	next.	

Just Say No

Gerckens keeps a close eye on the types of boxes streaming through his center. 
As soon as he gets a whiff of packages being delivered from a distribution center, 
he’s	on	it	like	a	bloodhound	to	see	if	a	student	has	set	up	an	Internet	or	multi-
level marketing business from a residence hall room. The University certainly has 
nothing against entrepreneurship, but due to the rising mail volumes, the Univer-
sity passed a policy requiring the next Jeff Bezos to work out a P.O. box with the 
city	of	Fairfield.	

Of	course,	there’s	a	time	to	enforce	the	rules,	and	a	time	to	look	the	other	way.	
For instance, most campuses have a “no personal packages” rule for faculty and 
staff,	Roylance	acknowledged.	But	it’s	not	uncommon	for	a	department	secretary	
or	Professor	Smith	to	prefer	eBay	send	their	spouse’s	birthday	gift	to	their	work	
address	instead	of	the	front	porch.	As	long	as	it	doesn’t	get	out	of	hand,	he	looks	the	
other way. 

Meanwhile, Strause plans to expand his window and start doubling up on runners 
to	keep	packages	from	piling	up	in	the	limited	space	available.	He’s	found	a	steady	
stream	of	labor	—	on	another	department’s	dime	—	by	using	work-study	students.	
“The	volume	is	here	and	I	don’t	ever	see	it	going	down,”	he	added.
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Fall ‘07 Conference (con’t from cover)...

Afterwards, we convened for lunch and had a few 
good laughs with local motivational speaker Jay 
Rifenbary who was extremely entertaining. 
	 We	had	a	few	new	faces	join	our	mem-
bership and everyone left our meeting with a little 
more than they came with. Our thanks go out to 
Charlene for all of her hard work preparing for us 
and	insuring	that	everyone	enjoyed	themselves.	
She was a fabulous hostess and more than a few 
ACUMS members will make it back to Saratoga 
sometime to see those thoroughbreds! 

Mark Goodrich receiving a special award from the 
membership for appreciation of his time as 

ACUMS President.



a note fRoM the PRez: (con’t from cover)...
 
Some of the new things we do with our database include:
	 •	 Downloading	material	from	the	CAPS	website	and	importing	charges	into	the	database.
	 •	 Downloading	and	importing	UPS	invoice	data	into	the	database	and	then	exporting	the	charges	into	our		 	 	
  charge back formula.
	 •	 The	University	accounting	system	now	talks	to	our	database	and	downloads	good	departmental	account	num	 	
  bers each week.  (In the past we would run our charges and then need to chase down people for good account   
  numbers).
	 •	 All	satellite	copier	data	is	grabbed	and	imported	directly	into	the	database	to	charge	back	satellite	copier		 	 	
  charges.
	 Also,	a	business	system	was	updated	which	required	the	numeric	format	that	we	send	to	the	Business	Office	to	change	to	a	com-
bination of alpha and numeric characters.   In other words, there were a lot of changes.
	 The	numbers	being	processed	didn’t	add	up	to	my	numbers.		In	October	there	was	the	infamous	16-million	dollar	charge	we	tried	
to	charge	the	Admissions	Department	(somebody	“fat-fingered”	a	1,600	charge).		I	told	the	fundraising	people	I	didn’t	see	what	was	so	
hard	about	their	job…with	the	stroke	of	a	key	I	could	raise	whatever	they	needed	in	no	time.
 In April, I was asked by our budget analyst what was wrong with the mailroom.  Apparently, the mailroom had charged back a 
whopping	65k	to	that	point.		By	comparison,	during	the	last	fiscal	year	we	had	charged	back	over	300k!		Something	was	rotten	in	Den-
mark.
	 We	realized	we	had	some	coding	problems	that	needed	to	be	fixed.		In	my	case,	I	spent	nearly	8-hours	a	day	for	2	straight	weeks	
in a budget audit with my boss, our programmers and budget people.  Does anyone remember the Charlie Brown cartoons?  Do you 
remember the scenes in the cartoon when the teacher would talk to the class and you would hear an indecipherable horn-type noise for 
her	voice?		That’s	what	it	was	like.		I	am	not	a	numbers	person…I’m	a	marketing-	promote-your-mail-center-type	of	guy.		This	was	pure	
agony.
 Through it all, nobody panicked.  We knew there had to be a programming problem and if it took us two weeks behind locked 
doors	to	fix,	then	so	be	it…we	were	all	willing	to	do	so.		It	was	reassuring	to	be	able	to	go	into	my	mail	accounting	system	and	show	the	
powers-that-be	everything	we	had	processed.		The	Postal	Service’s	CAPS	system	also	showed	every	piece	of	mail	that	left	our	facility	and	
tied into my hard copy records.  I brought up every UPS charge and tied it into our records.  Our database (although sick) still recorded 
record numbers for every duplicating request we had processed and we kept paper records of these requests.  I always want to throw this 
mountain of paper away but they came in handy.
	 We	did	discover	some	programming	glitches	and	ultimately	uncovered	a	flaw	in	the	way	we	were	entering	data.
	 As	we	grew,	the	data	entry	demands	of	my	job	became	overwhelming.		The	clerks	did	their	work	and	I	scooped	up	their	paper	
requests and manually entered them into the database.  I literally needed hours to accomplish this task.  We eventually opened up segments 
of the database to our clerks.  Our duplicating clerk became responsible for entering his records and our letter shop clerk enters his charg-
es.  Our lead mail clerk downloads the weekly postage meter charges onto a network share that in turn gets imported into the database.
	 A	server	that	contained	these	network	shares	was	targeted	to	be	replaced.		All	files	were	to	be	moved	to	a	new	location.		Some	of	
the	files	were	moved	(the	files	for	my	database),	others	were	not	(the	files	controlling	the	charges	my	guys	were	entering).		The	server	was	
never fully disconnected.  This resulted in dual databases accepting data from different data entry people.  When the charges were pro-
cessed	a	checkmark	would	be	placed	in	a	field	indicating	a	successful	process.		Everything	seemed	to	be	running	normally…except	that	
the duplicating, letter shop and some postage charges were being entered into the old database and subsequently were not being processed.
 I ran my charges last week and am proud (and maybe even a bit relieved) to say that the Mail & Duplicating Center is back in the 
black.
 Of course, I am now the most despised person on campus.  Last week I zapped large amounts of cash from budgets that until that 
point had been looking pretty good.
 Is there a lesson here?  Reconciling ones numbers comes to mind (and probably a whole slew of others).  But to tell you the truth, 
the	warm	weather	is	here,	the	Wesleyan	conference	is	just	around	the	corner,	and	I’m	tired	and	bored	with	numbers	and	budgets.		I	would	
much rather focus on our recent positive accomplishments from this past year.  I invite you to turn to our Members News section to see 
ACUMS in action. 

     www.ACUMS.org
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c/o Sacred Heart UniverSity

5151 Park Avenue
Fairfield, CT 06825-1000

Scenes from Skidmore


