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RESPONSES OF THE UNITED STATES POSTAL SERVICE 
TO CHAIRMAN’S INFORMATION REQUEST NO. 18 

 
 

1. Please confirm that FY 2020 results for the High-Quality Service, Safe Workplace 
and Engaged Workforce, and Financial Health performance indicators will be 

comparable with FY 2019 results.  If not confirmed, for each performance 
indicator with non-comparable FY 2019 and FY 2020 results, please explain the 
methodology the Postal Service will use to calculate the FY 2020 result. 

 

RESPONSE:    

 

Confirmed. 
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2. In the FY 2018 Annual Report, the Postal Service stated that during FY 2018 it 
“conducted a network-wide job realignment and bidding process.”1  In response 
to a Chairman’s Information Request (CHIR), the Postal Service stated that 

“during th[e] adjustment period[,] [following job realignment] . . . service 
performance might be impacted.”2  The Postal Service noted that new employee 
assignments were “[e]ssentially . . . in place by the beginning of FY 2018, on 
October 1.”  Id. 

a. Please confirm that this job realignment and bidding process has been 
completed.  If not confirmed, please describe its current status and plans 
for completing the job realignment and bidding process. 

b. Please state whether any additional job realignments are planned for FY 

2020 and beyond.  If any additional job realignments are planned, please 
provide details concerning the Postal Service’s plans  including the timing, 
the impacted locations, and the expected results. 

 

RESPONSE:    

a.       Not confirmed.  As stated in the Postal Service’s response to ChIR No. 2, 

Question 2 in the ACR2018 docket (appearing on the Daily Listings on January 

28, 2019), effectively leveraging employee complement is an ongoing process.  

As mail volumes continue to change, Operations must react; this is true despite 

the Postal Service’s deliberate efforts in job bidding and realignment at all mail 

processing facilities in 2018.    

b.       As noted in the response to ChIR No. 2, Question 2 in the ACR2018 docket, 

efforts to properly align the Postal Service’s workforce to workload is a continual 

                                              

1 Docket No. ACR2018, United States Postal Service FY 2018 Annual Report to Congress, 
Library Reference USPS-FY18-17, December 28, 2018, at 18 (FY 2018 Annual Report). 

2 Docket No. ACR2018, Responses of the United States Postal Service to Questions 1-9 of 
Chairman’s Information Request No. 13, February 21, 2019, question 2. 
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process and occurs at all levels of the organization.  The market in which the 

Postal Service operates is nimble and can change very quickly. For example, a 

business customer may start up a new distribution facility seemingly overnight, 

creating an increased workflow in a specific region and necessitating the addition 

of equipment and personnel by the Postal Service; the opposite can also happen. 

When making decisions about employees in such an environment, the Postal 

Service strives to react as effectively as possible while still following all collective 

bargaining agreement requirements. 
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3. In the FY 2019 Report, the Postal Service states that to calculate the FY 2019 
Customer Experience Composite Index result, it multiplied each customer 

touchpoint score by its respective weighting and summed the total.  FY 2019 
Annual Report at 23.  Please list the steps for calculating the FY 2019 result.  In 
the response, please show how the FY 2019 result for each component 
performance indicator was used to calculate the FY 2019 Customer Experience 
Composite Index result.  See id. at 24. 

 

RESPONSE:    

The Postal Service used the following steps to calculate the CX Customer Experience 

Composite Index for FY 2019: 

1. Obtain end of year overall satisfaction scores for each customer survey. 

2. Multiply each score by its respective weight. 

3. Sum the weighted scores to calculate the CX Customer Experience Composite 

Index. 

 

 FY2019 Actual 
Score 

Weight Weighted Score  
(FY 2019 Score x Weight) 

BSN 96.68 10% 9.67 

POS 87.77 15% 13.16 

Delivery 80.40 20% 16.08 

CCC 46.94 20% 9.39 

eCC 37.45 20% 7.49 

USPS.com 72.94 5% 3.65 

BMEU 96.00 10% 9.60 

CX Composite 
Index 

 100% 69.04 
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4. In the FY 2019 Report, in discussing its failure to achieve the FY 2019 target for 
the Customer Care Center (CCC) performance indicator, the Postal Service 

asserts that “[t]he primary root causes identified by customers were wait times 
before speaking to a USPS representative and the inability to resolve their issues 
at first contact with the CCC.”  Id. at 25.  Please provide the average wait time 
before speaking to a CCC agent in FY 2019. 

 

RESPONSE:    

 

The average wait time at the beginning of FY 2019 was 16 minutes 21 seconds. By the 

end of FY 2019, the average wait time shortened to 13 minutes 56 seconds. 
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5. Aside from “bettering operational performance” in order to “reduc[e] the need for 
customers to contact the CCC[,]” and “provid[ing] better self-service options,” 

please describe the steps the Postal Service has taken or plans to take in the 
future to shorten wait times for customers trying to speak with CCC agents.  See 
id. 

 

RESPONSE:   

In FY 2020, the Postal Service will continue to prevent, expedite, and treat calls to 

ultimately shorten wait times for customers trying to speak with CCC agents by: 

 partnering cross-functionally to target the highest-volume call types and prevent 

calls;  

 expanding solutions to expedite calls by providing enhanced self-service options 

using SMS (Short Message Service) for additional call types; and 

 implementing several IVR (Interactive Voice Response) improvements to reduce the 

number of customers in the CCC queue.  

Planned IVR improvements in FY 2020 include: the deployment of a Web IVR to allow 

customers to visually interact and self-serve without connecting to an agent; the addition 

of a Virtual Agent to target calls before offering them to an agent; and a customer-

centric redesign of the redelivery and hold mail modules in the IVR. Finally, the 

Customer Care Center will treat calls by enhancing Virtual Hold Technology options to 

provide customers with more options for receiving a callback, and by piloting a brand-
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new customer contact channel to allow customers to communicate with agents via text 

message. 
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6. In Docket No. ACR2018, in response to a CHIR, the Postal Service stated that 
Informed Delivery had 12,833,960 active users at the end of FY 2018.3  Please 

provide the number of active users participating in Informed Delivery at the end 
of FY 2019. 

 

RESPONSE:  

The Postal Service had 19,550,579 active Informed Delivery users at the end of FY 

2019. 

   

 

                                              

3 Docket No. ACR2018, Responses of the United States Postal Service to Questions 1-14 of 
Chairman’s Information Request No. 2, January 28, 2019, question 13.a. 
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7. The Postal Service states that the FY 2019 Deliveries per Total Work Hours % 
Change (DPTWH % Change) performance indicator result did not meet the FY 

2019 target “due to overrunning our work hours relative to plan.”  
FY 2019 Annual Report at 34.  Please explain in detail why work hours were 
overrun relative to plan in FY 2019. 

 

RESPONSE:  

There were several issues which contributed to the Postal Service not achieving its 

work hours plan for FY 2019.  The work hour overrun was high in Quarter 1, as the 

Postal Service attempted to maintain high service performance levels during Peak 

Period, despite the impacts of additional political and election mail and major weather 

events.  Surges in political mail can cause inefficiencies, due to the urgency of delivery 

and to non-standard sized mail.  In addition, the Polar Vortex caused service issues due 

to shutdowns for extreme cold.   

Although work hour performance improved in the remainder of the year, the Postal 

Service still experienced additional work hour overruns to plan as it attempted to 

improve service.  In addition, as the Postal Service continues to work closely with major 

companies, it can experience sudden changes in package volumes, both locally and 

nationally, that may not be immediately matched with corresponding workforce 

adjustments.  The fixed nature of much of the Postal Service’s workforce created 

several areas of inefficiency last year, as the agency reacted to major growth in 

locations where customers added distribution sites, and then could not scale down 

quickly enough when these customers greatly reduced Parcel Select and Parcel Return 
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package volume shipped in the mail.  These sudden changes made it very difficult to 

adjust complement levels quickly, and therefore caused additional work hour overruns 

to plan.   
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8. To meet the FY 2020 DPTWH % Change target, the Postal Service states it “will 
capture work hour reductions from declining mail volume and from operational 

initiatives to improve efficiencies in mail processing, delivery, and customer 
service.”  Id.  The Postal Service described the same plan to meet the FY 2019 
target.  See FY 2018 Annual Report at 29.  Please explain how the plan for 
meeting the FY 2020 DPTWH % Change target differs from the plan for meeting 

the FY 2019 DPTWH % Change target.  In the response, please explain how the 
Postal Service will meet the FY 2020 target given that the plan implemented to 
achieve the FY 2019 target was not sufficient. 

 

RESPONSE:  

It is not so much that the planned strategies (capture work hour reductions and improve 

operational efficiencies) are different between FY 2019 and FY 2020, but rather that the 

Postal Service hopes to be able to have more success implementing those strategies.  

The Postal Service expects FY 2020 work hour performance to improve, as it developed 

and successfully executed a strong game plan for the recently concluded Peak Period.  

(It should be noted that this recently completed Peak Period at the beginning of FY 

2020 was six days - or 15 percent - shorter than the year before, thus helping improve 

work hour performance.)  For FY 2020, the Postal Service plans to continue the 

improved work hour performance that began in the second half of FY 2019, and expects 

to realize significant work hour reductions.  Expected FY 2020 developments such as 

additional package automation and deployment of delivery lockers will create more 

efficient operations and save work hours as well. 

   

 


