
Customers and Suppliers
Our success comes from our customers’ success. By putting customers first, we 
benefit all our stakeholders. From product design to service policies, we listen 
and respond to customers’ needs and concerns. Because we depend on suppliers 
to help us meet customer needs, we require our suppliers to meet appropriate 
performance standards. Our Supplier Code of Conduct extends these standards to 
include corporate responsibility.

Working with Customers
Our corporate values lead with the mandate to “Put Customers First.” We work 
continuously to improve customers’ experience with Pitney Bowes and to build 
customer satisfaction and loyalty.

Working with Suppliers
In 2008, we introduced the Pitney Bowes Supplier Code of Conduct. The Code 
establishes social, environmental and ethical and legal compliance standards and 
performance benchmarks.

Supplier Diversity
We seek to build relationships with innovative, customer-focused, diverse 
businesses to maximize our competitive advantage. Through our programs and 
policies, we create opportunities for diverse suppliers to compete for our business.

Performance 2011
We report on new customer experience initiatives and on our spending with  
diverse suppliers.
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Working with Customers
Meeting the needs of our customers is our first priority, and every year we work 
to improve customers’ experience at every stage of their relationship with Pitney 
Bowes. Here are some of the steps we took in 2011:

•	  We opened a new online supply store that gives customers 24/7 access to needed 
supplies.

•	We created an online scheduling system to make onsite repairs easier to arrange.

•	  We expanded our customer feedback process to include 19 countries. We also 
passed a milestone in the use of this system, with structured feedback from more 
than 600,000 customers.

•	  We realigned our service teams to meet specialized needs in vertical markets, 
enterprise accounts, and accounts where customers have multiple relationships 
with Pitney Bowes.

•	  We improved the infrastructure and instituted new performance standards for 
call centers and other support operations. Every front-line, customer-facing 
employee now has responsibility for meeting specific customer satisfaction goals.

•	  We also reengineered the way we manage our vendors to ensure that they deliver 
to our customer satisfaction standards.

We continue to work to simplify our customers’ experience, enhance their ability to 
manage their relationship with Pitney Bowes, strengthen our dialogue on product 
and process improvements, and align our feedback methodology and performance 
metrics on a global basis.

Best Practices Webinars
To help customers succeed, it’s not enough simply to provide products and services 
to meet their needs. We also seek to actively engage them in extracting the maximum 
value from our technology and know-how. In addition to product training, we offer an 
extensive series of free webinars to help customers deal with common marketing 
challenges, technical issues and know-how industry trends. Recent examples include:

•	Unleashing the Power of the Intelligent Mail Barcode

•	 Attacking Return-to-Sender Mail from all Directions

•	Results ROCK! Direct Mail Basics...Test, Test, Test

•	Maximizing Direct Mail Communications — The Direct Mail Advantage

•	Changes at the USPS — How to Adapt Your Mailing Strategies

•	  Break into New Markets — The Secrets to Launching a Successful Direct Mail Campaign

•	The Importance of Disaster Recovery and Contingency Planning

Customer Summit
Each year we invite customers to meet 
and share ideas with company leaders 
and experts at our Global Document 
Messaging Technologies Customer 
Summit. For high-volume production 
printers and mailers, the Summit 
provides a window into emerging 
technologies as well as a chance to 
hear how other customers are using 
Pitney Bowes products and services 
to open markets and solve problems. 
New at the 2011 Summit: the Brilliant 
Communication Awards honoring 
customer innovations across a range  
of categories.

In January 2012, 240 participants from 
around the world demoed 76 hacks at 
Pitney Bowes Software’s sixth annual 
Hack Day. What’s a hack? It’s a mini-
project created to try out or test ideas. 
They can be new ideas, adaptations 
of existing products, process 
improvements or a chance to learn 
something new. Hacks span a range of 
crucial software apps, from desktop to 
cloud-based. Some are about helping 
customers find the right location 
for a store, others focus on helping 
them deliver the right message to the 
right customer, via their preferred 
communications channel. Whatever 
the app, every hack has to be demo-
ready in 72 hours, so — as the logo 
suggests —Hack Day always offers an 
exciting blend of ideas and adrenalin. 
Then once it’s over, a panel of global 
judges reviews the top hacks from the 
Americas, EMEA (Europe Middle East 
Asia) and APAC (Asia Pacific). This 
year’s honors for most prolific went to 
Noida, India, which delivered a stunning 
48 hacks.
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Dedicated Web sites for Special Interest Groups
Many customers find useful tips, case studies and peer-group perspectives at 
Pitney Bowes-operated special interest group websites. Our North America 
Mailing organization offers a variety of practical information for small businesses 
at www.pbsmartessentials.com. For customers interested in global ecommerce 
opportunities, Mail Services’ Ecommerce Solutions Group has a Resources Center 
which includes timely news items, technical and regional features and a blog,  
all at resources.pbecomm.com.

Disaster Recovery Seminar Draws 89 Customers in Dallas
Pitney Bowes’s strong recovery from a catastrophic fire at its Texas mail processing 
center in February 2011 put disaster recovery front and center in many customers’ 
minds. To assist customers with their own disaster recovery planning, Pitney 
Bowes Mail Services held a seminar on the subject in July 2011. The seminar 
combined discussion of Pitney Bowes disaster recovery policies and practices 
with group working sessions designed to help customers prepare for comparable 
circumstances in their own businesses.

Working with Suppliers
To serve our customers with the highest standards of service and product quality, 
we need corresponding standards in our dealings with suppliers. In addition to 
strict standards on the technical performance of supplier goods and services, 
we also seek to ensure that working conditions in our supply chain are safe, that 
workers are treated with respect and dignity, that manufacturing processes are 
environmentally and socially responsible, and that suppliers are committed to 
abiding by the laws that apply to them.

Supplier Code of Conduct
To formalize these expectations, in 2008 we introduced a Supplier Code of Conduct. 
The Code establishes critical benchmarks and examples of good management 
practices to help suppliers comply with the code’s provisions for supplier 
performance in the following areas:

•	Forced labor

•	Wages and working hours

•	Non-discrimination

•	Respect and dignity

•	Health and safety

•	Protection of the environment

•	Legal and ethical dealings

The Code is also written into all of our supplier agreements. We require our largest 
suppliers to acknowledge receipt of the Code and support for its standards and 
provisions, including our expectation that they will apply the Code’s standards 
to their own extended sources of supply engaged in the production of goods and 
services for Pitney Bowes. We encourage suppliers and Pitney Bowes employees to 
report violations of the Code through our confidential Ethics Help Line.

Customer 
Communications
We also seek to educate customers 
more broadly about changes in the 
technology and practice of customer 
communications, and how Pitney Bowes 
is evolving to help them take advantage 
of them. 

Pitney Bowes 
Software Announces 
Latest Meridian 
Award Winners
Each year Pitney Bowes Software 
recognizes outstanding customer 
innovation through its Meridian 
Awards, presented at its annual user 
conference. The 2012 winners include 
customers from the United States, 
Canada and Australia: Schwan’s 
Home Service, Inc., of Marshall, MN 
(Organizational Impact/Spectrum 
Technology Platform); the City 
of Vancouver, Canada (Technical 
Achievement/2D and 3D modeling with 
MapInfo Professional and Autodesk); 
Victoria Police in Victoria, Australia 
(Unique and Unusual/MapInfo 
Professional for law enforcement and 
crime analysis); and Toronto Police 
Service in Toronto, Canada (People’s 
Choice/spatial products based on Pitney 
Bowes GIS platform).

PLAY
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Supplier Diversity
Pitney Bowes believes a diverse supply base is important both internally and 
externally. Diversity and inclusion are key components of our core values, and help 
us to ensure that we are providing employees and customers with the best possible 
opportunities and solutions. By actively embracing diversity in all our operations, 
we maximize our access to innovation and improve our alignment with the changing 
demographics of our global customer base. At the same time, we recognize that 
customers need to know that the values they expect from Pitney Bowes itself apply 
equally throughout its supply chain.

For all these reasons, we regularly provide access to opportunities for diverse 
suppliers to compete for our business, and we work diligently to ensure a level 
playing field open to all qualified competitors. It is our policy that Minority, Women, 
Veteran, Service-Disabled Veteran, HUBZone, and other economically disadvantaged 
small business shall have the maximum opportunity to compete for our business. 
We currently have more than 800 diverse suppliers representing more than 25 
product and service categories and $63 million in annual purchases.

Our supplier diversity program focuses on:

•	 Integrating supplier diversity plans with sourcing process and strategies.

•	  Identifying potential diverse suppliers and connecting them with sourcing 
opportunities.

•	  Outreach to diverse businesses through minority development organizations and 
procurement events.

•	  Educating and training to help both internal purchase decision makers and 
suppliers to understand our supplier diversity strategy and commitment.

•	  Collaborating with prime suppliers to ensure diversity at multiple tiers within our 
supply chain.

•	  Metrics and tracking to monitor progress and ensure alignment with our overall 
diversity strategy.

We currently report second-tier diverse spend (i.e., spend in support of customer 
contracts) to over 60 customers. Where applicable, we also include supplier diversity 
in response to requests for proposals from current or potential customers.

Supplier qualification and certification
We expect all suppliers to meet our high standards of product and service quality,  
as well as specific objectives related to cost, quality and delivery. To be considered 
for business with us, diverse businesses are encouraged to seek certification from 
one of the following agencies:

•	  National Minority Supplier Development Council (NMSDC) 

•	Women’s Business Enterprise National Council (WBENC) 

•	Small Business Administration (SBA) 

•	Association for Service Disabled Veterans (ASDV) 

We also accept certification by local and state governments.

Our engagement with advocacy groups extends beyond membership. We actively 
participate in events, volunteer on committees which define and implement 
programs, and regularly assume leadership roles. Laura Taylor (Vice President, 
Enterprise Procurement) serves as the Chairman of the Board of the Women’s 
Business Enterprise National Council, and Lawrence Wooten (Manager, Supplier 
Diversity) serves as the Chairman of the Board of the Greater New England Minority 
Supplier Development Council.

“Connect for a 
Cause” Honors 
Customers’ Work  
for Charities
By simply adding a color logo to 
thousands of envelopes using a Pitney 
Bowes Connect+ printer, Chicago-based 
Unique Insurance Company will be 
able to contribute $1,000 to its favorite 
charity. Unique was the 2011 winner 
of Pitney Bowes’s Connect for a Cause 
contest, which encourages Connect+ 
customers to use the product’s four-
color printing technology in support of 
charitable causes. 

Supplier Diversity 
Summit
Each year we hold a day-long Supplier 
Diversity Summit, where diverse 
suppliers can share ideas and meet 
with company management to gain 
a better understanding of Pitney 
Bowes procurement opportunities and 
processes. Representatives of about 
75 diverse businesses were among 
the more than 150 attendees at this 
year’s Summit at Pitney Bowes World 
Headquarters in Stamford, CT.

Scan this code to view the Supplier  
Diversity Summit
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Performance 2011
Working with Customers
Steps taken across business units in 2011 to improve customers’ experience  
with Pitney Bowes include:

•	  Realigned service teams to fit specialized needs in vertical markets and 
enterprise accounts.

•	  Launched new online facilities for ordering supplies and scheduling onsite 
service.

•	Expanded standardized customer feedback system to 19 countries.

•	  Integrated customer satisfaction goals into job performance standards for 
customer-facing employees.

•	  Expanded free video and webinar offerings to bring customers up to speed on 
emerging industry trends and technical issues.

•	  Offered 34 Customer Innovation and Appreciation events at Mail Services’ presort 
locations, drawing total attendance of more than 1,300 customers.

Supplier diversity
Total 2011 company spend with diverse suppliers: $63 million.

Recognition

In February 2012, the Women’s Business Enterprise National Council (WBENC) 
named Pitney Bowes to its 13th annual listing of America’s Top Corporations for 
Women’s Business Enterprises. This national award recognizes 29 corporations for 
world-class programs that level the playing field for women’s business enterprises 
(WBEs) to compete for corporate business.

Pitney Bowes Wins 2011 and 2012 ACE (Achievement in Customer Excellence) 
Awards from MarketTools, Inc.
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