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1. In its FY 2018 Report, the Postal Service states that one of the categories of mail 
standards that it uses to gauge service performance is the “First-Class Mail 

Letter and Flat Composite,” which “is the weighted average of the performance of 
Single-Piece First-Class Mail and Presort First-Class Mail across all service 
standards, weighted by volume.”  FY 2018 Annual Report at 18. 

a. Please provide workpapers showing how the First-Class Mail Letter and 
Flat Composite result was calculated. 

b. The FY 2018 Report states, “[s]ervice performance improved in the 
Marketing Mail and Periodicals Composite and exceeded target during the 
second half of FY 2018.”  Id.  Please state whether service performance 

scores improved for the First-Class Mail Letter and Flat Composite during 
the second half of FY 2018.  If service performance scores did not 
improve, please explain why. 

 

RESPONSE: 

a.  

First-Class Mail Letter and Flat Composite Performance Calculation 

Inputs 

 Presort First-Class Mail Letter and Flat Performance 

 Single-Piece First-Class Mail Letter and Flat Performance 

 Presort First-Class Weights 

 Single-Piece First-Class Weights 

Calculation 

 Calculate YTD weights by service standard for Single-Piece First-Class Mail 

Letters and Flats (SPFC) and Presort First-Class Mail Letters and Flats (PFCM), 

respectively, using the following formula: 

 



RESPONSES OF THE UNITED STATES POSTAL SERVICE 
TO CHAIRMAN’S INFORMATION REQUEST NO. 13 

 
 

YTD Weight = Q1 Weight * Q1 Delivery Days + Q2 Weight * Q2 Delivery 

Days + Q3 Weight * Q3 Delivery Days + Q4 Weight * Q4 Delivery Days 

 

 Multiply the Single-Piece First-Class Mail (SPFC) service standard YTD 

performance by the Single-Piece First-Class Mail (SPFC) service standard YTD 

weight for each service standard (Overnight, Two-Day, Three-to-Five-Day). 

 

 Multiply the Presort First-Class Mail (PFCM) service standard YTD performance 

by the Presort First-Class Mail (PFCM) service standard YTD weight for each 

service standard (Overnight, Two-Day, Three-to-Five-Day). 

 

 Calculate the First-Class Mail Letter and Flat Composite YTD Performance by 

dividing the sum of all YTD performance weight service standard products for 

SPFC and PFCM by the sum of all service standard YTD weights for SPFC and 

PFCM.  

 

Formula 

First-Class Mail Letter and Flat Composite YTD Performance = (PFCM Overnight YTD 

Weight * PFCM Overnight Performance + SPFC Two-Day YTD Weight * SPFC Two-

Day Performance + PFCM Two-Day YTD Weight * PFCM Two-Day Performance + 

SPFC Three-To-Five-Day YTD Weight * SPFC Three-To-Five-Day Performance + 

PFCM Three-To-Five-Day YTD Weight * PFCM Three-To-Five-Day Performance)  / 

(PFCM Overnight YTD Weight + SPFC Two-Day YTD Weight + PFCM Two-Day YTD 
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Weight + SPFC Three-To-Five-Day YTD Weight + PFCM Three-To-Five-Day YTD 

Weight) 

An example of these calculations is included in the Excel file accompanying this 

response. 

b. 

Service Performance Score Improvement 

Yes, the service performance scores improved for the First-Class Mail Letter and Flat 

Composite during the second half of FY 2018. 
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2. In the FY 2018 Report, the Postal Service asserts that “[i]n the second quarter of 
FY 2018, in response to the continued decline of First-Class Mail volume, 

double-digit growth in package volume, and over a million more delivery points, 
[the Postal Service] conducted a network-wide job realignment and bidding 
process[,]” which “limited [its] ability to quickly normalize operations and return 
service performance to standards . . . .”  Id.  In response to a CHIR, the Postal 

Service explains its job realignment and bidding process in general.1  Please 
explain how the specific job realignment and bidding process undertaken in 
FY 2018 affected service performance for FY 2018. 

 

RESPONSE:  

Effectively leveraging employee complement is an ongoing process. When placing 

different people in different jobs, there will always be a period of adjustment. It is during 

this adjustment period that service performance might be impacted.  

In FY 2018, the job reassignment and bidding process was undertaken at all 285 mail 

processing facilities across the country.  Without agreement from local unions, the 

process could take several bid cycles to post, bid, award, and train position 

awardees.  In many instances, employees must change schedules and tours as well as 

positions.  As a result of this process, an employee may end up working a 10:00 PM to 

6:00 AM schedule operating a mail processing machine, when she was previously 

manually sorting mail from 6:00 AM to 2:00 PM.  There may also be a need to train 

employees on their new positions.  All of these events can impact the productivity of the 

employee and the effectiveness of the work performed.  Employees are likely to work 

more slowly as they learn the position, and then more quickly as they become more 

                                                             

1 Responses of The United States Postal Service to Questions 1-14 of Chairman’s Information 
Request No. 2, January 28, 2019, question 2. 
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proficient.  An employee typically makes more mistakes when learning a position, and 

then reduces or eliminates most errors as he becomes proficient.   

In installations where the Postal Service was unable to obtain local agreements to 

expedite bidding (i.e., multiple rounds of bidding in a single cycle), there were instances 

where several bid cycles (at 28 days per cycle) or months were required to set the 

staffing.  In the interim, employees were in unassigned roles, meaning they could have 

been performing different tasks each day or throughout the workday.  These periods of 

decreased productivity and increased errors sometimes tend to increase exponentially: 

as the productivity on a single mail processing machine begins to fall behind, if staffing 

permits, additional machines, if available, must be utilized to make up for the loss in 

productivity.  This adds expense in additional employees and machine operation.  If 

employees or machines are not available, then available machines must run longer to 

accomplish the same work.  

These events can cause mail to miss scheduled dispatches and impact 

transportation.  The mail that misses the scheduled transportation window, in many 

instances, then fails service: it is not delivered within the expected timeframe.  If mail is 

delivered timely under such circumstances, it is usually due to extraordinary measures 

at substantial cost, such as extra transportation along with clerk and carrier overtime at 

the delivery point.   

The following historical data may be useful in putting the scope of bidding activity into 

perspective.  The Postal Service began to post jobs for bidding in mid-July 2017.  The 

posting would be up for 28 days, come down, be awarded, and the new assignments 
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would start two weeks thereafter.  Essentially, these were in place by the beginning of 

FY 2018, on October 1.  Although some of the activity began in July 2017, it began in 

earnest during August 2017.  From October 2016 – July 2017 the Postal Service 

averaged 2,799 monthly job postings for bid in mail processing. In August 2017 that 

number was 6,853.  From August 2017 – August 2018 the Postal Service averaged 

4,667 monthly job postings for bid, a 67 percent monthly increase. From October 2016 – 

July 2017 the lowest monthly activity was 1,146 job postings.  From August 2017 – 

August 2018 the lowest monthly number was 3,628, more than triple the lowest month 

from the prior time period.  All seven Areas saw increases, some more dramatic than 

others.  For example, the Southern Area, which stretches from Florida to Texas, 

experienced a 154 percent increase in posting activity, moving from an average of 363 

postings per month to 923 postings per month.  These posting increases represented 

substantial and sustained change in Postal Service facilities.   
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3. As part of its FY 2019 Plan, the Postal Service asserts that it will “prioritize capital 
investments on key infrastructure upgrades that best achieve improvements in 

service, processing capacity, labor efficiencies and maintenance costs.”  
FY 2018 Annual Report at 19.  Please provide a complete list of these capital 
investments on key infrastructure upgrades and explain how they will improve 
service, processing capacity, labor efficiencies, and maintenance costs. 

 

RESPONSE:  

The FY 2019 Capital Plan of $1.85 billion will invest in the following items (all figures are 

approximate): 

• $231 million in Parcel Sortation, Acceptance, and Dispatch Equipment – 

These investments focus on work streams, package processing, efficiency, 

and capability.  This program funds deployment of package processing 

equipment to improve efficiency and eliminate volume constraints in the 

network. There are additional system updates to streamline customs 

operations and comply with regulatory requirements. 

• $263 million in IT Systems and Scanning Capabilities – These investments 

will support Postal Service integration in the IPC ecommerce interconnect 

platform with other foreign posts from Europe and Canada.  Operational and 

system enhancements to Postal Service mail processing procedures at 

International Service Centers (ISCs) can drive compliance with trade 

regulations, and by leveraging the data collected the Postal Service can 

improve the efficiency of mail processing.  These investments will also 

enhance scanning visibility for internal and external customers. 

• $540 million in Facility Repairs and Alterations - Execution of facilities repairs 

and alterations is required to maintain the Postal Service’s physical assets 
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and real property. This includes repair and replacement of roof structures, 

HVAC systems, building structures and fixtures, and parking and paving. 

• $270 million in Major Facility Programs - These project investments are 

needed for addressing space deficiencies based on the Operations Research 

Infrastructure Capacity Model for handling package growth. The locations 

selected are based on the top two network facilities identified by each Area 

and 10 delivery facilities to be identified for each Area. 

• $32 million in Building Purchases - These funds will be used to evaluate in-

use Postal Service controlled properties identified as having value 

enhancement potential.  The value potential is typically associated with a real 

estate broker's opinion of value and other methodologies that can identify 

what a higher and better use for the property could be if redeveloped under a 

change in zoning or increase in density.  Operations requirements are 

factored into the analysis so as to determine if the time and financial 

investment of the Postal Service will produce the required positive benefits 

necessary to proceed with a project under this program.  The Postal Service 

will pursue project identification and implementation in collaboration with a 

variety of internal and external team members and stockholders. 

• $158 million in Material Handling / Transport Efficiencies - Field Material 

Handling Systems provide the field with a wide array of site-specific material 

handling solutions.  Each project, initiated from a plant or Area, has unique 

requirements, funding, ROIs, and timelines.  Mail handling equipment 

programs drive LDC13 and LDC17 workhour reductions and often deliver far 
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beyond DAR-required calculations. These investments provide field sites with 

material handling solution projects that reduce labor hours while improving 

service, addressing safety and ergonomic issues, and supporting crucial 

Postal Service programs to provide data for Intelligent Mail initiatives and 

other customer requirements. 

The remaining $356 million balance will be invested in service vehicles, smaller 

programs, and initiatives. 
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4. The FY 2018 Report must explain why a performance goal was not met in 
FY 2018.  See 39 U.S.C. § 2804(d)(3)(A).  Please explain why FY 2018 results 

for the Business Service Network and Point of Sale performance indicators fell 
slightly short of targets.  See FY 2018 Annual Report at 17. 

 

RESPONSE: 

 

The Business Service Network (BSN) experienced a strong start in the first two quarters 

of FY 2018, with an overall satisfaction (OSAT) score of 96.24 percent. The BSN also 

implemented an official Business Representative training curriculum in FY 2018. The 

new training was a success, as those BSN Representatives who completed the training 

received higher, positive OSAT scores within their respective territory afterwards. 

However, the BSN was not adequately staffed throughout FY 2018. Vacancies created 

inconsistencies in territories where there was no regular BSN Representative.   

In FY 2018, the Postal Service initially experienced a lower than expected start in 

achieving customer satisfaction for the Point of Sale (POS) survey targets.  OSAT 

scores in the first two quarters averaged 87.10 percent. Recognizing an immediate 

need for additional training of front line retail employees, the Postal Service began 

training and retraining all retail employees. This training included, but was not limited to, 

work efficiency, courtesy, and knowledge of products and services.  By providing this 

training to retail employees in the second half of FY 2018, the POS OSAT score began 

to improve, resulting in an End of Year (EOY) POS OSAT score of 87.98 percent.  

The Postal Service will continue to closely monitor customer satisfaction scores across 

both the BSN and the POS streams to improve the customer experience based on 

customer feedback.   



RESPONSES OF THE UNITED STATES POSTAL SERVICE 
TO CHAIRMAN’S INFORMATION REQUEST NO. 13 

 
 

5. Please provide supporting workpapers showing how Total Accident Rate results 
for FY’s 2015, 2016, 2017, and 2018 were calculated.  The response should 

contain a similar level of detail as the response provided in Docket 
No. ACR2017.2 

 

RESPONSE:  

The Total Accident Rate is calculated using the following formula:  

(Accidents x 200,000) / Exposure Hours.  

The formula is derived by the calculation used by the Occupational Safety and Health 

Administration (OSHA) to determine a rate of accidents per 100 employees. This metric 

was first used in FY 2017. FY 2017 and FY 2018 target performance is 15.0 accidents 

per 100 employees. 

Please note: The total accident rate numbers in the chart below differ from what was 

reported in the FY2018 Annual Report to Congress as numbers change weekly due to 

late reporting. Each data set represents a point of time when the data were pulled. 

 

Total Accident Rate - Corporate 

Year Exposure Hours Accidents Rate 

FY 15 1,120,507,680 91,214 16.28 

FY 16 1,149,874,427 92,698 16.12 

FY 17 1,156,278,327 90,972 15.74 

FY 18 1,161,947,567 88,531 15.24 
 

 

                                                             

2 See Docket No. ACR2017, Responses to Questions 1-14 of Chairman's Information Request 
No. 9, February 1, 2018, question 8. 



RESPONSES OF THE UNITED STATES POSTAL SERVICE 
TO CHAIRMAN’S INFORMATION REQUEST NO. 13 

 
 

 



RESPONSES OF THE UNITED STATES POSTAL SERVICE 
TO CHAIRMAN’S INFORMATION REQUEST NO. 13 

 
 

 



RESPONSES OF THE UNITED STATES POSTAL SERVICE 
TO CHAIRMAN’S INFORMATION REQUEST NO. 13 

 
 

6. The FY 2018 Report states that the Postal Pulse survey included a comment box 
feature in FY 2018, which was “used to identify additional employee engagement 
insights and actions.”  See FY 2018 Annual Report at 22. 

a. Please describe the most common types of comments received. 

b. Please describe the additional employee engagement insights and actions 
identified from the comments and explain how they will be used to improve 
employee engagement in FY 2019. 

 

RESPONSE:  

a.  

The three most common types of comments received were: 

1. Work Environment – perceptions about facilities, coworkers, and the conditions 

conducive to a positive workflow. 

2. Leadership – positive and negative impressions about immediate supervision 

and upper management. 

3. Operational Concerns – suggestions about how to improve the efficiency or 

effectiveness of work processes. 

b.  

The primary insights gathered from employees through the Postal Pulse comment box 

addressed work environment, leadership and operational concerns, as stated in the 

response to question 6a. These responses were separated into three groups: District, 

Area and Headquarters. These comments will be provided to each commenter’s 

respective District Manager, Area Vice President, or Headquarters Vice President. This 

will allow each localized leadership team to spread awareness and address each 

employee’s comment. To assist these efforts, the Postal Service created a leadership 
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coaching platform which offers leaders advice, tips, and tools to make and execute 

action plans. 
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7. In the FY 2018 Report, the FY 2019 target for the Deliveries per Total Work 
Hour, % Change (DPTWH % Change) performance indicator is listed at 1.8 

percent on page 17 and 1.4 percent on page 29.  See FY 2018 Annual Report 
at 17, 29.  Please clarify the FY 2019 DPTWH % Change target. 

 

RESPONSE:  

The Postal Service acknowledges the typographical error included on page 17 of the 

FY2018 Annual Report to Congress. The table has been revised online 

(https://about.usps.com/who-we-are/financials/annual-reports/fy2018.pdf) to include the 

correct DPTWH % Change FY 2019 target of 1.4 percent.  The targets for DPTWH % 

Change and Controllable Income are based on the approved Integrated Financial Plan 

(IFP) for FY 2019. The DPTWH % SPLY goal uses the IFP work hours, which target a 

reduction of 8 million hours, primarily from increased operational efficiencies in mail 

processing, delivery, and customer services. It is important that the Postal Service’s Pay 

for Performance targets reflect the approved financial plan.  

https://about.usps.com/who-we-are/financials/annual-reports/fy2018.pdf
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8. The Postal Service did not meet the FY 2018 DPTWH % Change target 
“primarily due to overrunning [its] workhour plan.”  Id. at 29.  In the FY 2017 

annual performance report, the Postal Service explained that it missed the 
FY 2017 DPTWH % Change target “due to sudden, unexpected changes in 
volume.”3 

a. Please explain to what extent, if any, the Postal Service’s overrunning of 
its workhour plan in FY 2018 was also due to sudden, unexpected 
changes in volume. 

b. Please explain any other factors that caused the Postal Service to overrun 
its workhour plan and miss the FY 2018 DPTWH % Change target. 

 

RESPONSE:  

a.  

The FY 2018 workhour overrun was not due to sudden, unexpected changes in 

volume. 

b.  

Although the changes in volume were not sudden, declines in highly automated 

letters and flats, along with increases in labor intensive packages, did create 

issues with the Postal Service’s ability to manage its cost structure in line with 

declining volumes. This growth in package volume and an expanding delivery 

network led to an increase in overtime and low cost non-career hours, in an 

attempt to improve service. In addition, FY 2018 saw growth in rural carrier hours 

as a result of the national count. While the actual workhours grew in FY 2018, the 

plan included an aggressive workhour reduction stretch target that did not 

materialize. This resulted in the Postal Service not achieving its DPTWH % 

Change target.  

                                                             

3 Docket No. ACR2017, United States Postal Service FY 2017 Annual Report to Congress, 
Library Reference USPS–FY17–17, December 29, 2017, at 25. 
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9. The plans and schedules for meeting the FY 2018 DPTWH % Change target 
“assume[d] [the Postal Service] [would] capture work hour reductions from 

declining mail volume and from operational initiatives to improve efficiency.”  Id.  
In FY 2018, the DPTWH % Change result was a decline of 0.5 percent, which did 
not meet the FY 2018 target.  See FY 2018 Annual Report at 29.  To meet the 
FY 2019 target, the Postal Service provided the same plans and schedules for 

meeting the FY 2018 target (“capture work hour reductions from declining mail 
volume and from operational initiatives to improve efficiencies in Mail Processing, 
Delivery, and Customer Service”).  Id.  Please explain how the plans and 
schedules for meeting the FY 2019 DPTWH % Change target differ from the 

plans and schedules for meeting the FY 2018 DPTWH % Change target.  In the 
response, please explain how the Postal Service will meet the FY 2019 target 
given that the plans implemented to achieve the FY 2018 DPTWH % Change 
target were not sufficient. 

 

RESPONSE:  

Although the description of how the Postal Service intends to achieve its FY 2019 

targets is similar, the circumstances are different from FY 2018.  The FY 2019 

Integrated Financial Plan (IFP) calls for a less aggressive workhour stretch target than 

the FY 2018 plan.  In addition, to the extent that last year’s increases in workhour usage 

were partially a result of rural growth, that factor is cycling out.  Moreover, continuing 

efforts to improve service have been refocused on data-driven procedures to address 

problems in ways that are less likely to generate additional workhours. Workhour run 

rates are improving as the Postal Service better matches workhours to its mix of 

volume. 


