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RESPONSES OF THE UNITED STATES POSTAL SERVICE 
TO CHAIRMAN’S INFORMATION REQUEST NO. 26 

1. Please confirm that the FY 2021 Annual Performance Report will contain
comparable results for FYs 2018 through 2021 for these performance indicators:
Business Service Network, Point of Sale, Delivery, Customer Care Center,
Customer 360, usps.com and Business Mail Entry Unit.  If not confirmed, for
each of these performance indicators that will not have comparable results,
please describe the methodologies the Postal Service will use to calculate results
for each fiscal year (i.e., FYs 2018, 2019, 2020, and 2021).

RESPONSE: 

Confirmed for all except the Customer Care Center (CCC) performance indicator.  For 

FYs 2018 through 2021, the CCC performance indicator was calculated as a weighted 

score of the live agent survey (25 percent) and Interactive Voice Response (IVR) survey 

(75 percent).  The Postal Service is, however, still reviewing possible changes to how it 

will calculate the CCC performance indicator in FY 2021, but has not made a final 

determination.  In FY 2021, the Postal Service may, for instance, adjust the weights 

assigned to the live agent survey and the IVR survey.  If the Postal Service makes such 

a change to the CCC performance indicator in FY 2021, then it could also recalculate 

the CCC results for FYs 2018 through 2021 for comparison purposes.  The CCC 

performance indicator will, however, remain 20 percent of the CX Index. 
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2. The Postal Service states that “[t]he goal of the Safety Dashboard is to provide
accurate and informative one-stop accident information that provides just-in-time
data to support decision making at the facility, district, area, and national levels.”1

It also states that it “captures a great deal of information in various delivery
management systems and enterprise analytics platforms that can be used to
develop just in time safety programs and awareness campaigns.”  Response to
CHIR No. 24, question 13.  Please explain what “one-stop” and “just-in-time”
mean in the context of these CHIR responses.

RESPONSE: 

The Safety Dashboard provides insight into the overall safety performance of a 

facility, at a district or an area level, as well as diving deeply into breakout analytics for 

Motor Vehicle Accidents and Industrial Accidents individually.  This three-level view of 

accident performance is what is meant by “one-stop”; that is, the dashboard itself 

constitutes a one-stop application which provides data related to all accident types.  The 

data are displayed in such a way that field employees can filter the information for their 

needs and see trend and forecasted data relevant to any filter that they apply. This one-

stop configuration relieves managers of the need to run individual reports for accident 

types or by employee demographics, as the data are displayed all at once; and this in 

turn facilitates the development of safety programs and awareness campaigns to 

prevent past trends from recurring. 

(By way of example, consider the case of an office that has decided to monitor 

the incidence of dog bites.  It can filter to “dog bite” and add in multiple previous 

1 Responses of the United States Postal Service to Questions 1-17 of Chairman’s Information 
Request No. 24, March 18, 2021, question 10.a. (Response to CHIR No. 24). 
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years.  This view might show that June is the month where they historically have seen 

an uptick in dog bites.  They can use that information, in March, to start talking to their 

carriers about dog bites; they can make sure they have enough dog spray on hand, or 

order it; and they can validate that all dog alerts are properly coded.) 

In the past, it was necessary to run individual reports, combine the data that they 

generated, then filter the data out to identify issues or areas of opportunity. 

Furthermore, the old reporting system entailed a temporal lag, affording insight only into 

what had happened already.  The Safety Dashboard now automates reporting so that it 

is current and updated daily; it also provides comparison information for years past as 

well as a forecast of how safety issues will develop if left unaddressed.  The phrase 

“just-in-time” is meant to encapsulate these innovations. 
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3. The Postal Service states that “overall comments from the Postal Pulse survey
were broken down and analysis was provided to leadership within each of the
nine functional areas, and, also, the seven field areas.”  Id. question 14.b.
Please describe the nine functional areas and the seven field areas.

RESPONSE: 

The verbatim reports were created and distributed to the following leadership 

Teams: 

• Corporate Communications VP

• Customer Marketing Exec VP

• Deputy PMG Government Relations

• Finance Exec VP

• General Counsel Exec VP

• Human Resources Exec VP

• Information Exec VP

• Operations Exec VP

• US Postal Inspection Service

• Capital Metro Area; including all 8 Districts within

• Eastern Area; including all 10 Districts within

• Great Lakes Area; including all 7 Districts within

• Northeast Area; including all 10 Districts within

• Pacific Area; including all 8 Districts within

• Southern Area; including all 12 Districts within
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• Western Area; including all 12 Districts within
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4. Employee Experience (EX) is the sum of all interactions that an employee has
with an organization, from recruiting to an exit interview.2  Some studies have
found that EX and Customer Experience (CX) are equally important and
intrinsically linked because strong EX is a necessary condition for outstanding
CX.3

a. Please explain whether and how the Postal Service views EX or employee
engagement as part of or related to the Excellent Customer Experiences
performance goal or CX initiatives.  In the response, please provide
specific examples of how EX or employee engagement is part of or related
to the Excellent Customer Experiences performance goal or CX initiatives.

b. Please explain whether and how the Postal Service measures the impact
of EX or employee engagement on CX or the Excellent Customer
Experiences performance goal.  If available, please provide quantitative
support and identify the metric(s) used.  If the Postal Service does not
measure the impact of EX or employee engagement on CX or the
Excellent Customer Experiences performance goal, please explain why.

c. Please explain whether there is a relationship between the results of the
Postal Pulse survey and the CX surveys (i.e., whether CX survey scores
trend up with higher Postal Pulse scores, and vice versa).  If available,
please provide quantitative support for the explanations and identify the
metric(s) used.

RESPONSE: 

a. The Postal Service recognizes the relationship between employee engagement and

the customer experience.  The “Creating an Engaging Workplace at the USPS” 

training course administered to over 53,000 postal leaders includes the exploration 

2 Gallup, Designing the Employee Experience to Improve Workplace Culture and Drive 
Performance; available at https://www.gallup.com/workplace/323573/employee-experience-and-
workplace-culture.aspx. 

3 Local Measure, The Connection between EX and CX Has Never Been More Important (March 
25, 2020); available at https://www.localmeasure.com/post/the-connection-between-ex-and-cx-has-never-
been-more-important; Melissa Arronte, EX and CX – Better Together, Medallia (October 15, 2019) 
available at https://www.medallia.com/blog/ex-and-cx-better-together/. 
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of the correlation between higher EX engagement leading to higher CX experience, 

based on the extensive global research done by the Gallup Organization. 

b. The Postal Service recently directed the Gallup Organization to analyze the

relationship between EX and CX with our specific data.  Its methodology is captured 

below. 

Customer Experience Impact Analysis: Methodology 

Customer Data: 

• Customer experience data included four overall satisfaction (OSAT) metrics:

POS, BMEU, Delivery and C360. 

• For each survey, the OSAT metric is calculated based on the percentage of

responses in the top two boxes (i.e. “Very Satisfied” or “Mostly Satisfied”) on 

a six-point satisfaction scale. 

• The specific questions asked were:

▪ POS: Thinking about this visit to the Post Office, overall, how satisfied

were you? 

▪ BMEU: Overall, how satisfied were you with your experience at the

Business Mail Entry Unit (BMEU)? 

▪ Delivery: Thinking about your overall experience with receiving mail

and/or packages delivered by USPS recently, how satisfied are you? 

▪ C360: Overall, how satisfied are you with the quality of service you

received in response to the issue? 
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• One annualized score across each of these metrics was provided for the

fiscal years 2018, 2019 and 2020. 

• The dates for the period of analysis for each Fiscal Year, beginning and end,

included: 

▪ FY18: Oct. 1, 2017-Sept. 30, 2018

▪ FY19: Oct. 1, 2018-Sept. 30, 2019

▪ FY20: Oct. 1, 2019-July 31, 2020

      Because the analysis was conducted in Quarter 4 of FY20, it covered only 

      the first three quarters of that fiscal year. 

Employee Data: 

• Engagement data were utilized from administrations in 2018, 2019 and 2020.

• The dates of each survey were as follows:

▪ 2020: August 4th – September 4th

▪ 2019: May 14th – June 14th

▪ 2018: May 22nd – June 22nd

• An overall engagement GrandMean score was utilized, in addition to item

means from individual questions.  The specific questions that comprise the 

employee metric include: 

▪ Q01. I know what is expected of me at work.

▪ Q02. I have the materials and equipment I need to do my work right.

▪ Q03. At work, I have the opportunity to do what I do best every day.
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▪ Q04. In the last seven days, I have received recognition or praise for

doing good work. 

▪ Q05. My supervisor, or someone at work, seems to care about me as a

person. 

▪ Q06. There is someone at work who encourages my development.

▪ Q07. At work, my opinions seem to count.

▪ Q08. The mission or purpose of my company makes me feel my job is

important. 

▪ Q09. My fellow employees are committed to doing quality work.

▪ Q10. I have a best friend at work.

▪ Q11. In the last six months, someone at work has talked to me about

my progress. 

▪ Q12. This last year, I have had opportunities at work to learn and grow.

c. The results of this Gallup Business Impact Analysis support the connection between

EX and CX at the Postal Service.  Below is some of the Gallup-specific analysis: 
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Gallup concluded that each 0.10 improvement in district engagement GrandMean can 

lead to a 2.6 percent increase in POS OSAT; 2.9 percent increase in BMEU OSAT; 18.8 

percent increase in eCC C360; and 9.3 percent increase in Delivery OSAT. 
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5. The Postal Service provides the Net Promoter Score question and FY 2020
result for each CX survey.4  For the Business Service Network, Point of Sale, and
Customer 360 surveys, please provide the total number of responses to the Net
Promoter Score question disaggregated by each of the possible responses.5

RESPONSE: 

The Net Promoter Score (NPS) question asks for a response based on a 10-point scale, 

with 10 being the most positive.  Below please find the total number of responses to the 

NPS question for the Business Service Network, Point of Sale, and Customer 360 

surveys disaggregated by each of the possible responses. 

NPS Scale 
Selection 

Business Service 
Network Survey 

Point of Sale 
Survey 

Customer 360 
Survey 

10 6,547 1,422,025 481,177 

9 974 202,591 130,760 

8 489 163,309 122,295 

7 166 86,729 80,971 

6 73 49,808 57,749 

5 72 83,991 177,790 

4 18 22,307 61,657 

3 11 19,904 84,123 

2 16 18,535 91,449 

1 9 19,087 91,582 

0 25 64,134 481,655 

4 Responses of the United States Postal Service to Questions 1-24 of Chairman’s Information 
Request No. 22, March 9, 2021, question 5.a. 

5 This information was not included with the FY 2020 Annual Compliance Report.  See Library 
Reference USPS-FY20-38, December 29, 2020, folder “USPS-FY20-38,” Excel file “CX Question 
Response Counts_FY20.xlsx.” 




