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Overvi ew

The Direct Marketing Associ ation Nonprofit Federation
("DVANF") represents a broad cross section of the charitable
fund raising community. The DVMANF' s nore than 400 nenbers
consi st of nonprofit religious, educational, and charitable
organi zati ons and professional fund raising consultants with
particul ar expertise in direct response fund rai sing.

The nonprofit mailers that make up the DMANF nenbership
are a broad cross section of the nore than 200,000 nonprofits
that are authorized to nail at the nonprofit rates of postage.
Toget her, nonprofit mailers account for about 12 percent of the
total mail vol une.

The DMANF nenbershi p consists of very |large national orga-
ni zati ons whose nanes are household words; smaller but stil
good-si zed nonprofits with a high | evel of nane recognition
nati onw de; and nedi umsized, small, and |ocal nonprofit orga-
ni zati ons, even individual churches and synagogues.

The professional fund raisers who are al so DVANF nenber s
are under contract with nonprofit mailers to design, test,
manage the production of, and track the results of direct nai
fund rai sing packages.

The nonprofit comunity that the DMANF represents is vital
to the well-being of this Nation both at this very nonent and
in the future. These organizations are conmtted to provide
safety net social and spiritual services, to support education,
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and foster the arts and science w thout any governnment funding
or in the face of governnent cutbacks.

The United States Mails, particularly Standard Regul ar
Nonprofit Mail, is the |lifeblood of these organizations.
Nonprofits use Standard Regul ar Nonprofit Mail to solicit
contributions fromthe public, dissem nate news and infor-
mati on, and comruni cate with donors, supporters, and the public
at large. The list of how our society has cone to rely in-
creasingly on nonprofit organizations is lengthy. Suffice it
to point out that this reliance that we all place in nonprofit
organi zati ons neans that their funding needs should be taken
seriously.

The ability of those organi zations to raise funds
efficiently in order to maintain current |evels of progranmm ng
and to grow their prograns, such as to build nore houses for
honel ess people, fund nore cancer research, etc, is in part
dependent on reliable, predictable tine of transit.

1. Needs of nonprofit mailers

An easy illustration of the need for predictable tinme of
transit is raising funds in response to a natural energency
such as Hurricane Katrina. Relief to victins would be so nuch
qui cker if postal managenent could achieve its standard to
deliver Standard Regular Mail in ten days nationw de. O her
exanples are solicitations geared to Thanksgi ving, Chri stnas,
and ot her hol i days.

Predictable tinme of transit is equally inportant for the
success of nonprofits’ ongoing donor renewal canpaigns. A
community-wide practice is to solicit donors eight tines each
year. Solicitations that don't get delivered for thirty or
forty days nean that the next round of solicitations can fal
so close to the preceding round that donor-recipients are
unlikely to give twice. This assunes that the postal system
cane closer to neeting its tinme of transit standard on the
second wave or even did better than the ten day standard.

The need for predictable, reliable time of transit is
vital for the success of nonprofits’ direct mail fund raising
canpaigns and to mnimze waste and loss. Direct mail is an
expensi ve nedium nonprofits use it, however, because there are
no alternatives. Nonetheless, every wasted direct nail package
represents dollars that could have been spent on charitable and
educat i onal progranm ng.



A.  Actual |evel of service, degree of custoner satisfaction

The salient experience of Standard Regul ar Nonprofit
mailers is that there is a wide variation in tine of transit
bet ween given origin and destination pairs--so wide that it has
become unpredictabl e.

Most serious namilers or their professional consultants
have ongoing prograns to track the postal quality-charac-
teristics that are inportant to their respective enterprises or
mar keting efforts. Commonly these quality-characteristics are
time of transit and non-delivery.

Until the Postal Service instituted the PLANET Code,
mai l ers tracked their mail in-house (insert “seeds” into a mai
list) or retained conmercial services that specialized in
reporting time of transit and non-delivery. WMany mailers now
use two or all three of these nethods in order to determ ne how
long it takes the postal systemto deliver mail between a
specific origin-destination pair or to determne if a piece of
mai | never gets delivered to a specific destination (reporter).

Sonme of these mail nonitoring efforts, such as PLANET
Code, may not be random sanples, but they are enpirical. The
results formthe basis for a nailer’s understandi ng of the
| evel of service that the Postal Service actually achieves
relative to the quality-characteristics that the mailer tracks,
namely a wide variation

B. Data reported by The Flute Network in R2006-1 descri bes
wide variation in tinme of transit.

The Commi ssion itself cited this type of enpirical data
inits Qinion and Reconmended Deci sion in Docket No. R2006- 1.

The Flute Network argues that the val ue of
service for Standard Regular and in particul ar,
Standard Nonprofit Regular letter mail, is |ow
since the Postal Service does not neet its pub-

i shed delivery performance standards. Wtness
Pritchard testifies regarding data she coll ected
about the quality of service for the delivery of
The Flute Network’s Standard Mail. She notes that
‘“there is nothing unusual about The Fl ute Network
whi ch woul d all ow one to inagine that the experi -
ences we’ve had are a problemuni que to us.
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Flute-T-1 at 48. She argues that her data shows
(sic) that ‘both senders and receivers are getting
very poor service, and it has been deteriorating
for at least two and one half years that | can
docunent.’ Flute-T-1 at 109.

Postal Service service standards call for The
Flute Network’s mailings to be reachi ng addresses
nati onwi de within 10 days, and locally in 1 or 2 days.
However, her data show that actual experience has been
much worse. Specifically, her research shows that for
the bul k of those 228 subscribers reporting the date
that the February 2006 issue was received, it took
between 12 and 19 days to deliver. Further the bulk
of the 307 subscribers who reported the March 2006
i ssue received said that it took between 32 and 41
days to deliver. Wtness Pritchard al so kept track
of the delivery of The Flute Network’s issue from
January 2005 to the May/June 2006 issue to her per-
sonal residence. Her experience was that the deliv-
ery time fromWaynesville, NC to San Bernardi no, CA
t ook between 7 and 46 days dependi ng on the issue.
She concl udes that the Postal Service is not |iving
up to its own standards with respect to Standard Mail,
and ‘one must question the kind of value in the so-
call ed “val ue added” service that would substantiate

an increase in postal rates . . . when services are
not provided as prom sed, and when the value of a
piece of mail is so degraded by its |late delivery

that the service ends up being totally usel ess.
Flute-T-1 at 48.

The Conmmi ssion’s Recomrended (pinion goes on to cite

witness Pritchard: “The Flute Network submits that consi stent
and reliable service is at the core of what is val ue of
service.” Opinion at 217. The Conmm ssion al so cites her

characterization that the degree of service that ”Standard Mil
custoners (especially Standard Regul ar Nonprofit letter mai
custoners) have been experiencing, as denonstrated by w tness
Pritchard’ s testinony, is ‘dismal.’” Opinion at 217-218.

The Conmmi ssion concluded in its Opinion as follows:

Al though the data coll ected can not be considered a
random sanpl e or even close to a scientific analysis,
t he data unquestionably shows (sic) that service pro-
vided to The Flute Network newsletter is severely
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| acking, and it raises serious questions as to the
delivery performance for other Standard Regul ar origin-
based national mailings. It can not be dism ssed as
pure coi ncidence, especially given that the Postal

Servi ce has never presented any data show ng delivery
performance of Standard Regular Mail, |et al one any
better, nore statistically unbiased data than The Flute
Network’s. Opinion at 219.

C. Further enpirical evidence tends to corroborates The Fl ute
Net work testinony of wide variation of quality during the
sane peri od.

O her exanpl es of these kinds of data, previously unre-
ported publicly, are found in a study that the Association of
Di rect Response Fundrai sing Counsel (“ADRFCO') conducted of its
own nenbers a year ago. Interestingly, the period in which
ADRFCO nmenbers reported tracking their mail overlaps with the
period the witness Pritchard cover ed.

ADRFCO consi sts of about forty professional firns that
nonprofits engage in order to design, create, produce, and nai
fund raising solicitations and to anal yze results of those
efforts. ADRFCO al so advise on mailing |ists and conduct
feasibility studies and tests.

In April, 2006, ADRFCO sent a questionnaire to its nenbers
in order to elicit data menber firms may have coll ected
relative to time of transit and non-delivery. N ne nenber-
firms responded. Eight supplied delivery results either
guantitatively or anecdotally. Four cited tine of transit
del ays between origin and destination pairs, and all four cited
the sane origin and destination regions, East to Wst Coast.
Two nenber-firms reported a specific non-delivery problemthat
went beyond nmail that was undeliverable as addressed. Six of
t he nine respondents used one or nore mail tracking services.

O the eight firns that supplied delivery results either
guantitatively or anecdotally, two supplied sufficient detai
to present an al nost conplete picture of tinme of transit
experience as shown in Table 1 on the next page. Those two
firms are indicated by he nunbers “1” and “2” in Table 1.
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Table 1

Tinme of Transit by Class of Mail and Date of Entry

ADRFCO Vol ume Ti me of
Menber Mai | Date (Pi eces) Transit Origin/Destination

1. 1/ 5/ 06 10K 6 days Chi cago/ BMC t o LA/ BMC
2. 1/ 6/ 06 NDP 5-19 days Dest: VA M NY
2. 1/ 30/ 06 NDP 11 days Dest: VA, Mg, NY

St andard Nonprofit:

1. 1/ 5/ 06 102K 23 days Chi cago/ BMC to LA/ BMC
2. 1/ 6/ 06 NDP 25-33 dys Dest: VA, M NY
2. 1/ 30/ 06 NDP 8-16 dys Dest: VA Mg NY

“NDP” = no data provided

Athird nmenber firmsubmtted a report produced by scans
of the PLANET Codes on 208 pieces of a mailing that contained a
total of 53,400 pieces. O the pieces that bore a PLANET Code,
the Postal Service scanned and read 100. The mailing was
dropped February 7, 2006 at the Standard Regul ar Nonprofit Mail
rate.

About twenty percent of the scanned pieces were scanned at
the Destination Delivery Unit between 1-14 days after entry.
Forty percent were scanned on days 15 and 16. A little nore
t han one-quarter wasn’t scanned until 17 to 21 days after
entry. It took the postal system between 22 and 30 days or
nore to scan the remaining ten percent.
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Thus, postal managenent’s system took between 15 and 30
days to deliver 80 percent of the mail pieces in the exanple of
mail entered in early February, 2006.

The results of this one mailing seemto be in line with
those of the two listed in Table 1 above and suggest that de-
livery problens in the winter of 2006 were not just a function
of volume spikes in anticipation of the change in rates on
January 8, 2006.

Wth respect to the question concerning the quality of
delivery during the winter nonths of 2006, four nmenber firns
noted delivery del ays between specific origin and destination
pairs, and all four observations cited mail noving fromthe
East to West Coast. Two nanmed specific origins and
destinations as shown bel ow.

ADRFCO Menber Qbservation (verbatim

1. W ndow of acceptance by the USPS
caused del ays in shipping and the
ability to make appoi ntnents at the
BMCs. Springfeld BMC — LA BMC

3. Ext ensi ve del ays in January [even
after new rates took effect]; seened
to particularly inpact West Coast
returns.

4. Poor delivery from Nov to March; ter-
rible delivery fromSE PA to LA BMC
both First Class and Nonprofit Stan-
dard presort

5. A longer tine specifically from East
to West than normal; |onger delivery
time fromEast to West Coast

Two ot her nenber-firnms observed delivery delays but did

not give specifics. One firmnoted: “Several mailings had the
wi de variation in transit tinme based on our internal seed
tracking.” Another firmobserved: “a wide variation in tine

of transit within a specific mailing” but did not el aborate.
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Two firnms noted conplete delivery failures. Both re-
sponded to the question: “Wich of the follow ng delivery
probl enms do you believe your firms clients experienced this
Wi nter?”

One firmnoted: “An unusually |arge nunber of mail pieces
that were not delivered at all.” (Enphasis in the original)
The second firmstated: “[We have one specific exanple of a

| ar ge nunber that appear to have not been delivered.”

D. Concl usi on

The Flute Network testinony and the ADRFCO study suggest
that the postal systemis sinply not performng for the
nonprofit comrunity. The systemis not capable of reliably
meeting the time of transit standards that postal managenent
has set and, therefore, that nonprofit mailers expect. Nor can
mai l ers predict reliably the actual |evel of service they wll
receive at any given tinme between a particular origin-
destination pair.

Planning is the nodern tool of business. Even worse than

failure to neet published tine of transit standards is
unpredictability.

[11. Action ltens

Postal managenent nust take steps to minimze the
variation of tine of transit; 10-30 days or 7 to 46 days is
totally unacceptable. To penalize managenent for failure to
deliver mail in accordance with published standards, however,
w Il not reduce the variation in quality over the |ong run.

Post al managenent nust use statistical nethods. Wthout
statistical nethods, attenpts to inprove a process are hit and
mss, wth results that usually make matters worse.

There are sinple but powerful statistical techniques that
point to the type of action that will |ead to reduction of
vari ation.

A statistical chart detects the existence of a cause or
variation that lies outside the system It does not find the
cause. A control chart of x- and R-charts (say: X bar and R
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will usually detect a special cause or a change in the system'
For exanple, x- and R-charts will detect shrinkage in spread or
greater uniformty—that is, less variation

Sound understandi ng of statistical control is essential to
managenent, engi neering, purchase of materials and servi ce.
Stability, or the existence of a system is seldom a natural
state. It is an achievenent, the result of elimnating special
causes one by one on statistical signal, |eaving only the
random vari ation of a stable process.

Once nmanagenent achieves a fair state of statistical

control, the control charts will show upper and lower limts.
Those limts will tell managenent what the process is, what it
will do tonmorrow but not necessarily where we wish the limts

to be. The control chart is the process talking to us.

The distribution of a quality-characteristic, such as tine
of transit that is in statistical control is stable and pre-
di ctabl e, day after day, week after week. Qutput and costs are
al so predictable. The inportant problenms of inprovenent
comrences once you achieve statistical control

Once a process has been brought into a state of statis-
tical control, it has a definable capability. It wll show
sust ai ned performance on the x- and R-charts. The specifi-
cations that it can neet are predictable. Those specifications
may not neet custoners’ needs, but managenent is unable to nove
to address those needs until it knows the capability of the
system
“Measuring performance,” “try this or that” and hope for
i nprovenent are useless. |nstead, managenent nust use
statistical nethods as referenced above. It’s the only
rational way to neet custonmer needs over the |ong run.

Respectful ly Subm tted,

Car ol yn Em gh
DMVANF Post al Counsel

1 The conputer software used to prepare these comments does

not offer the “x bar” synbol, that is the letter “x” with a bar
over the top of the x. In lieu thereof, the underscore of the
letter directly above the “x” is intended as the bar over the
X.



