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(If no nane in "Fone" file,
Skip to "Intro #2")

| NTRO #1

(I'f CONTACT NAME in "Fone" file, ask:) Hello, may
| speak to (nanme from "Fone" file)? (Wwen naned
respondent is reached, continue:) Hello, this is
, from The Gallup O ganization. W
are conducting a survey for the U S. Postal Service
to gather information that wll help them inprove
their service to your business.

1 Yes, respondent available - (Skip to S6a)
2 Respondent avail abl e at
anot her phone nunber - (Skip to S6)

3 No | onger works for this conpany/
Responsi bilities have changed/
Soneone better able to eval uate
satisfaction - (Skip to $4)

5 Respondent unknown - (Skip to R3)

7 Busy/ Qut to lunch/Sick, etc. -
(Set tinme to call back)

9 (Refused) - (Skip to S2) ( 5/12)

©THE GALLUP ORGANIZATION 2 10/19/01
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| NTRO #2

(1f NO CONTACT NAME available, ask:) Hello, may |
speak to the person who is in charge of your
mai ling operation? (NOTE TO INTERVIEWER Talk to
the person best able to evaluate satisfaction with

USPS)
1 Yes, respondent available - (Skip to R2)

2 Respondent avail abl e at anot her phone
nunber - (Skip to R4)

3 No such person exists - (Continue)

5 Don't know if there is
such a person - (Continue)

7 Busy/Qut to lunch/Sick, etc. -
(Set tinme to call back)

9 (Refused) - (Thank and Term nat e) ( 5/12)

RL. This is , from The Gl | up
Organi zation. W are conducting a survey for the
U S. Postal Service to gather information that wll
help them inprove their service to your business.
Is there anyone at this |location who would be able
to evaluate your conpany's satisfaction with the
Post al Service?

1 Yes - (Skip to R4)

2 No (Thank and Term nat e)

8 (DK) (Thank and Term nate)

9 (Ref used) (Thank and Term nate) ( 5/14)
©THE GALLUP ORGANIZATION 3 10/19/01
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R2. (Wen mail operations person is reached, continue:)
Hello, this is : from The Gl | up
Organi zation. W are conducting a survey for the
U S. Postal Service to gather information that wll
help them inprove their service to your business.
Wul d you be the best person at this location to
evaluate your conpany's satisfaction wth the
Postal Service?

1 Yes - (Skip to R4)

2 No - (Continue)

8 ( DK) (Thank and Term nate)
9 (Ref used) (Thank and Term nate)

R3. Who woul d be the best person to eval uate the Postal

Service at this |ocation?
NANE: (Verify spelling)
(Al in R3, Skip to Sbh)
R4. What is (your/person's) nane?
NANE: (Verify spelling)
(If code "1" in R2, Skip to S6a;
Q herwi se, Skip to Sb)
©THE GALLUP ORGANIZATION 4
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(There is no S1) HOLD

S2. (I NTERVI EWVER CODE:) What is t he reason for

refusal ?

01 O her (list)

02 (DK

03 HOLD

04 HOLD

05 HOLD

06 Too busy

07 Respondent does not want to do this
survey now or in the future

08 Respondent does not want to do survey
this quarter; call back during another
field period

09 No reason given/ Hung up

10 Cor por ate refusal agai nst conpany policy

to participate

0 ( 7/50)

S2a. (I NTERVI EWVER CODE:) Describe what happened

( 7/53) ( 7/54)

S3. (I NTERVI EVER CODE:) Wo refused?

1 Respondent
2 Receptioni st/ G her office personne
(Al in S3, Thank and Term nat e)
©THE GALLUP ORGANIZATION 5
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S4. Who has taken over (his/her/your) responsibilities?

01 Nane given

DK (DK (Thank and Term nate)

RF (Ref used) (Thank and Term nat e)

NA  (Not applicabl e/ No one has taken these
responsibilities) - (Thank and Term nate)

NAME: (Verify spelling)

( 5/16 - 5/45)

S5. Can (he/she) be reached at this tel ephone nunber?
1 Yes - (Reset to "Intro")

2 No - (Continue) ( 7/56)

S6. May | have (his/her) tel ephone nunber, please?

01 Phone nunber given - (Reset to "Connect")
DK (DK) - (Thank and Term nate)
RF (Refused) - (Reset to "Intro", and

code as appropriate)

S6a. Just to verify | have reached the correct conpany,
is this (nane of conpany from "Fone" file)?

1 Yes - (Skip to S6¢)

2 No (Conti nue)

8 ( DK) (Conti nue)

9 (Ref used) (Conti nue) ( 8/60)
©THE GALLUP ORGANIZATION 6 10/19/01
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S6b. Has your conpany ever been called (nanme of conpany
from"Fone" file)?

1
2
8
9

S6b- 1.

S6c. Waat
1

8
9

Yes - (Skip to #S6c¢)

No (Conti nue)
( DK) (Conti nue)
(Ref used) (Cont i nue)

(If code "2", "8" or "9" in S6b, ask:) Is
this location part of (nanme of parent conpany
from"Fone" file)?

1 Yes - (Continue)
2 No - (Thank, Termnate & Tally on
(XSS screen, and say, "I'msorry,

| have reached the wong conpany.")

8 (DK) - (Thank, Termnate & Tally on
(SS screen, and say, "l'msorry,
| have reached the wong conpany.")

9 (Refused) - (Thank, Termnate & Tally on

(BS screen, and say, "lI'msorry,
| have reached the wong conpany.")

IS your zip code?

(Enter zip code) - (Continue)
( DK) (Skip to S6e)
(Ref used) (Skip to S6e)

(SURVENT NOTE: D splay:)

"Fone" file zip code: (Code from "Fone" file)
Zip code given by respondent: (Code from S6c)

©THE GALLUP ORGANIZATION 7
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S6d. (I NTERVI EVWER CODE:) (on sanme screen with Survent
di spl ay)

1 Yes, first three digits of both
zip codes are the sane

2 No, first three digits of both
zip codes are not the sane ( 8/63)

(If code "1" in S6d,
Skip to "Interviewer Read" before S7)

S6e. (If code "8" or "9" in S6c or code "2" in S6d,
ask:) Is this conpany located in (city and state
from"Fone" file)?

1 Yes - (Skip to "Interviewer Read" before S7)
2 No - (Thank, Term nate and Tally on QSS
screen, and Continue with "Intervi ewer Read")
8 (DK) - (Thank, Termnate and Tally on @SS
screen, and Continue with "Interviewer Read")
9 (Refused) - (Thank, Termnate and Tally on
@SS screen, and Continue wth "lInterviewer
Read") ( 8/64)

(If code "2", "8" or "9" in S6e,
| NTERVI EANER READ:) |'m sorry, | have reached the wong
| ocation. - (Term nate)

©THE GALLUP ORGANIZATION 8 10/19/01
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(I NTERVI EMER READ:.) This survey covers all types of

mai | your conpany sends and
recei ves. Gl lup Wil | prepare
reports for the Postal Service that
show group totals from all survey
respondents. Your i ndi vi dual
answers  wi || be kept strictly
confidential .

S7. Does your conpany have nailing operations in nore

t han one | ocati on?

1 Yes (Conti nue)

2 No - (Skip to #1)

8 ( DK) (Thank and Term nate)
9 ( Ref used) (Thank and Term nate)

S8. Are you able to evaluate your conpany' s
satisfaction with the U 'S Postal Service in (read
1-3) 7
1 This |l ocation only (Conti nue)

2 This | ocation and sonme ot her
conpany | ocations, OR (Conti nue)
3 Al'l conpany | ocations (Cont i nue)
8 ( DK) (Thank and Term nate)
9 (Ref used) (Thank and Term nate)
©THE GALLUP ORGANIZATION 9
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1. Thi nki ng about the service your business received
from the U S. Postal Service in the PAST TH RTY
DAYS, how would you rate the U S. Postal Service on
(read and rotate A-O? Wuld you say (read 5-1)?

5 Excel | ent
4 Very good
3 Good
2 Fair, OR
1 Poor
7 (Not applicabl e)
8 (DK)
9 (Ref used)
A Providing products and services to neet the

needs of your business ( 9/12)
B. Providing products and services that are a

good val ue for the price ( 9/13)
C Having rules and regulations that are easy to

under st and ( 9/14)
D. Keepi ng you informed of changes in rules and

regul ati ons ( 9/15)
E. The consistency of interpretation of rules

and regulations by US Post al Servi ce

enpl oyees ( 9/16)
F. The anmount and conpl exity of paperwork ( 9/17)
G Havi ng enpl oyees who are responsive ( 9/18)
H. Havi ng courteous and friendly enpl oyees ( 9/19)

l. Havi ng enpl oyees who go out of their way to
nmeet your mailing needs ( 9/20)

J. Havi ng enpl oyees who are know edgeabl e about
U. S. Postal Service products and services ( 9/21)

©THE GALLUP ORGANIZATION 10 10/19/01
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1. (Conti nued:)

K. The length of tinme it wusually takes for a
First-Class letter mailed in your |ocal area
to be delivered in your |ocal area

L. The length of tinme it wusually takes for a
First-Class letter mailed in your |ocal area
to be delivered in other parts of the country

M Delivering Standard Mil A wthin the
expected nunber of days? (If asked, say:)
Standard Mail A is advertising mail

N. Delivery of mail in good condition

@] The security of First-Cass mail, that your
mail will remain unopened and safe fromtheft
and | oss

(There is no #2) HOLD

3. During the PAST TH RTY DAYS, have you experienced
errors by the US. Postal Service in processing
noney in your postage accounts? Wuld you say this
has happened (read 1-4)?

A OWN R

© 00 ~

Never

Once a week or | ess

Two to three tinmes a week, OR
Nearly every day

(Not applicabl e)

( DK)
(Ref used)

©THE GALLUP ORGANIZATION 11
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4. Does your business use a U S. Postal Service Post
Ofice box for receiving mail?

1 Yes

2 No

8 (DK)

9 (Ref used) ( 9/30)
5. For mail received at your conpany |ocation, how

would you rate the U S Post al Service on
delivering mail to the correct address? Wuld you
say it is (read 5-1)? (If code "1" in #4, say:)
Please consider mail delivered to your street
address and your Post Ofice box.

5 Excel | ent

4 Very good

3 Good

2 Fair, OR

1 Poor

7 (Not applicabl e)

8 (DK)

9 ( Ref used) ( 9/31)
6. In the PAST TH RTY DAYS, have you received nai

intended for a different address? (If code "1" in
#4, say:) Please consider mail delivered to your
street address and your Post O fice box.

1 Yes - (Continue)

2 No (Skip to #9)

8 ( DK) (Skip to #9)

9 (Ref used) (Skip to #9) ( 9/32)
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7. (If code "1" in #6, ask:) How often has this
occurred in the PAST TH RTY DAYS? Wuld you say

read 2-4)7?

1 (Not at all)

2 Once

3 Two or three tinmes, OR

4 More than three tines

8 (DK)

9 (Ref used) ( 9/33)
8. When mail was m sdelivered to this conpany | ocation

in the PAST THRTY DAYS, how nuch nmil was
delivered incorrectly to your address? Wuld you

say (read 1-4)?

1 One tray or |ess per day

2 Two to five trays per day

3 Six to ten trays per day, OR

4 More than ten trays per day

8 (DK)

9 ( Ref used) ( 9/ 34)
9. Which of the followi ng best describes how mail is

delivered to this conpany location? Is it (read 1-
3) ? (ENTER ALL RESPONSES)

Delivered by the U S. Postal Service ( 9/35)
Pi cked up by one of your conpany's
enpl oyees, OR
3 Delivered by a courier service you pay
to pick up your mail and deliver it
to your |ocation

N -

8 (DK)
9 (Ref used)
©THE GALLUP ORGANIZATION 13 10/19/01
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(If code "2" or "3" in #9, Continue;
O herwi se, Skip to "Note" before #10)

9a. Does your conpany use Caller Service or Firm
Hol dout Servi ce?
1 Yes, Caller Service (Cont i nue)
2 Yes, Firm Hol dout

Servi ce (Conti nue)

3 ( Bot h) (Conti nue)
4 Neither - (Skip to #9c)
8 ( DK) (Conti nue)
9 (Ref used) (Conti nue)

9b. (If code "1, "2", "3", "8" or "9" in #9a, ask:)
How many tinmes a day does your conpany usually pick
up your mail at the Post Ofice (includes pick up
by courier or conpany enployees)? (Qpen ended and
code actual nunber)
98 (DK)
99 (Ref used)

9c. In the PAST TH RTY DAYS, how would you rate the
U.S. Postal Service on consistency of having the
mail available for pick up at the same tinme each
day? Wwuld you say it is (read 5-1)7
5 Excel | ent
4 Very good
3 Good
2 Fair
1 Poor
8 (DK)
9 ( Ref used)

©THE GALLUP ORGANIZATION 14
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10.

10a.

(If code "1" in #9, Continue;
QO herwise, Skip to #12)

Thinking about nmail delivered to this conpany
location by a U S. Postal Service carrier during
the PAST TH RTY DAYS, how would you rate the U S
Postal Service on (read and rotate A-B)? Wuld you
say it is (read 5-1)7

5 Excel | ent

4 Very good

3 Good

2 Fair

1 Poor

8 ( DK)

9 (Ref used)

A Time of day mil is delivered to your
| ocation

B. Consistency of delivering nail to your
location within a half hour of the sane tine
each day

During the PAST THI RTY DAYS, did you typically
receive your mail at this location (read 1-2)?

1 Bef ore noon, OR
2 After noon
3 (Bot h/ More than one delivery)

8 (DK)
9 (Ref used)

(There is no #11)

©THE GALLUP ORGANIZATION 15
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12. During the PAST TH RTY DAYS, has your busi ness nade
substantial use of the follow ng USPS products and
services, either directly or through a vendor? How
about (read and rotate A-H then 1)? (NOTE |If
respondent says "very little" or "not nuch", code

as "2")
1 Yes
2 No
8 (DK)
9 (Ref used)
A Express Mai l ( 9/38)
B. Priority Mail ( 9/39)
C Ful | -Rate, First-d ass Mail ( 9/40)
D. D scounted First-Cass Ml (presorted, bar-

coded) ( 9/41)
E. Periodicals (e.g., nmagazi nes, newspapers;

formerly second-cl ass) ( 9/42)

F. Standard Mail A (e.g., advertising; fornerly

t hi rd-cl ass) ( 9/43)
G Standard Ml B (e.g., parcels; fornerly
fourth-cl ass) ( 9/44)
H. | nt er nat i onal ( 9/45)
l. Sone ot her product or service ( 9/79)
©THE GALLUP ORGANIZATION 16 10/19/01
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12. (Continued:)

1. (If code "1" in #12-1, ask:) What product or
service? (Open ended) (Al low three responses)

01 O her (list)

02 (DK
03 (Ref used)

04 No/ No ot her product or service

05 HOLD

1st
Resp: ( 9/46) ( 9/47)
2nd
Resp: ( 9/75) ( 9/76)
3rd
Resp: ( 9/77) ( 9/78)

©THE GALLUP ORGANIZATION 17 10/19/01
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(If code "2", "8" or "9" to ALL
in #12 A-H and code "02", "03" or "04"
in #12-11, Skip to #16;
O herwi se, Conti nue)

13. (For each code "1" in #12 A-H and "Specific"
response in #12-11, ask:) Based on your conpany's
experience in the PAST TH RTY DAYS, how would you
rate the performance of (read and rotate A-13, as

appropriate)? Wuld you say (read 5-1)?

5 Excel | ent
4 Very good
3 Good
2 Fair, OR
1 Poor
8 (DK)
9 (Ref used)
A Express Mai l ( 9/48)
B. Priority Mail ( 9/49)
C Ful | -Rate, First-d ass Mil ( 9/50)
D. D scounted First-Cass Ml (presorted, bar-

coded) ( 9/51)
E. Periodicals (e.g., nmagazi nes, newspapers;

formerly second-cl ass) ( 9/52)

F. Standard Mail A (e.g., advertising; fornerly

t hi rd- cl ass) ( 9/53)
G Standard Miil B (e.g., parcels; fornerly

fourth-cl ass) ( 9/54)
H. | nt er nati onal ( 9/55)
1. ("1st Specific" response in #12-11) ( 9/56)
2. ("2nd Specific" response in #12-11) (10/ 70)
3. ("3rd Specific" response in #12-11) (10/71)
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14. (For each code "1" in #12 A-H or "Specific"
response in #12-11, ask:) In the next twelve
nont hs, do you intend to use (read and rotate A-13,
as appropriate) (read 3-1)?

3 More than in the past twelve nonths
2 About the sanme as in the past
twel ve nont hs, OR

1 Less than in the past twelve nonths
8 ( DK)
9 (Ref used)
A Express Mai l ( 9/57)
B. Priority Mil ( 9/58)
C Ful | -Rate, First-d ass Mail ( 9/59)
D. D scounted First-Cass Ml (presorted, bar-

coded) ( 9/60)
E. Periodicals (e.g., nmagazi nes, newspapers;

formerly second-cl ass) ( 9/61)

F. Standard Mail A (e.g., advertising; fornerly

t hi rd-cl ass) ( 9/62)
G Standard Ml B (e.g., parcels; fornerly

fourth-cl ass) ( 9/63)
H. | nt er nat i onal ( 9/64)
1. ("1st Specific" response in #12-11) ( 9/65)
2. ("2nd Specific" response in #12-11) (10/72)
3. ("3rd Specific" response in #12-11) (10/73)
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15.  (For

each code "1" in #12 A-H or "Specific"

response in #12-11,

and rotate A-13, as appropriate) to your business

associ at es?

1 Yes
2 No
8 (DK)
9 ( Ref used)
A Express Mai l
B. Priority Mail
(There are no GE) HOLD
F. Standard Mail A (e.g., advertising;, fornerly
t hi rd- cl ass)
G Standard Miil B (e.g., parcels; fornerly
fourth-cl ass)
H. | nt er nati onal
(There is no 11) HOLD
(There are no |2-13) HOLD

16. Does the U S. Postal Service pick up nmail at your
busi ness | ocati on?

1 Yes - (Continue)

2 No (Skip to #19)

8 ( DK) (Skip to #19)

9 (Ref used) (Skip to #19)
©THE GALLUP ORGANIZATION 20
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17. (If code "1" in #16, ask:) Thinking about your
experiences in the LAST TH RTY DAYS, how woul d you
rate the U S. Postal Service on conveni ence of mail
pick up tines by the USPS from your business
| ocation? Wuld you say it is (read 5-1)?

5 Excel | ent
4 Very good
3 Good
2 Fair
1 Poor
8 (DK)
9 (Ref used)

18. How would you rate the U S Postal Service on
reliability of mail pick up times? Wuld you say it
is (read 5-1)?

5 Excel | ent
4 Very good
3 Good
2 Fair
1 Poor
8 (DK)
9 (Ref used)

18a. How would you rate the U S. Postal Service on the
nunber of pick up tinmes? Wuld you say it is (read
5-1)7?

5 Excel | ent
4 Very good
3 Good
2 Fair, OR
1 Poor
8 (DK)
9 (Ref used)
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19. Thinking about the equipnment or supplies (trays,
sacks) the U S. Postal Service provided you in the
LAST TH RTY DAYS, how would you rate the U S
Postal Service on (read A-Q? Wuld you say (read

5-1)?

Excel | ent
Very good
Good
Fair, OR
Poor

RN WSO

(Not applicabl e)

(DK)
( Ref used)

© 00 ~

A Knowl edge or understanding of your equipnent
needs

B. Providing you with the equi pmrent and supplies
you need for preparing nailings

C Mai nt ai ni ng Postal Service equipnent in good
wor ki ng or der

20. In the PAST TH RTY DAYS, how often have you had
difficulty obtaining equipnent or supplies (trays,
sacks) you need for this business |ocation? Wuld
you say (read 1-4)?

Not at all

Once

Two or three tinmes, OR
More than three tines

A WNPE

(Not applicabl e)

(DK)
( Ref used)

© 00~
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21. How would you rate the U S. Postal Service on the
ease of contacting soneone who can answer your
guestions? Wuld you say (read 5-1)7?

5 Excel | ent

4 Very good

3 Good

2 Fair, OR

1 Poor

7 (Not applicabl e)
8 (DK)

9 (Ref used)

22. Do you have regular contact wth one nmain person at
the U S. Postal Service?

1 Yes - (Continue)

2 No (Skip to #26)

8 ( DK) (Skip to #26)

9 (Ref used) (Skip to #26)
©THE GALLUP ORGANIZATION 23
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23. (If code "1" in #22, ask:) Wat is the job title of

your

main contact? (Qpen ended and code) (If

necessary, read 06-16)

01 O her (list)

02 (DK)

03 (Ref used)

04 HOLD

05 HOLD

06 Nat i onal Account Manager

07 Account Representative

08 Facility Manager

09 Post mast er

10 Custoner Service Representative

11 Busi ness Mail Entry Unit Supervisor

12 Busi ness Service Network Representative

13 Busi ness Mail Acceptance d erk

14 Postal Carrier

15 Post O fice Wndow O erk

16 Sal es speci al i st

(Al in #23, Skip to #26a)

(There are no #24 and #25) HOLD
(There is no #25a) HOLD
©THE GALLUP ORGANIZATION 24

PREMIER BUSINESS CUSTOMER

(107 21)

(107 22)

(10/ 23-
10/ 28)

(11/14)

10/19/01



26. How nmany different U S. Postal Service enployees
are you in regular contact with? (Open ended and
code)

None

Two

Thr ee

Four

Five or nore

( DK)
(Ref used) (10/ 29)

O wWNE

© 00

26a. Have you been in contact wth your Account
Representative in the PAST TH RTY DAYS?

1 Yes - (Continue)

2 No (Skip to #27a)

3 ( DK) (Skip to #27a)

4 (Ref used) (Skip to #27a) (11/ 30)
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26b. How would you rate your Account Representative on
(read and rotate A-F)?

5 Excel | ent

4 Very good

3 Good

2 Fair

1 Poor

8 (DK)

9 (Ref used)

A Understanding the miling needs of your
busi ness

B. Wrking to find solutions to your nmailing
pr obl ens

C Conmuni cating to you changes in USPS rules,
regul ati ons, products or services relevant to
your needs

D. Bringing you new ideas about how to handle
your nmailing needs

E. Speed of responding to your phone calls

F. Treating you |ike a val ued custoner
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26c. In the past thirty days, how long did it take, on
average, to get in touch wth your account
representative? Was it (read 1-4)7?

1 Less than two hours

2 Bet ween two and four hours

3 Bet ween four and ei ght hours, OR

4 Ei ght hours or nore

7 (No contact in the past thirty days)

8 ( DK)

9 (Ref used) ( 7/57)

26d. How woul d you rate the overall service provided by
your account representative? Wuld you say (5-1)?

5 Excel | ent

4 Very good

3 CGood

2 Fair, OR

1 Poor

6 (DK)

7 ( Ref used) ( 7/58)
(There is no #27) HOLD 0 (10/ 30-

10/ 31)

©THE GALLUP ORGANIZATION 27 10/19/01

PREMIER BUSINESS CUSTOMER



27a. Have you been in contact with your Business Service
Network Representative in the PAST TH RTY DAYS?
[(If necessary, say:) The Business Service Network
is a system started by the U S Postal Service to
get you information and solutions to problens by
providing a single point-of-contact.] (NOTE TO
| NTERVI EWNER.  Cust onmer Service Representative is the
sane as Business Service Network Representative)
1 Yes - (Continue)
2 No (Skip to #28)
3 (Not famliar with BSN) (Skip to #28)
4 (Respondent calls his/
her Nati onal Account
Manager for service
pr obl ens (Skip to #28)
8 (DK) (Skip to #28)
9 (Ref used) (Skip to #28)
27b. (If code "1" in #27a, ask:) How would you rate your
Busi ness Service Network Representative on (read
and rotate A-Q? Wuld you say (read 5-1)? (NOTE TO
| NTERVI EMER. Cust omer Service Representative is the
same as Busi ness Service Network Representative)
5 Excel | ent
4 Very good
3 Good
2 Fair, OR
1 Poor
8 (DK)
9 (Ref used)
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27h.

(Conti nued:)

A Speed of responding to your phone calls
B. Treating you |ike a val ued customner

C Prof essi onal i sm

D. Fol | ow t hrough on prom sed action(s)

E. Accuracy of information

F. Carity of explanation

G Hel pf ul ness

27c. During the PAST TH RTY DAYS, do you feel the |length
of time it took to answer your questions or resolve
your problens was (read 1-3)7?
1 Less tinme than you expected
2 About the amount of tinme you

expected, OR

3 More tinme than you expected
8 (DK)
9 (Ref used)

27d. How would you rate the overall service provided by
your Business Service Network Representative during
the PAST TH RTY DAYS? Wuld you say (read 5-1)7?
( NOTE TO | NTERVI EVEER: Cust oner Servi ce
Representative is the sane as Business Service
Net wor k Repr esentati ve)
5 Excel | ent
4 Very good
3 CGood
2 Fair, OR
1 Poor
8 (DK)
9 (Ref used)
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HOLD
28.  Now, | am going to ask you about overall
performance. Thinking about all aspects of US.
Postal Service performance during the PAST TH RTY
DAYS, how would you rate the service your business
has recei ved? Wuld you say (read 5-1)7?
5 Excel | ent
4 Very good
3 Good
2 Fair, OR
1 Poor
8 (DK)
9 (Ref used)
(There are no #29 and #30) HOLD
31. During the PAST TH RTY DAYS, have you experienced
serious problems with U S. Postal Service products
or services? Wuld you say (read 1-4)?
1 Not at all - (Skip to #33)
2 Once (Conti nue)
3 Two or three tines, OR (Cont i nue)
4 More than three tines (Conti nue)
8 (DK) (Skip to #33)
9 (Ref used) (Skip to #33)
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32. (If code "2", "3" or "4" in #31, ask:) What serious
problens have you had in the PAST TH RTY DAYS?
(Open ended) (Al ow two responses)

01 O her (list)

02 (DK

03 (Ref used)

04 HOLD

05 HOLD
1st
Resp:
2nd
Resp:

32a. Did you contact the postal service to discuss the
problen? (NOTE TO INTERVIEVWER: |If nore than one

(10/49) (10/50)

probl em as about the nobst recent one)

1 Yes - (Continue)

2 No (Skip to #32c)

3 ( DK) (Skip to #32c)

4 ( Ref used) (Skip to #32c)
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32b. (If code "1" in #32a, ask:) Wiwo did you contact?
(Open ended and code)

01 Q her (list)

02 (DK)
03 (Ref used)
04 HOLD
05 HOLD

06 Nati onal Account Manager

07 Account Representative

08 Facility Manager

09 Post mast er

10 Custoner Service Representative

11 Busi ness Mail Entry Unit Supervisor

12 Busi ness Service Network Representative
13 Busi ness Mail Acceptance O erk

14 Postal Carrier

15 Post O fice Wndow d erk

(11/38) (11/39)

(I'f code "2", "3" or "4" in #31, Continue;
O herwi se, Skip to #33)

32c. Wuld you like ne to pass along what you have j ust
told me to the Postal Service and have a Postal
representative call you about these problens?

Yes
No

1
2
8 (DK)
9 (Ref used) (10/ 76)

33. Do you prepare or send mail for other conpanies?

1 Yes

2 No

8 (DK)

9 ( Ref used) (10/ 53)
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34. Do you use a vendor to prepare or send nai

your conpany?

1

2
8
9

35. (If code "1" in #34, ask:) What percentage of your

Yes - (Continue)

No (Skip to #36)
(DK) (Skip to #36)
(Ref used) (Skip to #36)

mai |

is prepared and/or sent by vendors?

read 1-4)7?

A OWNBEF

©

36. In which of the followi ng areas do you work? Is it

0%to 25%
26%to 50%
51%to 75% OR
76%to 100%

(DK)
( Ref used)

(read 06-10, then 01)?

(10/ 54)

(10/ 55)

01 OR, sone other area (list)
02 (DK
03 (Ref used)
04 HOLD
05 HOLD
06 Logi stics
07 Mai | r oom
08 Fi nanci al operations
09 Ceneral office adm nistration
10 Sal es and marketi ng
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37. What is your job title? (Qpen ended and code)

01 QG her (list)

02 (DK)

03 (Ref used)
04 HOLD

05 HOLD

06 Cor porate of ficer/ QOwner
07 Mai | operations

08 Fi nanci al operations

09 Adm ni strative/d erical

(10/58) (10/59)

38. Please estimate your conpany's yearly expenditures
at this location on US. Postal Service products
and services? (Open ended and code actual anount)
(NOTE TO I NTERVI EANER Enter ALL zeros; for exanple,
"100 t housand" - enter "100000")

DK (DK)
RF ( Ref used)

(10/60 - 10/ 68)

(There is no #39) HOLD 0 (10/76)
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(NOTE TO SURVENT: Di spl ay:)

FONE FI LE NAME: (Code from "Fone" file)

(15/12 - 15/ 36)

NEW RESPONDENT NANVE: (Code from S4, R3 or R4,
as appropriate)

( 5/16 - 5/45)

40. (I NTERVI EMER CODE:) Who are you tal king to?

1 "Fone" file name
2 New r espondent (11/72)
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41. In case your name is drawn in the future, let ne
verify that your name, conpany nane and address are
(read infornmation from "Fone" file/S4)? (ENTER ALL
THAT ARE | NCORRECT)

NANE: [(If code "1" in #40, display from
"Fone" file)/(if code "2" in #40,
display from $4, R3 or R4, as
appropri ate)]

COVPANY NAME: (Display from"Fone" file)

ADDRESS: (Display from"Fone" file)

aTy: (D splay from"Fone" file)

STATE: (Di splay from"Fone" file)

ZIP CODE: (Display from"Fone" file)

PHONE NUMBER: (D splay from "Fone" file)

Information is all correct
Nanme is incorrect

Conpany name is incorrect
Address i s incorrect

Gty is incorrect

State is incorrect

Zip code is incorrect
Phone nunber is incorrect

oO~NOOUOTA,WN B
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(I NTERVI EMER READ:.) Those are all the questions | have

( VALI DATE PHONE NUMBER AND THANK RESPONDENT)

for you. | really appreciate your
taking the tinme to talk wth ne.
This is an ongoing survey, so | may
call you again in about six nonths.

42. COWENTS: (I NTERVI EVER - Enter any observati ons)

I NTERVIEWER | . D. #

vkt\ 1 arsen\ usps-prem er busi ness custoner-ap02 2000-910
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