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ATTACHMENT A

PART 3055—SERVICE PERFORMANCE AND CUSTOMER SATISFACTION REPORTING
Subpart A—Annual Reporting of Service Performance Achievements
§ 3055.1
Annual reporting of service performance achievements.
(a) For each market dominant product specified in 39 CFR Part 3020, Appendix A to Subpart A of Part 3020—Mail Classification Schedule, the Postal Service shall file a report as part of the section 3652 report addressing service performance achievements for the preceding fiscal year.
(b) For purposes of this part, a system of internal (or hybrid) service performance measurement (measurement system) and a methodology for data reporting (reporting methodology), including the use of any proxy for reporting service performance, is an analytic principle as defined in § 3050.1(c).
(c) For the first section 3652 report due after this rule becomes final, the Postal Service shall provide for each product a description of the analytic principles in subsection (b), including:
(1)
A description of what is being measured;

(2)
A description of the system used to obtain each measurement;

(3)
A description of the methodology used to develop reported data from measured data; and

(4)
Where proxies are used, a description of and justification for the use of each proxy.

§ 3055.2
Contents of the annual report of service performance achievements.

(a)
The items in subsections (b) through (j) of this section shall be included in the annual report of service performance achievements.
(b)
The class or group-specific reporting requirements specified in §§ 3055.20 through 3055.25.

(c)
The applicable service standard(s) for each product.

(d)
The applicable service goal(s) for each product.

(e)
A description of any changes to any accepted quantification technique as defined in 3050.1(b), implemented within the reported fiscal year.





(f)
A description of the statistical validity and reliability of the results for each measured product.
(g)
A description of how the sampled data represents the national geographic mail characteristics or behavior of the product.
(h)
The identification of each product, or component of a product, granted an exception from reporting pursuant to § 3055.3, and a certification that the rationale for originally granting the exception remains valid.

(i)
Documentation showing how data reported at a given level of aggregation were derived from data reported at the preceding level of aggregation.  Such documentation shall be in electronic format with all data links preserved.  It shall show all formulas used, including volumes and other weighting factors.
(j)
For each product, documentation showing how the reports required by subpart A of this part were derived from the reports required by subpart B of this part.  Such documentation shall be in electronic format with all data links preserved.  It shall show all formulas used, including volumes and other weighting factors.
§ 3055.3
Reporting exceptions.

(a)
The Postal Service may petition the Commission to request that a product, or component of a product, be excluded from reporting, provided the Postal Service demonstrates that:

(1)
The cost of implementing a measurement system would be prohibitive in relation to the revenue generated by the product, or component of a product;

(2) The product, or component of a product, defies meaningful measurement; or

(3) The product, or component of a product, is in the form of a negotiated service agreement with substantially all components of the agreement included in the measurement of other products.

(b)
The Postal Service shall identify each product or component of a product granted an exception in each report required under subparts A or B of this part, and certify that the rationale for originally granting the exception remains valid.

§ 3055.4
Internal measurement systems.

Service performance measurements obtained from internal measurement systems or hybrid measurement systems (which are defined as systems that rely on both an internal and an external measurement component) shall not be used to comply with any reporting requirement under subparts A or B of this part without prior Commission approval.

§ 3055.5
Changes to internal service performance measurement systems, data reporting methodologies, service standards, or service goals.

(a) Pursuant to the procedures of § 3050.11, the Commission, acting on its own behalf, may issue a notice of proceeding to change an accepted analytical principle as defined in § 3050.1(a). In addition, any interested person, including the Postal Service or a public representative, may submit a petition to the Commission to initiate such a proceeding.

(b) The Postal Service shall file notice with the Commission describing all changes to external service performance measurement systems, service standards, or service goals 60 days prior to planned implementation. The Commission may initiate a proceeding to consider such changes if it appears that the changes might have a material impact on the accuracy, reliability, or utility of the reported measurement, or if the changes might have a material impact on the characteristics of the underlying product.


§ 3055.6
Addition of new market dominant products or changes to existing market dominant products.

Whenever the Postal Service proposes the addition of a new market dominant product or a change to an existing market dominant product, it also shall propose new or revised (as necessary) service performance measurement systems, service standards, service goals, data reporting elements, and data reporting methodologies.

§ 3055.7
Special study.

Included in the second section 3652 report due after this rule becomes final, and every 2 years thereafter, the Postal Service shall provide a report, by class of mail, on delivery performance to remote areas of the Alaska, Caribbean, and Honolulu districts.

§ 3055.8
Reserved.

§ 3055.9
Reserved.

§ 3055.10
Reserved.

§ 3055.11
Reserved.

§ 3055.12
Reserved.

§ 3055.13
Reserved.

§ 3055.14
Reserved.

§ 3055.15
Reserved.

§ 3055.16
Reserved.

§ 3055.17
Reserved.

§ 3055.18
Reserved.

§ 3055.19
Reserved.

§ 3055.20
First-Class Mail.

(a)
Single-Piece Letters/Postcards, Bulk Letters/Postcards, Flats, and Parcels.  For each of the Single-Piece Letters/Postcards, Bulk Letters/Postcards, Flats, and Parcels products within the First-Class Mail class, report the on-time service performance (as a percentage rounded to one decimal place), disaggregated by mail subject to the overnight, 2-day, and 3/4/5-day service standards.

(b)
Outbound Single-Piece First-Class Mail International and Inbound Single-Piece First-Class Mail International.  For each of the Outbound Single-Piece First-Class Mail International and Inbound Single-Piece First-Class Mail International products within the First-Class Mail class, report the on-time service performance (as a percentage rounded to one decimal place).

§ 3055.21
Standard Mail.

For each product within the Standard Mail class, report the on-time service performance (as a percentage rounded to one decimal place).

§ 3055.22
Periodicals.

For each product within the Periodicals class, report the on-time service performance (as a percentage rounded to one decimal place).

§ 3055.23
Package Services.

For each product within the Package Services class, report the on-time service performance (as a percentage rounded to one decimal place).

§ 3055.24
Special Services.

For each product within the Special Services group, report the percentage of time (rounded to one decimal place) that each product meets or exceeds its service standard.

§ 3055.25
Nonpostal products.

[Reserved]

§ 3055.26
Reserved.

§ 3055.27
Reserved.

§ 3055.28
Reserved.

§ 3055.29
Reserved.

Subpart B—Periodic Reporting of Service Performance Achievements
§ 3055.30
Periodic reporting of service performance achievements.
For each market dominant product specified in 39 CFR Part 3020, Appendix A to Subpart A of Part 3020—Mail Classification Schedule, the Postal Service shall file a Quarterly Report with the Commission addressing service performance achievements for the preceding fiscal quarter (within 40 days of the close of each fiscal quarter).

§ 3055.31
Contents of the Quarterly Report of service performance achievements.

(a)
The items in subsections (b) through (e) of this section shall be included in the quarterly report of service performance achievements.
(b)
The class or group-specific reporting items specified in §§ 3055.45 through 3055.70.

(c)
The identification of each product, or component of a product, granted an exception from reporting pursuant to § 3055.3, and a certification that the rationale for originally granting the exception remains valid.

(d)
Documentation showing how data reported at a given level of aggregation were derived from data reported at the preceding level of aggregation.  Such documentation shall be in electronic format with all data links preserved.  It shall show all formulas used, including volumes and other weighting factors.
(e)
A year-to-date aggregation of each data item provided in each Quarterly Report due for the reported fiscal year, where applicable, including volumes and other weighting factors provided in electronic format, with formulas shown and data links preserved to allow traceability to individual Quarterly Reports.

§ 3055.32
Measurement systems using a delivery factor.

For measurements that include a delivery factor, the duration of the delivery factor also shall be presented independent of the total measurement.

§ 3055.33
Reserved.

§ 3055.34
Reserved.
§ 3055.35
Reserved.
§ 3055.36
Reserved.

§ 3055.37
Reserved.

§ 3055.38
Reserved.

§ 3055.39
Reserved.

§ 3055.40
Reserved.
§ 3055.41
Reserved.

§ 3055.42
Reserved.

§ 3055.43
Reserved.

§ 3055.44
Reserved.

§ 3055.45
First-Class Mail.
(a)
Single-Piece Letters/Postcards, Bulk Letters/Postcards, Flats, and Parcels.  For each of the Single-Piece Letters/Postcards, Bulk Letters/Postcards, Flats, and Parcels products within the First-Class Mail class, report the:

(1)
On-time service performance (as a percentage rounded to one decimal place), disaggregated by mail subject to the overnight, 2-day, and 3/4/5-day service standards, provided at the District, Postal Administrative Area, and National levels; and

(2)
Service variance (as a percentage rounded to one decimal place) for mail delivered within +1 day, +2 days, and +3 days of its applicable service standard, disaggregated by mail subject to the overnight, 2-day, and 3/4/5-day service standards, provided at the District, Postal Administrative Area, and National levels.

(b)
Outbound Single-Piece First-Class Mail International and Inbound Single-Piece First-Class Mail International.  For each of the Outbound Single-Piece First-Class Mail International and Inbound Single-Piece First-Class Mail International products within the First-Class Mail class, report the:

(1)
On-time service performance (as a percentage rounded to one decimal place), provided at the Postal Administrative Area and National levels; and

(2)
Service variance (as a percentage rounded to one decimal place) for mail delivered within +1 day, +2 days, and +3 days of its applicable service standard, provided at the Postal Administrative Area and National levels.

§ 3055.46
Reserved.

§ 3055.47
Reserved.

§ 3055.48
Reserved.

§ 3055.49
Reserved.
§ 3055.50
Standard Mail.

(a)
For each product within the Standard Mail class, report the on-time service performance (as a percentage rounded to one decimal place), disaggregated by the Destination Entry (2-day through 4‑day), Destination Entry (5-day through 10-day), End-to-End (3‑day through 5-day), and End-to-End (6-day through 22-day) entry mail/service standards, provided at the District, Postal Administrative Area, and National levels.

(b)
For each product within the Standard Mail class, report the service variance (as a percentage rounded to one decimal place) for mail delivered within +1 day, +2 days, and +3 days of its applicable service standard, disaggregated by the Destination Entry (2-day through 4-day), Destination Entry (5-day through 10-day), End-to-End (3-day through 5-day), and End-to-End (6-day through 22-day) entry mail/service standards, provided at the District, Postal Administrative Area, and National levels.

§ 3055.51
Reserved.

§ 3055.52
Reserved.

§ 3055.53
Reserved.

§ 3055.54
Reserved.

§ 3055.55
Periodicals.

(a)
Within County Periodicals.  For the Within County Periodicals product within the Periodicals class, report the:
(1)
On-time service performance (as a percentage rounded to one decimal place), provided at the Postal Administrative Area and National levels; and

(2)
Service variance (as a percentage rounded to one decimal place) for mail delivered within +1 day, +2 days, and +3 days of its applicable service standard, provided at the Postal Administrative Area and National levels.

(b)
Outside County Periodicals.  For the Outside County Periodicals product within the Periodicals class, report the:
(1)
On-time service performance (as a percentage rounded to one decimal place), disaggregated by the Destination Entry and End-to-End entry mail, provided at the Postal Administrative Area and National levels; and

(2)
Service variance (as a percentage rounded to one decimal place) for mail delivered within +1 day, +2 days, and +3 days of its applicable service standard, disaggregated by the Destination Entry and End-to-End entry mail, provided at the Postal Administrative Area and National levels.

§ 3055.56
Reserved.

§ 3055.57
Reserved.

§ 3055.58
Reserved.

§ 3055.59
Reserved.
§ 3055.60
Package Services.

(a)
Single-Piece Parcel Post.  For the Single-Piece Parcel Post product within the Package Services class, report the:

(1)
On-time service performance (as a percentage rounded to one decimal place), disaggregated by mail subject to the 2‑day through 4-day and 5-day through 20-day service standards, provided at the District, Postal Administrative Area, and National levels; and

(2)
Service variance (as a percentage rounded to one decimal place) for mail delivered within +1 day, +2 days, and +3 days of its applicable service standard, disaggregated by mail subject to the 2-day through 4-day and 5-day through 20-day service standards, provided at the District, Postal Administrative Area, and National levels.

(b)
Bound Printed Matter Flats, Bound Printed Matter Parcels, and Media Mail/Library Mail.  For each of the Bound Printed Matter Flats, Bound Printed Matter Parcels, and Media Mail/Library Mail products within the Package Services class, report the:

(1)
On-time service performance (as a percentage rounded to one decimal place), disaggregated by the Destination Entry and End-to-End entry mail, provided at the District, Postal Administrative Area, and National levels; and

(2)
Service variance (as a percentage rounded to one decimal place) for mail delivered within +1 day, +2 days, and +3 days of its applicable service standard, disaggregated by the Destination Entry and End-to-End entry mail, provided at the District, Postal Administrative Area, and National levels.

(c)
Inbound Surface Parcel Post (at UPU rates).  For the Inbound Surface Parcel Post (at UPU rates) product within the Package Services class, report the:

(1)
On-time service performance (as a percentage rounded to one decimal place), provided at the Postal Administrative Area and National levels; and

(2)
Service variance (as a percentage rounded to one decimal place) for mail delivered within +1 day, +2 days, and +3 days of its applicable service standard, provided at the Postal Administrative Area and National levels.

§ 3055.61
Reserved.

§ 3055.62
Reserved.

§ 3055.63
Reserved.

§ 3055.64
Reserved.

§ 3055.65
Special Services.

(a)
For each product within the Special Services group, report the percentage of time (rounded to one decimal place) that each product meets or exceeds its service standard, provided at the National level.

(b)
Additional reporting for Ancillary Services.  For the Certified Mail, electronic Return Receipt, Delivery Confirmation, Insurance, and an aggregation of all other services within the Ancillary Services product, individually report the percentage of time (rounded to one decimal place) that each service meets or exceeds its service standard.  For green card Return Receipt report:

(1) The number of EXFC seed mailpieces sent; 

(2) The percentage of green cards properly completed and returned; 

(3) The percentage of green cards not properly completed, but returned; 

(4) The percentage of mailpieces returned without a green card signature; and
(5) The percentage of the time the service meets or exceeds its overall service standard.

(c)
Additional reporting for Post Office Box Service.  For Post Office Box Service, report the percentage of time (rounded to one decimal place) that the product meets or exceeds its service standard, provided at the District and Postal Administrative Area levels.

§ 3055.66
Reserved.

§ 3055.67
Reserved.

§ 3055.68
Reserved.

§ 3055.69
Reserved.
§ 3055.70
Nonpostal products.

[Reserved]

§ 3055.71
Reserved.

§ 3055.72
Reserved.

§ 3055.73
Reserved.

§ 3055.74
Reserved.
§ 3055.75
Reserved.
§ 3055.76
Reserved.

§ 3055.77
Reserved.

§ 3055.78
Reserved.

§ 3055.79
Reserved.
§ 3055.80
Reserved.
§ 3055.81
Reserved.

§ 3055.82
Reserved.

§ 3055.83
Reserved.

§ 3055.84
Reserved.
§ 3055.85
Reserved.
§ 3055.86
Reserved.

§ 3055.87
Reserved.

§ 3055.88
Reserved.

§ 3055.89
Reserved.
Subpart C—Reporting of Customer Satisfaction
§ 3055.90
Reporting of customer satisfaction.

For each market dominant product specified in 39 CFR Part 3020, Appendix A to Subpart A of Part 3020—Mail Classification Schedule, the Postal Service shall file a report as part of the section 3652 report, unless a more frequent filing is specifically indicated, addressing customer satisfaction achievements for the preceding fiscal year.  The report shall include, at a minimum, the specific reporting requirements presented in §§ 3055.91 through 3055.93.

§ 3055.91
Consumer access to postal services.

(a)
The following information pertaining to post offices shall be reported, disaggregated by type of post office facility, and provided at the Postal Administrative Area and National levels:

(1)
The number of post offices at the beginning of the reported fiscal year;

(2)
The number of post offices at the end of the reported fiscal year;

(3)
The number of post office closings in the reported fiscal year;

(4)
The number of post office emergency suspensions in effect at the beginning of the reported fiscal year;

(5)
The number of post office emergency suspensions in the reported fiscal year; and

(6)
The number of post office emergency suspensions in effect at the end of the reported fiscal year.

(b)
The following information pertaining to delivery points shall be reported, disaggregated by delivery point type, provided at the Postal Administrative Area and National levels:

(1)
The number of residential delivery points at the beginning of the reported fiscal year;

(2)
The number of residential delivery points at the end of the reported fiscal year;

(3)
The number of business delivery points at the beginning of the reported fiscal year; and

(4)
The number of business delivery points at the end of the reported fiscal year.

(c)
The following information pertaining to collection boxes shall be reported, provided at the Postal Administrative Area and National levels:

(1)
The number of collection boxes at the beginning of the reported fiscal year;

(2)
The number of collection boxes at the end of the reported fiscal year;

(3)
The number of collection boxes removed during the reported fiscal year; and

(4)
The number of collection boxes added to new locations during the reported fiscal year.

(d)
The average customer wait time in line for retail service shall be reported.  Data shall be provided for the beginning of the reported fiscal year and for the close of each successive fiscal quarter at the Postal Administrative Area and National levels.

§ 3055.92
Customer Satisfaction Surveys.

(a)
The report shall include a copy of each type of Customer Satisfaction Survey instrument used in the preceding fiscal year.

(b)
The report shall include information obtained from each type of Customer Satisfaction Survey instrument, including:

(1)
A description of the customer type targeted by the survey;

(2)
The number of surveys initiated and the number of surveys received; and

(3)
Where the question asked is subject to a multiple choice response, the number of responses received for each question, disaggregated by each of the possible responses.

§ 3055.93
Mystery Shopper Program.

(a)
A copy of the National Executive Summary Report that summarizes the information obtained from the Mystery Shopper Program, or any similar report that may supersede the National Executive Summary Report, shall be filed with the Commission on a quarterly basis (within 30 days of the close of each fiscal quarter).

(b)
A copy of each type of Mystery Shopper Program survey instrument used in preparing the report cited in subsection (a) of this section shall be filed with each report.
