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UNITED STATES OF AMERICA

POSTAL REGULATORY COMMISSION

WASHINGTON, D.C. 20268-0001

Annual Compliance Report
Docket No. ACR2010

CHAIRMAN’S INFORMATION REQUEST NO. 3
(Issued January 28, 2011)

To clarify the basis of the Postal Service’s estimates in its Annual Compliance Report, filed December 29, 2010, the Commission requests the Postal Service to provide written responses to the following questions.  Answers should be provided to individual questions as soon as they are developed, but no later than February 7, 2011.

1. In accordance with the annual reporting of service performance achievements, 39 CFR § 3055.2(d), please provide the service performance goals for each market dominant product.  Also include service performance goals for inbound and outbound Single-Piece First-Class Mail International overnight, 2-day and three-to-five-day, as well as the combined international inbound/outbound goals.

2. In accordance with the annual reporting of customer satisfaction, 39 CFR § 3055.91(c), please provide the number of collection boxes at both the Postal Administrative Area and the National level including:
(a) the number of collection boxes at the beginning of FY 2010 (§ 3055.91(c)(1)); 

(b) the number of collection boxes at the end of FY 2010 (§ 3055.91(c)(2)); 

(c) the number of collection boxes removed during FY 2010 (§ 3055.91(c)(3)); 

(d) the number of collection boxes added during FY 2010 (§ 3055.91(c)(4)); 

(e) the proportion of collection boxes for which the last mail pick-up time is:

i. Midnight to 11:59 a.m.;
ii. Noon to 2:59 p.m.;
iii. 3:00 p.m. to 4:59 p.m.;
iv. 5:00 p.m. to 6:59 p.m.;
v. 7:00 p.m. to 11:59 p.m.; and

(f) a copy of the Collection Point Management System (CPMS) database in Excel spreadsheet format as of the end of FY 2010.
3. Regarding the annual reporting of customer satisfaction, please provide the average customer wait time in line for retail service pursuant to 39 CFR § 3055.91(d).
4. For FY 2010 and for all 3-digit ZIP Code pairs, please identify the number of days-to-deliver upgrades and the number of days-to-deliver downgrades, including an explanation of why each change was necessary, for:

(a) First-Class Mail by product;

(b) Periodicals by:

i. Origin entered (end-to-end), and

ii. Dropshipped mail;

(c) Standard Mail by:
i. Origin entered (end-to-end), and

ii. Dropshipped mail; and

(d) Package Service by product.

5. Please provide the summary statistics for calls received by the Postal Service Customer Service number, call 1-800-ASK-USPS (1-800-275-8777), during FY 2010.  Include in your response the total number of calls received and for each category of information recorded, and the number of comments and/or complaints received per recorded category.

6. On December 21, 2010, the Postal Service submitted the Quarterly Performance Reports for Quarter 4, FY 2010.  Refer to filename “PrstFC LC Quarterly Scores Report”, worksheet “PrstLC Aggregation.”
(a) Quarterly data are shown as aggregated for Presort First-Class Letters/Postcards by postal district and by area.  Beside each area and district reported, a service performance score is provided for overnight, two-day, and three-to-five-day as are “weights” and “volumes.”
i. Please explain how the weights are used.  If the weight is a calculated value, please provide the derivation of each weight and cite to the source documents used.

ii.
Please explain what the volumes provided for each postal area and district represent, provide the derivation of calculated values, and cite to the source documents used.
(b) The quarterly performance report for Presort First-Class letters and cards mentions that “a certification process is underway to ensure that both mailer provided data and the Postal Service verification process comply with all requirements.”  Please explain the steps involved in the Postal Service’s verification process.

7. The following refers to the FY 2010 Quarter 4 service performance report posted on the Postal Service’s website http://www.usps.com/ serviceperformance for Presort First-Class Mail.  In the “Overview” section there is mention of sample errors.  “However, analysis of samples from the Q4 data found errors, either mailer provided or Postal Service-verified, that skewed measured results.  For example, in some cases mailer provided dates in electronic documentation did not match actual date of entry and Postal Service verification failed to identify the discrepancy at entry.”

(a) Please provide the frequency with which the errors occurred per quarter.
(b) Please explain what steps are being taken to limit future sampling errors.

(c) The Limitations section states that “data for the delivery factor are based on a combination of Presort First-Class letters with Intelligent Mail barcodes [IMb] and EXFC test letters received by external reporters.”  Please provide the derivation of the delivery factor, including the calculation that combines the IMb and EXFC test letters.
(d) In FY 2010 Quarters 1-3, the service performance documentation for Presort First-Class Mail did not mention sample errors.  Did errors similar to those occurring in Quarter 4 occur in Quarters 1-3?  If so, please elaborate.
8. The FY 2010 Quarter 4 service performance information provided for Presort First-Class Mail states that “[m]ailpiece tracking from IMb in-process scans is used in conjunction with the external data to extrapolate results to this entire volume of Presort First-Class Mail with Full Service Intelligent Mail.”  Please specifically identify the type of extrapolation performed, the basis for its selection, and the actual reference used.

9. Please provide the most current version of the Intelligent Mail Accuracy and Performance System documentation.
10. The following refers to service performance reports provided in USPS-LR-29 and the Postal Service’s quarterly postings on its website http://www.usps.com/ serviceperformance/.
(a) For Single-Piece First-Class Mail, please explain why the quarterly and annual national service performance scores provided in each of the quarterly reports posted on the Postal Service’s website differ from the scores reported for overnight, two-day, and three-to-five-day in library reference USPS-LR-29.
(b) For Presort First-Class Mail, there are small differences between the scores posted on the Postal Service website by quarter and those reported in USPS-LR-29.  Please explain the quarterly and annual differences.

(c) For Presort First-Class Letters and Cards (overnight, two-day, and three-to-five-day) and for First-Class Parcels (overnight, two-day, and three-to-five-day) in USPS-LR-29, filename “FY10 ACR First-Class Mail.xls”, worksheet labeled “Aggregation,” please explain why weights were not provided for each quarter.

(d) Please reconcile the weights shown in the December 21, 2010 filing with those provided in USPS-LR-29 of the Annual Compliance Report.

11. Please refer to the Excel file titled “PrstFC LC Quarterly Scores Report.xls”, worksheet titled “Quarterly Result Aggregation for Presort First-Class Letters/Postcards,” filed with the Commission on December 21, 2010.

(a) When the overnight volumes reported for each district in the Capital Metro Area are added together, the total, 5,039,485, exceeds the reported total volume for the Capital Metro Area of 3,462,967.  Please explain the apparent discrepancy.

(b) Please explain what the district volumes represent, i.e., originating, destinating, etc., and how they are calculated.

(c) Please provide cites for these volumes and, if not previously submitted, the underlying data sets.

12. The following refers to the Full Service IMb Standard Mail performance measurement system.

(a) Please provide the total number of Standard Mail mailers participating in Full Service IMb as of the end of FY 2010.

(b) What percentage of total Standard Mail by volume was entered as Full Service IMb compliant as of the end of FY 2010?
(c) What percentage of Full Service IMb Standard Mail was used to evaluate Standard Mail service performance scores (the yield) in FY 2010?
13. The following refers to the Full Service IMb Presort First-Class Mail performance measurement system.

(a) Please provide the total number of Presort First-Class mailers participating in Full Service IMb as of the end of FY 2010.

(b) What percentage of total Presort First-Class Mail by volume was entered as Full Service IMb compliant as of the end of FY 2010?
(c) What percentage of Full Service IMb Presort First-Class Mail was used to evaluate Presort First-Class Mail service performance scores (the yield) in FY 2010?
14. The goals presented on the Postal Service’s RIBBS website, http://ribbs.usps.gov/, provide a new FY 2011 service performance reporting category identified as “Standard Mail – DDU Entry (Weekly)” with a goal of 90 percent.
(a) Please explain what “Standard Mail – DDU Entry (Weekly)” mail represents.

(b) How is this mail being measured?

15. The Package Services Bound Printed Matter Flats actual annual score of 52.7 percent is well below its service performance goal of 90 percent.  Please explain why Package Services Bound Printed Matter Flats did not meet its service performance goal and what steps are being taken to improve the score.

16. The Standard Mail End-to-End actual annual score of 59 percent is well below its service performance goal of 90 percent.  Please explain why Standard Mail End-to-End did not meet its service performance goal and what steps are being taken to improve the score.

17. The following questions concern the Postal Service’s measurement through the use of surveys, of customer satisfaction, or the customer experience.

(a) Please explain how each type of customer, residential, small to medium businesses and large businesses is selected to participate in the survey process.

(b) Identify the demographic characteristics of each type of customer including income level, urban or rural customer, etc.

(c) By customer surveyed, identify the number of survey responses that were received through the mail versus completed on-line.  Include in your response the breakout by demographic characteristics.

(d) Did the surveys include customers from all states, including Alaska and Hawaii?  If not, please explain how the viewpoints of customers from excluded states are represented.

(e) Library Reference USPS-FY10-38 provides the number of surveys initiated by customer type and the number of surveys returned.  Given the number of surveys completed, please explain how the information gathered was extrapolated to represent the entire mailing community.

(f) Was there any non-response follow-up performed?  If so, please provide the non-response analysis.  If not, please explain why none was necessary.

(g) Refer to question 28 of the residential survey.  The Postal Service asks the respondent to provide an e-mail address in case the Postal Service has additional questions.  What provisions were or will be made to allow those respondents who do not have internet access or an e-mail address to be contacted by the Postal Service.
18. 39 CFR § 3055.92(c) states, “[w]here 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.”  Library Reference USPS-FY10-38 - USPS Market Dominant Product Customer Satisfaction Measurement Survey Instruments contains an Excel file titled CSM Question Response Counts_FY10.xls omits counts of “Don’t Know” responses to the multiple choice questions, and a summary of the text/write-in responses collected from the survey respondents in each survey instrument.
(a) Please provide an Excel file that shows the counts for all possible responses for the three Market Dominant Product Customer Satisfaction Measurement Survey Instruments.  Include the “Don’t Know” response counts in multiple choice questions and a summary of the respondent entered/write-in responses obtained for each survey instrument.
(b) If the sum of the responses for the applicable multiple questions does not equal the totals shown in the “Number of Surveys Received” table on page one of the FY10-38 Preface.pdf document filed, please reconcile.
19. 39 CFR § 3055.92(a) requires the Postal Service to file with the Commission a copy of each type of Customer Experience Measurement Survey instrument used in the preceding fiscal year, and to report a summary of the information obtained on an annual basis.  Please explain for each of the customer groups surveyed any differences in survey sample methodology including:
(a) specific respondents targeted; 

(b) source of the address list(s) used for mailing surveys to residents and small to medium businesses, and mailing invitations to large businesses;

(c) totals of survey respondents who responded by mail and by internet for each customer group targeted, and for each survey instrument; and
(d) considerations related to obtaining the views of customers with physical impairments (either in the selection of respondents or questions administered) as required by 39 U.S.C. § 3691(c)(3).
20. 39 CFR § 3055.92(b)(2) states the Postal Service is to provide “[t]he number of surveys initiated and the number of surveys returned to the Postal Service.”  In the LR-38 Preface.pdf file, the table columns labeled “Number of Customer Experience Surveys Initiated” and the “Number of Surveys Received*” are shown for each of the three Customer Experience Survey instruments.
(a) For the large businesses “initiated” column, please specify if these are the total number of invitations mailed to large businesses (including those with address changes).
(b) The “received” column note under this table states for the surveys received: “*This is the number of surveys which are sufficiently complete to be analyzed.”
i. Specify the criteria used for determining when surveys were sufficiently complete.
ii. What percentage of the total number of surveys received for both mail and internet respondents were sufficiently complete?
iii. Include as part of this explanation why the response counts for questions that apply to all the respondents do not equal the numbers shown in the above-referenced file table.
21. Page 61 of the FY 2009 ACD states, “the Postal Service must provide the targets it strives to achieve with regard to its customer satisfaction survey results in [future] Annual Compliance Reports.“  In the 2010 ACR, no customer satisfaction targets have been provided with the customer experience survey results.  Please provide targets for each customer satisfaction measurement.
By the Chairman.








Ruth Y. Goldway

