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(March 13, 2020) 

I. INTRODUCTION 

In Order No. 5400, the Postal Regulatory Commission (Commission) invited 

public comment on the United States Postal Service’s Fiscal Year (FY) 2019 

Performance Report and FY 2020 Performance Plan (Performance Report and 

Performance Plan).1  Consistent with that order, on February 28, 2020, the Public 

Representative filed her comments (PR Comments) on the Performance Report and 

Performance Plan.2  Earlier, the National Association of Presort Mailers (NAPM) had 

commented on the Performance Report and Performance Plan as part of its comments 

on the Postal Service’s Annual Compliance Report (ACR).3 

The Commission is charged with evaluating whether the Postal Service has met 

the goals established under the provisions of 39 U.S.C. §§ 2803 and 2804, which 

concern the contents and presentation of the Performance Report and Performance 

                                            
1 PRC Order No. 5400, Notice Regrading the Postal Service FY 2019 Annual Performance Report and 
FY 2020 Annual Performance Plan (January 9, 2020).        
2 Public Representative Comments on the FY 2019 Performance Report and FY 2020 Performance Plan 
(February 28, 2020). 
3 Comments of the National Association of Presort Mailers (January 30, 2020) (NAPM Comments). 
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Plan, and may accordingly provide recommendations that protect or promote the public 

policy objectives set out in title 39.  See 39 U.S.C. § 3653(d). 

The Postal Service hereby submits these reply comments. 

II. HIGH QUALITY SERVICE 

The Public Representative notes that the Postal Service did not meet the high 

quality service goal: it did not meet service performance targets in FY 2019 and 

experienced decreases in service performance compared to FY 2018, with the highest 

gap between actual service and target occurring for 3-5 day Single-Piece First-Class 

Mail (SPFCM). The Public Representative is concerned that the Postal Service has set 

unreasonably high service performance targets. 

The Public Representative suggests that the Postal Service’s service 

performance targets may be too aggressive – in other words, that they are 

unrealistically high.  As the Postal Service noted in its ACR Reply Comments, the 

aggressive nature of the targets is certainly intended to motivate the Postal Service to 

strive for high levels of service performance.  That should temper expectations that the 

Postal Service can achieve all of its targets in the short term, but it should not warrant 

lowering its long term goals.  Rather, the primary focus should be on whether the Postal 

Service is making serious efforts to improve its service performance and making 

progress towards attaining its targets. 

As stated in the FY 2019 Service Performance Report, the Postal Service 

continues to put plans in place to improve the 3-5 day SPFCM service performance 

scores.  Initiatives, such as ensuring that all transportation leaves on time, and the use 
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of tools such as Informed Visibility (IV), have demonstrated improvement between 3-5 

day current SPFCM scores and scores for the same period last year. 

NAPM asks how the Commission will ensure the accuracy of the Postal Service’s 

new “Disruptive Events” data and distinguish between service performance problems 

which are under its control vs. those that are not under its control.  NAPM also 

questions what changed in FY 2019 (compared to FY 2018) that led to so many 

“transportation failures.”  NAPM notes that the Performance Report indicates more than 

half of all failures were transportation-related in FY 2019. 

Regarding Disruptive Events data, this initiative – still in the planning stages – will 

involve identifying and flagging data as it relates to unexpected events: hurricanes, 

earthquakes, mercury spills, etc. The plan is to include the type of disruptive event 

through referential data, which should enable interested parties to assess whether an 

impact related to an event was Postal Service-initiated or not. This process may involve 

some degree of subjective interpretation of the data. 

Concerning transportation failures, the use of the IV tools has shown that 

transportation is one of the largest contributors to service failures, and the Postal 

Service is taking several steps to address this issue in FY 2020.  Enhancements to 

service performance diagnostics tools were implemented in February 2020 which 

provide greater insight into transit failures, thereby facilitating quicker, more accurate 

analysis and corrective action.  Additional Surface Visibility scanning information has 

been incorporated to improve the categorization of the failure modes to more accurately 

determine if the failures are associated with transportation, or with the loading and 

unloading processes at origin and destination. In September 2019, the Postal Service 
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appointed a Vice President of Logistics, who is leading the effort to improve the 

agency’s air and surface transportation network.  The redesign of the Surface 

Transportation Center (STC) is currently underway. The STC network redesign is 

intended to significantly reduce costs through reduction in underutilized transportation 

and service improvement through better alignment of processing facilities and simplified 

routing decisions. 

 
III. EXCELLENT CUSTOMER EXPERIENCES 

The Public Representative concludes that the Postal Service did not meet this 

goal, and notes that the CX Composite Index was calculated differently than in prior 

years, making it difficult to compare performance for this goal year-to-year.  The Public 

Representative also asks the Postal Service to reconsider its Customer Service goal for 

FY 2020, since no rationale has been provided for setting this goal lower than the FY 

2019 score.  

In response, the Postal Service notes that it has maintained a CX Composite 

measurement system using multiple channels within the organization for many years. 

However, the components of the index have changed. For all Customer Experience 

performance metrics, three preceding years’ worth of data has been included in the FY 

2019 Annual Report to Congress, which includes the Performance Report and 

Performance Plan. These scores exclude the BMEU and USPS.com metrics, as those 

metrics were introduced and included beginning in FY 2018. To maintain consistency 

over several years, the Postal Service has made no changes to the CX Composite 

Index or any of its subcomponents between FY 2019 and FY 2020. Additionally, the key 
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metric for each of the subcomponents of the CX Composite Index has remained the 

“overall satisfaction” question, with the same 6-point scale.  

The USPS.com target was 65.00 percent in FY 2019 and was raised to 72.94 

percent for FY 2020.  All targets for FY 2020 were calculated during Quarter 4 of FY 

2019, in order to allow for strategic planning for FY 2020. At the time the targets were 

calculated in August 2019, only scores through July 2019 were available. After the FY 

2020 targets were submitted to senior management for approval, USPS.com survey 

scores reached new highs. This caused the USPS.com FY 2019 End-of-Year score to 

be slightly above the FY 2020 target. By the time the FY 2019 USPS.com score was 

finalized in October 2020, it was not practical to rescale FY 2020 targets, change the 

associated FY 2020 strategic plans during the new fiscal year, and then resubmit the 

targets to senior management for approval. To avoid creating moving targets, the Postal 

Service does not recalculate End-of-Year targets based on any one quarter’s 

performance. 

IV. ENSURE A SAFE WORKPLACE AND ENGAGED WORKFORCE  

The Public Representative states the Postal Service only partially met this goal, 

and questions the new FY 2020 targets for this goal. The Public Representative claims 

the Engagement Survey Response Rate target seems unreachable, while the Total 

Accident Rate target is set lower than that for FY 2019.   Each is addressed separately 

below.   

First, the Postal Service expects the Engagement Survey Response Rate to 

increase as the organization communicates the importance of one-on-one 

conversations between leader and employee.  The exposure to Employee Engagement 
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among employees increases each year; therefore, the Postal Service believes its FY 

2020 Engagement target is attainable.  

Second, the Total Accident Rate target for FY 2020 was set at the same rate as 

FY 2019 based not only on corporate level performance but also using an analysis of 

unit level performance.  The target continues to be a dual metric, encompassing both a 

target rate of 15.00 and an improvement rate of 10 percent compared to the same 

period last year (SPLY).  Prior performance over the past five years reveals that FY 

2019 was the first year that corporate performance achieved target. As such, moving 

the target to a more ambitious rate (such as actual FY 2019 performance) places an 

unattainable target at the unit level; moving this target after only one year of attainment 

is not reasonable.  

The table below compares Total Accident Rate results for the past five fiscal 
years: 
 
Fiscal Year Total Accident Rate 

Performance 
2015 16.29 
2016 16.14 
2017 15.79 
2018 15.37 
2019 14.34 
 

V. FINANCIAL HEALTH 

The Public Representative concludes that the Postal Service did not meet this 

goal in FY 2019, and criticizes the Deliveries per Total Work Hour (DPTWH) goal for FY 

2020, noting that the Postal Service has increased that goal target even though it failed 

to meet the lower target set for FY 2019. Accordingly, the Public Representative urges 

the Postal Service to reduce this target to a reasonable level.  
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By way of response, the Postal Service agrees that it did not officially meet its 

Sustain Controllable Income goal.  However, it should be noted that performance 

improved significantly in the second half of FY 2019, and the most important goal, 

Controllable Income, was nearly met.  Losses of $3.42 billion exceeded the target of 

$3.10 billion; this $0.32 billion difference represents less than one half of one 

percentage point variance from Revenue or Expense plans.  The Postal Service did an 

excellent job overcoming periods of extreme record cold weather that shut down 

operations, an additional closure due to a National Day of Mourning for former President 

George H.W. Bush, and package volume losses from key customers, and still nearly 

achieved this goal.   

The Postal Service missed its DPTWH goal in FY 2019 due to overrunning the 

workhour plan.  However, the momentum from the second half of FY 2019 has carried 

into FY 2020, and the organization is achieving significant workhour reductions from 

prior year.  The DPTWH target for FY 2020 is aggressive, but it must be tied to the 

workhours in the approved Integrated Financial Plan (IFP).  The workhour plan in the 

IFP projects an approximately 16 million workhour reduction, in spite of the continued 

growth in delivery points and the addition of two delivery days compared to 2019.  

However, in light of the organization’s financial situation, the Postal Service must pursue 

aggressive actions to reduce costs in all aspects of its operations.  Even with this 

workhour reduction projection, the planned Controllable Loss is $4.0 billion, because 

these workhour savings will not be sufficient to offset inflationary and other cost 

increase drivers.  Relaxing the workhour plan would have driven the planned loss 

higher.   
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NAPM asserts that the Postal Service can do more to grow mail volume. NAPM 

also seeks a better understanding of the Postal Service’s revenue projections for FY 

2020.  Specifically, it asks how expected election mail and Census-related mailings will 

impact revenue this year. 

In response, the Postal Service notes that in developing its revenue and volume 

forecasts, it takes into account all available information, including, but not limited to, 

underlying trends in mail usage, technological change, forecasts of economic growth, 

and cyclical factors such as elections and the decennial United States Census.   

With respect to the Census, the Postal Service coordinated with the U.S. Census 

Bureau to ascertain the number, timing, and type of mailings that would be expected.  

These are factored into the First-Class Mail volume and revenue forecasts for FY 2020 

and result in higher First-Class Mail volume than would otherwise have been expected 

without the census.  As noted in the Integrated Financial Plan for FY 2020, First-Class 

Mail volumes are anticipated to decline by 1.8 percent in FY 2020.  This is well below 

the average First-Class Mail volume decrease of 3.0 percent for the last five years, 

thereby demonstrating that the decennial census was factored into both volume and 

revenue forecasts.   

Further, contrary to NAPM’s assertion on page 18 of its comments that First-

Class Mail revenue grew in FY 2019 by $0.6 billion over the previous year, First-Class 

Mail revenues actually dropped by $0.5 billion, as shown in the RPW reports in USPS-

FY19-42.  Thus, “flat” revenues in FY 2020 actually represent an improvement in 

performance, relative to FY 2019. 
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The Postal Service also fully considered the impact of the election cycle in 

developing its Marketing Mail volume and revenue forecasts.  Below is the relevant 

excerpt from the FY 2020 Integrated Financial Plan: 

USPS Marketing Mail volume is expected to decline about 2.9 billion 
pieces compared to 2019, primarily due to a 1.3 billion piece reduction 
from the political and election mail gained from the strong mid-term 
election in October 2018 (FY2019). This loss will be partially offset in 
FY2020 Q3-Q4 by increases in political and election mail leading up to the 
Presidential election in November, 2020.  Overall, we expect political and 
election mail volume to decline by approximately 0.6 billion pieces.  The 
remaining decrease is primarily due to increased competition from 
electronic media.  Marketers continue to leverage technology to better 
target customers and increase their investment in digital advertising at the 
expense of hard-copy media.  However, USPS Marketing Mail continues 
to provide proven value and return on investment.  We intend to continue 
efforts to further improve the value of USPS Marketing Mail by enhancing 
it with innovations such as Informed Delivery.  

 
VI. REQUIREMENTS OF 39 U.S.C. SECTIONS 2803 AND 2804 

The Public Representative concludes that the Postal Service satisfied the 

requirements of 39 U.S.C. section 2803, but not those of section 2804, stating that the 

FY 2019 Performance Report does not include results for three preceding fiscal years 

for the Excellent Customer Experiences performance goals.  The Public Representative 

also claims the Postal Service did not explain why it only partially met its Safe 

Workplace/Engaged Workforce goal. 

In response, the Postal Service notes that, for all Customer Experience 

performance metrics, three preceding years’ worth of data has been included in the FY 

2019 Annual Report to Congress, which includes the Performance Report and 

Performance Plan. These scores exclude the BMEU and USPS.com metrics, as those 

metrics were introduced and included beginning in FY2018.  The Postal Service is 
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sensitive to the Public Representative’s concerns related to 39 U.S.C. § 2804, but 

asserts that, like any organization, it occasionally needs to adjust goals to measure 

more effectively its performance, and it would be unreasonable to read Section 2804 as 

precluding such changes. 

 Regarding the Safe Workplace/Engaged Workforce goal, the Postal Service did 

not reach its FY 2019 goal for the Postal Pulse survey response rate because 

insufficient follow up and effort were placed on the established process to reach the 

goal, since resources were committed elsewhere.  Actual performance at 51 percent is 

the minimally acceptable target for Employee Engagement; therefore, the Postal 

Service will continue to strategize and follow up until that goal is reached. 

VII. CONCLUSION 

The Postal Service appreciates the input of the Public Representative and NAPM 

in commenting on the FY 2019 Performance Report and FY 2020 Performance Plan. 

The Postal Service also appreciates the opportunity to respond to the issues raised by 

both the Public Representative and NAPM in their comments.   
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