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Annual Report on Service Performance for Market Dominant Products
This narrative report, together with the associated Microsoft Excel files, provides the information required under 39 C.F.R. Part 3055, Subpart A, for annual reporting of service performance for market dominant products.  Service standards for all products remain as established by the Postal Service in 39 C.F.R. Parts 121 and 122, as applicable.

1. First-Class Mail

a. Measurement Description 

Single-Piece Letters/Postcards are measured via the External First-Class Measurement System (EXFC) operated independently by an outside entity.  EXFC is a rigorous sampling system measuring the time it takes from deposit of mail into a collection box or lobby chute until its delivery to a home or business.  Actual transit time is then compared against First-Class Mail service standards. 

Presort Letters/Postcards are measured through the Intelligent Mail® Accuracy and Performance System (iMAPS).  The Postal Service’s service performance measurement system uses documented entry time in the postal network to start the clock, and an Intelligent Mail® barcode (IMb™) final processing scan within the distribution network to stop the clock.  These data are augmented with a “last-mile” factor acquired through third-party reporter scans to develop end-to-end measurement data.  Data collected by the Postal Service are provided to an independent, external contractor to calculate service performance and compile the necessary reports.  In Quarter 1 through Quarter 3, a “proof-of-concept” system for Full Service Intelligent Mail® served as the data source for iMAPS.  This proof-of-concept system used a limited number of mailers, and the start-the-clock proxy was the first scan within the USPS automated distribution network.  In Quarter 4, the measurement was based on data from the Seamless Acceptance and Service Performance (SASP) system, which captures data from all Full Service Intelligent Mail®.  Actual transit time is compared against First-Class Mail service standards to determine the percent delivered on time. 

Flats include both Single-Piece and presorted flats.  In FY 2010, 76 percent of First-Class Mail flats were mailed at Single-Piece rates.  Single-piece flats are measured through the EXFC system, following the same process as described for Single-Piece letters/postcards. In FY 2010, consistent with the approach outlined in the Postal Service’s June 2008 Service Performance Measurement plan,
 presort flats performance was estimated using the proxy of Single-Piece flats performance because there were not sufficient data available to make reliable service performance estimates using the Full Service Intelligent Mail® approach.  First-Class Mail flats volume has declined over 43 percent since 2006.
Parcels include both Single-Piece and presorted parcels.  In FY 2010, 97 percent of First-Class Mail parcels were mailed at Single-Piece rates.  Parcels are measured using an internal system, the Product Tracking System (PTS).  This system measures transit time from the time of mailing until the time of delivery for parcels for which a customer requested Delivery Confirmation™ service.  Actual transit time is then compared against First-Class Mail service standards.  In FY 2010, parcel measurement included only retail parcels mailed over-the-counter at Post Offices because systems were not yet in place to capture the necessary start-the-clock information for commercial pieces mailed in bulk or from other locations.
 

Single-Piece First-Class Mail International Inbound and Outbound service performance is measured via the International Mail Measurement System (IMMS) operated by an outside entity.  This system measures the length of time it takes for the domestic leg of transit for Single-Piece international First-Class Mail Letters: that is, between the domestic collection point and the outbound International Service Center (ISC) for outbound letters and between the inbound ISC and the domestic delivery point for inbound letters.  For Single-Piece First-Class Mail International, the Postal Service uses a rigorous external sampling system modeled after and closely integrated with the EXFC measurement system.  Because of the low proportion of Single-Piece First-Class Mail International Flats and Parcels volume, and because the domestic-leg processing is the same for these categories as for their domestic counterparts, the Postal Service’s reports rely on the data for their domestic analogues from EXFC (for Flats) and Delivery Confirmation (for Parcels).  The results for Letter performance from IMMS are combined with the proxy data for flats and parcels to measure service performance for all inbound and outbound Single-Piece First-Class Mail International.  Transit time is compared against First-Class Mail service standards due to the comparability of domestic-leg processing with that of First-Class Mail.  
b. Results
	First-Class Mail
	2010

	
	Target
	Percent 

On-Time

	Single-Piece Letters/Postcards
	 
	 

	Overnight
	-
	96.8

	Two-Day
	-
	94.4

	Three-To-Five-Day
	-
	92.4

	Presort Letters/Postcards
	
	 

	Overnight
	-
	93.5

	Two-Day
	-
	92.9

	Three-To-Five-Day
	-
	88.3

	Flats
	
	 

	Overnight
	-
	90.7

	Two-Day
	-
	85.1

	Three-To-Five-Day
	-
	81.6

	Parcels
	
	 

	Overnight
	-
	91.2

	Two-Day
	-
	84.3

	Three-To-Five-Day
	-
	87.3

	Outbound Single-Piece First-Class Mail International
	 
	 

	Overnight
	-
	95.5

	Two-Day
	-
	90.1

	Three-To-Five-Day
	-
	88.4

	Combined
	94.0
	89.6

	Inbound Single-Piece First-Class Mail International
	 
	 

	Overnight
	-
	94.1

	Two-Day
	-
	89.0

	Three-To-Five-Day
	-
	88.2

	Combined
	94.0
	89.3


Targets for FY 2010 were established before the Commission issued Order No. 465 on May 25, 2010.  The Postal Service established targets for Single-Piece First-Class Mail and Presort First-Class Mail as such rather than at the individual product level.  The following table shows performance against the established targets. 
	First-Class Mail
	2010 

	
	Target
	Percent 

On-Time

	Single-Piece Mail
	 
	 

	Overnight
	96.6
	96.3

	Two-Day
	94.1
	93.6

	Three-To-Five-Day
	92.8
	91.6

	Presort Mail
	
	 

	Overnight
	96.6
	93.4

	Two-Day
	94.1
	92.7

	Three-To-Five-Day
	92.8
	88.2


c. System Coverage 

The EXFC system continuously tests service in 892 three-digit ZIP Code areas between which virtually all domestic Single-Piece First-Class Mail originates and destinates.  The measurement system operates continuously throughout the year and measures Single-Piece letters, cards, and flats having a mixture of characteristics similar to actual mail. 

The iMAPS system is designed to measure virtually all three-digit ZIP Code areas in the United States.  However, since the proof-of-concept system served as the data source for iMAPS in Quarter 1 through Quarter 3 and captured the service information from a limited amount of First-Class Mail testing aspects of Full Service Intelligent Mail®, only a limited number of origin locations were included in the performance measurement during that period.  With the change to the SASP Full Service system in Quarter 4, system coverage became more complete, with mailings originating in nearly all districts and across most days in the quarter.  Even then, data errors on the part of mailers precluded significant portions of this volume from inclusion in the measurement system.  In many cases, for example, mailer errors tended to invalidate the actual entry date of mail in the Postal Service network.  The total mail volume available for measurement in Quarter 4 was approximately 7 percent of the total presort First-Class Mail letters. 
The IMMS system tests service in the same 892 three-digit ZIP Code areas as EXFC.  IMMS focuses on the transit time for the domestic leg of international mail.  The system employs a limited number of international locations to serve as the origin for inbound mail and the destination for outbound mail so that the mail passes through the International Service Center gateways where service measurement begins for inbound mail and ends for outbound mail. 

The PTS system measures retail parcels with Delivery Confirmation™ service for which there was a valid start-the-clock and stop-the-clock event.  The measurement system includes pieces to and from virtually all three-digit ZIP Code areas in the United States. Because PTS can measure virtually any item with Delivery Confirmation, the characteristics of the mail are widely varying. 

d. Statistical Validity of Measurement Results

In FY 2010, the EXFC system’s statistical design included both Single-Piece First-Class Mail letters/postcards and Single-Piece First-Class Mail flats.  The maximum statistical precision for the performance estimate of First-Class Mail letters/postcards was +/- 2.0 percent with a 95-percent confidence level at the district and service standard level in FY 2010.  The majority of districts had ranges of +/-1.5 percent or lower for all service standards each quarter. 

The iMAPS system is designed to generate quarterly service performance estimates for Presort Single-Piece letters/postcards with a precision of less than +/- 1.0 percent with 95 percent confidence level for each district and service standard combination.  Due to the use of the proof-of-concept system in Quarters 1, 2, and 3 and the immaturity of the measurement system in Quarter 4, actual precision levels were higher then planned, in some cases as high at +/- 6.5 percent for a district and service standard combination.  Because of the high variability and the lack of coverage in some cases, the Postal Service did not publish district level results during FY 2010. 
Parcels results are based on all the retail First-Class Mail parcels with Delivery Confirmation™ in the PTS system.  In FY 2010, measurement included approximately 8.8 million parcels, representing approximately 2 percent of total First-Class Mail parcels. 

The IMMS system is designed to generate a service performance estimate for Single-Piece First-Class Mail International Letters with a precision of +/- 3.0 percent with a 95-percent confidence level for each postal area for both inbound and outbound performance estimates.
e. Descriptions and Justifications of Proxies

In FY 2010, systems were not in place to measure the service performance for Presort First-Class Mail flats, which represented less than 1.5 percent of total Presort First-Class Mail.  Hence, Single-Piece First-Class Mail flats results were used as a proxy for the entire First-Class Mail flats category. 

In FY 2010, the First-Class Mail parcels measurement was based solely on Single-Piece retail parcels due to the lack of a reliable method for starting the clock for measurement of commercial First-Class Mail parcels.  The Postal Service considers retail parcels with Delivery Confirmation™ to be a reliable proxy measurement for the entire First-Class Mail parcels product category because the parcels travel through the same network whether mailed by retail or commercial customers. 
The performance for domestic Single-Piece First-Class Mail flats (using the data from EXFC) and performance for domestic Single-Piece parcels (as measured end-to-end on parcels for which customers have purchased Delivery Confirmation™) serve as proxies for the service performance of Single-Piece First-Class Mail International inbound and outbound flats and parcels.  This approach is valid since the processing of Single-Piece First-Class Mail International flats and parcels -- during either outbound transit from domestic origin to designated International Service Centers (ISC) or inbound transit from designated ISC to the domestic delivery address -- is the same as for domestic Single-Piece First-Class Mail flats and parcels. The Postal Service’s service standards are also the same. 

f. Exceptions 

No semi-permanent exceptions have been granted or requested for annual reporting of First-Class Mail.  The Postal Service has requested a temporary waiver from reporting that includes commercial First-Class Mail parcels, to the extent such omission would be considered noncompliant.

g. Changes in the Reported Fiscal Year 

Starting from the beginning of FY 2010, the nine Postal Service administrative areas were consolidated into eight areas, and the 80 subordinate administrative districts were consolidated into 74 districts.  This change affected all of the measurement systems for all products.  For brevity, this statement will not be repeated in each section below that discusses reporting changes. 

The data source for the service performance measurement in iMAPS was switched from the proof-of-concept system to the SASP Full Service system at the beginning of Quarter 4.  This change enabled the performance measurement of Presort First-Class Mail letters/postcards to be based on a larger mail population, with mail originating from many more locations and including many additional mailers, thus improving the statistical reliability and the representation.  The presort letters/postcards results for Quarter 1, Quarter 2, and Quarter 3 were presented with no geographic weighting due to the limited system coverage in the pilot system.  The results for Quarter 4 incorporated geographic weighting consistent with the defined calculation methodology. 
h. Reasons for Service Targets Not Being Met and Mitigation Plans

For Single-Piece First-Class letters and postcards, the Postal Service exceeded its service targets in the Overnight and Two-Day service standard categories.  Although overall Single-Piece letters and postcards in the Three-to-Five-Day service standard category fell below the service goal, performance improved steadily each quarter, with Quarters 3 and 4 performance remaining above the service goal by more than a whole percentage point.  The Postal Service fell short of the First-Class Mail service goals for all other product and service standard categories during FY 2010, but quarterly trends show steady progress over the course of the year.  This rebound is partially due to suppression of performance in Quarters 1 and 2 from unprecedented snow storms and fall flooding in significant portions of the country.

Quarter 4 scores for Presort First-Class Mail were significantly lower than in the prior three quarters.  Service scores from Quarters 1 through 3 used a very small portion of the presort mail industry, consisting of only 12 participating mailers. In Quarter 4, service measurement used source data from all Full Service IMb mailers, consisting of over 500 mailers.  While nearly 40 percent of all Presort First-Class Mail was in the Full Service IMb format, a significant portion of these mailings had data errors that resulted in exclusion, resulting in a data yield of only 7 percent of the Presort First-Class Mail volume, or less than 20 percent of the source data.
The Postal Service has started to certify customers’ electronic documentation to ensure achievement of Full Service Intelligent Mail® data requirements.  Data from certified mailers is included in the service measurement system.  At the same time, errors are identified and shared with mailers to expedite corrections and inclusion in the measurement system.  Service performance results are expected to improve as more customers adopt Full Service Intelligent Mail® and as existing Full Service mailers correct their data errors
The Postal Service is also working internally with its plants to ensure that capacity issues are addressed, that off-loading is done in a service-responsive manner, and that the network is correctly sized for entry volumes.  All Customer-Supplier Agreements (CSAs) are also being reviewed to determine if the start-the-clock entry times are service-responsive.  Any changes with CSAs will be discussed and reviewed with customers.

2. Standard Mail

a. Measurement Description

For Standard Mail letters and non-saturation flats, the Postal Service’s service performance measurement system uses documented entry time in the postal network to start the clock, and an IMb final processing scan within the distribution network to stop the clock.  These data are augmented with a “last-mile” factor acquired through third-party reporter scans to develop end-to-end measurement data.  Data collected by the Postal Service are provided to an independent, external contractor to calculate service performance and compile the necessary reports.  In Quarter 1 through Quarter 3, the proof-of-concept system for Full Service Intelligent Mail® served as the data source for iMAPS.  The proof-of-concept system used a limited number of mailers, and the start-the-clock proxy was the first scan within the USPS automated distribution network.  In Quarter 4, the measurement was based on data from the Seamless Acceptance and Service Performance (SASP) system, which captures data from all Full Service Intelligent Mail®.  Actual transit time is compared against Standard Mail service standards to determine the percent delivered on time. 

The service performance measure for destination delivery unit (DDU)-entry saturation flats involves the identification of major weekly saturation mailings within delivery units.  Delivery of these mailings is captured with a scan made by carriers at the completion of delivery of all pieces on the route. Service performance is measured by comparing the delivery date to the end date of the mailer requested in-home window to determine the percent delivered on time.  Data from anonymous households reporting the receipt of these saturation mailings are used to validate the accuracy of the carrier scans. 
b. Results
	Standard Mail
	FY 2010

	
	Target
	Percent 
On-Time

	Destination Entry
	90.0
	83.4

	End-To-End
	90.0
	59.0


c. Sample Coverage 

The iMAPS system is designed to measure virtually all three-digit ZIP Code areas in the United States.  However, the proof-of-concept system served as the data source for iMAPS in Quarter 1 through Quarter 3 in FY 2010, and this system captured the information from a limited number of mailers testing aspects of Full Service Intelligent Mail®.  Mailings traveling through the entire postal network from end to end were especially limited.  The mail volumes and the number of mailing dates were also limited in some cases, further impacting the reliability of the results.  The sample coverage issue had a larger impact on the end-to-end Standard Mail because many possible combinations of origin and destinations were not measured.  With the change to the SASP Full Service system in Quarter 4, system coverage became more complete across mailing locations as well as mailing dates, though end-to-end coverage was still limited.  The total mail volume available for measurement in Quarter 4 was approximately 5.7 percent of all Standard Mail letters and flats.  No parcels were included in measurement during FY 2010. 
d. Statistical Validity of Measurement Results

The iMAPS system is designed to generate a service performance estimate for Destination Entry and End-to-End Standard Mail with a precision of +/- 1.0 percent with a 95-percent confidence level at the district level and entry type level.  However, due to the limited system coverage in the SASP pilot system in Quarter 1 through Quarter 3 where there were limited data available for measurement for some locations, the actual precision was as high as +/- 6.0 percent at the 95-percent confidence level for some districts for the end-to-end entry type.  The precision exceeded the target level for nearly all districts each quarter for the destination entry mail. 
e. Descriptions and Justifications of Proxies

There are no proxies used in the Standard Mail results.  

f. Exceptions 

No semi-permanent exceptions have been granted for Standard Mail, and no exception requests are currently pending.  The Postal Service has requested a temporary waiver from reporting Standard Mail by product, service standard group, and entry type in FY 2010.
  The waiver is necessary because the current Postal Wizard or Intelligent Mail Range (IMR) type documentation requirements do not support the exact association of each mailpiece to its product category.  The Standard Mail performance results are presented by entry type in this report, consistent with the measurement system design for FY 2010. 

There was no measurement of service performance in place for Standard Mail parcels in FY 2010.  Therefore, Standard Mail parcels are not incorporated in the measurement results in this report.  Parcels represented less than one percent of Standard Mail in FY 2010. 
g. Changes in the Reported Fiscal Year 

The data source for the service performance measurement in iMAPS was switched from the proof-of-concept system to the SASP Full Service system at the beginning of Quarter 4. This change enabled the performance measurement of Standard Mail to be based on a much larger mail population from many additional mailers, and thus with a higher statistical reliability and greater representation.  The results for Quarter 1 to Quarter 3 in this report were calculated with no geographic weighting due to the limited system coverage in the pilot system.  The results for Quarter 4 incorporated the geographic weights consistent with the documented measurement methodology. 

h. Reasons for Service Standards Not Being Met and Mitigation Plans

The Postal Service set for itself aggressive on-time targets of 90 percent for Standard Mail.  These are longer-term targets based on the evolution of IMb systems and of customers’ participation in data collection that enables performance measurement at the necessary levels. 

For Standard Mail, Quarter 4 was the first quarter using data from the Full Service Intelligent Mail® system for service measurement.  Service performance results are expected to improve as more customers adopt Full Service Intelligent Mail® and as any mailer and Postal Service issues are resolved.  
The Postal Service has started to certify customers’ electronic documentation to ensure achievement of Full Service Intelligent Mail® data requirements.  Data from certified mailers are included in the service measurement system.  At the same time, errors are identified and shared with mailers to expedite corrections for inclusion in the measurement system.  Initial efforts to certify electronic Standard Mail documentation has proven difficult.  The majority of data errors result from the mailers’ inability to associate specific containers with entry times and locations.  As a result, a valid start the clock event cannot be identified.  While the existing methodology for container association was agreed upon with the mailing industry, it has been determined that the Postal Service’s originally proposed approach will work best.  In this method, a Postal Service scan of individual containers upon entry will constitute the start the clock event.  This revision to requirements will be in effect for the Spring 2011 software release for Intelligent Mail®.  Until this software release is in effect, there will be a limited volume of valid data for Standard Mail measurement.

As robust Intelligent Mail data develop, those data provide diagnostic information to help identify specific areas for improvements.  In addition, ongoing process improvement initiatives and the transformation of the Bulk Mail Centers (BMCs) into Network Distribution Centers (NDCs) continue to remove unnecessary processes and improve performance.  The Postal Service is also working internally with its plants to ensure that capacity issues are addressed, that off-loading is done in a service-responsive manner, and that the network is correctly sized for entry volumes.
3. Periodicals

a. Measurement Description 

In FY 2010, service performance for Periodicals was measured by combining data from two externally and independently operated Periodicals measurement systems.  The Red Tag Monitoring Service is operated by the not-for-profit Red Tag News Publications Association to monitor service for association members; the Del-Trak System is operated by Time, Inc., to monitor service for several of its publications.  Service is measured end-to-end using mailer-reported entry times to start the clock and external reporter delivery dates to stop the clock. The systems include destination entry mail, entered largely at destination sectional center facilities or area distribution centers, as well as end-to-end mail that traveled through the entire network.  

The transit time for each of the tested publications is compared against the service standards for Periodicals.  Data from the two external systems have been reviewed, combined, and weighted by an independent contractor. 

b. Results
	Periodicals
	2010

	
	Target
	Percent 
On-Time

	Within County
	91.0
	76.7

	Outside County
	91.0
	76.7


c. Sample Coverage 

When combined, data from the Red Tag and Del-Trak system represented 39 publications ranging in frequency from daily to monthly, concentrated primarily in weekly publications.  Circulation for the publications in the systems ranged from 1,600 to nearly 4 million.  Testing encompassed 568 three-digit ZIP Code areas, representing approximately 86 percent of periodical volume destinations. 

d. Statistical Validity of Measurement Results

Due to the limited number of seeded pieces, the service estimates are statistically reliable for each Postal Service administrative area, with a maximum +/- 1.8 percent at the 95-percent confidence level. 

Many aspects of the Red Tag and DelTrak systems were based upon specific publishers’ needs and were not designed to develop a statistically valid representation of national Postal Service performance.  As a result, there may be factors influencing service performance that are not adequately represented by the available data.  For example, there is virtually no inclusion of destination delivery unit-entered or Within County Periodicals in the system.  There are limited data for publication frequencies other than weekly.  Only flats-shaped Periodicals are currently measured.  While the proportion of destination-entry and end-to-end volumes being tested are similar to national Periodicals mail volumes, distributions of the tested volumes at the postal district and area levels may not be representative of actual volumes.  Finally, testing does not cover origination or destination of mailings from and to all 3-digit ZIP Code areas.

For Periodicals, the start-the-clock event occurs when the mail is accepted by the Postal Service.  Systems were not fully in place to capture and validate that hand-off event.  The start-the-clock information provided by the mailers was validated against another source for only about half of the data, primarily coming from the Del-Trak system.

e. Descriptions and Justifications of Proxies

The performance of all Periodicals is currently being used as a proxy for both Within County Periodicals and Outside County Periodicals service performance.
  The use of this proxy is necessary because the data are not currently available to isolate the performance of the two groups.  Given the nature of the publications measured in the current external measurement system, it is reasonable to assume that the vast majority of the pieces measured are Outside County Periodicals.  However, it is possible that some small number of pieces measured were mailed at Within County rates.  The use of a proxy for Within County Periodicals performance is necessary because of the nature of Within County Periodicals mailers’ relatively small size and scope, which make them far less likely than Outside County Periodicals mailers to be capable of making the transition to barcoding or mail-preparation systems that enable product-level performance measurement.  Most of this mail receives manual postal processing, rather than being run on automated sorting equipment. 
f. Exceptions 

No semi-permanent exceptions have been requested or granted for Periodicals.  The Postal Service has requested a temporary waiver from reporting on Outside County Periodicals performance by destination entry and end-to-end entry types.
  The waiver is necessary because there are insufficient data to exclude Within County Periodicals pieces and to reliably report results by entry type under the existing external measurement systems. 
g. Changes in the Reported Fiscal Year 

There were no changes to the measurement approach in FY 2010.  

h. Reasons for Service Standards Not Being Met and Mitigation Plans

Overall, Periodicals performance was 76.7 percent on-time in FY 2010, versus a service goal of 91 percent on-time.  However, Periodicals performance improved by an average of 2.5 percent each quarter, reaching 80.3 percent on-time in Quarter 4.
One of the key strategies to improve Periodicals service performance is to maximize processing on automation. Processing on automation will enable Periodicals service performance to be measured using the IMb, rather than relying on the current Red Tag and Del-Trak systems.  Currently, a large percentage of Periodicals does not get processed on automation, partly due to many Periodicals’ downstream entry into the Postal Service network.  Periodicals entry times are being evaluated as part of a Lean Six Sigma study.  As a longer-term goal, we anticipate that more Periodicals mailers will participate the Full Service Intelligent Mail® program.  Therefore, more robust and accurate Periodicals data will be available, eliminating the need for external measurement systems.  The Postal Service is also working internally with its plants to ensure that capacity issues are addressed, that off-loading is done in a service-responsive manner, and that the network is correctly sized for entry volumes.  
4. Package Services

a. Measurement Description

The Package Services class is comprised primarily of parcels and mainly used to ship merchandise packages, but it also includes some catalogs and other bound printed items that are too heavy to be sent as Standard Mail.  Package Services is used by both commercial mailers and by households, and has products and mail categories designed to meet the needs of each group of mailers.  The Package Services mail class has five products.

Single-Piece Parcel Post can be used to send any mailable matter that is not required to be sent by First-Class Mail or to be entered as Periodicals.  Service is measured using an internal system, the Product Tracking System (PTS).  This system measures transit time from the time of mailing until the time of delivery for Parcel Post items for which a customer requested Delivery Confirmation™ service.  Actual transit time is then compared against Package Services service standards.
Media Mail is a content-restricted product.  By law, its content is restricted to books, noncommercial films, computer-readable media, and similar media items that typically have educational, cultural, scientific or informational value.  This product is used by businesses and by the general public to send books and eligible media or other permitted items for business, personal, educational, or literary purposes.  Media Mail also has a preferred-price category, Library Mail.  Libraries, educational institutions, and certain other nonprofit organizations use Library Mail to send eligible items to their patrons.  Service is measured using PTS in the same manner as Single-Piece Parcel Post.
Bound Printed Matter Parcels is a commercial product that is used by businesses to send books, directories, and large catalogs that are too heavy to be sent using Standard Mail and too rigid or too thick to qualify as BPM Flats.  In FY 2010, service for Bound Printed Matter Parcels was not measured because systems were not fully in place to do so. 

Bound Printed Matter Flats is a commercial product that is used by businesses to send large catalogs and similar flat-shaped flexible items that are too heavy to be sent using Standard Mail.  Service measurement is performed through the Intelligent Mail Accuracy and Performance System (iMAPS).  The Postal Service’s service performance measurement system uses documented arrival time at a designated postal facility to start the clock and an IMb scan by an external, third-party reporter to stop the clock.  Mailpiece tracking from IMb™ in-process scans is used in conjunction with the external data to extrapolate results for this entire volume of mail.  Data collected by the Postal Service are provided to an independent, external contractor to calculate service measurement and compile the necessary reports.
Inbound Surface Parcel Post (at UPU Rates) consists of items weighing between 4 and 70 pounds that originate in foreign countries and are transported to the United States by surface.  This category comprises parcels from most foreign countries, which pay delivery charges set by the Postal Operations Council of the Universal Postal Union.
  Service performance for the domestic leg of this product – the only portion of transit performed by the Postal Service – is estimated using the service performance of Single-Piece Parcel Post as a proxy.
b. Results 
	Package Services
	2010

	
	Target
	Percent 
On-Time

	Single-Piece Parcel Post
	90.0
	80.1

	Bound Printed Matter Flats
	90.0
	52.7

	Bound Printed Matter Parcels
	90.0
	N/A

	Media Mail/Library Mail
	90.0
	87.7

	Inbound Surface Parcel Post (at UPU rates)
	90.0
	80.1


N/A indicates that measurement results are not yet available.

c. Sample Coverage 

The PTS system measures service to and from virtually all three-digit ZIP Code areas in which Package Services volume originates or destinates.  Currently, the measurement system includes only retail volume with Delivery Confirmation™.  In FY 2010, the system was not in place to measure commercial Package Services mail, including Bound Printed Matter Parcels. 
The iMAPS system is designed to measure virtually all three-digit ZIP Code areas in the United States.  In Quarters 1 through 3, no Bound Printed Matter Flats were available for measurement in the pilot system.  In Quarter 4, with the transition to the SASP Full Service system as the data source for measurement, a small group of Bound Printed Matter Flats mailings qualified for measurement.  The volume measured represented approximately 3 percent of total volume for the quarter.  All of the measured volume was entered at the destination NDC or SCF and covered most acceptance facilities for Bound Printed Matter Flats, but mailings were concentrated in a small number of days during the quarter. 
d. Statistical Validity of Measurement Results

Package Services results are based on the entire retail Package Services mail with Delivery Confirmation™ in the PTS system.  The volume measured in FY 2010 represented 24 percent of Single-Piece Parcel Post volume and 9 percent of Media Mail/Library Mail. 

The iMAPS system is designed to generate a service performance estimate for Bound Printed Matter Flats with a precision of +/- 1.0 percent with a 95-percent confidence level at the district level each quarter.  In Quarter 4, the limited data available for measurement resulted in maximum ranges of +/- 1.9 percent at the 95-percent confidence level. 
e. Descriptions and Justifications of Proxies

The Postal Service considers retail Single-Piece Parcel Post with Delivery Confirmation™ to be a reliable proxy for Inbound Surface Parcels at UPU Rates because these two types of mail travel through the same network within the United States and have the same basic characteristics and service standards.
 

f. Exceptions 

No semi-permanent exceptions have been granted for Package Services products, and no exception requests are currently pending.  The Postal Service requested a temporary waiver from reporting that includes commercial Package Services parcels, to the extent such an omission would be considered noncompliant.
  Like commercial First-Class Mail and Standard Mail parcels, there is currently not a reliable method for establishing the start-the-clock for commercial Package Services parcels, which includes Media Mail/Library Mail and Bound Printed Matter parcels.  
g. Changes in the Reported Fiscal Year 

Beginning in Quarter 4 of FY 2010, Bound Printed Matter Flats were included in the service measurement, using the iMAPS system with mail having an IMb.  Thus, the annual results for Bound Printed Matter Flats are representative of service in Quarter 4 only. 

In FY 2009, the results were reported for retail Package Services combined and were not broken out by product. 

h. Reasons for Service Standards Not Being Met and Mitigation Plans

The Postal Service set for itself aggressive on-time targets of 90 percent for all Package Services products.  For Bound Printed Matter Flats, Quarter 4 is the first quarter using data from the Full Service Intelligent Mail® system for service measurement.  Service performance results are expected to improve as more customers adopt Full Service Intelligent Mail® and as any mailer and Postal Service issues are resolved.  These robust Intelligent Mail® data provide diagnostic information to help identify specific areas for improvements.

Ongoing process improvement initiatives and the transformation of the BMCs into NDCs continue to remove unnecessary processes and improve performance.  The Postal Service is also working internally with its plants to ensure that capacity issues are addressed, that off-loading is done in a service-responsive manner, and that the network is correctly sized for entry volumes.
5. Special Services

a. Measurement Description

In FY 2010, service performance was measured for the following Special Services: 

Ancillary Services include Certified Mail, Return Receipt (both electronic and green card), Return Receipt for Merchandise, Delivery Confirmation, Insurance, electronic Address Correction Service, Signature Confirmation, Registered Mail, and Collect on Delivery.  Measurement for all Ancillary Services except green card Return Receipt occurs through internal systems.  Certified Mail, electronic Return Receipt, electronic Return Receipt for Merchandise, Delivery Confirmation, Signature Confirmation, Registered Mail, and Collect on Delivery are all delivery-related services and are measured against a service standard that the delivery information must be made available to the customer within 24 hours of the delivery-related scan event.  Similarly, electronic Address Correction Service is measured against a service standard that address correction information should be made available to the sender no later than 24 hours after the time of the scan of the mailpiece by the Postal Automation Redirection System.  Service performance on Insurance claims handling is measured against a service standard of processing the claim within 30 days of receipt of all information necessary from the claimant.  Beginning in Quarter 4 of FY 2010, green card Return Receipt was measured with an external system similar to the EXFC system.  Service measurement is based on the proper handling of the green cards, including obtaining signatures, proper handling of unclaimed items, and the timely return of the green card to the sender. 

The International Ancillary Services measured include only inbound international Registered Mail items.  Service is measured in the same manner and using the same service standard as for domestic Registered Mail. 

For Address List Services, the Postal Service measures the number of days between a customer’s request for an address list service and transmission of the corrected address information to the customer.  This measurement is compared against the service standard.

For Confirm®, the elapsed time from a mailpiece scan on mail processing equipment to when the data are available to customers is compared against the service standard.

For Money Order Inquiries, the number of days between the customer’s inquiry and transmission of a response to the customer is compared against the service standard. 

Post Office Box Service is measured with an internal system that compares the time that mail was available for pickup each day against the publicly posted “up-time.” 

b. Results 
	Special  Services
	2010

	
	Target
	Percent 
On-Time

	Ancillary Services
	90.0
	93.0

	International Ancillary Services
	90.0
	99.2

	Address List Services
	90.0
	100.0

	Caller Services
	-
	NR

	Change of Address Credit Card Authentication
	-
	NR

	Confirm®
	90.0
	99.6

	International Reply Coupon Service
	-
	NR

	International Business Reply Mail Service
	-
	NR

	Money Orders
	90.0
	95.4

	Post Office Box Service
	90.0
	94.3

	Customized Postage
	-
	NR

	Stamp Fulfillment Services
	-
	N/A


NR indicates not required due to semi-permanent exception from reporting.
N/A indicates that measurement results are not yet available.
c. Sample Coverage 

Service measurement for all Special Services measured through internal systems represents a census of all available qualifying data.  Thus, coverage includes items sent to and from virtually all ZIP Codes. 

The green card Return Receipt measurement system tested service to 247 three-digit ZIP Code areas in Quarter 4.  The ZIP Codes were selected to provide coverage for all postal districts. 
Aggregate results for Ancillary Services have been compiled by weighting service performance for each service by the proportion of revenue represented by the product.  Weighting is necessary due to the different measurement approaches being employed. 

d. Statistical Validity of Measurement Results

The green card Return Receipt measurement system was designed to produce quarterly service estimates with a range no wider than +/- 4.0 percent at the 95-percent confidence level for each postal area. 

Service measurement for all Special Services measured through internal systems represents a census of all available qualifying data. 

e. Descriptions and Justifications of Proxies

There are no proxy measurements being used for Special Services. 

f. Exceptions 

In FY 2010, the following Special Services were not included in measurement because they have been granted semi-permanent exceptions from reporting: hard-copy Address Correction Service, Applications and Mailing Permits, Business Reply Mail, Bulk Parcel Return Service, Certificate of Mailing, Merchandise Return Service, Parcel Airlift, Restricted Delivery, Shipper-Paid Forwarding, Special Handling, Stamped Envelopes, Stamped Cards, Premium Stamped Stationery, Premium Stamped Cards, International Certificate of Mailing, outbound International Registered Mail, International Return Receipt, International Restricted Delivery, International Insurance in conjunction with Inbound Surface Parcel Post (at UPU Rates), Customs Clearance and Delivery Fee, Caller Service, Change of Address Credit Card Authorization, International Reply Coupon Service, International Business Reply Mail, and Money Orders (in regard to sales, not inquiries).
  The rationale for the exceptions from reporting for all products remains valid, as stated in the original requests. 
The Postal Service has requested a temporary waiver from reporting for Stamp Fulfillment Services to allow time to evaluate the feasibility of establishing service standards and service measurement for these services.

g. Changes in the Reported Fiscal Year 

The green card Return Receipt measurement system was developed during FY 2010, with official measurement beginning with Quarter 4. Therefore, the results displayed are for Quarter 4 only. 

h. Reasons for Service Standards Not Being Met and Mitigation Plans

All Special Services achieved the established service targets at the reporting level required in this report. 

6.
Negotiated Service Agreements
The Commission has granted semi-permanent exceptions for all three market dominant negotiated service agreements that were active during FY 2010, because the mail items subject to these agreements are already included in the measurement of other products.

� Commission Rule 3055.2(c) appears to require the annual report to restate the service standards for each product.  Due to the complex and detailed nature of these service standards, their full inclusion would likely overwhelm the remainder of this report.  Therefore, the Postal Service believes it reasonable to incorporate the service standards by citation and affirm their continued validity.  Service goals, per Commission Rule 3055.2(d), are included with the product results described herein and in the respective Microsoft Excel files in USPS-FY10-29.


� United States Postal Service, Service Performance Measurement, June 2008, attached to Order No. 83, Second Notice of Request for Comments on Service Performance Measurement Systems for Market Dominant Products, Docket No. PI2008-1, June 18, 2008.


� See United States Postal Service Request for Temporary Waivers from Periodic Reporting of Service Performance Measurement, Docket No. RM2011-1, October 1, 2010, at 4-6.


� United States Postal Service Request for Temporary Waivers from Periodic Reporting of Service Performance Measurement (hereinafter “USPS Waivers Request”), Docket No. RM2011-1, October 1, 2010, at 4-6.


� This partial explanation also applies for other products for which performance improved between Quarters 1 and 3.


� USPS Waivers Request at 6-10.


� See PRC Order No. 531, Order Concerning Postal Service Request for Semi-Permanent Exceptions from Periodic Reporting of Service Performance Measurement, Docket No. RM2010-11, September 3, 2010, at 11 (“The Commission suggests that the Postal Service look into the feasibility of using all Periodicals as a proxy for reporting Within County Periodicals (as indicated by the Postal Service)[.]”)


� USPS Waivers Request at 10-12.


� Inbound international parcels for which foreign postal operators pay bilaterally negotiated rates have been classified as components of competitive negotiated service agreements and are not subject to the service performance measurement and reporting obligations for market dominant products.


� See Order No. 531 at 12 (describing this as “what appears to be a reasonable proxy”).


� USPS Waivers Request at 12-13.


� Order No. 531 at 12-22; PRC Order No. 570, Order Approving Semi-Permanent Exception from Periodic Reporting of Service Performance Measurement for Applications and Mailing Permits, Docket No. RM2010-14, October 27, 2010, at 4.


� USPS Waivers Request at 14-15.


� Order No. 531 at 23.
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