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Service Area 

 
The Eastern Area (Area) is made up of ten districts (Districts) spanning two time zones. The 
Area maintains 8,518 postal facilities with 95,017 employees with an operating budget of over 
$8.7 billion.  Distribution operations are performed in 35 Processing and Distribution Centers 
(P&DC) and four Network Distribution Centers (NDC).  The Eastern Area is responsible fo r the 
processing and distribution of various mail classes for delivery operations within fourteen states: 
Arkansas, Delaware, Georgia, Indiana, Kentucky, Louisiana, Mississippi, New Jersey, New 
York, Ohio, Pennsylvania, Tennessee, Virginia, and West Virginia. 
 
 
Service Performance by Category  
 
As reported by the U.S. Postal Service Internal Service Performance Measurement (SPM) 
system, below are the on-time letter and flat service scores for Single-piece First-Class Mail 
(SPFCM) and Presorted First-Class Mail (PFCM).  The scores are calculated based on all 
measured volume that originates and/or destinates within the Eastern Area.  Fiscal Year (FY) 
2019 and FY 2020 scores represent combined Postal Quarter (PQ-1) and (PQ-2) scores for the 
respective fiscal year. 
 
In general, the Eastern Area realized on-time service performance score increases in almost 
every product line, mail shape category, and service standard.  During PQ-1 of the current FY, 
the Area composite on-time service performance for all First-Class Mail products was 2.42 
percentage points above the PQ-1 results of the prior year (91.59% vs. 89.17%).  In PQ-2, the 
Area composite score exceeded the prior year score by 1.74 percentage points (93.03% vs. 
91.29%).  This occurred in spite of the fact that there were noticeable impacts in late March as 
the Area began to see network and employee availability challenges associated with the onset 
of the COVID-19 pandemic.  Over both quarters, the overall Area FY 2020 performance at mid-
year was 1.79 percentage points above the same period in FY 2019 (92.99% vs. 91.20%).  
 
The most significant service performance score increases as compared to the prior FY period 
occurred in the three to five day service standard category of both SPFCM and PFCM letters, 
where service scores for the mid-year were up 4.65 percentage points and 2.04 points 
respectively as compared to the same period last year.  These results are attributable to the 
success of the failure improvement initiatives and plans that the Area implemented in FY 2019 
and FY 2020.  
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Top Root Cause Failure Opportunities and Evaluation of FY 2020 Efforts 
 
The following Area-level analysis results identify the ranking of root cause failure opportunities 
for the first two postal quarters of FY 2019 and FY 2020 based upon their relative share of all  
failures.  Despite shifts in the relative percentages of failures listed below, every root cause 
decreased in its impact on the overall scores.  The most notable Point Impact reductions during 
PQ-1 and PQ-2 of FY 2020 occurred in the First and Last Mile root cause failure categories.  
The Area also experienced success in reducing the Point Impact in multiple Transit failure 
categories as compared to the prior year. 
 

 
FY 2019 and FY 2020 represent scores through PQ-2. 

 

Presort First-Class Letters / Postcards FY19 Score Presort First-Class Letters / Postcards FY20 Score

Overnight 95.87 Overnight 96.33

Two-Day 93.01 Two-Day 94.45

Three-To-Five-Day 90.74 Three-To-Five-Day 92.78

Presort First-Class Flats FY19 Score Presort First-Class Flats FY20 Score

Overnight 83.19 Overnight 84.85

Two-Day 80.67 Two-Day 78.09

Three-To-Five-Day 79.44 Three-To-Five-Day 78.37

Single-Piece First-Class Letters / Postcards FY19 Score Single-Piece First-Class Letters / Postcards FY20 Score

Two-Day 92.19 Two-Day 94.14

Three-To-Five-Day 78.48 Three-To-Five-Day 83.13

Single-Piece First-Class Flats FY19 Score Single-Piece First-Class Flats FY20 Score

Two-Day 82.73 Two-Day 82.81

Three-To-Five-Day 70.69 Three-To-Five-Day 72.13

First Class Mail Root Causes FY 2019

Time Period Root Cause Rank Relative Percentage of Failures

FY19 Transit 1 39.11%

FY19 Last Mile 2 25.38%

FY19 Unable to Assign 3 11.26%

FY19 First Mile 4 10.56%

FY19 Destination Processing 5 8.33%

FY19 Origin Processing 6 5.37%

First Class Mail Root Causes FY 2020

Time Period Root Cause Rank Relative Percentage of Failures

FY20 Transit 1 41.88%

FY20 Last Mile 2 24.03%

FY20 Unable to Assign 3 14.77%

FY20 First Mile 4 9.09%

FY20 Origin Processing 5 6.18%

FY20 Destination Processing 6 4.05%

Data Source:  USPS Informed Visib ility End to End Mail Diagnostics Report
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TRANSIT IMPACT 
 
The point impact of transit during FY 2020 decreased by 1.88 percentage points. The Area saw 
improvements in most of the categories of Transit failures.  The most significant of these 
improvements occurred in the SPFCM and PFCM three to five day letter mail product segments.  
These mail shapes and service standards were the primary focus of the Multi-Level Mentoring 
improvement approach that was employed late in FY 2019.  These product lines were also the 
primary focus of the vital pair initiative that was led by the Managers and Operations Support 
teams in each of the seven areas across the nation. 
 
LAST MILE IMPACT (LMI) 
 
The point impact of last mile during FY 2020 decreased by 1.41 percentage points. Over the 
course of the first two quarters in FY 2020, LMI reductions were achieved in each product line 
and mail shape as compared to the same quarters last year.  Area-led initiatives involved field 
educational symposiums that were instrumental in teaching better methods of managing 
delivery unit efficiency performance, operational clearance, and improving letter carrier 
departure times in support of the reduction in the LMI.  Additionally, the standard procedures 
established for delivery unit reviews, investigations into SPM scanning failures, and best 
practice replication played critical roles in supporting the reductions seen in the LMI.  
 
ORIGIN PROCESSING IMPACT 
 
The point impact of origin processing during FY 2020 decreased by .23 percentage points.  The 
area saw improvements in origin processing point impacts due to the continued focus on Area-
lead initiatives such as origin clearance time, Run Plan Generator (RPG) compliance, and 
ensuring operating plans are followed.  The Eastern Area continues to drive these processing 
absolutes to assist with timely downstream flows of mail. 
 
FIRST MILE IMPACT (FMI) 
 
The point impact of first mile during FY 2020 decreased by .60 percentage points. Similar to the 
LMI results, the Area achieved successes in the FMI.  This was attributable to the re-initiation of 
a standardized “Zero Bundle Investigation” approach to analyze failed mail pieces within this 
category. 
 
DESTINATION PROCESSING IMPACT 
 
The point impact of destinating processing during FY 2020 decreased by .61 percentage points.  
The Area-initiated strategies for improvement included setting expectations for destinating 
operational clearance, managed mail advancement, and clearing freight houses timely.  As 
mentioned previously, Area-lead RPG compliance is an ongoing expectation to facilitate timely 
clearances and distribution to delivery units. 
 
 
 
 
 
 



Eastern Area PRC Service Performance Improvement Report – June 2020 

Failure Improvement Initiatives and Plans 
 
Service initiatives have continued through the first half of FY 2020.  To address the First-Class 
Mail performance within a three to five day service standard, Multi-Level Mentoring Lean Six 
Sigma Projects were instituted nationwide.  Each of the ten Eastern Area Districts is actively 
working through these processes in order to determine the root causes for failures.  Each site 
has identified its own vital pairs that had the greatest impact on the national-level service 
performance.  As the Area proceeds through the phases of completion, it is determining the 
greatest site-level opportunities and finding that these vary in many cases.   Some sites struggle 
with operational clearance and/or timely dispatch.  Others find that transportation 
responsiveness and late trips can lead to traditional transit failures.  Finally, destination plant 
receipt and the clearance of all destinating First-Class Mail also present opportunities.  The 
Districts that have completed the project have realized improvements in service.  
 
Timeline and anticipated outcome:  In progress and will continue.  Immediate impacts 
anticipated at each site.  Final project completion target is August 28, 2020.  
 
TRANSIT 
 
In an effort to improve three to five day air service from the Area perspective, the local Network 
Operations Control Center (NOCC) monitors the dispatches from select originating plants to the 
Terminal Handling Service (THS) and provides periodic feedback on Volume Arrival Profile 
(VAP) opportunities by class of mail.  This is done to attempt to prevent mail from arriving late to 
the THS.  If mail arrives late at the THS, then it will not be sorted.  This creates a transit service 
risk.    
 
Early in FY 2020, a zero tolerance policy was established in all Area plants in order for network 
transportation to properly address Trips Scheduled Not Departed (TSND) and Trips Departed 
Not Arrived (TDNA).  This effort involves the proper tracking, arriving, and unloading of trailers.  
Any trip that is not properly addressed is discussed daily.  The Area instituted operational-level 
projects to eliminate future recurrences of this type of failure.  The Area continues to enforce 
this policy and related procedures.  
 
In May 2020, the Area began to monitor the timely unloading of trailers at each site.  If a trailer 
arrives in a site and is not unloaded within thirty minutes, the site is contacted and the trailer is 
addressed immediately.  As a result, the number of trailers waiting to be unloaded in the Area 
has been significantly reduced and related overall unload cycle time in the Area has been 
reduced.  This will contribute to ongoing service improvements. 
 
Timeline and anticipated outcome:  In progress and will continue.  Anticipate significant 
reduction improvement in the Transit and Origin Processing root cause categories. 
 
LAST MILE IMPACT (LMI) 
 
The Area continues to utilize Informed Visibility (IV) tools to identify the highest opportunity 
Districts, offices, routes, and mail categories.  The goal is to determine the root causes and 
prevent service failures associated with the customer delivery segment of the Last Mile.  This is 
done by communicating on a weekly basis with the Districts, validating the processes put in 
place to improve service, and potentially replicating best practices in other locations.   
 



Eastern Area PRC Service Performance Improvement Report – June 2020 

Last Mile Impacts are one of the topics routinely discussed in the Area Service meeting. The 
Area has developed a Red Book strategy to ensure Address Management has current and 
correct information for all of the delivery points.  This increased attention on addresses will 
reduce the possibility of erroneous SPM requests.  The Area is continuing to require District 
leadership to perform service audits at delivery units with the most failures and to conduct a 
review of the current process and identify where and why pieces are failing within the Last Mile.   
 
The Area also placed additional emphasis on the SPM process to accommodate for the 
additional alternate temporary delivery points established for the COVID-19 pandemic and to 
ensure customer service is not impacted negatively.  District analysis must include plant 
operations to ensure the delivery unit is, in fact, receiving mail timely after final distribution is 
completed in the plant.  Finally, an action plan is developed based on the findings of the review 
and the daily performance of the unit is tracked.  Once the unit shows sustained improvement, 
the Area moves on to another high opportunity site and repeats the investigative process.  The 
expectation is a continued reduction in the LMI. 
 
Timeline and anticipated outcome:  In progress and will continue.  Immediate impacts 
anticipated at each site.    
 
ORGIN PROCESSING 
 
The Area continues to emphasize proper development and execution of RPG to meet operating 
plans. The Area utilizes specific tools to measure the accuracy of RPG plans and clearance 
times. Sites continue to utilize available technology to scan and dispatch volumes timely.  The 
NOCC monitors clearance times on all operations using real time processing and closes the 
circle by monitoring dispatches into the network. 
 
Three to five day improvement initiative projects are also being used to drive service 
performance.  The projects include Master Black Belt and are performed with District teams in 
order to determine the root cause of the failures through analysis.  Quick wins are shared with 
all Districts in order to gain improvements Area-wide. 
 
Timeline and anticipated outcome:  In progress and ongoing and will continue. Anticipate 
improvement in the Destination and Origin Processing categories. 
 
FIRST MILE IMPACT (FMI) 
 
To address reductions in the First Mile Impacts, which is exclusive to the SPFCM category of 
letters, post cards, and flats, the Eastern Area has continued the concept of “Zero Bundle 
Investigations” associated with scans from failed pieces deposited in collection boxes.  Once 
notified of a First Mile failure, the Area office immediately initiates an investigation with district 
leadership.  The investigation first determines if the failure was a delivery unit or a mail 
processing failure.  Both delivery and plant operations work together to gather the data to 
determine the root cause of the failure.  If the investigation determines a sound flow of the mail 
through delivery, the investigation proceeds to potential failures in transportation to the plant 
and ultimately, potential operating plan failures within the plant.  Once the root cause of the 
failure is identified, measures are put in place to prevent this failure type in the future.  In FY 
2020, first mile impacts are discussed on service meetings weekly, with pointed focus on zero 
bundles and near zero bundles.  Zero Bundle investigations are ongoing and will continue to be 
a method to prevent occurrences and process lapses.    
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Timeline and anticipated outcome:  In progress and ongoing as potential collection process 
failures are identified.    
 
DESTINATION PROCESSING 
 
The Area continues to have all clear processes including Gemba walks in each facility daily in 
order to monitor the clearance and timely dispatch of all mail. The “All Clear” process for ad -hoc 
destinating volumes have helped to ensure destinating processing is completed timely, thus 
reducing failures.  Performance is also monitored through Mail History Tracking System (MHTS) 
and Informed Visibility (IV).  The NOCC assists with these initiatives by monitoring the expected 
MMP reports and clearance on all mail platforms nightly.  In addition, the NOCC follows up to 
ensure that the mail that was received is processed through “alternate transportation.”  The 
Area examines day of week patterns on delayed mail and has taken a proactive approach with 
sites struggling with the destinating platforms by discussing transportation solutions with them in 
order to meet clearance times.  This is accomplished through analysis and right-sizing existing 
transportation to avoid late dispatches and additional transportation. 
 
Timeline and anticipated outcome:  In progress and ongoing and will continue. Anticipate 
improvement in the Destination and Origin Processing categories. 
 
 
Summary 
 
Ongoing improvement initiatives at every level and in every function in the Area drive process 
improvements that generate results for a positive customer experience end-to-end in their 
interaction with the Area. The Eastern Area is committed to the continuous improvement 
process through Lean Six Sigma utilization.  In addition, through the use of its Informed Visibility 
platform, the Area continues to expand its focus on achieving world-class service.  The Area 
strives to ensure that every product line and every touch point for every customer are 
exceptional every day.  The opportunity to serve its customers and to achieve world -class 
service performance through efficient work methods and processes remains the Area’s 
standard.  The Eastern Area is relentless in pursuing excellence and will continue to listen and 
work to exceed its customers’ expectations.  The Area is working diligently to recover from 
challenges related to the COVID-19 pandemic and civil disorder.  The Area is already seeing 
some recovery in many service categories and is poised to continue to provide exceptional 
service to its customers. 
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Eastern Area  
412-494-2653 
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