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Background and Objectives

The USPS is looking for ways to reduce expenses, while maintaining a service level acceptable to customers.

One idea being given serious consideration is a change from six-days-a-week delivery to five days-a-week delivery. USPS wants to quickly determine customer reaction to this concept by conducting a brief survey to ask customers their opinions of the five-day-a-week delivery plan. 

Maritz Research was asked to recommend a research approach that would help determine the reactions of USPS customers.

Objectives were:

· To determine customer reaction to the five-day delivery plan.

· To understand if implementation of the five-day delivery service will impede the willingness of customers to do business with USPS.

· To conduct national statistical valid sample that will hold up to questions form the Postal Regulatory Commission (PRC), Board of Governors (BOG), and Congress.

Methodology

Using questions supplied to Maritz by the USPS (six closed-end and one open end question), Maritz surveyed residential and small business customers.  Surveys were conducted by telephone from 8/18/2009 through 8/25/2009.

Two separate questionnaires were developed.
Residential

For residential customers, quotas were set to represent the US Census percentages:

	
	US Census
	Quotas

	Male 18-34
	16%
	190

	Male 35-54
	19%
	231

	Male 55+
	14%
	167

	Female 18-34
	15%
	177

	Female 35-54
	19%
	233

	Female 55+
	17%
	202


The residential screener minimized the bias of interviewing the person who typically answers the phone.   The randomized list of six groups was displayed and the interviewers asked if an individual(s) in the first randomized category lived in that household.  If so, an interview was conducted with that individual (or one of those individuals) or a callback was arranged.  If not, the interviewer asked if an individual(s) in the second randomized category lived in the household, etc.
Because certain age/gender groups were difficult to contact, residential data was weighted in order to represent the US Census age/gender percentages.

1,047 residential customers were interviewed.  

The margin of error was +/- 3% at 95% confidence level.

Maritz purchased random digit dial sample for residential interviews.  

Small Business

For small business customers, a screener included two qualification questions:

· Number of employees must be 250 employees or less.

· Respondent interviewed confirmed that he/she collects, distributes, or handles a lot of the mail. 
Small business data was not weighted.

1,144 small business customers were interviewed.
The margin of error was +/- 3% at 95% confidence level.

Maritz purchased sample for small business customers from Dun & Bradstreet.
Key Findings
Residential

The overwhelming majority of residential customers (98%) feel that it is important for the USPS to remain in business.   More women (99.6%) than men indicated this was important.
Two-thirds of residential customers (68%) are in favor of the five-day delivery plan.  More female customers (71%) favor the five-day delivery plan than male customers (66%).

More than half of residential customers (60%) feel that the five-day delivery plan will have no impact on them.   More men (28%) than women (21%) felt that the proposed plan would have a negative impact on them.

Two out of five residential customers (43%) feel that Saturday delivery is not important, but more than a third (37%) feel that Saturday delivery is important.  More 18-34 year old residential customers (43%) feel that Saturday delivery is important compared to 35-54 year olds (34%) or those 55+ (36%).

More than half of residential customers (56%) feel that it is important that post offices stay open on Saturdays.  More customers 55+ (38%) felt that Saturday hours were not important compared to younger customers (35-54 at 29% and 18-34 at 38%).

Two out of five residential customers (41%) neither favor nor oppose the delivery of Priority Mail to post office boxes on Saturdays.  Those that did have an opinion are split (27% favor/38% oppose).
Small Business

The overwhelming majority of small business customers (97%) feel that it is important for the USPS to remain in business.   More women (98%) than men (94%) indicated this was important.

Two-thirds of small businesses (68%) are in favor of the five-day delivery plan.   Two-thirds (69%) feel that the five-day delivery plan will have no impact on their business.   

Half (55%) of small businesses feel that Saturday delivery is unimportant.  Half (51%) feel that it is important that post offices stay open on Saturdays.

Two out of five small businesses (43%) neither favor nor oppose the delivery of Priority Mail to post office boxes on Saturdays.  More businesswomen (47%) than businessmen (39%) responded as neither favoring nor opposing the delivery of Priority Mail on Saturday.   Those who did have an opinion are split almost equally (29% favor/28% oppose).
Conclusions
The public is in favor of the USPS remaining in business.
With two-thirds of the public in favor of the five-day delivery plan and less than half of them feeling that the plan would have any impact on them, in general, the public is supportive of the five-day delivery plan.
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