
UNITED STATES OF AMERICA 
POSTAL REGULATORY COMMISSION 

WASHINGTON, D.C. 20268-0001 
 
 
 

Annual Compliance Report, 2019 Docket No. ACR2019 
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To clarify the Postal Service’s FY 2019 Annual Performance Report (FY 2019 

Report) and FY 2020 Annual Performance Plan (FY 2020 Plan),1 the Postal Service is 

requested to provide written responses to the following requests.  Answers should be 

provided to individual requests as soon as they are developed, but no later than March 

26, 2020. 

 

Excellent Customer Experiences 

 
1. In response to a Chairman’s Information Request (CHIR), the Postal Service 

states that it “continually monitors its social media platforms to identify customer 

pinch points and triage those situations for remediation.”2  Please provide 

examples of how the Postal Service identifies customer pinch points and triages 

those pinch points for remediation using social media platforms.  In the response, 

please list the social media platforms the Postal Service monitors and describe 

the methods used to evaluate customer experience through these platforms. 

                                            

1 The FY 2019 Report and FY 2020 Plan are included in the Postal Service’s FY 2019 Annual 
Report to Congress, which the Postal Service filed with the FY 2019 Annual Compliance Report. See 
United States Postal Service FY 2019 Annual Report to Congress, Library Reference USPS–FY19–17, 
December 27, 2019 (FY 2019 Annual Report). 

2 Responses of the United States Postal Service to Questions 1-11 of Chairman’s Information 
Request No. 7, February 3, 2020, question 4.a. 
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2. In a recent report, the Postal Service Office of Inspector General (OIG) stated 

that it conducted a customer sentiment analysis using text-mining software on 

verbatim responses related to Certified Mail from the Point of Sale and Delivery 

surveys.3 

a. Please explain whether the Postal Service conducts customer sentiment 

analyses on responses from its customer surveys, social media platforms, 

or both.  In the response, please explain the process for conducting 

customer sentiment analyses and describe how the results of these 

analyses are used to improve customer experience. 

b. If the Postal Service does not conduct customer sentiment analyses, 

please explain whether the Postal Service has considered doing so and 

the reasons for not conducting customer sentiment analyses. 

3. During the 2017 holiday season, the Postal Service deployed a chatbot on its 

website to help customers track packages and provide them options for the next 

steps once a package’s location was determined.4 

a. Please describe the results of deploying a chatbot on the Postal Service 

website during the 2017 holiday season.  In the response, please discuss 

lessons learned and whether the Postal Service deployed a chatbot during 

the 2018 and 2019 holiday seasons. 

b. Please describe other ways the Postal Service uses chatbots or other 

artificial intelligence to evaluate and improve customer experience.  In the 

                                            

3 United States Postal Service Office of Inspector General, Delivering Peace of Mind: Certified 
Mail and the U.S. Postal Service, Report No. RARC-WP18-002, November 27, 2017, Appendix C: 
Customer Sentiment Analysis, at 22, available at: https://www.uspsoig.gov/sites/default/files/document-
library-files/2017/RARC-WP-18-002.pdf. 

4 United States Postal Service Office of Inspector General, “Getting Real with Artificial 
Intelligence,” January 29, 2018, available at: https://www.uspsoig.gov/blog/getting-real-artificial-
intelligence. 
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response, please explain the methods used to evaluate and improve 

customer experience using chatbots or other artificial intelligence. 

c. If the Postal Service has not used chatbots or other artificial intelligence in 

other instances to evaluate and improve customer experience, please 

explain whether the Postal Service has considered doing so and the 

reasons for not using chatbots or other artificial intelligence. 

d. Please describe the Postal Service’s plans for leveraging artificial 

intelligence to evaluate and improve customer experience. 

4. Recent Office of Management and Budget guidance on improving customer 

experience suggests that agencies measure customer confidence or trust.5  For 

example, a confidence or trust question may ask whether an interaction 

increased a customer’s confidence in a program or service.  Id. 

a. Please explain whether the Postal Service measures customer confidence 

or trust using its customer surveys or other methods for evaluating 

customer experience.  In the response, please identify the confidence or 

trust question(s) on the applicable survey(s) or describe the methods for 

evaluating customer confidence or trust. 

b. If the Postal Service does not measure customer confidence or trust, 

please explain whether the Postal Service has considered doing so and 

the reasons for not measuring customer confidence or trust. 

 

By the Chairman. 
 
 
Robert G. Taub 

                                            

5 Office of Management and Budget, Circular No. A-11 Preparation, Submission, and Execution 
of the Budget (December 2019), § 280.7, available at: https://www.whitehouse.gov/wp-
content/uploads/2018/06/a11.pdf. 


