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OCA/USPS-T38-8.  Please refer to your testimony at page 22, lines 15-16.

a. Please provide a copy of PS Form 1093, which must be completed by customers who desire post office box service.

b. At postal facilities offering post office box service, are customers who have general inquiries about post office box service provided with a brochure or any other written material concerning the features of post office box service?  If yes, please provide copies.

c. At the time customers request PS Form 1093, or are approved for post office box service, are such customers provided with a brochure or any other written material concerning post office box service, such as terms of service, fees, payment schedules, available ancillary services (e.g., fees for lost or duplicate keys, lock replacement, etc.)?  If yes, please provide copies.

RESPONSE:

a. Attached.

b. PS Form 1093 also serves as a brochure on the features of post office box service.  Please see attachment.

c. Yes, to the extent that these matters are covered in PS Form 1093.  Please see attachment.  Additional information is available in DMM D910 and DMM R900.19.0.

OCA/USPS-T38-9.  Please refer to your testimony at page 27, where the section entitled “C.  Assessment of the Nine Pricing Criteria” begins.  In establishing fees for post office box service, to what extent did you consider the views of customers from such sources as customer comment cards, call center comments, consumer surveys, focus groups, etc., as to the value of post office box service provided by the Postal Service?  If customers’ views from the sources mentioned were part of your analysis, please provide copies of any material relied upon.  If customers’ views from the sources mentioned were not part of your analysis, please explain.

RESPONSE:

These sources were not used in this docket to assess the value of post office box service to customers.  The primary reasons are:

1)
Customer comment cards - while useful in resolving individual cases, customer comment cards usually reflect a “self selected” group of customers and therefore do not represent typical customers.

2) 
Call center comments – like customer comment cards, call center comments reflect a “self selected” group and similarly, therefore, they are unlikely to be representative of the typical customer.

3) 
Consumer surveys and focus groups – these may be an unbiased sample under proper conditions.  Indeed, consumer surveys have been used to assess customer response to proposed post office box fee changes in the past.  However, this means of estimating customer response to price change may be biased also, if customers tend to overstate their reaction to proposed price increases, when in fact they often will continue to purchase post office box service after the price increases. Therefore, the Postal Service is not presently pursuing consumer surveys, nor focus groups, as a means of gauging customer value for post office box service.
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In general, the nine pricing criteria direct that the value of service to customers be considered in pricing post office box service. Several means of assessing customer satisfaction are reasonably available.  As discussed above, several of the instruments listed have weaknesses.  Also, given this docket’s timing, combined with the intent to further align fees and costs, it was impractical to use any rigorous method.  I have, however, remained in contact with the team that implemented the most recent set of post office box fees (in part through my attorneys) and discussed the range of concerns that surfaced with them.  In addition, a reasonable assessment of customer satisfaction can be gleaned from historical growth trends in post office box usage, which demonstrates a continued customer demand, and indicates that millions of box customers are satisfied.  According to economic theory, these considerations, and the availability of alternatives, such as free carrier delivery and private-sector box providers, suggest that post office box customers value the service highly.  I conclude that the proposed fee increases are unlikely to significantly affect customers’ existing perception of the high value of service.

In sum, customer value considerations were taken into account in this docket’s post office box fee proposal.  Specific steps were taken to protect customer value, by limiting fee group re-assignments and fee increases, to the extent possible, as balanced against the needs to recover costs, meet the revenue requirement as suggested by historic usage trends, and more equitably align fees with costs.  In the future, additional measures of customer satisfaction may be used to evaluate box service proposals as circumstances change.
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