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1. The following requests pertain to the Customer Care Center (CCC) performance 
indicator. 

a. Please describe the methodology for calculating the FY 2019 CCC 
performance indicator result.  In the response, please list the steps for 
calculating the result. 

b. Please confirm that the Postal Service used the same methodology to 

calculate FY 2018 and FY 2019 CCC performance indicator results.  If not 
confirmed, please describe the methodology for calculating the FY 2018 
CCC performance indicator result and list the steps for calculating the 
result. 

 

RESPONSE:    

a. The CCC survey is divided into the Interactive Voice Response (IVR) 

survey, which measures satisfaction with the CCC automated system, and 

the Live Agent survey, which measures satisfaction with a USPS Live 

Agent.  The Live Agent overall satisfaction (OSAT) question is, “Please tell 

us how satisfied you were with the overall experience provided by the 

contact center,” and the IVR OSAT question is “Please tell us how 

satisfied you were with the overall experience provided by the USPS 

automated system.”  

Steps to Calculate FY 2019 Score 

1. Obtain the number of respondents who are in the Top 2 Box (i.e., 

answered “Very Satisfied” or “Mostly Satisfied”) on the OSAT question 

for the CCC Live Agent and CCC IVR surveys. 

2. Divide this number of respondents in the Top 2 Box for the CCC Live 

Agent and CCC IVR surveys by the total number of respondents for 
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each survey to obtain the FY 2019 score for the CCC Live Agent and 

CCC IVR surveys. 

3. Multiply the FY 2019 score for each survey by its respective weight. 

4. Sum the weighted scores to calculate the FY 2019 CCC performance 

indicator result. 

Survey Total # of 
Respondents 

# Respondents 
in Top 2 Box 

FY 2019 
Score 

Weight 
Weighted Score 

(FY 2019 Score * 
Weight) 

CCC Live 
Agent 
Survey 

457,765 257,508 56.25 25% 14.07 

CCC IVR 
Survey 

698,683 306,233 43.83 75% 32.87 

FY 2019 CCC Performance Indicator 46.94 

 

b. Confirmed.  The Postal Service used the same methodology to calculate 

FY 2018 and FY 2019 CCC performance indicator results.   
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2. Please describe the methodology for calculating the FY 2019 Enterprise 
Customer Care performance indicator result.  In the response, please list the 
steps for calculating the result. 

 

RESPONSE:    

The Enterprise Customer Care (eCC) OSAT question is, “Overall, how satisfied are you 

with the quality of service you received in response to the issue?”  The OSAT score is 

calculated using the Top 2 Box percent. 

Steps to Calculate FY 2019 Score 

1. Obtain the number of respondents who are in the Top 2 Box (i.e., 

answered “Very Satisfied” or “Mostly Satisfied”) on the OSAT question for 

the eCC survey. 

2. Divide this number of respondents in the Top 2 Box for the eCC survey by 

the total number of respondents to obtain the FY 2019 performance 

indicator result. 

Survey 
Total # of 

Respondents 
# Respondents in Top 

2 Box 
FY 2019 Score 

eCC 562,711 210,759 37.45 
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3. In a Chairman’s Information Request (CHIR) response, the Postal Service states 
that it sends a customer satisfaction survey “to every customer who 
communicates via twitter after their situation has been addressed.”1 

a. Please provide a copy of the customer satisfaction survey and explain 
how the survey is administered. 

b. Please provide examples of issues or situations that customers express 
on Twitter and explain how the Postal Service addresses them. 

 

RESPONSE:    

a. A single-question survey is administered to every customer who 

communicates with the Postal Service via Twitter after their situation has 

been addressed.  While the Postal Service strives to resolve every 

customer’s issue, the objective of this survey is to measure how the Social 

Media Associate handled the transaction.  This survey is not intended to 

measure the customer’s entire experience with the Postal Service, such 

as whether the customer’s issue was resolved to the satisfaction of the 

customer.  Customers may, however, sometimes provide ratings based on 

whether their desired outcome was achieved.  To reduce these types of 

responses, if the customer’s issue cannot be resolved due to 

circumstances beyond the control of the Social Media Associate, then a 

survey is not issued to the customer.      

 

                                              
1 Responses of the United States Postal Service to Questions 1-4 of Chairman’s Information 

Request No. 22, March 26, 2020, question 1. 
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Once the Social Media Associate closes the conversation as “Closed, 

Resolved”, the following question appears: “How would you rate your 

service experience?”  The answer is scored on a scale of 1-5, from “Very 

dissatisfied” to “Very satisfied.”  After rating their service experience, 

customers are also given the opportunity to leave comments.  An example 

of the survey that a customer would see is shown below.   

 

 

 

 

 

 

 

 

 

 

The software that the Postal Service uses to administer these surveys 

allows it to create summaries of customer satisfaction results over specific 

periods of time and drill down to understand why customers give specific 

scores and how well individual Social Media Associates are performing 

over time.     

 

The chart below is an example of a summary of customer satisfaction 

(CSAT) survey results over a one week period.  The x-axis shows the 
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range of possible customer satisfaction ratings over a numeric spectrum.  

1 is the lowest possible rating and 5 is the highest.  The y-axis shows the 

number of customers that selected each possible rating.  The completion 

rate is the number of customers who completed the survey versus the 

number of surveys sent out by the Postal Service.  During this one week 

period, the average rating from 234 customers who completed the survey 

was 3.6.   

 

 

 

 

 

 

 

 

b. The most common concern expressed by customers on Twitter is related 

to package tracking.  To resolve these concerns, Social Media Associates 

often educate customers about the scanning process, including that items 

are not scanned throughout the entire process and that their item is still in 

transit.  However, if an item appears inexplicably delayed, the Social 

Media Associate will communicate with the facility where the item was last 

scanned in order to locate the item, and will provide this information to the 

customer.  
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Customer also often express concerns about delivery issues.  If an item 

needs to be redelivered, the Social Media Associate will provide the online 

link so that the customer can make the required delivery arrangements.  

However, if the item is showing as “delivered” on tracking, but was not 

received, the Social Media Associate will communicate with the local post 

office to locate the item and arrange for delivery, and will then follow up 

with the customer.  

 
In all instances, the Social Media Associate will remain with the customer 

until the issue has been resolved.  If the matter cannot be resolved over 

Twitter, then the Social Media Associate will refer the customer to an 

alternate solution at the local level.  
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4. In a CHIR response, the Postal Service states that it conducts customer 
sentiment analyses on responses from its customer surveys to “prioritize the 

most important pain points, and design effective solutions.”  Id., question 2.a.  
Please provide examples of the most important pain points and explain how the 
Postal Service used customer sentiment analyses of its customer surveys to 
address pain points and improve customer experience. 

 

RESPONSE:   

Below are 2 important examples of where the Postal Service has made improvements 

based on sentiment analysis to address pain points and improve customer experience: 

Customer Care Center (CCC) Experience 

 Most Important Pain Points: The automated Interactive Voice Response 

(IVR) system was unable to resolve customer concerns, and customers had 

to wait for long periods of time to speak to an agent.  

 Improvements: To improve these pain points, the Postal Service expedited 

calls by providing enhanced self-service options using SMS (text messaging) 

for Change of Address (COA), Tracking, Passport, and Hold Mail calls.  

Customers are now able to receive texts while in the IVR system, which 

allows customers to self-serve online instead of having to speak with an 

agent.  This resulted in shorter wait times for customers and provided 

customers an opportunity to find solutions online to their issues. The Postal 

Service also expanded its use of Virtual Hold technology to allow customers 

to hold their place in line and receive a call back.  This resulted in decreased 

wait times for customers.  Additionally, the Postal Service increased its Call 
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Center agent capacity by automating outbound international case 

management, which allowed agents to answer additional calls. 

Enterprise Customer Care (eCC) Experience 

 Most Important Pain Points: Customers had difficulty filing inquiries with the 

Postal Service, and of those customers who were able to file inquiries, many 

did not get contacted in a timely manner or get contacted at all. 

 Improvements: In order to improve the filing and management of customer 

inquiries, the Postal Service launched the new Customer Relationship 

Management platform, C360.  Prior to C360, case management personnel 

operated within three different systems to manage inquiries and resolve 

customer inquiries. C360 consolidates customer interaction history, provides 

integrated research tools, and makes knowledge content available in one 

place.  This single point of information makes it easier for agents to access 

information and respond to inquiries quickly.  Additionally, the Postal Service 

launched an online platform for filing inquiries with the Postal Service on 

USPS.com.  Rather than having to visit a Local Post Office or call the 

Customer Care Center, customers can now easily file inquiries online. 
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5. In the FY 2019 Report, the Postal Service states that the Postal Pulse survey 
“included a direct response comment box which asked employees what one 

action they believe would improve their work environment.”  FY 2019 Annual 
Report at 28.  The Postal Pulse survey, which was provided in response to a 
CHIR, states that the comment box question was “What one thing would you do 
within your team to improve engagement?”2  Please clarify which question was 
the prompt for the comment box portion of the Postal Pulse survey. 

 

RESPONSE:    

 

The question that was used on the survey to prompt the comment box portion was: 

“What one thing would you do within your team to improve engagement?”  

 

 

                                              
2 Responses of the United States Postal Service to Questions 1-11 of Chairman’s Information 

Request No. 7, February 3, 2020, question 10.a. 
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6. In a CHIR response, the Postal Service states that the top three themes of 
responses provided in the Postal Pulse survey comment boxes were:  (1) 

improve manager and supervisor capabilities, professionalism, and availability; 
(2) improve care, respect, support, and positivity; and (3) improve 
communications.  Id., question 11.a.  For each theme, please provide examples 
of the responses provided in the comment boxes. 

 

RESPONSE:    

 

The comments were aggregated by the vendor, Gallup, which then provided a 

limited sample of verbatim comments to the Postal Service.  These comments reinforce 

the top themes of responses received.  Personally identifiable information (PII), if any, 

was removed by the vendor to protect confidentiality.  Comment examples for each 

theme follow:  

Theme (1) - Improve manager and supervisor capabilities, professionalism, and 

availability 

          “Allow managers to man[a]ge their own offices without constant interference from district 

or headquarters. Most of us do quality work and care about our jobs but we are not 

allowed to manage our offices as we think best. If we manage well then let us manage, 

if not then assist us. Bring back support staff instead of using those employees to nitpik 

those who are managing and/or doing the physical labor. At some point, things went 

from helping us to do our jobs to telling us how to do our jobs.” 

          “Make all managers and supervisors approachable. Also managers and supervisors 

should acknowledge each employee with a greeting. They should not walk on the work 
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room floor and not speak to each employee. I'm a (cr) believer [sic] you take care of 

your employees, they will take care of you.” 

Theme (2) - Improve care, respect, support, and positivity 

          “Show gratitude regular[l]y by simply saying 'thank you' to your employees. Your 

management team or supervisors should take a time to show gratitude for their 

employees in the work place - not just because it would make everyone happier and 

can also boost the usps productivity. Everyone wants to feel appreciated and they value 

a simple thank you! However, this does not happen enough in many work places. 

Showing simple appreciation can really go a long way in motivating employees to work 

harder and be more productive. Thank you!” 

          “The number one improvement would be respect. Respect your employees; followed by 

communication. Communicate properly with your employees and supervisors this way 

we can all do a better job and recognition. Recognize when your employees do well and 

not only when they make mistakes; encouragement. Encourage them, give them hope 

and support.” 

Theme (3) - Improve communications 

“Communicate. Communication is one of the most important engagement tools. 

Whether you're sharing a better way to do something or recognizing that someone is 

doing a job well, letting them know is key. From sharing information about the company 

as a whole or our local unit makes people feel as though what they do is important.” 

 



RESPONSES OF THE UNITED STATES POSTAL SERVICE 
TO CHAIRMAN’S INFORMATION REQUEST NO. 23 

 
 

“Communication is always key to solving and preventing problems. I think at the post 

office communication is often overlooked and things are just "understood!" some people 

do a great job at saying what is expected, especially when things go wrong. We just 

need better communication on the front end.” 
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7. The FY 2019 Report states that comments from the Postal Pulse survey “were 
aggregated and shared with USPS leaders to directly influence workplace 
improvements starting at the highest level of the organization.”  FY 2019 Annual 

Report at 28.  Please describe in detail how these comments were aggregated 
and shared with Postal Service leaders.  In the response, please explain how 
these comments “directly influence[d] workplace improvements starting at the 
highest level of the organization” and provide examples of workplace 
improvements made.  Id. 

 

RESPONSE:    

 

The Postal Service’s vendor, Gallup, created a verbatim analysis report that was 

shared with Headquarters vice presidents and Area and District officials.  The Employee 

Engagement team communicated regularly with Postal Service managers on how to 

hold one-on-one, engagement-focused conversations with employees.  This process 

was touted in several platforms, including LINK articles, direct mailings, and a weekly 

publication sent to all managers. Workplace improvements based on this process to 

improve will be measured when next year’s Postal Pulse survey is administered and 

evaluated. 

 

 


