
Standard Operating Procedure (SOP)
Undeliverable or Misdirected Mail Management
Purpose
This SOP outlines undeliverable or misdirected mail management, including the identification, handling, and
processing of mail that cannot be delivered to the intended recipient. It covers procedures for returning, redirecting, or
securely storing such mail, documentation requirements, communication protocols with senders and recipients, as well as
measures to prevent future occurrences. The purpose is to ensure efficient, secure, and accurate mail handling to
maintain organizational communication integrity and protect sensitive information.

Scope
This SOP applies to all employees and staff responsible for handling incoming, outgoing, and internal mail at
[Organization Name].

Definitions

Term Definition

Undeliverable
Mail

Mail that cannot be delivered to the addressee due to incorrect address, unknown recipient, expired
forwarding, or other delivery issues.

Misdirected
Mail Mail delivered to or received by the wrong department, location, or individual within the organization.

Responsibilities
Mailroom Staff: Identify, process, and document undeliverable/misdirected mail.
Supervisors: Provide guidance on handling complex or sensitive undeliverable mail situations.
IT/Data Security: Advise on secure handling and protection of sensitive information.

Procedure
1. Identification:

Review all incoming mail for clear and correct recipient information.
Flag mail that cannot be delivered based on obvious errors or recipient absence.

2. Handling Undeliverable/Misdirected Mail:
Segregate undeliverable/misdirected items from regular mail immediately.
Check internal directories and/or contact departments to locate the correct recipient.
If recipient cannot be identified, proceed to return or secure storage procedure.

3. Return to Sender:
For external mail, mark as "Return to Sender" and include reason for nondelivery.
Document attempt and method of return in the mail log.

4. Internal Redirection:
If an internal recipient is identified, promptly redirect the mail and document the action.

5. Secure Storage:
For sensitive or confidential undeliverable mail, place in a secure, access-controlled area.
Log details including date, sender, subject (if possible), and attempted actions.

6. Documentation:
Maintain a mail log capturing all incidents of undeliverable or misdirected mail, actions taken, and status.

7. Notification and Communication:
Notify appropriate parties (recipient, sender, supervisor) of actions taken, especially for sensitive contents.

Prevention Measures
Regularly update internal directories and recipient databases.
Provide ongoing staff training on address validation and mail handling procedures.
Use mail tracking systems to monitor and verify delivery accuracy.



Documentation and Records
Maintain detailed records of all undeliverable/misdirected mail for [X] years.
Mail logs should include date, sender, intended recipient, nature of issue, and steps taken.
Review records periodically for trends and improvement opportunities.
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