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CHAPTER I: INTRODUCTION 
A. Background 

The Postal Service is required by Title 39 of the United States Code to submit to the 
Commission an annual performance report for the previous fiscal year and an annual 
performance plan for the current fiscal year.1 On December 29, 2021, the Postal Service 
filed its fiscal year (FY) 2021 Annual Report to Congress in Docket No. ACR2021.2 The 
FY 2021 Annual Report ÃÏÎÔÁÉÎÓ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ &9 2021 annual performance report  
(FY 2021 Report) and FY 2022 annual performance plan (FY 2022 Plan).3 
 
The FY 2021 Report and FY 2022 Plan ÄÉÓÃÕÓÓ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÐÅÒÆÏÒÍÁÎÃÅ ÇÏÁÌÓȟ4 
which are: 
 

¶ High-Quality Serviceɂdeliver mail and packages on-time 

¶ Excellent Customer Experienceɂimprove Postal Service customer 
satisfaction with services provided through every primary touchpoint or 
interaction 

¶ Safe Workplace and Engaged Workforceɂpromote employee safety in 
the workplace and increase employee satisfaction and engagement 

¶ Financial Healthɂachieve financial stability and improve the Postal 
3ÅÒÖÉÃÅȭÓ ÆÉÎÁÎÃÉÁÌ Ðosition by generating revenue, controlling expenses, 
and improving efficiency5 

 
! ÐÅÒÆÏÒÍÁÎÃÅ ÇÏÁÌ ÉÓ ȰÁ ÔÁÒÇÅÔ ÌÅÖÅÌ ÏÆ ÐÅÒÆÏÒÍÁÎÃÅ ÅØÐÒÅÓÓÅÄ ÁÓ Á ÔÁÎÇÉÂÌÅȟ ÍÅÁÓÕÒÁÂÌÅ 
objective, against which actual achievement shall be compared, including a goal expressed 
ÁÓ Á ÑÕÁÎÔÉÔÁÔÉÖÅ ÓÔÁÎÄÁÒÄȟ ÖÁÌÕÅ ÏÒ ÒÁÔÅɍȢɎȱ σω 5Ȣ3Ȣ#Ȣ ɘ ςψπρɉσɊȢ The FY 2021 Report 
ÄÉÓÃÕÓÓÅÓ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÐÒÏÇÒÅÓÓ ÉÎ ÍÅÅÔÉÎÇ ÉÔÓ ÐÅÒÆÏÒÍÁÎÃÅ ÇÏÁÌÓ ÄÕÒÉÎÇ &9 2021. 
The FY 2022 Plan ÄÅÓÃÒÉÂÅÓ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÐÌÁÎÓ ÆÏÒ ÍÅÅÔÉÎÇ ÉÔÓ ÐÅÒÆÏÒÍance goals in 
FY 2022. 

 
1 39 U.S.C. §§ 2803, 2804, and 3652(g); 39 C.F.R. § 3050.43. 

2 See United States Postal Service Annual Report to Congress; see also Library Reference USPS-FY21-17, December 29, 2021, folder 
άC¸нмΦмтΦ!ƴƴǳŀƭΦwŜǇƻǊǘέ ŦƛƭŜ άC¸ нлнм !ƴƴǳŀƭ wŜǇƻǊǘ ǘƻ /ƻƴƎǊŜǎǎΦǇŘŦέ όFY 2021 Annual Report). On May 12, 2022, the Postal Service filed a 
CHIR response noting some revisions to the FY 2021 Annual Report. Response of the United States Postal Service to Quesǘƛƻƴ м ƻŦ /ƘŀƛǊƳŀƴΩǎ 
Information Request No. 31, May 12, 2022 (Response to CHIR No. 31). 

3 FY 2021 Annual Report at 32-53. This Analysis cites to pages from the FY 2021 Annual Report when referring to the FY 2021 Report and 
FY 2022 Plan. 

4 ¢ƘŜ tƻǎǘŀƭ {ŜǊǾƛŎŜ ǊŜŦŜǊǎ ǘƻ ǘƘŜ ǇŜǊŦƻǊƳŀƴŎŜ Ǝƻŀƭǎ ŀǎ άŎƻǊǇƻǊŀǘŜ ǇŜǊŦƻǊƳŀƴŎŜ ƻǳǘŎƻƳŜǎΦέ See id. at 32-33. 

5 See Docket No. ACR2020, Responses of the United States Postal Service to Questions 2-о ƻŦ /ƘŀƛǊƳŀƴΩǎ LƴŦƻǊƳŀǘƛƻƴ wŜǉǳŜǎǘ bƻΦ нтΣ !ǇǊƛƭ фΣ 
2021, question 2.b.ii.; Docket No. ACR2020, Motion of the United States Postal Service for Late Acceptance of Responses to Questions 2 and 3 
ƻŦ /ƘŀƛǊƳŀƴΩǎ LƴŦƻǊƳŀǘƛƻƴ wŜǉǳŜǎǘ bƻΦ нтΣ !ǇǊƛƭ фΣ 2021. 
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The Postal Service uses performance indicators or metrics to measure outcomes and assess 
whether it has achieved the performance goals. See 39 U.S.C. § 2801(4). For example, the 
performance indicators for the High-Quality Service performance goal measure the 
percentage of various categories of mail delivered on-time. Figure I-1 lists the four 
performance goals and their corresponding performance indicators in FY 2021: 
 

Figure I-1 
FY 2021 Performance Goals and Performance Indicators 

 

 
Source: FY 2021 Annual Report at 33. 

 
For each performance indicator, the Postal Service sets a target in the annual performance 
plan and provides the result in the annual performance report for that fiscal year.6 Table 
I-1 lists the four performance goals, their corresponding performance indicators, results 
from FY 2018 through FY 2021, and targets for FY 2021 and FY 2022. 
  

 
6 See FY 2021 Annual Report at 33. Initially, the Postal Service did not set FY 2021 targets for the High-Quality Service performance indicators in 
the FY 2022 Plan. See Docket No. ACR2020, United States Postal Service Annual Report to Congress; see also Library Reference USPS-FY20-17, 
December 29, 2020, ŦƛƭŜ άC¸нлнлΦ!ƴƴǳal.Report.USPS.FY20.17.pdfΣέ at 33 n.6. On May 14, 2021, the Postal Service filed a revised version of the 
FY 2020 Annual Report that included FY 2021 High-Quality Service targets. Docket No. ACR2020, Notice of the United States Postal Service of 
Supplements to Annual Compliance Report Folders 17 and NP30 ς Errata, May 14, 2021; see Docket No. ACR2020, Library Reference USPS-
FY20-1тΣ 5ŜŎŜƳōŜǊ нфΣ нлнлΣ ŦƛƭŜ άC¸нлнл !ƴƴǳŀƭ wŜǇƻǊǘΦ¦{t{ΦC¸нлΦмтΦwŜǾΦрΦмпΦнлннΦǇŘŦ,έ at 2 (FY 2020 Annual Report). 
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Table I-1 
Performance Goals and Associated Performance Indicators, Targets, and Results 

 

Performance  
Goal 

Performance Indicator 
FY TARGETS 

 

FY RESULTS 

2022 2021 2021 2020 2019 2018 

High-Quality 
Serviceac 

Single-Piece 

First-Class Mail 

2-Day 90.25% 87.81% 86.44% 91.47% 92.05% 93.78% 

3-5-Day 90.00% 68.64% 63.20% 78.83% 80.88% 82.48% 

Presorted 

First-Class Mail 

Overnight 94.75% 93.99% 93.38% 94.72% 95.46% 96.00% 

2-Day 93.00% 89.20% 88.29% 92.77% 94.10% 94.92% 

3-5-Day 90.50% 84.11% 80.87% 89.89% 91.95% 91.96% 

First-Class Mail Letter and Flat Composited 91.00 84.88 82.69 89.73 91.36 92.07 

USPS Marketing Mail and Periodicals 
Composited 

91.50 86.62 87.12 88.38 88.73 89.26 

Market Dominant Compositebd 91.25 85.86  85.30 89.00 89.86 89.66 

Excellent 
Customer 
Experience 

Customer Experience Composite Indexcd 72.99 76.90 

 

68.49 72.40 69.04 67.47 

Business Service Network 97.33% 97.20% 97.89% 97.33% 96.68% 95.90% 

Point of Sale 87.46% 90.42% 84.39% 87.46% 87.77% 87.98% 

Deliveryd 80.94 86.33 70.41 80.94 80.40 80.47 

Customer Care Centercd 63.02 60.03 61.85 60.03 46.94 39.19 

Customer 360e 40.05% 55.00% 33.34% 40.05% 37.45% 36.73% 

Business Mail Entry Unit 96.72% 96.73% 95.66% 96.72% 96.00% 95.33% 

USPS.com 73.41% 73.41% 67.13% 73.41% 72.94% 57.54% 

Safe 
Workplace 

and Engaged 

Workforce 

Total Accident Rate 13.45 13.75 

 

 

13.48 13.09 14.19 15.09 

Survey Response Ratef N/A 51% 25% 33% 38% 42% 

Grand Mean Engagement Scoref 3.38 N/A 3.36 3.29 3.36 3.34 

Financial 
Health 

Deliveries per Total Workhours % Change N/A N/A 
 

N/A 0.90% (0.60)% (0.50)% 

Controllable Income (Loss) $ in billions ($4.10) ($5.60) ($2.39) ($3.75) ($3.42) ($1.95)g 

 

        Target Met                  Target Not Met 

N/A ς Not used as a performance indicator for that fiscal year. 
a Table I-1 lists targets and results for public performance indicators measuring High-Quality Service for Market Dominant products. The Postal Service 
filed under seal information for non-public performance indicators measuring High-Quality Service for certain Competitive products. FY 2021 Annual 
Report 33 n.1; see Chapter II, Section B.3., infra. 
b The Market Dominant Composite is an additional performance indicator the Postal Service began using in FY 2021 to measure High-Quality Service. See 
FY 2020 Annual Report at 34. Results from FY 2018 through FY 2020 are shown for comparison purposes. 
c Results of the High-Quality Service performance indicators, as well as the Customer Experience Composite Index and Customer Care Center, are not 
comparable from FY 2018 through FY 2021. See Chapter II, Section B.2.b., infra. 
d Targets and results for these performance indicators are not presented as percentages because they are calculated by weighting and aggregating 
various survey results. 
e The Customer 360 performance indicator was called Enterprise Customer Care from FY 2017 through FY 2019. See FY 2020 Annual Report at 38. 
f In FY 2022, the Postal Service is changing the performance indicator for measuring an engaged workforce from the Survey Response Rate to the Grand 
Mean Engagement Score. See Chapter III, Section C.1.b., infra. 
g Responses of the United States Postal Service to Questions 1-мр ƻŦ /ƘŀƛǊƳŀƴΩǎ LƴŦƻǊƳŀǘƛƻƴ wŜǉǳŜǎǘ bƻΦ нрΣ aŀǊŎƘ нрΣ нлннΣ ǉǳŜǎǘƛƻƴ мр όwŜǎǇƻƴǎŜ ǘƻ 
CHIR No. 25). 
Source: FY 2021 Annual Report at 33; Docket No. ACR2020, Postal Regulatory Commission, Analysiǎ ƻŦ ǘƘŜ tƻǎǘŀƭ {ŜǊǾƛŎŜΩǎ C¸ нл20 Annual Performance 
Report and FY 2021 Performance Plan, June 2, 2021, at 6 (FY 2020 Analysis). 
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B. FY 2022 Plan and FY 2021 Report 
Each year, the Commission must evaluate whether the Postal Service met its performance 
goals established in the annual performance plan and annual performance report. 39 U.S.C. 
§ 3653(d). The Commission may also Ȱprovide recommendations to the Postal Service 
related to the protection or promotion of public policy objectives set out in [Title 39] .ȱ Id. 

1. Evaluation of Performance Goals 
The Commission evaluates whether the Postal Service met each performance goal by 
comparing targets and results for each performance indicator measuring progress toward 
that goal. It considers the Postal Service to have met a performance goal if the result of each 
performance indicator for that performance goal meets or exceeds the target established in 
the applicable performance plan. FY 2020 Analysis at 7. The Commission considers the 
Postal Service to have partially met a performance goal if the Postal Service meets or 
exceeds some but not all targets for each performance indicator measuring progress 
toward that goal. The Commission considers the Postal Service to have not met a 
performance goal if it missed targets for each performance indicator measuring progress 
toward that goal. 
 
The Commission compared FY 2021 targets and results for each performance indicator. 
Table I-1 and Figure I-2 show which performance indicators met or exceeded targets for 
each performance goal and which ones failed to meet targets. Based on this comparison, 
the Commission finds that in FY 2021: 
 

¶ The Postal Service partially met the High-Quality Service performance 
goal because it missed all but one target for the High-Quality Service 
performance indicators. 

¶ The Postal Service partially met the Excellent Customer Experience 
performance goal because it exceeded targets for two performance 
indicators but missed targets for the other six performance indicators. 

¶ The Postal Service partially met the Safe Workplace and Engaged 
Workforce because the Postal Service exceeded the FY 2021 Total 
Accident Rate target but missed the FY 2021 Survey Response Rate 
target. 

¶ The Postal Service met the Financial Health performance goal because the 
FY 2021 Controllable Income (Loss) result was better than the target. 
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Figure I-2 
FY 2021 Performance Indicators That 

Met, Exceeded, or Failed to Meet Targets 
 

 
 
Source: FY 2021 Annual Report at 34, 38, 42-43, 48. 

 
#ÈÁÐÔÅÒ ))) ÄÉÓÃÕÓÓÅÓ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÅØÐÌÁÎÁÔÉÏÎÓ ÆÏÒ ×ÈÙ ÉÔ ÄÉÄ ÎÏÔ ÍÅÅÔȟ ÐÁÒÔÉÁÌÌÙ 
met, or met the High-Quality Service, Excellent Customer Experience, Safe Workplace and 
Engaged Workforce, and Financial Health performance goals, as well as its plans and 
timelines for achieving each performance goal in FY 2022. 
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2. Observations and Recommendations 
When evaluating whether the Postal Service met its performance goals, the Commission 
may provide recommendations related to protecting or promoting public policy objectives 
in Title 39. 39 U.S.C. § 3653(d). In this Analysis, the Commission provides observations and 
recommendations for each performance goal. These observations and recommendations 
are discussed in detail in Chapter III and include the following: 
 
High-Quality Service:  

¶ Setting performance indicator targets is a highly fact- and context-specific 
undertaking that balances the need for inspiring continuous 
improvement with  the importance of being realistic and achievable under 
the existing operational circumstances. In striking this balance, it is 
important to avoid setting performance indicator targets that are neither 
too high as to be wholly unachievable nor too low as to be wholly 
unreasonable for purposes of evaluating whether a performance goal was 
achieved. 

¶ Although High-Quality Service performance indicator quarterly results 
began to improve in Quarter 2 of FY 2021, it remains to be seen whether 
this represents real year-over-year improvement or simply a return to 
the pattern of seasonal variation that was typical prior to the outbreak of 
the COVID-19 pandemic. 

¶ The Commission finds that the measures the Postal Service has 
undertaken to improve employee availability appear reasonable. The 
Commission recommends that the Postal Service leverage data from the 
past 2 years to identify patterns that might enable the Postal Service to 
better anticipate when and where future employee availability problems 
are likely to have the largest impact on High-Quality Service. 

¶ The Commission recommends that the Postal Service: 

o Consider implementing some of the best practices identified by the United 
States Postal Service Office of Inspector General (OIG) to better recruit and 
retain truck drivers and increase the efficiency of truck usage. 

o Focus its efforts on reducing Critically Late Trips (CLTs) in the Districts with 
the highest concentrations of them. 

o Restart the Disruptive Events initiative and report on its progress in the 
FY 2022 Annual Report to Congress. 

o Develop methods to quantitatively measure the effectiveness of its service 
improvement initiatives to improve resource allocation. 
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Excellent Customer Experience:  

¶ The Commission finds the FY 2022 targets for the Excellent Customer 
Experience performance indicators are reasonable. To improve 
transparency, the Commission recommends that the FY 2023 annual 
performance plan (FY 2023 Plan) discuss the rationale for setting the 
FY 2023 targets. 

¶ The Commission recommends that the Postal Service continue to use the 
Net Promoter System score to measure and assess customer experience 
(CX) in FY 2022. The Commission also recommends that the Postal 
Service measure and assess CX using the Customer Effort Score and 
consider adding the Customer Effort Score question to the Point of Sale, 
USPS.com, and other CX surveys. 

¶ The Commission commends the Postal Service for its efforts to keep up 
with private sector and other federal agencies by engaging with 
customers on social media and using social media to evaluate CX and 
ÏÂÔÁÉÎ ÏÔÈÅÒ ÉÎÓÉÇÈÔÓȢ 4ÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÅÆÆÏÒÔÓ ÔÏ ÒÅÓÐÏÎÄ ÔÏ ÃÕÓÔÏÍÅÒ 
inquiries on social media in FY 2021 are commendable given the small 
number of staff available to address customer questions and issues. To 
alleviate the high workload, the Commission recommends that the Postal 
Service consider hiring more employees for the Social Business 
Intelligence and Social Customer Response teams, as well as use 
automated technologies to address the most common issues. 

Safe Workplace and Engaged Workforce:  

¶ The Commission commends the Postal Service for meeting the Total 
Accident Rate target for the third year in a row. The FY 2022 Total 
Accident Rate target appears achievable because it is close to the FY 2021 
ÒÅÓÕÌÔȢ 4ÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÐÌÁÎÓ ÆÏÒ improving workplace safety in 
FY 2022 are reasonable. 

¶ If the Survey Response Rate continues to decline in FY 2022, the 
Commission recommends that the Postal Service investigate and address 
the root causes. The Postal Service should take steps to improve the 
response rate by, for example, designating a specific time to take the 
survey and prioritizing changes based on feedback received from the 
Postal Pulse survey. 

¶ The Commission commends the Postal Service for improving the Grand 
Mean Engagement Score in FY 2021 despite the COVID-19 pandemic, 
organizational restructuring, and other factors impacting employee 
engagement. The FY 2022 target is reasonable considering the range of 
Grand Mean Engagement Scores during the past few years. The 
Commission recommends that the Postal Service continue taking steps to 
improve mean scores for all Postal Pulse survey items, especially for 
Items 4, 7, 11, and 13. 
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Financia l Health:  

¶ The Commission recommends that the Postal Service revise the existing 
Controllable Income (Loss) performance indicator in future reports to 
exclude revenues accumulated from the retirement-based rate authority. 
This change would ensure that revenues collected using the retirement-
based rate authority are excluded from the Controllable Income (Loss) 
metric. 

¶ The Commission continues to recommend that the Postal Service adopt 
additional performance indicators for measuring progress towards the 
Financial Health performance goal. Specifically, the Commission suggests 
that the Postal Service consider using either total factor productivity  or 
labor productivity as performance indicators. 

4ÈÅ #ÏÍÍÉÓÓÉÏÎȭÓ ÆÉÎÄÉÎÇÓȟ ÏÂÓÅÒÖÁÔÉÏÎÓȟ ÁÎÄ ÒÅÃÏÍÍÅÎÄÁÔÉÏÎÓ ÃÏntained in this Analysis 
are listed in Appendix A. 

C. Procedural History 
Since Docket No. ACR2013, the Commission has evaluated whether the Postal Service met 
its performance goals in reports separate from the Annual Compliance Determination 
(ACD).7 By issuing separate reports, the Commission provides a more in-depth analysis of 
ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÐÒÏÇÒÅÓÓ ÔÏ×ÁÒÄ ÍÅÅÔÉÎÇ ÉÔÓ ÐÅÒÆÏÒÍÁÎÃÅ ÇÏÁÌÓ ÁÎÄ ÐÌÁÎÓ ÔÏ ÉÍÐÒÏÖÅ 
performance in future years. The Commission continues this current practice by issuing its 
analysis of the FY 2022 Plan and FY 2021 Report separately from the FY 2021 ACD.8 
 
In conducting this review, the Commission designated a Public Representative and invited 
comments on whether the Postal Service met its performance goals and satisfied applicable 
statutory and regulatory requirements.9 It also sought input on public policy 
recommendations, strategic initiatives, and other relevant matters. Order No. 6082 at 3. 
  

 
7 See Docket No. ACR2013, Postal Regulatory Commission, Review of Postal Service FY 2013 Performance Report and FY 2014 Performance Plan, 
July 7, 2014; Docket No. ACR2014, Postal Regulatory Commission, !ƴŀƭȅǎƛǎ ƻŦ ǘƘŜ tƻǎǘŀƭ {ŜǊǾƛŎŜΩǎ C¸ нлмп tǊogram Performance Report and 
FY 2015 Performance Plan, July 7, 2015; Docket No. ACR2015, Postal Regulatory Commission, !ƴŀƭȅǎƛǎ ƻŦ ǘƘŜ tƻǎǘŀƭ {ŜǊǾƛŎŜΩǎ C¸ 2015 Annual 
Performance Report and FY 2016 Performance Plan, May 4, 2016 (FY 2015 Analysis); Docket No. ACR2016, Postal Regulatory Commission, 
!ƴŀƭȅǎƛǎ ƻŦ ǘƘŜ tƻǎǘŀƭ {ŜǊǾƛŎŜΩǎ C¸ нлмс !ƴƴǳŀƭ tŜǊŦƻǊƳŀƴŎŜ wŜǇƻǊǘ ŀƴŘ C¸ 2017 Performance Plan, April 27, 2017 (FY 2016 Analysis); Docket 
No. ACR2017, Postal Regulatory Commission, !ƴŀƭȅǎƛǎ ƻŦ ǘƘŜ tƻǎǘŀƭ {ŜǊǾƛŎŜΩǎ C¸ нлмт !ƴƴǳŀƭ tŜǊŦƻǊƳŀƴŎŜ wŜǇƻǊǘ ŀƴŘ C¸ 2018 Performance 
Plan, April 26, 2018 (FY 2017 Analysis); Docket No. ACR2018, Postal Regulatory Commission, Analysis ƻŦ ǘƘŜ tƻǎǘŀƭ {ŜǊǾƛŎŜΩǎ C¸ нлму Annual 
Performance Report and FY 2019 Performance Plan, May 13, 2019 (FY 2018 Analysis); Docket No. ACR2019, Postal Regulatory Commission, 
Analysis of the Postal SŜǊǾƛŎŜΩǎ C¸ нлмф Annual Performance Report and FY 2021 Performance Plan, June 1, 2021 (FY 2019 Analysis); FY 2020 
Analysis. 

8 See Annual Compliance Determination Report, Fiscal Year 2021, March 29, 2022 (FY 2021 ACD). 

9 Notice Requesting Comments on the Postal Service FY 2021 Annual Performance Report and FY 2022 Annual Performance Plan, January 6, 
2022, at 2-3 (Order No. 6082). 
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Several CHIRs were issued seeking clarification of the FY 2022 Plan and FY 2021 Report.10 
 
The Postal Service filed responses to all information requests.11 The Public Representative, 
the Association for Postal Commerce, and the Prison Policy Initiative filed comments,12 
which the Postal Service addressed in reply comments.13 
 
The Commission analyzes the FY 2022 Plan and FY 2021 Report in the following chapters: 
 

¶ Chapter II  analyzes the FY 2022 Plan and FY 2021 Report for compliance 
with  the legal requirements of 39 U.S.C. §§ 2803 and 2804. 

¶ Chapter III  evaluates whether the Postal Service met its four performance 
goals in FY 2021 and contains related observations and 
recommendations for each performance goal. 

¶ Chapter IV discusses the Postal SÅÒÖÉÃÅȭÓ ÓÔÒÁÔÅÇÉÃ ÉÎÉÔÉÁÔÉÖÅÓ and its new 
strategic plan for achieving financial sustainability and service excellence 
during the next 10 years (10-Year Strategic Plan). 

 
 

 
10 Chairman's Information Request No. 4, January 21, 2022 (CHIR No. 4); Chairman's Information Request No. 8, January 28, 2022 (CHIR No. 8); 
Chairman's Information Request No. 15, February 11, 2022 (CHIR No. 15); Chairman's Information Request No. 21, February 25, 2022 (CHIR No. 
21); Chairman's Information Request No. 24, March 9, 2022 (CHIR No. 24); Chairman's Information Request No. 25, March 18, 2022 (CHIR No. 
25); Chairman's Information Request No. 26, March 25, 2022 (CHIR No. 26); Chairman's Information Request No. 27, March 29, 2022 (CHIR 
No. 27); Chairman's Information Request No. 28, April 1, 2022 (CHIR No. 28); Chairman's Information Request No. 29, April 18, 2022 (CHIR 
No. 29); Chairman's Information Request No. 30, April 25, 2022 (CHIR No. 30); Chairman's Information Request No. 31, May 5, 2022 (CHIR 
No. 31). 

11 Responses of the United States Postal Service to Questions 1-3 of Chairman's Information Request No. 4, January 28, 2022 (Response to CHIR 
No. 4); Responses of the United States Postal Service to Questions 1-19 ƻŦ /ƘŀƛǊƳŀƴΩǎ LƴŦƻǊƳŀǘƛƻƴ wŜǉǳŜǎǘ bƻΦ уΣ CŜōǊǳŀǊȅ 4, 2022 (Response 
to CHIR No. 8); Responses of the United States Postal Service to Questions 1-2 ƻŦ /ƘŀƛǊƳŀƴΩǎ LƴŦƻǊƳŀǘƛƻƴ wŜǉǳŜǎǘ bƻΦ 15, February 18, 2022 
(Response to CHIR No. 15); Responses of the United States Postal Service to Questions 1-2 ƻŦ /ƘŀƛǊƳŀƴΩǎ LƴŦƻǊƳŀǘƛƻƴ wŜǉǳŜǎǘ bƻΦ н1, March 4, 
2022 (Response to CHIR No. 21); Responses of the United States Postal Service to Questions 1-2 ƻŦ /ƘŀƛǊƳŀƴΩǎ LƴŦƻǊƳŀǘƛƻƴ wŜǉǳŜǎǘ bƻΦ н4, 
March 16, 2022 (Response to CHIR No. 24); Response to CHIR No. 25; Responses of the United States Postal Service to Questions 1-6 of 
/ƘŀƛǊƳŀƴΩǎ LƴŦƻǊƳŀǘƛƻƴ wŜǉǳŜǎǘ bƻΦ нс, April 1, 2022 (April 1 Response to CHIR No. 26); Revised Responses of the United States Postal Service 
ǘƻ vǳŜǎǘƛƻƴǎ н ŀƴŘ о ƻŦ /ƘŀƛǊƳŀƴΩǎ LƴŦƻǊƳŀǘƛƻƴ wŜǉǳŜǎǘ bƻΦ нсτErrata, April 25, 2022 (April 25 Response to CHIR No. 26); Response of the 
¦ƴƛǘŜŘ {ǘŀǘŜǎ tƻǎǘŀƭ {ŜǊǾƛŎŜ ǘƻ vǳŜǎǘƛƻƴ м ƻŦ /ƘŀƛǊƳŀƴΩǎ LƴŦƻǊƳŀǘƛƻƴ wŜǉǳŜǎǘ bƻΦ нтΣ !ǇǊƛƭ 5, 2022 (Response to CHIR No. 27); Response of the 
¦ƴƛǘŜŘ {ǘŀǘŜǎ tƻǎǘŀƭ {ŜǊǾƛŎŜ ǘƻ vǳŜǎǘƛƻƴ м ƻŦ /ƘŀƛǊƳŀƴΩǎ LƴŦƻǊƳŀǘƛƻƴ wŜǉǳŜǎǘ bƻΦ 28, April 8, 2022 (Response to CHIR No. 28); Responses of the 
United States Postal Service to Questions 1-11 of /ƘŀƛǊƳŀƴΩǎ LƴŦƻǊƳŀǘƛƻƴ wŜǉǳŜǎǘ bƻΦ 29, April 25, 2022 (Response to CHIR No. 29); Response 
ƻŦ ǘƘŜ ¦ƴƛǘŜŘ {ǘŀǘŜǎ tƻǎǘŀƭ {ŜǊǾƛŎŜ ǘƻ vǳŜǎǘƛƻƴ м ƻŦ /ƘŀƛǊƳŀƴΩǎ LƴŦƻǊƳŀǘƛƻƴ wŜǉǳŜǎǘ bƻΦ 30, May 2, 2022 (Response to CHIR No. 30); Response 
to CHIR No. 31. 

12 Public Representative Comments on the FY 2021 Performance Report and FY 2022 Performance Plan, March 1, 2022 (PR Comments); 
Comments of the Association for Postal Commerce on FY 2021 Performance Report and FY 2022 Performance Plan, March 1, 2022 (PostCom 
Comments); Opening Comments of Prison Policy Initiative, March 1, 2022 (PPI Comments). 

13 Reply Comments of the United States Postal Service, March 15, 2022 (Postal Service Reply Comments). 
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CHAPTER II: COMPLIANCE WITH LEGAL 
REQUIREMENTS 

A. Legal Requirements 
The FY 2022 Plan and FY 2021 Report must meet the requirements of 39 U.S.C. §§ 2803 and 
2804.14 3ÅÃÔÉÏÎ ςψπσ ÅÓÔÁÂÌÉÓÈÅÓ ÒÅÑÕÉÒÅÍÅÎÔÓ ÆÏÒ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÁÎÎÕÁÌ ÐÅÒÆÏÒÍÁÎÃÅ 
ÐÌÁÎȟ ×ÈÉÃÈ ÍÕÓÔ ÃÏÖÅÒ ȰÅÁÃÈ ÐÒÏÇÒÁÍ ÁÃÔÉÖÉÔÙ ÓÅÔ ÆÏÒÔÈ ÉÎ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅ ÂÕÄÇÅÔȟȱ15 and 
must: 
 

¶ Establish performance goals that define the performance level to be 
achieved by a program activity 

¶ Express the performance goals in an objective, quantifiable, and 
measurable form unless an alternative form is used16 

¶ Briefly describe the operational processes, skills and technology, and the 
human, capital, information, or other resources needed to meet the 
performance goals 

¶ Establish performance indicators to measure or assess each program 
ÁÃÔÉÖÉÔÙȭÓ ÒÅÌÅÖÁÎÔ ÏÕÔÐÕÔÓȟ ÓÅÒÖÉÃÅ ÌÅÖÅÌÓȟ ÁÎÄ ÏÕÔÃÏÍÅÓ 

¶ Provide a basis for comparing actual program results with established 
performance goals 

¶ Describe the means to be used to verify and validate measured values 

 
39 U.S.C. § 2803(a). The annual performance plan may aggregate, disaggregate, or 
consolidate program activities, provided that doing so does not omit or minimize the 

 
14 Chapter 28 of Title 39, which includes sections 2803 and 2804, was added by the Government Performance and Results Act (GPRA) of 1993, 
Pub. L. 103-62, 107 Stat. 285 (1993). Sections 2803 and 2804 were not affected by the GPRA Modernization Act of 2010, which does not apply 
to the Postal Service. See Pub. L. 111-352, 124 Stat. 3866 (2011). 

15 ! άǇǊƻƎǊŀƳ ŀŎǘƛǾƛǘȅέ ƛǎ άŀ ǎǇŜŎƛŦƛŎ ŀŎǘƛǾƛǘȅ ǊŜƭŀǘŜŘ ǘƻ ǘƘŜ Ƴƛǎǎƛƻƴ ƻŦ ǘƘŜ tƻǎǘŀƭ {ŜǊǾƛŎŜώΦϐέ оф ¦Φ{Φ/Φ Ϡ нулмόрύΦ ¢ƘŜ /ƻƳƳƛǎsion discusses 
program activities below. See Section B.1., infra. 

16 See 39 U.S.C. § 2803(b). The Postal Service may use an alternative form if it determines that it is not feasible to express the performance goals 
for a particular program activity in an objective, quantifiable, and measurable form. Id. The alternative form must either: (1) include separate 
descriptive statements of a minimally effective program and a successful program, with sufficient precision and in such terms to allow for an 
ŀŎŎǳǊŀǘŜΣ ƛƴŘŜǇŜƴŘŜƴǘ ŘŜǘŜǊƳƛƴŀǘƛƻƴ ƻŦ ǿƘŜǘƘŜǊ ǘƘŜ ǇǊƻƎǊŀƳ ŀŎǘƛǾƛǘȅΩǎ ǇŜǊŦƻǊƳŀƴŎŜ ƳŜŜǘǎ ǘƘŜ ŎǊƛǘŜǊƛŀ ƻŦ ŜƛǘƘŜǊ ŘŜǎŎǊƛǇǘƛǾŜ ǎǘatement; or (2) 
άǎǘŀǘŜ ǿƘȅ ƛǘ ƛǎ ƛƴŦŜŀǎƛōƭŜ ƻǊ ƛƳǇǊŀŎǘƛŎŀƭ ǘƻ ŜȄǇǊŜǎǎ ŀ ǇŜǊŦƻǊƳŀƴŎŜ Ǝƻŀƭ ƛƴ ŀƴȅ ŦƻǊƳ ŦƻǊ ǘƘŜ ǇǊƻƎǊŀƳ ŀŎǘƛǾƛǘȅΦέ Id. §§ 2803(b)(1), (b)(2). 
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significance of any program activity constituting a major function or operation. Id. 
§ 2803(c). 
 
σω 5Ȣ3Ȣ#Ȣ ɘ ςψπτ ÓÅÔÓ ÆÏÒÔÈ ÒÅÑÕÉÒÅÍÅÎÔÓ ÆÏÒ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÁÎÎÕÁÌ ÐÅÒÆÏÒÍÁÎÃÅ 
report, which must: 
 

¶ Evaluate whether the Postal Service has met the performance goals 
previously established by the annual performance plan for that fiscal year 

¶ Ȱɍ3ɎÅÔ ÆÏÒÔÈ ÔÈÅ ÐÅÒÆÏÒÍÁÎÃÅ ÉÎÄÉÃÁÔÏÒÓ ÅÓÔÁÂÌÉÓÈÅÄ ÉÎ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅ 
performance plan, along with the actual program performance achieved 
compared with the performance goals expressed in the plan for that fiscal 
ÙÅÁÒȱ17 

¶ )ÎÃÌÕÄÅ ȰÁÃÔÕÁÌ ÒÅÓÕÌÔÓ ÆÏÒ ÔÈÅ ÔÈÒÅÅ ÐÒÅÃÅÄÉÎÇ ÆÉÓÃÁÌ ÙÅÁÒÓȱ 

¶ Evaluate the annual performance plan for the current fiscal year (in this 
case, the FY 2022 Plan) relative to the performance achieved toward 
those goals in the year covered by the annual performance report (in this 
case, the FY 2021 Report) 

¶ If the Postal Service does not meet a performance goal, explain why the 
goal was not met and describe plans and schedules for achieving the 
performance goal18 

¶ Include summary findings of program evaluations completed during the 
fiscal year covered by the report 

 
39 U.S.C. § 2804(b)(1), (c), (d). 
 
CHIR Nos. 4 and 15 were issued to help evaluate compliance with 39 U.S.C. §§ 2803 
and 2804. The Public Representative asserts that the FY 2022 Plan and FY 2021 
Report complies with sections 2803 and 2804. PR Comments at 6. She states that the 
Postal Service included all the necessary information to evaluate its performance in 
FY 2021, as well as the required information on program activities in the Postal 
3ÅÒÖÉÃÅȭÓ &9 2022 budget. Id. 

 
17 Id. § 2804(b)(1). If performance goals are specified in an alternative form by descriptive statements of a minimally effective program activity 
and a successful program activity, the annual performance report must describe results of these program activities in relation to these 
categories, including whether the performance failed to meet the criteria of either category. Id. § 2804(b)(2); see id. § 2803(b). 

18 Id. § 2804(d)(3)(A) and (B). If the performance goal is impractical or infeasible, the annual performance report must explain why and 
recommend further action. Id. § 2804(d)(3)(C). 
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B. Commission Analysis 
The Postal Service substantially complied with the requirements of 39 U.S.C. §§ 2803 and 
ςψπτȢ 4ÈÅ #ÏÍÍÉÓÓÉÏÎ ÃÏÍÍÅÎÄÓ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅ ÆÏÒ ÉÔÓ ÁÔÔÅÎÔÉÏÎ ÔÏ ÔÈÅ #ÏÍÍÉÓÓÉÏÎȭÓ 
past instructions concerning statutory compliance of the FY 2022 Plan and FY 2021 Report. 
4ÈÅ ÔÒÁÎÓÐÁÒÅÎÃÙ ÁÎÄ ÃÏÍÐÌÅÔÅÎÅÓÓ ÏÆ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÁÎÎÕÁÌ ÐÅÒÆÏÒÍÁÎÃÅ ÐÌÁÎ ÁÎÄ 
annual performance report filings have improved over the past few years and thereby 
facilitate the evaluation of the information provided by the Postal Service. 
 
The FY 2021 Report presents one issue regarding strict compliance with 39 U.S.C. § 2804(c) 
related to the Customer Care Center (CCC) performance indicator. Specifically, the FY 2021 
Report lacks an indication that CCC results from FY 2018 through FY 2021 are not 
comparable. Moreover, although the applicable methodology changes to the CCC 
performance indicator are explained in the FY 2021 Annual Compliance Report (ACR), 
neither the explanation nor a cross-reference to the explanation appears in the FY 2021 
Report. 
 
!Ó ÐÒÅÖÉÏÕÓÌÙ ÓÔÁÔÅÄȟ ÔÈÅ #ÏÍÍÉÓÓÉÏÎ ×ÉÌÌ ÏÎÌÙ ȰÒÅÖÉÅ× ÉÎÆÏÒÍÁÔÉÏÎ ÓÕÂÍÉÔÔÅÄ ×ÉÔÈÉÎ ÔÈÅ 
annual performance reports and annual performance plans to determine statutory 
ÃÏÍÐÌÉÁÎÃÅȢȱ FY 2016 Analysis at 9. The Commission will not consider information 
appearing in other documents unless they are cross-referenced in the FY 2023 Annual 
Performance Plan (FY 2023 Plan) and the FY 2022 Annual Performance Report (FY 2022 
Report). The Commission expects that the Postal Service will strictly comply in future 
filings, and Appendix B includes guidance for FY 2022 compliance with the major 
requirements of 39 U.S.C. §§ 2803 and 2804. 
 
This issue is discussed in more detail in Section B.2.b., infra. 

1. FY 2022 Plan 
The FY 2022 Plan must meet the requirements of 39 U.S.C. § 2803. The Commission 
evaluates legal compliance based on the following seven elements. 
 
First, the FY 2022 Plan ÍÕÓÔ ȰÃÏÖÅÒɍɎ ÅÁÃÈ ÐÒÏÇÒÁÍ ÁÃÔÉÖÉÔÙ ÓÅÔ ÆÏÒÔÈ ÉÎ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅ 
ÂÕÄÇÅÔȣ Ȣȱ See 39 U.S.C. § 2803(aɊȢ 4ÈÅ #ÏÍÍÉÓÓÉÏÎ ÐÒÅÖÉÏÕÓÌÙ ÆÏÕÎÄ ÔÈÁÔ Ȱ0ÏÓÔÁÌ 3ÅÒÖÉÃÅ 
ÂÕÄÇÅÔȱ ÉÎ ÓÅÃÔÉÏÎ ςψπσɉÁɊ ÍÅÁÎÓ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÏÐÅÒÁÔÉÎÇ ÂÕÄÇÅÔ ÔÈÁÔ ÉÓ ÐÁÒÔ ÏÆ ÔÈÅ 
Integrated Financial Plan (IFP). See FY 2016 Analysis at 13. In the FY 2020 Analysis, the 
Commission stated that to comply with 39 U.S.C. § 2803(a), the FY 2022 Plan ÍÕÓÔ ȰÉÄÅÎÔÉÆÙ 
all program activities in the FY 2022 IFP and explain how the FY 2022 Plan covers each one 
ÂÙ ÒÅÌÁÔÉÎÇ ÅÁÃÈ ÐÒÏÇÒÁÍ ÁÃÔÉÖÉÔÙ ÔÏ ÏÎÅ ÏÒ ÍÏÒÅ ÐÅÒÆÏÒÍÁÎÃÅ ÇÏÁÌÓ ÏÒ ÉÎÄÉÃÁÔÏÒÓȢȱ FY 2020 
Analysis at 18. 
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In the FY 2022 Plan, the Postal Service explains that FY 2022 targets for each performance 
ÉÎÄÉÃÁÔÏÒ ÁÒÅ ÁÌÉÇÎÅÄ ×ÉÔÈ ÔÈÅ &9 ςπςς )&0ȟ ×ÈÉÃÈ ÉÎÃÌÕÄÅÓ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÐÌÁÎÎÅÄ 
revenue and expenses for FY 2022. FY 2021 Annual Report at 32. It notes that each fiscal 
year, it develops a plan and budget intended to be sufficient to meet targeted financial and 
nonfinancial performance outcomes. Id. It states that it sets all performance indicator 
ÔÁÒÇÅÔÓ ȰÔÏ ÂÅ ÁÃÈÉÅÖÁÂÌÅ ÇÉÖÅÎ ÔÈÅ ÐÌÁÎÎÅÄ ÅØÐÅÎÓÅÓ ÉÎ ÔÈÅ )&0Ȣȱ Id. 
 
The FY 2022 Plan also links program activities to the Controllable Income (Loss) 
performance indicator, which measures progress toward the Financial Health performance 
goal. Id. at 46. The Postal Service explains that Controllable InÃÏÍÅ ɉ,ÏÓÓɊ ÐÒÏÊÅÃÔÉÏÎÓ ȰÁÒÅ 
based on planned revenues and expenditures for every program activity included in the 
0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ɍ)&0ɎȢȱ Id. The program activities in the FY 2022 IFP19 are total revenue and 
controllable expenses, which are divided into several categories: compensation and 
benefits, Federal Employees Retirement System (FERS) normal cost, Postal Service Retiree 
Health Benefits Fund (RHBF) normal cost (controllable), transportation, depreciation, 
supplies and services, and rent, utilities, and other controllable expenses. FY 2021 Annual 
Report at 46. The FY 2022 Plan includes information for each program activity in a table 
listing total revenue and controllable expenses from FY 2018 through FY 2021 and planned 
revenue and expenses for FY 2022. See id. at 47. For these reasons, the FY 2022 Plan 
complies with the CommiÓÓÉÏÎȭÓ ÄÉÒÅÃÔÉÖÅ ÔÏ ȰÉÄÅÎÔÉÆÙ ÁÌÌ ÐÒÏÇÒÁÍ ÁÃÔÉÖÉÔÉÅÓ ÉÎ ÔÈÅ &9 ςπςς 
IFP and explain how the FY 2022 Plan ÃÏÖÅÒÓ ÅÁÃÈ ÏÎÅȢȱ See FY 2020 Analysis at 18. 
 
Second, the FY 2022 Plan ÍÕÓÔ ȰÅÓÔÁÂÌÉÓÈ ÐÅÒÆÏÒÍÁÎÃÅ ÇÏÁÌÓ ÔÏ ÄÅÆÉÎÅ ÔÈÅ ÌÅÖÅÌ ÏÆ 
performance to be achÉÅÖÅÄ ÂÙ Á ÐÒÏÇÒÁÍ ÁÃÔÉÖÉÔÙɍȢɎȱ σω 5Ȣ3Ȣ#Ȣ ɘ ςψπσɉÁɊɉρɊȢ 3ÅÃÔÉÏÎ 
2803(a)(1) requires the FY 2022 Plan to set forth the performance goals and establish 
targets for each performance indicator the Postal Service will use to evaluate performance 
during FY 2022. See FY 2016 Analysis at 10. If no target is set, the Postal Service must 
explain why. 
 
The FY 2022 Plan lists targets for each public performance indicator the Postal Service will 
use to evaluate performance during FY 2022.20 The Postal Service did not set FY 2022 
targets for Large Business Panel and Survey Response Rate because the Postal Service 
stopped using them as performance indicators. In FY 2019, the Postal Service removed 
Large Business Panel as a performance indicator to reduce customer segment survey 

 
19 See United States Postal Service, Fiscal Year 2022 Integrated Financial Plan, November 2021 (FY 2022 IFP). 

20 See FY 2021 Annual Report at 33. The Postal Service also uses several non-public performance indicators for Competitive products to measure 
progress toward the High-Quality Service performance goal. See Section B.3., infra. FY 2022 target(s) are included in a non-public annex filed 
with the FY 2021 ACR. See FY 2021 Annual Report at 33 n.1; Library Reference USPS-FY21-btолΣ 5ŜŎŜƳōŜǊ нфΣ нлнмΣ ŦƻƭŘŜǊ ά¦{t{-FY21-btолΣέ 
ŦƛƭŜ άbhbt¦.[L/ tǊŜŦŀŎŜ ¦{t{-FY21-btолΦǇŘŦΣέ ŀǘ 8 (Library Reference USPS-FY21-NP30, Preface). 
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redundancies because business CX is already measured by other surveys.21 In FY 2022, the 
Postal Service explains that it is using the Grand Mean Engagement Score instead of the 
Survey Response Rate as a performance indicator for the Safe Workplace and Engaged 
Workforce performance goal.22 
 
Third, the FY 2022 Plan ÍÕÓÔ ȰÅØÐÒÅÓÓ ɍÐÅÒÆÏÒÍÁÎÃÅɎ ÇÏÁÌÓ ÉÎ ÁÎ ÏÂÊÅÃÔÉÖÅȟ ÑÕÁÎÔÉÆÉÁÂÌÅȟ 
ÁÎÄ ÍÅÁÓÕÒÁÂÌÅ ÆÏÒÍ ÕÎÌÅÓÓ ÁÎ ÁÌÔÅÒÎÁÔÉÖÅ ÆÏÒÍ ÉÓ ÕÓÅÄ ÕÎÄÅÒ ɍÓÅÃÔÉÏÎ ςψπσɎɉÂɊɍȢɎȱ See 
39 U.S.C. § 2803(a)(2). Section 2803(a)(2) requires the FY 2022 Plan to express 
performance goals as quantitative targets that can be compared with objectively measured 
results for each performance indicator unless an alternative form is used under section 
2803(b). FY 2016 Analysis at 10. The FY 2022 Plan meets this requirement because each 
FY 2022 target is expressed in a measurable form, such as a percentage or dollar amount. 
See FY 2021 Annual Report at 33. 
 
Fourth, the FY 2022 Plan ÍÕÓÔ ȰÂÒÉÅÆÌÙ ÄÅÓÃÒÉÂÅ ÔÈÅ ÏÐÅÒÁÔÉÏÎÁÌ ÐÒÏÃÅÓÓÅÓȟ ÓËÉÌÌÓ ÁÎÄ 
technology, and the human, capital, information, or other resources required to meet the 
ÐÅÒÆÏÒÍÁÎÃÅ ÇÏÁÌÓɍȢɎȱ See 39 U.S.C. § 2803(a)(3). The FY 2022 Plan meets this requirement 
by explaining what resources are necessary to meet each performance goal. For example, to 
meet the High-Quality Service performance goal in FY 2022, the Postal Service states it will 
stabilize the career workforce, hire more than 40,000 seasonal delivery and plant 
personnel, and install new processing equipment to accommodate customer delivery 
needs. FY 2021 Annual Report at 36. 
 
Fifth, the FY 2022 Plan ÍÕÓÔ ȰÅÓÔÁÂÌÉÓÈ ÐÅÒÆÏÒÍÁÎÃÅ ÉÎÄÉÃÁÔÏÒÓ ÔÏ ÂÅ ÕÓÅÄ ÉÎ ÍÅÁÓÕÒÉÎÇ ÏÒ 
ÁÓÓÅÓÓÉÎÇ ÔÈÅ ÒÅÌÅÖÁÎÔ ÏÕÔÐÕÔÓȟ ÓÅÒÖÉÃÅ ÌÅÖÅÌÓȟ ÁÎÄ ÏÕÔÃÏÍÅÓ ÏÆ ÅÁÃÈ ÐÒÏÇÒÁÍ ÁÃÔÉÖÉÔÙɍȢɎȱ See 
39 U.S.C. § 2803(a)(4). Performance indicators are metrics established by the Postal 
Service for measuring progress toward each performance goal.23 The FY 2022 Plan meets 
this requirement because each performance goal has at least one performance indicator 
that evaluates outputs, service levels, and outcomes. For example, the Safe Workplace and 
Engaged Workforce performance goal uses two performance indicators to measure 
workplace safety and employee engagement. See FY 2021 Annual Report at 42-45. 
 
Sixth, the FY 2022 Plan ÍÕÓÔ ȰÐÒÏÖÉÄÅ Á ÂÁÓÉÓ ÆÏÒ ÃÏÍÐÁÒÉÎÇ ÁÃÔÕÁÌ ÐÒÏÇÒÁÍ ÒÅÓÕÌÔÓ ×ÉÔÈ 
ÔÈÅ ÅÓÔÁÂÌÉÓÈÅÄ ÐÅÒÆÏÒÍÁÎÃÅ ÇÏÁÌÓɍȢɎȱ See 39 U.S.C. § 2803(a)(5). The FY 2022 Plan meets 
this requirement by listing the performance indicators that will provide a basis for 

 
21 See Docket No. ACR2018, United States Postal Service Annual Report to Congress; see also Docket No. ACR2018, Library Reference USPS-FY18-
17, December 28, 2018, at 21 (FY 2018 Annual Report). 

22 FY 2021 Annual Report at 44. The Grand Mean Engagement Score and Survey Response Rate are discussed in Chapter III, Section C., infra. 

23 SpecifiŎŀƭƭȅΣ ŀ ǇŜǊŦƻǊƳŀƴŎŜ ƛƴŘƛŎŀǘƻǊ ƛǎ άŀ ǇŀǊǘƛŎǳƭŀǊ ǾŀƭǳŜ ƻǊ ŎƘŀǊŀŎǘŜǊƛǎǘƛŎ ǳǎŜŘ ǘƻ ƳŜŀǎǳǊŜ ƻǳǘǇǳǘ ƻǊ ƻǳǘŎƻƳŜώΦϐέ оф ¦Φ{Φ/Φ Ϡ нул1(4). 
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comparing FY 2022 results with the targets established in the FY 2022 Plan. See FY 2021 
Annual Report at 33. 
 
Seventh, the FY 2022 Plan ÍÕÓÔ ȰÄÅÓÃÒÉÂÅ ÔÈÅ ÍÅÁÎÓ ÔÏ ÂÅ ÕÓÅÄ ÔÏ ÖÅÒÉÆÙ ÁÎÄ ÖÁÌÉÄÁÔÅ 
ÍÅÁÓÕÒÅÄ ÖÁÌÕÅÓȢȱ See 39 U.S.C. § 2803(a)(6). Section 2803(a)(6) requires the Postal 
Service to explain how it verifies and validates targets and results for each performance 
indicator using objective measurement systems. FY 2020 Analysis at 19. The FY 2022 Plan 
meets this requirement by, for example, explaining that it uses an internal Service 
0ÅÒÆÏÒÍÁÎÃÅ -ÅÁÓÕÒÅÍÅÎÔ ɉ30-Ɋ ÓÙÓÔÅÍ ȰÔÈÁÔ ÍÅÁÓÕÒÅÓ ÁÎÄ ÒÅÐÏÒÔÓ ÓÅÒÖÉÃÅ ÐÅÒÆÏÒÍÁÎÃÅ 
from the time mail is deposited in a Postal Service facility to when a USPS employee 
ÄÅÌÉÖÅÒÓ ÉÔ ÔÏ Á ÈÏÍÅȟ ÂÕÓÉÎÅÓÓȟ ÏÒ 0/ "ÏØȢȱ See FY 2021 Annual Report at 34. 
 
For these reasons, the Commission finds that the FY 2022 Plan complies with all requirements 
of 39 U.S.C. § 2803(a). 
 
Appendix B ÃÏÎÔÁÉÎÓ ÇÕÉÄÁÎÃÅ ÔÏ ÁÓÓÉÓÔ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÅÆÆÏÒÔÓ ÔÏ ensure the FY 2023 
Plan complies with section 2803(a). 

2. FY 2021 Report 
The FY 2021 Report substantially complies with 39 U.S.C. § 2804. However, the FY 2021 
Report presents one issue regarding strict compliance. The Commission expects that the FY 
2022 Report will strictly comply and provides guidance tÏ ÆÁÃÉÌÉÔÁÔÅ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ 
efforts to comply. This issue is discussed in Section B.2.b., infra. 

a. Comparable FY 2021 Targets and Results 

4ÈÅ ÁÎÎÕÁÌ ÐÅÒÆÏÒÍÁÎÃÅ ÒÅÐÏÒÔ ÍÕÓÔ ȰÓÅÔ ÆÏÒÔÈ ÔÈÅ ÐÅÒÆÏÒÍÁÎÃÅ ÉÎÄÉÃÁÔÏÒÓ ÅÓÔÁÂÌÉÓÈÅÄ ÉÎ 
the Postal Service performance plan, along with the actual program performance achieved 
ÃÏÍÐÁÒÅÄ ×ÉÔÈ ÔÈÅ ÐÅÒÆÏÒÍÁÎÃÅ ÇÏÁÌÓ ÅØÐÒÅÓÓÅÄ ÉÎ ÔÈÅ ÐÌÁÎ ÆÏÒ ÔÈÁÔ ÆÉÓÃÁÌ ÙÅÁÒȢȱ σω 5Ȣ3Ȣ#Ȣ ɘ 
2804(b)(1). Section 2804(b)(1) requires results expressed in the annual performance 
report  to be comparable with targets set in the annual performance plan for that fiscal year. 
FY 2016 Analysis at 16. Initially, the Postal Service did not set FY 2021 High-Quality Service 
targets and did not include all the FY 2021 Excellent Customer Experience targets in the 
FY 2021 Annual Performance Plan (FY 2021 Plan). FY 2020 Analysis at 17, 20-23. On May 14, 
2021, the Postal Service filed a revised version of the FY 2020 Annual Report that included 
FY 2021 High-Quality Service targets.24 It also provided FY 2021 Excellent Customer 
Experience targets in a CHIR response. FY 2020 Analysis at 22-23. The Commission stated 
ÔÈÁÔ ÔÏ ÃÏÍÐÌÙ ×ÉÔÈ σω 5Ȣ3Ȣ#Ȣ ɘ ςψπτɉÂɊɉρɊȟ ȰÔÈÅ FY 2021 Report must include the FY 2021 
targets for the High-Quality Service performance indicators that were submitted to the 

 
24 See Docket No. ACR2020, Notice of the United States Postal Service of Supplements to Annual Compliance Report Folders 17 and NP30 -- 
Errata, May 14, 2021. 
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Commission in a much delayed filing on May 14, 2021, as well as all of the FY 2021 targets 
ÆÏÒ ÔÈÅ %ØÃÅÌÌÅÎÔ #ÕÓÔÏÍÅÒ %ØÐÅÒÉÅÎÃÅÓ ÐÅÒÆÏÒÍÁÎÃÅ ÉÎÄÉÃÁÔÏÒÓȱ ÐÒÏÖÉÄÅÄ ÉÎ Á #()2 
response. Id. at 24. 
 
The Commission also directed that the FY 2021 Report express results for each 
performance indicator that are comparable to FY 2021 targets set in the FY 2021 Plan or 
provided by the Postal Service. Id. 4ÈÅ #ÏÍÍÉÓÓÉÏÎ ÓÔÁÔÅÄȟ Ȱɍi]f a comparable FY 2021 
result cannot be provided, the FY 2021 Report must explain why and either: (1) explain 
how to compare results between the current and former methodologies; or (2) explain why 
ÍÁËÉÎÇ ÔÈÉÓ ÃÏÍÐÁÒÉÓÏÎ ÉÓ ÎÏÔ ÆÅÁÓÉÂÌÅȢȱ It  also recommended that the Postal Service 
maintain the same performance indicators, methodologies, and targets once they are set in 
the applicable annual performance plan. Id. 
 
The FY 2021 Report includes the same performance indicators and targets the Postal 
Service set in the FY 2021 Plan and provided in subsequent filings.25 It also compares FY 
2021 targets and results for each performance indicator. See FY 2021 Annual Report  at 33. 
The Postal Service confirms that the FY 2021 target and result for each performance 
indicator are comparable.26 
 
The Commission finds that the FY 2021 Report complies with 39 U.S.C. § 2804(b)(1). To 
comply with 39 U.S.C. § 2804(b)(1) next year, the FY 2022 Annual Performance Report 
(FY 2022 Report) must set forth the same performance indicators and targets as the FY 2022 
Plan and compare FY 2022 targets and results for each performance indicator. 
 
Also, the FY 2022 result for each performance indicator must be comparable to the 
corresponding FY 2022 target set in the FY 2022 Plan. If a comparable FY 2022 result is not 
provided, the FY 2022 Report must include the following: 
 

1. Explain why a comparable result cannot be provided; and 

2. Address the lack of comparability by explaining either of the following: 

a. How to compare results between the current and former methodologies; 
or 

b. Why making this comparison is not feasible. 

The Commission recommends that the Postal Service not change performance indicators, 
methodologies, or targets once they are set for a given fiscal year. 

 
25 Compare FY 2021 Annual Report at 33, with FY 2020 Annual Report at 33 and Docket No. ACR2020, Responses of the United States Postal 
Service to Questions 1-с ƻŦ /ƘŀƛǊƳŀƴΩǎ LƴŦƻǊƳŀǘƛƻƴ wŜǉǳŜǎǘ bƻΦ млΣ CŜōǊǳŀǊȅ ммΣ нлнмΣ ǉǳŜǎǘƛƻƴ мΦ 

26 Response to CHIR No. 4, question 1.a.; Response to CHIR No. 15, question 1.a. 
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b. Comparable Three-Year Results 

4ÈÅ ÁÎÎÕÁÌ ÐÅÒÆÏÒÍÁÎÃÅ ÒÅÐÏÒÔ ÍÕÓÔ ÁÌÓÏ ȰÉÎÃÌÕÄÅ ÁÃÔÕÁÌ ÒÅÓÕÌÔÓ ÆÏÒ ÔÈÅ ÔÈÒÅÅ ÐÒÅÃÅÄÉÎÇ 
ÆÉÓÃÁÌ ÙÅÁÒÓȱ ÁÓ ÒÅÑÕÉÒÅÄ ÂÙ σω 5Ȣ3Ȣ#Ȣ ɘ ςψπτɉÃɊȢ 4he Commission previously found that 
ȰÁÃÔÕÁÌ ÒÅÓÕÌÔÓȱ ÕÎÄÅÒ ÓÅÃÔÉÏÎ ςψπτɉÃɊ ÍÕÓÔ ÂÅ ÃÏÍÐÁÒÁÂÌÅ ÁÃÒÏÓÓ ÔÈÅ ÔÈÒÅÅ ÐÒÅÃÅÄÉÎÇ 
fiscal years. See FY 2016 Analysis at 18. In the FY 2020 Analysis, the Commission stated that 
ȰɍÔɎÏ ÃÏÍÐÌÙ ×ÉÔÈ σω 5Ȣ3Ȣ#Ȣ ɘ 2804(c) next year, the FY 2021 Report must include 
comparable results for each performance indicator for, at a minimum, FYs 2018, 2019, 
2020, and 2021. To be comparable, results for each fiscal year must be calculated and 
ÅØÐÒÅÓÓÅÄ ÕÓÉÎÇ ÔÈÅ ÓÁÍÅ ÍÅÔÈÏÄÏÌÏÇÙȢȱ FY 2020 Analysis at 25. If comparable results 
cannot be provided, the Commission directed the Postal Service to explain in the FY 2021 
Report why results are not directly comparable across these fiscal years. Id. The 
Commission also directed the Postal Service to explain in the FY 2021 Report either how to 
compare results between the current and former methodologies or explain why making 
this comparison is not feasible. Id. 
 
The FY 2021 Report includes comparable results for FYs 2018, 2019, 2020, and 2021 for the 
Financial Health and Safe Workplace and Engaged Workforce performance goals, as well as 
for most Excellent Customer Experience performance indicators. Response to CHIR No. 4, 
question 2.a. The FY 2021 Report  does not include comparable results for the High-Quality 
Service performance indicators and two Excellent Customer Experience performance 
indicators.27 However, as discussed below, the Postal Service provides the requisite 
explanations. 
 
High-Quality Service. In FY 2019, the Postal Service began using an internal SPM system to 
measure progress toward the High-Quality Service performance goal.28 The former 
external measurement system used a different methodology for calculating service 
performance results than the current internal SPM system.29 Consequently, FY 2018 
results, which were calculated using the former measurement system, are not comparable 
with results from FY 2019 through FY 2021, which were calculated using the current SPM 
system. 
 
In the FY 2020 Analysis, the Commission stated that for the High-Quality Service 
ÐÅÒÆÏÒÍÁÎÃÅ ÇÏÁÌ ÔÏ ÃÏÍÐÌÙ ×ÉÔÈ σω 5Ȣ3Ȣ#Ȣ ɘ ςψπτɉÃɊȟ ȰÔÈÅ FY 2021 Report must describe 

 
27 Response to CHIR No. 4, question 2.b.; FY 2021 Annual Report at 33; United States Postal Service FY 2021 Annual Compliance Report, 
December 29, 2021, at 58 (FY 2021 ACR). 

28 FY 2018 Annual Report at 19. The Commission approved the use of an internal SPM system in FY 2018. See Docket No. PI2015-1, Order 
Approving Use of Internal Measurement Systems, July 5, 2018 (Order No. 4697); Docket No. PI2015-1, Errata to Order No. 4697, August 21, 
2018 (Order No. 4771). 

29 Docket No. ACR2020, Responses of the United States Postal Service to Questions 1-т ƻŦ /ƘŀƛǊƳŀƴΩǎ LƴŦƻǊƳŀǘƛƻƴ wŜǉǳŜǎǘ bƻΦ нΣ WŀƴǳŀǊȅ нмΣ 
2021, question 4.b.i. (Docket No. ACR2020 Response to CHIR No. 2). 
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the methodological differences between the former and current measurement systems and 
exÐÌÁÉÎ ×ÈÙ ÒÅÓÕÌÔÓ ÁÒÅ ÎÏÔ ÄÉÒÅÃÔÌÙ ÃÏÍÐÁÒÁÂÌÅ ÁÃÒÏÓÓ &9Ó ςπρψȟ ςπρωȟ ςπςπȟ ÁÎÄ ςπςρȢȱ 
FY 2020 Analysis at 26. The Commission also directed that the FY 2021 Report ȰÍÕÓÔ ÅÉÔÈÅÒ 
explain how to compare results between the current and former measurement systems or 
ÅØÐÌÁÉÎ ×ÈÙ ÍÁËÉÎÇ ÔÈÉÓ ÃÏÍÐÁÒÉÓÏÎ ÉÓ ÎÏÔ ÆÅÁÓÉÂÌÅȢȱ Id. 
 
In the FY 2021 Report, the Postal Service cross-references a CHIR response containing the 
explanations required to comply with section 2804(c).30 The Postal Service explains that 
because the former external measurement system was retired at the end of FY 2018, FY 
2018 data are not available from this system. Docket No. ACR2020 Response to CHIR No. 2, 
question 4.b.ii. It refers to three library references that explain the differences between the 
former external system and new internal SPM system.31 Thus, the High-Quality Service 
performance indicators comply with section 2804(c) because the FY 2021 Report includes 
the explanations the Commission required in the FY 2020 Analysis. 
 
Excellent Customer Experience. Two Excellent Customer Experience performance indicators 
do not have comparable results from FY 2018 through FY 2021: CX Composite Index and 
CCC. The FY 2021 Report cross-references a CHIR response in Docket No. ACR2020 
explaining that the FY 2018 CX Composite Index result was based on survey responses 
from eight surveys, including the Large Business Panel.32 Results from FY 2019 through FY 
2021 were based on survey responses from seven surveys that do not include the Large 
Business Panel survey.33 These explanations are sufficient to demonstrate compliance with 
section 2804(c). 
 
In FY 2021, the Postal Service also changed the methodology for calculating the CCC result, 
which is a composite of overall satisfaction results with the Live Agent and Interactive 
Voice Response (IVR) system. FY 2021 ACR at 58. From FY 2018 through FY 2020, the Live 
Agent result was weighted 25 percent, and the IVR system result was weighted 75 percent. 
Id. In FY 2021, the Postal Service states it discontinued weighting the Live Agent and IVR 
system results and instead consolidated all responses into one overall calculation. Id. 
Although this change affected comparability of results, the Postal Service asserts that the 
impact was minor because there was only a small difference in the FY 2021 CCC result 
calculated using the new methodology (61.85) compared to the former methodology 

 
30 FY 2021 Annual Report at 33 n.3; see Docket No. ACR2020 Response to CHIR No. 2. 

31 Id. (citing Docket No. ACR2018, Library Reference USPS-FY18-29, December 28, 2018; Docket No. ACR2019, Library Reference USPS-FY19-29, 
December 27, 2019; Docket No. ACR2020, Library Reference USPS-FY20-29, December 29, 2020). 

32 Docket No. ACR2020 Response to CHIR No. 2, question 4.b.i. The CX Composite Index, CCC, and other Excellent Customer Experience 
performance indicators are discussed in Chapter III, Section B., infra. 

33 Docket No. ACR2020 Response to CHIR No. 2, question 4.b.i.; FY 2021 Annual Report at 33 n.5. 
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(60.14). Id. It states that the impact on the FY 2021 CX Composite Index result was even 
smaller given that the result decreased by only 0.34 points using the new methodology. Id. 
 
4ÈÅ #ÏÍÍÉÓÓÉÏÎ ÐÒÅÖÉÏÕÓÌÙ ÓÔÁÔÅÄ ÔÈÁÔ ÉÔ ×ÉÌÌ ÏÎÌÙ ȰÒÅÖÉÅ× ÉÎÆÏÒÍÁÔÉÏÎ ÓÕÂÍÉÔÔÅÄ ×ÉÔÈÉÎ 
the annual performance reports and annual performance plans to determine statutory 
ÃÏÍÐÌÉÁÎÃÅȢȱ FY 2016 Analysis at 9. The FY 2021 Report lacks any reference to the non-
comparability of the CCC results from FY 2018 through FY 2021. Further, the information 
appearing on page 58 of the FY 2021 ACR was neither included nor cross-referenced in the 
FY 2021 Report.34 Although the FY 2021 Report did not strictly comply with section 2804(c), 
the information appearing on page 58 of the FY 2021 ACR substantially complies with the 
requirements of section 2804(c). Consistent with its previous statements, the Commission 
will  only consider information submitted within the FY 2022 Report to determine 
compliance with section 2804(c) next year. 
 
The Commission finds that the FY 2021 Report substantially complies with 39 U.S.C. § 2804(c). 
To comply with 39 U.S.C. § 2804(c) next year, the FY 2022 Report must include comparable 
results for each performance indicator for FYs 2019, 2020, 2021, and 2022. To be comparable, 
results for each fiscal year must be calculated and expressed using the same methodology. If 
comparable results from FY 2019 through FY 2022 are not provided for any performance 
indicator, the FY 2022 Report must include the following: 
 

1. Identify each performance indicator with non-comparable results from 
FY 2019 through FY 2022; 

2. Explain why results are not directly comparable from FY 2019 through 
FY 2022; and 

3. Address the lack of comparability by explaining either of the following: 

a. How to compare results from FY 2019 through FY 2022 between the 
current and former methodologies; or 

b. Why making this comparison is not feasible. 

 
The FY 2022 Report must include all information necessary to evaluate compliance with 
39 U.S.C. § 2804. Inclusion of this information in the FY 2022 Report may be satisfied by 
either: (1) including the information itself in the text of the FY 2022 Report; or (2) including 

 
34 The Commission acknowledges that the FY 2021 Report includes a footnote with a cross-reference to other documents filed in the ACR 
proceeding pertaining to the High-Quality Service performance indicators. However, the FY 2021 Report lacks any reference to the FY 2021 ACR 
discussion of the non-comparability of the CCC results. See FY 2021 Report ŀǘ оо ƴΦм όά¢ƘŜ tƻǎǘŀƭ {ŜǊǾƛŎŜ ƛǎ ǇǊƻǾƛŘƛƴƎ ƴƻƴǇǳōƭƛŎ ǎŜǊǾƛŎŜ 
performance data for certain competitive products as part of the Nonpublic Annex in the Annual Compliance Report proceeding conducted by 
the Postal Regulatory Commission (PRC))Φέ 
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cross-references identifying the documents containing this information in the text of the 
FY 2022 Report. 
 
Appendix B ÃÏÎÔÁÉÎÓ ÇÕÉÄÁÎÃÅ ÔÏ ÁÓÓÉÓÔ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÅÆÆÏÒÔÓ ÔÏ ÃÏÍÐÌÙ ×ÉÔÈ 
section 2804(c) and other statutory requirements for the FY 2022 Report. The 
requirements apply to each performance indicator used in FY 2022. 

c. Goals Not Met 

In FY 2021, the Postal Service met the Financial Health performance goal and partially met 
the High-Quality Service, Excellent Customer Experience, and Safe Workplace and Engaged 
Workforce goals. See Chapter I, Section B.1., supra. If a performance goal has not been met, 
the annual performance report must explain why the Postal Service did not meet the goal 
and describe the plans and schedules for achieving the goal. 39 U.S.C. § 2804(d)(3). The FY 
2021 Report explains why it did not meet the High-Quality Service, Excellent Customer 
Experience, and Safe Workplace and Engaged Workforce performance goals. FY 2021 
Annual Report at 34-35, 38-39, 44. It also describes plans and schedules for meeting FY 
2022 targets for each public performance indicator that did not meet its FY 2021 target. See 
id. at 35-36, 40, 44-45. The Postal Service provides more detailed explanations, plans, and 
schedules in the FY 2021 ACR. FY 2021 ACR at 61-72. 
 
The Commission finds that the FY 2021 Report complies with 39 U.S.C. § 2804(d)(3) for each 
public performance indicator because it explains why performance goals were not met and 
describes plans and schedules for meeting the goals in FY 2022. To comply with 39 U.S.C. 
§ 2804(d)(3) next year, for each FY 2022 target that is not met, the FY 2022 Report must both 
explain why and describe plans and schedules for meeting FY 2023 targets. 

d. Other Annual Performance Report Requirements 

The FY 2021 Report meets other requirements of 39 U.S.C. § 2804. First, the annual 
performance report must reviÅ× ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÓÕÃÃÅÓÓ ÉÎ ÁÃÈÉÅÖÉÎÇ ÉÔÓ ÐÅÒÆÏÒÍÁÎÃÅ 
goals by stating whether the Postal Service met targets for each performance indicator in 
FY 2021. 39 U.S.C. § 2804(d)(1). The FY 2021 Report provides this information in tables 
that compare targets and results and state whether the target was met. See FY 2021 Annual 
Report at 33-34, 38, 42-44, 48. These tables enhance the FY 2021 Report by allowing the 
reader to easily evaluate whether the Postal Service met targets. 
 
Second, the annual performanÃÅ ÒÅÐÏÒÔ ÍÕÓÔ ȰÅÖÁÌÕÁÔÅ ÔÈÅ ÐÅÒÆÏÒÍÁÎÃÅ ÐÌÁÎ ÆÏÒ ÔÈÅ 
current fiscal year relative to the performance achieved towards the performance goals in 
ÔÈÅ ÆÉÓÃÁÌ ÙÅÁÒ ÃÏÖÅÒÅÄ ÂÙ ÔÈÅ ÒÅÐÏÒÔɍȢɎȱ σω 5Ȣ3Ȣ#Ȣ § 2804(d)(2). Section 2804(d)(2) requires 
the FY 2021 Report to evaluate the FY 2022 Plan relative to the performance achieved 
toward the performance goals during FY 2021. This provision requires the FY 2021 Report 
to compare FY 2022 targets with FY 2021 results for each performance indicator the Postal 
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Service will use during FY 2022. See FY 2016 Analysis at 15. The FY 2021 Report provides 
this information in a master table listing FY 2021 and FY 2022 targets, as well as results 
from FY 2018 through FY 2021. See FY 2021 Annual Report at 33. 
 
Third, the annual perfoÒÍÁÎÃÅ ÒÅÐÏÒÔ ÍÕÓÔ ȰÉÎÃÌÕÄÅ ÔÈÅ ÓÕÍÍÁÒÙ ÆÉÎÄÉÎÇÓ ÏÆ ÔÈÏÓÅ 
ÐÒÏÇÒÁÍ ÅÖÁÌÕÁÔÉÏÎÓ ÃÏÍÐÌÅÔÅÄ ÄÕÒÉÎÇ ÔÈÅ ÆÉÓÃÁÌ ÙÅÁÒ ÃÏÖÅÒÅÄ ÂÙ ÔÈÅ ÒÅÐÏÒÔȢȱ σω 5Ȣ3Ȣ#Ȣ 
§ ςψπτɉÄɊɉτɊȢ Ȱ0ÒÏÇÒÁÍ ÅÖÁÌÕÁÔÉÏÎÓȱ ÁÒÅ ȰÁÓÓÅÓÓÍÅÎÔɍÓɎȟ ÔÈÒÏÕÇÈ ÏÂÊÅÃÔÉÖÅ ÍÅÁÓÕÒÅÍÅÎÔ 
and systematic analysis, of the manner and extent to which Postal Service programs 
ÁÃÈÉÅÖÅ ÉÎÔÅÎÄÅÄ ÏÂÊÅÃÔÉÖÅÓȢȱ Id. § 2801(6). Section 2804(d)(4) requires the FY 2021 Report 
to include summary findings of program evaluations completed during FY 2021 that 
evaluate how programs helped the Postal Service meet targets in FY 2021. See FY 2017 
Analysis at 16. The FY 2021 Report meets this requirement by, for example, including 
summary findings of a program evaluation describing how the Postal Service met the 
FY 2021 target for the Total Accident Rate performance indicator. See FY 2021 Annual 
Report at 42. The FY 2021 Report states that the Postal Service targeted poor performance, 
developed strategies for reducing accidents, and conducted nearly 2.7 million workplace 
and driver observations. Id. 
 
The Commission finds that the FY 2021 Report complies with 39 U.S.C. §§ 2804(d)(1), (2), 
and (4). 

3. Non-Public Performance Indicators 
The annual performance plan may include a non-public annex covering program activities 
or parts of program activities relating to the avoidance of interference with criminal 
prosecution or matters otherwise exempt from public disclosure under 39 U.S.C. § 410(c). 
39 U.S.C. § 2803(d). In FY 2021, the Postal Service measured progress toward the High-
Quality Service performance goal using two non-public performance indicators for 
Competitive products. FY 2020 Analysis at 31. To comply with 39 U.S.C. §§ 2803 and 2804 in 
FY 2021, the FY 2020 Analysis directed the Postal Service to file under seal with the 
FY ςπςρ !#2ȡ ȰɉρɊ &Y 2021 and FY 2022 targets; (2) comparable FY 2021 targets and 
ÒÅÓÕÌÔÓȠ ÁÎÄ ɉσɊ ÃÏÍÐÁÒÁÂÌÅ ÒÅÓÕÌÔÓ ÆÒÏÍ &9Ó ςπρψ ÔÈÒÏÕÇÈ ςπςρȱ ÆÏÒ ÅÁÃÈ ÎÏÎ-public 
performance indicator. Id. ÁÔ σςȢ 4ÈÅ #ÏÍÍÉÓÓÉÏÎ ÆÕÒÔÈÅÒ ÓÔÁÔÅÄ ÔÈÁÔ ȰɍÉɎÆ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅ 
does not meet one or both of the FY 2021 targets, the Postal Service must explain why and 
ÄÅÓÃÒÉÂÅ ÔÈÅ ÐÌÁÎÓ ÁÎÄ ÓÃÈÅÄÕÌÅÓ ÆÏÒ ÍÅÅÔÉÎÇ ÔÈÅ &9 ςπςς ÔÁÒÇÅÔɉÓɊȢȱ Id. The Commission 
ÓÔÁÔÅÄ ÔÈÁÔ ÔÈÅ Ȱ&9 ςπςρ !#2 ÓÈÏÕÌÄ ÃÏÎÔÉÎÕÅ ÔÏ ÉÄÅÎÔÉÆÙ ÔÈÅ ÌÉÂÒÁÒÙ ÒÅÆÅÒÅÎÃÅ ÔÈÁÔ ÃÏÎÔÁÉÎÓ 
ÔÈÉÓ ÉÎÆÏÒÍÁÔÉÏÎȢȱ Id. 
 
The FY 2022 Plan and FY 2021 Report identify that the Postal Service is providing non-
public service performance data for certain Competitive products as part of the non-public 
annex of the ACR. FY 2021 Annual Report at 33 n.1. The Postal Service filed information on 
non-public performance indicators in the preface to Library Reference USPS-FY21-NP30 
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and identified this library reference in the FY 2021 ACR.35 The Postal Service confirms that 
for each non-public performance indicator, the FY 2021 Report contains comparable 
FY 2021 targets and results, as well as comparable results from FY 2018 through FY 2021. 
Response to CHIR No. 4, questions 3.a., d. For each non-public performance indicator that 
did not meet the FY 2021 target, the Postal Service provides an explanation. Library 
Reference USPS-FY21-NP30, Preface at 8-9. The Postal Service set FY 2022 target(s) for the 
#ÏÍÐÅÔÉÔÉÖÅ ÐÒÏÄÕÃÔÓȭ ÎÏÎ-public performance indicator(s) the Postal Service will use in 
FY 2022. Id. at 8. 
 
The Commission finds that Library Reference USPS-FY21-NP30 complies with the 
#ÏÍÍÉÓÓÉÏÎȭÓ ÄÉÒÅÃÔÉÖÅ ÔÏ ÆÉÌÅ ÕÎÄÅÒ ÓÅÁÌ ×ÉÔÈ ÔÈÅ &9 φτφυ !#2ȡ (1) FY 2021 and FY 2022 
targets; (2) comparable FY 2021 targets and results; and (3) comparable results from 
FY 2018 through FY 2021 for each non-public performance indicator. The FY 2022 Plan 
complies with 39 U.S.C. § 2803 by setting measurable FY 2022 target(s) for each non-public 
performance indicator the Postal Service will use in FY 2022. See Section B.1., supra. The 
FY 2021 Report complies with 39 U.S.C. § 2804(b)(1) and 2804(c) because it provides 
comparable FY 2021 targets and results as well as comparable results from the past 3 fiscal 
years. See Sections B.2.a., b., supra. The FY 2021 Report also complies with 39 U.S.C. § 
2804(d)(3) because the Postal Service explains why it did not meet FY 2021 targets. 
 
To ensure that the FY 2023 Plan and FY 2022 Report comply with 39 U.S.C. §§ 2803 and 2804, 
respectively, the Commission recommends that the FY 2022 Report explain where the non-
public service performance information can be found, such as in a footnote in the master table 
ÏÆ ÔÁÒÇÅÔÓ ÁÎÄ ÒÅÓÕÌÔÓȢ &ÏÒ ÔÈÅ ÎÅ× #ÏÍÐÅÔÉÔÉÖÅ ÐÒÏÄÕÃÔÓȭ ÎÏÎ-public performance 
indicator(s), the Postal Service must file under seal with the FY 2022 ACR: (1) FY 2022 and 
FY 2023 targets; (2) comparable FY 2022 targets and results; and (3) comparable results 
from FY 2019 through FY 2022. If the Postal Service does not meet the FY 2022 target(s), the 
Postal Service must explain why and describe the plans and schedules for meeting the FY 2023 
target(s). The FY 2022 ACR should continue to identify the library reference that contains this 
information. 

4. FY 2022 Performance Indicator Changes 
The Commission previously recommended that the Postal Service describe any 
performance indicator or methodology changes in the Annual Report to Congress and 
analyze the impact of methodology changes on results. See FY 2016 Analysis at 18. The 
Commission also recommended that the Postal Service provide the rationale for making 
these changes. FY 2020 Analysis at 33. 
 

 
35 Library Reference USPS-FY21-NP30, Preface at 7-9; FY 2021 ACR at 4 n.4. 
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As previously discussed, in FY 2021 the Postal Service changed the methodology for 
calculating the CCC performance indicator result, which also affected the CX Composite 
Index. See Section B.2.b., supra. Also, in FY 2022, the Postal Service is changing the 
performance indicator for measuring workforce engagement from the Survey Response 
Rate to the Grand Mean Engagement Score.36 
 
The Postal ServicÅ ÁÄÏÐÔÅÄ ÔÈÅ #ÏÍÍÉÓÓÉÏÎȭÓ ÒÅÃÏÍÍÅÎÄÁÔÉÏÎ ÔÏ ÌÉÍÉÔ ÔÈÅ ÎÕÍÂÅÒ ÏÆ 
changes to performance indicators and methodologies for calculating targets and results. 
See FY 2020 Analysis at 33. Describing and explaining the rationale for these changes 
provides greater ÔÒÁÎÓÐÁÒÅÎÃÙ ÉÎÔÏ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÐÒÏÃÅÓÓ ÆÏÒ ÃÈÁÎÇÉÎÇ ÐÅÒÆÏÒÍÁÎÃÅ 
indicators and methodologies. 
 
To ensure meaningful comparisons across fiscal years, the Commission recommends that the 
Postal Service continue to limit the number of changes to performance indicators and 
methodologies for calculating targets and results. If the Postal Service plans to add or change 
any performance indicators or methodologies, the Commission recommends that the Annual 
Report to Congress describe these changes, provide the rationale for making them, and 
analyze the impact of these changes on results. To help ensure compliance with 39 U.S.C. § 
2804(c), the Commission recommends that the Postal Service employ a performance indicator 
or methodology change for at least 3 consecutive fiscal years before revising it unless the 
change is clearly not beneficial or effective. 
 
 
 

 
36 FY 2021 Annual Report at 44-45. These metrics are discussed in Chapter III, Section C., infra. 
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CHAPTER III: EVALUATION OF 
PERFORMANCE GOALS 
In this chapter, the Commission discusses each performance goal individually. It evaluates 
whether the Postal Service met the performance goals in FY 2021 as required by 39 U.S.C. 
§ 3653(d). The Commission also makes related observations and recommendations for 
each performance goal. 

A. High-Quality Service 

1. Background 
In FY 2021, the Postal Service measured service performance using internal SPM, which 
provides data from the time a mailpiece is first scanned (either at the collection point by 
the carrier or during the first processing operation on mail processing equipment) to the 
time when the carrier scans the mailpiece at the delivery point. See FY 2021 Annual Report 
at 34. For most Market Dominant products, the Postal Service sets a service standard for 
the number of days allowed for delivery of a mailpiece considered to be on-time. Service 
performance results are expressed as the percentage of mail meeting the applicable 
service standard. 
 
The Postal Service uses the percentage of selected and combined mail products delivered 
on-time to assess whether its performance meets the High-Quality Service performance 
goal.37 To evaluate progress toward the High-Quality Service performance goal in FY 2021, 
the Postal Service used eight public performance indicators measuring service 
performance for Market Dominant products: 
 

¶ Single-Piece First-Class Mail, 2-Day 

¶ Single-Piece First-Class Mail, 3-5-Day 

¶ Presorted First-Class Mail, Overnight 

¶ Presorted First-Class Mail, 2-Day 

 
37 The Postal Service also reports service performance on all Market Dominant products in the ACR. 39 U.S.C. § 3652(a)(2)(B)(i). Service 
performance measurement reporting in the ACR is independent of service performance measurement reporting in annual performance plans 
and annual performance reports under 39 U.S.C. §§ 2803 and 2804. The reporting of these service performance measurements in the FY 2021 
Annual Report does not meet the same class- or group-specific granular reporting criteria as the service performance measurements required 
ƛƴ ǘƘŜ /ƻƳƳƛǎǎƛƻƴΩǎ ǊǳƭŜǎ ŦƻǊ ǇǳǊǇƻǎŜǎ ƻŦ ǘƘŜ !/wΦ See 39 C.F.R. §§ 3055.20 through 3055.24. For instance, the Single-Piece First-Class Mail 
and the Presorted First-Class Mail performance indicators in the FY 2021 Annual Report combine service performance results for different 
products. By contrast, the ACR requires the Postal Service to disaggregate service performance results by mail subject to the Overnight, 2-Day, 
or 3-5-Day service standards by First-Class Mail product. See, e.g., 39 C.F.R. § 3055.20(a). 
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¶ Presorted First-Class Mail, 3-5-Day 

¶ First-Class Mail Letter and Flat (FCLF) Composite 

¶ USPS Marketing Mail and Periodicals Composite 

¶ Market Dominant Composite 

 
The Single-Piece First-Class Mail performance indicators measure the performance of 
Single-Piece First-Class Mail letters, postcards, and flats throughout the fiscal year. 
FY 2021 Annual Report at 34. Results are expressed as the estimated percentage of 
Single-Piece First-Class Mail by service standard (2-Day and 3-5-Day) delivered on-time. 
Id. 
 
The Presorted First-Class Mail performance indicators measure the performance of 
commercial Presorted First-Class Mail letters, postcards, and flats delivered throughout 
the fiscal year. Id. Results are expressed as the estimated percentage of total Presorted 
First-Class Mail delivered on-time by service standard (Overnight, 2-Day, and 3-5-Day). Id. 
 
The FCLF Composite performance indicator measures the weighted average of the 
performance of Single-Piece First-Class Mail and Presorted First-Class Mail across all 
service standards, weighted by volume. Id. 
 
The USPS Marketing Mail and Periodicals Composite performance indicator measures the 
percentage of all USPS Marketing Mail and Periodicals mailpieces that were delivered 
within the applicable service standard during the fiscal year. Id. This performance 
indicator is a composite measuring USPS Marketing Mail letters and flats, as well as 
Periodicals. Id. Approximately two-thirds of the volume in this composite indicator 
consists of USPS Marketing Mail letters; the remainder is made up of USPS Marketing Mail 
flats and Periodicals. Id. 
 
The Market Dominant Composite is a new performance indicator used for the first time in 
FY 2021. It is a composite indicator measuring the percentage of First-Class Mail, USPS 
Marketing Mail, Periodicals, and Bound Printed Matter letters and flats, as well as USPS 
Marketing Mail, Media Mail/Library Mail , and Bound Printed Matter parcels, that were 
delivered within their applicable service standards during the fiscal year. Id.; Response to 
CHIR No. 28, question 1, Excel file Ȱ#È)2 .ÏȢςψ 2ÅÓÐÏÎÓÅȢ!ÔÔÁÃÈÍÅÎÔȢØÌÓØȢȱ !ÐÐÒÏØÉÍÁÔÅÌÙ 
97 percent of the volume in this composite indicator consists of First-Class Mail and USPS 
Marketing Mail letters and flats; the remainder is made up of Periodicals and Bound 
Printed Matter flats and USPS Marketing Mail, Media Mail/Library Mail, and Bound 
Printed Matter parcels. 2ÅÓÐÏÎÓÅ ÔÏ #()2 .ÏȢ ςψȟ ÑÕÅÓÔÉÏÎ ρȟ %ØÃÅÌ ÆÉÌÅ Ȱ#È)2 .ÏȢςψ 
Response.Attachment.xlsxȢȱ 
 
In FY 2021, the Postal Service also used one non-public performance indicator to measure 
service performance for Competitive products. See Chapter II, Section B.3., supra. The 
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Postal Service announced, at the time of filing the FY 2020 Annual Report, that in FY 2021 
it would begin using this new performance indicator as its sole performance indicator for 
Competitive products.38 The new performance indicator aggregates #ÏÍÐÅÔÉÔÉÖÅ ÐÒÏÄÕÃÔÓȭ 
data at a higher level compared to the non-public performance indicators used previously. 
The Postal Service filed results from FY 2017 through FY 2021 for this non-public 
performance indicator, as well as for the legacy performance indicators for Competitive 
products, in a library reference. Library Reference USPS-FY21-NP30, Preface at 8. The 
Postal Service states that it will continue to use this non-public performance indicator to 
measure service performance for Competitive products in FY 2022. Id. 
 
In FY 2021, the Postal Service met only one of its targets for the public Market Dominant 
performance indicatorsɂthe Marketing Mail and Periodicals Composite. FY 2021 Annual 
Report at 34. Additionally, the Postal Service also failed to meet its FY 2021 target for the 
non-public Competitive products performance indicator.39 
 
The Postal Service explains that four main variables negatively affected service 
performance in FY 2021: poor peak season performance, employee absenteeism, reduced 
supplier capacity, and weather and natural disaster disruptions. FY 2021 Annual Report 
at 35. Explanations for missing FY 2021 targets are discussed in more detail below. See 
Section A.3.b., infra. 
 
Despite failing to achieve most of its targets, the Postal Service highlights as positive its 
performance with respect to Election Mail in FY 2021 associated with the calendar year 
(CY) 2020 primary and general election cycle. Id. The Postal Service stated that 
ȰÅØÔÒÁÏÒÄÉÎÁÒÙ ÍÅÁÓÕÒÅÓ ÔÏ ÅÎÓÕÒÅ %ÌÅÃÔÉÏÎ -ÁÉÌ ɍ×ÁÓɎ ÐÒÉÏÒÉÔÉÚÅÄ ÁÎÄ ÄÅÌÉÖÅÒÅÄ ÏÎ-time 
ɍ×ÅÒÅɎ ÉÎÓÔÉÔÕÔÅÄɍȟɎȱ ÉÎÃÌÕÄÉÎÇ ȰÅØÐÅÄÉÔÅÄ ÈÁÎÄÌÉÎÇ ÏÆ ÁÌÌ ÅÌÅÃÔÉÏÎ ÍÁÉÌ ÉÒÒÅÓÐÅÃÔÉÖÅ ÏÆ mail 
class or postage paid, extra deliveries when needed and special pickups to deliver blank 
ÂÁÌÌÏÔÓ ÔÏ ÖÏÔÅÒÓ ÏÒ ÃÏÍÐÌÅÔÅÄ ÂÁÌÌÏÔÓ ÔÏ ÂÏÁÒÄÓ ÏÆ ÅÌÅÃÔÉÏÎÓȢȱ FY 2020 Annual Report at 36. 
4ÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅ ÓÔÁÔÅÓ ÔÈÁÔ ȰɍÔɎÈÒÏÕÇÈÏÕÔ ÔÈÅ ÅÎÔÅÒÐÒÉÓÅȟ ÂÁÌÌÏÔÓ were prioritized in 
processing operations and regular sweeps were conducted in facilities to ensure ballots 
×ÅÒÅ ÑÕÉÃËÌÙ ÍÏÖÉÎÇ ÔÈÒÏÕÇÈ ÔÈÅ ÓÙÓÔÅÍȢȱ FY 2021 Annual Report at 35. In addition, the 
Postal Service states that: 
 

The organization added extra transportation, staff, and overtime to 
support these efforts. Letter carriers checked all mailboxes on their 
route, regardless of inbound or outbound mail, for ballots. Mail was 
collected and processed on the Sunday before the election, and mail 
at risk of being delivered late was prioritized and routed to the 
express network at no extra charge. These extraordinary efforts 

 
38 Docket No. ACR2020, Library Reference USPS-FY20-btолΣ 5ŜŎŜƳōŜǊ нфΣ нлнлΣ ŦƛƭŜ άbhbt¦.[L/ tǊŜŦŀŎŜ ¦{t{-FY20-btолΦǇŘŦΣέ ŀǘ пΤ see also 
Docket No. ACR2020, Library Reference USPS-FY20-btолΣ aŀȅ мпΣ нлнмΣ ŦƛƭŜ άbhbt¦.[L/ tǊŜŦŀŎŜ ¦{t{-FY20-btолΦwŜǾΦрΦмпΦнлнмΣέ at 4. 

39 Compare Docket No. ACR2020, Library Reference USPS-FY20-btолΣ ŦƛƭŜ άbhbt¦.[L/ tǊŜŦŀŎŜ ¦{t{-FY20-btолΦǇŘŦΣέ ŀǘ п, and Docket 
No. ACR2020, Library Reference USPS-FY20-btолΣ ŦƛƭŜ άbhbt¦.[L/ tǊŜŦŀŎŜ ¦{t{-FY20-btолΦwŜǾΦрΦмпΦнлнмΣέ ŀǘ пΣ with Library Reference 
USPS-FY21-NP30, Preface at 8. 
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resulted in a successful election mail performance and reinforced 
ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÃÏÍÍÉÔÍÅÎÔ ÔÏ ÐÒÏÖÉÄÉÎÇ ÈÉÇÈ-quality service. 

 
Id. 
 
Multiple preliminary injunctions were issued by federal courts against the Postal Service 
in September and October 2020. On September 21, 2020, the United States District Court 
for the Southern District of New York issued a preliminary injunction requiring the Postal 
Service to develop a guidance memorandum concerning its treatment of Election Mail.40 

Following the issuance of a preliminary injunction, on September 21, 2020, the Postal 
Service management disseminated written clarification to address confusion about 
overtime, hiring, retail hours, collection boxes, late and extra trips, mail processing, and 
Election Mail. On September 25, 2020, Postal Service management disseminated another 
written memorandum across the nation clarifying its operational instructions concerning 
its treatment of Election Mail and describing the additional resources that the Postal 
Service would dedicate to delivery of Election Mail beginning on October 1, 2020.41 
 

 
40 On September 17, 2020, the first nationwide preliminary injunction was issued requiring the Postal Service to discontinue implementation 
or enforcement of the changes to the late and extra trips policy announced in July 2020. See Washington v. Trump, 487 F. Supp. 3d 976, 984-
85, order clarified, No. 1:20-CV-03127-SAB, 2020 WL 6588502 (E.D. Wash. Oct. 20, 2020), and appeal dismissed, No. 20-36047, 2021 WL 
824476 (9th Cir. Jan. 26, 2021). Several other federal courts also issued similar preliminary injunctions on related claims in late September 
through October 2020. See Jones v. United States Postal Serv., 488 F. Supp. 3d 103, 141-43 (S.D.N.Y. 2020), order clarified, No. 20 Civ. 6516 
(VM), 2020 WL 6554904 (S.D.N.Y. Sept. 29, 2020); New York v. Trump, 490 F. Supp. 3d 225, 231, 245 (D.D.C. 2020), order clarified, No. 20-CV-
2340(EGS), 2020 WL 6572675 (D.D.C. Oct. 22, 2020), appeal dismissed, No. 20-5352, 2021 WL 672390 (D.C. Cir. Feb. 10, 2021), and appeal 
dismissed, No. 20-5352, 2021 WL 672390 (D.C. Cir. Feb. 10, 2021), and opinion clarified, No. 20-CV-2340(EGS), 2021 WL 7908123 (D.D.C. Apr. 
3, 2021), and opinion clarified sub nom. New York v. Biden, No. CV 20-2340(EGS), 2021 WL 7908124 (D.D.C. Aug. 23, 2021); Commonwealth of 
Penn. v. DeJoy, 490 F. Supp. 3d 833, 844, 891-92 (E.D. Pa. 2020), order clarified, No. CV 20-4096, 2020 WL 6580462 (E.D. Pa. Oct. 9, 2020); Vote 
Forward v. DeJoy, 490 F. Supp. 3d 110, 115, 131-32 (D.D.C. 2020), appeal dismissed sub nom. Forward v. DeJoy, No. 20-5353, 2021 WL 672395 
(D.C. Cir. Feb. 10, 2021); bŀǘΩƭ !ǎǎϥƴ ŦƻǊ !ŘǾŀƴŎŜƳŜƴǘ ƻŦ /ƻƭƻǊŜŘ tŜƻǇƭŜ ǾΦ ¦ƴƛǘŜŘ {ǘŀǘŜǎ tƻǎǘŀƭ {ŜǊǾΦ, 496 F. Supp. 3d 1, 5 (D.D.C. 2020), 
enforcement granted, No. 20-CV-2295 (EGS), 2020 WL 6441317 (D.D.C. Oct. 27, 2020), and appeal dismissed, No. 20-5375, 2021 WL 672392 
(D.C. Cir. Feb. 10, 2021)Φ ¢ƘŜ tƻǎǘŀƭ {ŜǊǾƛŎŜ ƛƴƛǘƛŀƭƭȅ ŀǇǇŜŀƭŜŘ ǘƘŜǎŜ ŎŀǎŜǎΤ ƘƻǿŜǾŜǊΣ ǘƘŜ ŎƻǳǊǘǎ ƎǊŀƴǘŜŘ ǘƘŜ tƻǎǘŀƭ {ŜǊǾƛŎŜΩǎ ǳƴƻǇǇƻǎŜŘ 
voluntary motions to dismiss its appeals. See, e.g., bŀǘΩƭ !ǎǎϥƴ ŦƻǊ !ŘǾŀƴŎŜƳŜƴǘ ƻŦ /ƻƭƻǊŜŘ tŜƻǇƭŜ ǾΦ ¦ƴƛǘŜŘ {ǘŀtes Postal Serv., 2021 WL 
672392, at *1 (D.C. Cir. Feb. 10, 2021). Subsequently, several of the cases in the district courts have been settled and voluntarily dismissed. 
See Washington v. Trump, No. 1:20-CV-03127-SAB, Order Closing File, ECF Document #131, at 2 (E.D. Wash. Feb. 17, 2021); Jones v. United 
States Postal Serv., No. 20 Civ. 6516 (VM), Stipulation and Order of Settlement and Dismissal, ECF Document #124, at 1-3 (S.D.N.Y. May 13, 
2021); Commonwealth of Penn. v. DeJoy, Civ. A. No. 20-4096, Order, ECF #192, at 1 (E.D. Pa. May 17, 2022); Vote Forward v. DeJoy, Civ. A. No. 
20-2405 (EGS), Notice of Voluntary Dismissal Pursuant to Federal Rule of Civil Procedure 41, ECF Document #184, at 1 (D.D.C. May 24, 2021); 
National Ass'n for Advancement of Colored People v. United States Postal Serv., No. 20-CV-2295(EGS), Minute Order, (D.D.C. Dec. 20, 2021). 
The Postal Service maintains that it committed no wrongdoing and has agreed to engage in specific outreach and communication related to 
future elections. See generally National Ass'n for Advancement of Colored People v. United States Postal Serv., No. 20-CV-2295(EGS), 
Stipulation of Settlement and Proposed Order, ECF #170 (D.D.C. Dec. 17, 2021) (adopted by subsequent Minute Order); Commonwealth of 
Penn. v. DeJoy, Civ. A. No. 20-4096, Ex. A Settlement Agreement, ECF #190-1 (E.D. Pa. May 17, 2022) (adopted by subsequent Order). The 
preliminary injunction granted in New York v. Trump, has been further clarified sub nom. New York v. Biden to reflect that the Postal Service is 
ƴƻǘ ǇǊƻƘƛōƛǘŜŘ άŦǊƻƳ ŘŜŎƭƛƴƛƴƎ ŀǇǇǊƻǾŀƭ ŦƻǊ ŜȄǘǊŀ ƴŜǘǿƻǊƪ ǘǊƛǇǎ ǇǳǊǎǳŀƴǘ ǘƻ ǘƘŜ ŦƻƭƭƻǿƛƴƎ ǇǊƛƴŎƛǇƭŜǎΥ όмύ ǿƘŜǊŜ ŀƴ ŜȄǘǊŀ ǘǊƛǇ would not be 
service responsive, and (2) where not using ŀƴ ŜȄǘǊŀ ǘǊƛǇ ǿƻǳƭŘ ŘŜƭŀȅ ŀ ǾƻƭǳƳŜ ƻŦ Ƴŀƛƭ ǘƘŀǘ ƛǎ ƴƻ ƎǊŜŀǘŜǊ ǘƘŀƴ мр҈ ƻŦ ǘƘŜ ǘǊǳŎƪΩǎ ǘƻǘŀƭ 
ŎŀǇŀŎƛǘȅΦέ New York v. Biden, No. 20-CV-2340(EGS), 2021 WL 7908124, at *5 (D.D.C. Aug. 23, 2021). 

41 United States Department of Justice, September 25, 2020 Letter, Jones v. United States Postal Serv., No. 20 Civ. 6516 (VM), ECF Document 
#58 (describing that the Postal Service issued the memoranda on September 21, 2020 and September 25, 2020); Memorandum from the 
United States Postal Service, Chief Retail and Delivery and Chief Logistics and Processing Operations to Officers, PCES [Postal Career Executive 
Service], and Pay Band Managers, Clarifying Operational Instructions, September 21, 2020, ECF Document #58-4; Memorandum from United 
States Postal Service, Chief Retail and Delivery and Chief Logistics and Processing Operations to Officers, PCES [Postal Career Executive 
Service], and Pay Band Managers, Additional Resources for Election Mail Beginning October 1, September 25, 2020, ECF Document #58-5. 
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The Postal Service asserts that service performance for Election Mail was strong. The 
Postal Service delivered more than 135 million ballots;42 combined exceeding 4.6 billion 
piecesɂa 114 percent increase over the CY 2016 election cycle. FY 2021 Annual Report  at 
22, 35. The Postal Service reports that 97.9 percent of ballots were delivered from voters 
to election officials within 3 days, and 99.89 percent were delivered within 7 days. Id. at 
35. On average, ballots were delivered to voters in 2.1 days and were returned from voters 
to election officials in 1.6 days. Id. at 22. 
 
The Commission commends the Postal Service for the additional resources devotedɂsuch as 
extra transportation and overtimeɂand heightened measures undertaken to deliver 
Election Mail and Political Mail during the CY 2020 election cycle.43 These efforts were 
undertaken notwithstanding the adverse effects of the COVID-19 pandemic, in furtherance of 
the vital role the Postal Service plays in the American democratic process. 
 
To improve High-Quality Service in FY 2022, the Postal Service reports that it plans to 
continue implementing its 10-Year Strategic Plan.44 To that end, the Postal Service intends 
to establish site-specific operating plans, complete the installation of new package sorting 
machines, and complete its processing network redesign, which will expand surface 
transfer centers (STCs). FY 2021 Annual Report at 36. The Postal Service states that it 
proactively planned for the FY 2022 peak season, including hiring full-time and seasonal 
ÐÅÒÓÏÎÎÅÌȟ ÅØÐÁÎÄÉÎÇ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÆÁÃÉÌÉÔÙ ÆÏÏÔÐÒÉÎÔȟ ÁÎÄ ÉÎÓÔÁÌÌÉÎÇ ÎÅ× ÐÒÏÃÅÓÓÉÎÇ 
equipment. Id. The Postal Service reports that at the beginning of FY 2022, it implemented 
service standard changes for First-Class Mail and Periodicals which the Postal Service 
ÁÓÓÅÒÔÓ ×ÉÌÌ ȰÉÎÃÒÅÁÓÅ ÄÅÌÉÖÅÒÙ ÒÅÌÉÁÂÉÌÉÔÙȟ ÃÏÎÓÉÓÔÅÎÃÙȟ ÁÎÄ ÅÆÆÉÃÉÅÎÃÙ ÆÏÒ ÃÕÓÔÏÍÅÒÓȢȱ Id. 
These changes increased service standards by up to two additional days for First-Class 
Mail and Periodicals mailpieces travelling longer distances.45 Prior to implementation, the 
Postal Service estimated that approximately 38.5 percent of First-Class Mail volume and 
approximately 7 percent of Periodicals volume would be affected by the changes. Id. The 
Postal Service also states that for FY 2022 it has reconstituted the Election Mail Committee 
ÔÏ ÏÖÅÒÓÅÅȟ ÒÅÖÉÅ×ȟ ÁÎÄ ÍÏÎÉÔÏÒ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÐÒÅÐÁÒÁÔÉÏÎÓ ÆÏÒ ÔÈÅ #9 2022 primary 
and general elections. FY 2021 Annual Report at 36. The Postal Service is increasing 

 
42 ¢ƘŜ /ƻƳƳƛǎǎƛƻƴ ǳǎŜǎ ǘƘŜ ǘŜǊƳ ά9ƭŜŎǘƛƻƴ aŀƛƭέ ǘƻ ǊŜŦŜǊ ǘƻ ŀƴȅ ƛǘŜƳ ƳŀƛƭŜŘ ǘƻ ƻǊ ŦǊƻƳ ŀǳǘƘƻǊƛȊŜŘ ŜƭŜŎǘƛƻƴ ƻŦŦƛŎƛŀƭǎ ǘƘŀǘ ŜƴŀōƭŜs citizens to 
participate in the voting process, such as balloting materials, voter registration cards, absentee applications, and polling place notifications, 
ŀƴŘ ǳǎŜǎ ǘƘŜ ǘŜǊƳ άtƻƭƛǘƛŎŀƭ aŀƛƭέ ǘƻ ǊŜŦŜǊ ǘƻ ŀƴȅ ƛǘŜƳ ƳŀƛƭŜŘ ŦƻǊ ŎŀƳǇŀƛƎƴ ǇǳǊǇƻǎŜǎ ōȅ ŀ ǊŜƎƛǎǘŜǊŜŘ ǇƻƭƛǘƛŎŀƭ ŎŀƴŘƛŘŀǘŜΣ ŎŀƳpaign committee 
or committee of a political party, political action committee, or organization engaging in issue advocacy or voter mobilization. See United 
States Postal Service, Postal Bulletin No. 22539, February 13, 2020, at 4, available at https://about.usps.com/postal-
bulletin/2020/pb22539/pb22539.pdf. 

43 See FY 2020 ACD at 134-39; FY 2021 ACD at 119-20; see also United States Postal Service, Office of Inspector General, Report No. 20-318-
R21, Service Performance of Election and Political Mail During the November 2020 General Election, March 25, 2021, available at 
https://www.uspsoig.gov/sites/default/files/document-library-files/2021/20-318-R21.pdf. 

44 FY 2021 Annual Report at 36; see United States Postal Service, Delivering for America: Our Vision and Ten-Year Plan to Achieve Financial 
Sustainability and Service Excellence, March 23, 2021, available at https://about.usps.com/what/strategic-plans/delivering-for-
america/assets/USPS_Delivering-For-America.pdf (10-Year Strategic Plan). 

45 See generally Docket No. N2021-1, Advisory Opinion on Service Changes Associated with First-Class Mail and Periodicals, July 20, 2021, at 1-
2 (Docket No. N2021-1 Advisory Opinion). 
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interim targets for all High-Quality Service performance indicators in FY 2022. Id. at 35-
36. The 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ plans are discussed in detail in Section A.3.c., infra . 

2. Comments 
The Public Representative ÏÂÓÅÒÖÅÓ ÔÈÁÔ ȰÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅ ÆÁÉÌÅÄ ÔÏ ÍÅÅÔ ÁÌÌ ÉÔÓ 
targetsȣÅØÃÅÐÔ ÆÏÒ ÔÈÅ -ÁÒËÅÔÉÎÇ -ÁÉÌ ÁÎÄ 0ÅÒÉÏÄÉÃÁÌÓ #ÏÍÐÏÓÉÔÅɍȟɎȱ ÁÎÄ ȰɍÆɎÏÒ ÔÈÅ ÆÏÕÒÔÈ 
ÙÅÁÒ ÉÎ Á ÒÏ×ȟ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÐÅÒÆÏÒÍÁÎÃÅ ÄÅÃÌÉÎÅÄ ÉÎ ÅÖÅÒÙ ÃÁÔÅÇÏÒÙȢȱ 02 #ÏÍÍÅÎÔÓ 
at 4. She notes thaÔ ȰɍÁɎÓ ÉÎ ÐÒÅÖÉÏÕÓ ÙÅÁÒÓȟ ÔÈÅ ÈÉÇÈÅÓÔ ÇÁÐ ÂÅÔ×ÅÅÎ ÁÃÔÕÁÌ ÓÅÒÖÉÃÅ ÁÎÄ ÔÈÅ 
applicable target is observed for the Three-to-Five-Day delivery standard for Single-Piece 
First-#ÌÁÓÓ -ÁÉÌȢȱ Id. 3ÈÅ ÔÁËÅÓ ÔÈÅ ÐÏÓÉÔÉÏÎ ÔÈÁÔ ȰɍÂɎÅÃÁÕÓÅ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅ ÍÉÓÓÅÄ ÎÅÁrly 
all of itsȣtargetsȣin FY 2021ȣ[it] did not meet its Deliver High-Quality Service 
ÐÅÒÆÏÒÍÁÎÃÅ ÇÏÁÌȢȱ Id. 
 
PostCom ÃÏÍÍÅÎÔÓ ÔÈÁÔ ȰÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅ ÆÁÉÌÅÄ ÔÏ ÍÅÅÔ ÓÅÒÖÉÃÅ ÓÔÁÎÄÁÒÄÓ ÆÏÒ ÍÏÓÔ ÏÆ ÉÔÓ 
market dominant products during FY 2021 despite waiting until well into FY 2021 to 
ÃÒÅÁÔÅ ÓÅÒÖÉÃÅ ÔÁÒÇÅÔÓȢȱ 0ÏÓÔ#ÏÍ #ÏÍÍÅÎÔÓ ÁÔ ςȢ 0ÏÓÔ#ÏÍ ÁÓÓÅÒÔÓ ÔÈÁÔ ÔÈÅ ÏÎÅ 
performance indicator that the Postal Service did achieve its target forɂthe Marketing 
Mail and Periodicals CompositeɂÉÓ ȰÁÎ ÁÍÁÌÇÁÍ ÏÆ ÄÉÆÆÅÒÅÎÔ ÐÒÏÄÕÃts with markedly 
ÄÉÆÆÅÒÅÎÔ ÃÕÓÔÏÍÅÒÓȟ ÓÅÒÖÉÃÅ ÓÔÁÎÄÁÒÄÓȟ ÁÎÄ ÕÓÅÓɍȟɎȱ ÔÈÅ ÐÕÒÐÏÓÅ ÏÆ ×ÈÉÃÈ ȰÁÐÐÅÁÒÓ ÔÏ ÂÅ ÔÏ 
obscure how truly poor service performance on PeriodicalsȣÈÁÓ ÂÅÅÎȢȱ Id. 
 
PostCom maintains that service performance is worse than the reported High-Quality 
Service performance indicator scores suggest and is obscured by the fact that: (1) the 
performance indicators are highly aggregated; (2) compliance with service standards is 
only measured from the time a mailpiece has an acceptance scan, thus not reflecting any 
delays in unloading; and (3) mailpieces are excluded from measurement for various 
reasons, including getting lost in the network. Id. at 3-5Ȣ 0ÏÓÔ#ÏÍ ÁÌÓÏ ÁÓÓÅÒÔÓ ÔÈÁÔ ȰɍÌɎÁÔÅ 
in FY 2020, the Postal Service implemented structural changes in its field operations that 
×ÉÌÌ ÆÕÒÔÈÅÒ ÒÅÄÕÃÅ ÔÈÅ ÁÍÏÕÎÔ ÁÎÄ ÓÐÅÃÉÆÉÃÉÔÙ ÏÆ ÓÅÒÖÉÃÅ ÒÅÐÏÒÔÉÎÇ ÉÎÆÏÒÍÁÔÉÏÎȢȱ Id. at 5. 
PostCom states that given the greater availability of performance data now compared to 
×ÈÅÎ ÔÈÅ 0!%! ×ÁÓ ÅÎÁÃÔÅÄȟ ȰÔÈÅ #ÏÍÍÉÓÓÉÏÎȭÓ ÃÏÎÔÉnued reliance on quarterly data that 
is highly aggregated and edited by the Postal Service is a disservice to the mailers.ȱ Id. at 5, 
φȢ &ÕÒÔÈÅÒÍÏÒÅȟ 0ÏÓÔ#ÏÍ ÓÔÁÔÅÓ ÔÈÁÔ ȰɍÔɎÈÅ ÃÕÒÒÅÎÔ ÃÌÁÓÓÉÆÉÃÁÔÉÏÎ ÓÃÈÅÄÕÌÅ, largely 
unchanged in [50] years, does not provide a usable frameworkȣȱ ÆÏÒ ÅÖÁÌÕÁÔÉÎÇ ÓÅÒÖÉÃÅ 
performance, because mail classes and products contain disparate types of mailers who 
ÕÓÅ ÔÈÅ ÍÁÉÌ ÄÉÆÆÅÒÅÎÔÌÙ ÁÎÄ ÈÁÖÅ ÄÉÆÆÅÒÅÎÔ ÎÅÅÄÓ ÁÎÄ ÅØÐÅÃÔÁÔÉÏÎÓȠ ÔÈÕÓ ȰɍÒɎÅÐÏÒÔÉÎÇ ÁÔ Á 
class level obscures differences in performance and hinders a meaningful evaluation of 
ÓÅÒÖÉÃÅ ÒÅÓÕÌÔÓȢȱ Id. at 5-φȢ &ÏÒ ÔÈÅÓÅ ÒÅÁÓÏÎÓȟ 0ÏÓÔ#ÏÍ ÅØÐÒÅÓÓÅÓ ÔÈÅ ÏÐÉÎÉÏÎ ÔÈÁÔ ȰÔÈÅ !#2 
ÐÒÏÃÅÓÓ ÈÁÓ ÎÏÔ ÂÅÅÎ ÅÆÆÅÃÔÉÖÅ ÉÎ ÄÒÉÖÉÎÇ ÉÍÐÒÏÖÅÄ ÓÅÒÖÉÃÅ ÐÅÒÆÏÒÍÁÎÃÅɍȟɎȱ ÁÎÄ ȰɍÁɎ ÎÅ× 
approach is needed.ȱ Id. ÁÔ τȢ 0ÏÓÔ#ÏÍ ÁÓÓÅÒÔÓ ÔÈÁÔ ȰɍÔɎÏ ÈÅÌÐ ÉÎÃÒÅÁÓÅ ÔÈÅ ÐÒÏÐÏÒÔÉÏÎ ÏÆ 
mail that is measured, the Postal Service should make available piece-level data for pieces 
ÔÈÁÔ ÁÒÅ ÅØÃÌÕÄÅÄ ÆÒÏÍ ÍÅÁÓÕÒÅÍÅÎÔȢȱ Id. 
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PostCom notes that none of the High-Quality Service performance indicator on-time 
targets for FY 2022 are set at or above 95 percent, despite 95 percent on-time delivery 
being the stated long-ÔÅÒÍ ÇÏÁÌ ÏÆ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ρπ-Year Strategic Plan. Id. at 6. 
0ÏÓÔ#ÏÍ ÁÓÓÅÒÔÓ ÔÈÁÔ ȰɍÔɎÈÅ #ÏÍÍÉÓÓÉÏÎ ÍÕÓÔ ÄÅÍonstrate some willingness to hold the 
0ÏÓÔÁÌ 3ÅÒÖÉÃÅ ÁÃÃÏÕÎÔÁÂÌÅ ÆÏÒ ÐÒÏÖÉÄÉÎÇ ÔÈÅ ÌÅÖÅÌ ÏÆ ÓÅÒÖÉÃÅ ÔÈÁÔ ÃÕÓÔÏÍÅÒÓ ÐÁÙ ÆÏÒȢȱ Id. 
While PostCom states that it finds the FY 2022 targets more realistic than targets in 
previous years, PostCom nevertheless asserts that the FY ςπςς ÔÁÒÇÅÔÓ ȰÓÔÉÌÌ ÒÅÆÌÅÃÔ ÁÎ 
apparent effort to craft a pleasing narrative rather than achieve improved performÁÎÃÅȢȱ 
Id. at 6-7. 
 
PostCom notes that FY 2022 performance indicator scores will be based on reduced 
service standards for First-Class Mail and Periodicals due to the service standard revisions 
implemented at the beginning of FY 2022, and it states that, as a result, comparisons with 
ÐÒÉÏÒ ÙÅÁÒÓ Ȱ×ÉÌÌ ÐÒÅÓÅÎÔ Á ÄÉÓÔÏÒÔÅÄ ÐÉÃÔÕÒÅ ÏÆ ÓÅÒÖÉÃÅ ÐÅÒÆÏÒÍÁÎÃÅ ÃÈÁÎÇÅÓȢȱ Id. at 2. 
0ÏÓÔ#ÏÍ ÁÓÓÅÒÔÓ ÔÈÁÔ Ȱɍ×ɎÈÉÌÅ ÔÈÅ #ÏÍÍÉÓÓÉÏÎ ÍÉÇÈÔ ÌÁÃË ÔÈÅ ÁÕÔÈÏÒÉÔÙ ÎÅÃÅÓÓÁÒÙ ÔÏ 
prohibit degradation of service standards, the Commission must require that the Postal 
Service report on service performance for [M]arket [D]ominant products relative to the 
standards in place [prior to FY ςπςςɎȢȱ Id. 
 
In its reply comments, the Postal Service argues that in evaluating High-Quality Service 
results for FY 2021 two overarching considerations must be taken into account: (1) 
service performance in FY 2021 was undeniably impacted by the effects of the COVID-19 
pandemic, and service performance improved over the course of the fiscal year as the 
Postal Service worked to overcome those negative effects; and (2) during FY 2021 the 
Postal Service published its 10-9ÅÁÒ 3ÔÒÁÔÅÇÉÃ 0ÌÁÎȟ ×ÈÉÃÈ ȰÓÅÔÓ ÆÏÒÔÈ Á ÃÏÍÐÒÅÈÅÎÓÉÖÅ ÁÎÄ 
ÂÁÌÁÎÃÅÄ ÓÅÔ ÏÆ ÉÎÉÔÉÁÔÉÖÅÓ ÔÏ ÁÄÄÒÅÓÓ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÌÏÎÇ-standing financial, service, 
ÁÎÄ ÏÐÅÒÁÔÉÏÎÁÌ ÃÈÁÌÌÅÎÇÅÓȢȱ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅ 2ÅÐÌÙ #ÏÍÍÅÎÔÓ ÁÔ ρ-2. 
 
7ÉÔÈ ÒÅÓÐÅÃÔ ÔÏ 0ÏÓÔ#ÏÍȭÓ ÃÒÉÔÉÃÉÓÍÓ ÏÆ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÃÏÍÐÏÓÉÔÅ ÐÅÒÆÏÒÍÁÎÃÅ 
indicators, the Postal Service disputes that the purpose of the composites is to obscure 
results. Id. at 4. The Postal Service maintains that composites constitute only an additional 
metric on top of the disaggregated service performance reporting that the Postal Service 
provides pursuant to 39 C.F.R. part 3055. Id. at 4-υȢ 7ÉÔÈ ÒÅÓÐÅÃÔ ÔÏ 0ÏÓÔ#ÏÍȭÓ comments 
concerning the desirability of more granular levels of service performance reporting, the 
Postal Service responds that there are sound reasons for the class groupings that currently 
ÅØÉÓÔȟ ÉÎÃÌÕÄÉÎÇ ÔÈÅ ȰÎÅÅÄɍ ] to ensure thatȣmeasurement and reporting remain 
statistically accurate, reliable, and representativeȣȢȱ Id. ÁÔ υȢ 7ÉÔÈ ÒÅÓÐÅÃÔ ÔÏ 0ÏÓÔ#ÏÍȭÓ 
comment that quarterly service performance data are filed weeks after the end of each 
quarter and are highly edited, the Postal Service responds that PostCom offers no reason 
to question the veracity or completeness of the quarterly data. Id. at 7. The Postal Service 
maintains that it provides all of the data required by the Commission; the timing of the 
quarterly data reporting is consistent with the CoÍÍÉÓÓÉÏÎȭÓ ÒÕÌÅÓȟ ×ÈÉÃÈ ÐÒÏÖÉÄÅ ÆÏÒ Á τπ-
day period following the end of the quarter; and that the 40-day period is necessary to 



Analysis of FY 2021 Performance Report Evaluation of Performance Goals 
and FY 2022 Performance Plan 
 
 
 

- 31 - 

provide the Postal Service with sufficient time to gather the relevant data and ensure that 
they are final and accurate. Id. 
 
The Postal Service disputes the assertion that service performance measurement does not 
account for delays in unloading, asserting that business rules do account for such delays. 
Id. at 5-φȢ 7ÉÔÈ ÒÅÓÐÅÃÔ ÔÏ 0ÏÓÔ#ÏÍȭÓ ÃÏÍÍÅÎÔÓ ÃÏÎÃÅÒÎÉÎÇ ÔÈÅ ÅÆÆÅÃÔÓ ÏÆ ÓÔÒÕctural 
changes in field operations on service performance reporting, the Postal Service responds 
that for FY 2021, the Postal Service continued to report results using the legacy 
operational structure. Id. at 3-4. The Postal Service maintains that even if that were not the 
case, changes to its geographic operational structure do not alter the substance of the 
ÐÅÒÆÏÒÍÁÎÃÅ ÒÅÐÏÒÔÅÄȟ ÁÎÄ ȰɍÉɎÔ ÍÁËÅÓ ÌÉÔÔÌÅ ÓÅÎÓÅ ÔÏ ÅÖÁÌÕÁÔÅ ÐÅÒÆÏÒÍÁÎÃÅ ÁÎÄ ÄÅÖÅÌÏÐ 
ÉÍÐÒÏÖÅÍÅÎÔÓ ÕÓÉÎÇ ÄÁÔÁ ÒÅÆÌÅÃÔÉÎÇ ÏÕÔÄÁÔÅÄ ÏÐÅÒÁÔÉÏÎÓȢȱ Id. at 4. The Postal Service 
ÒÅÓÐÏÎÄÓ ÔÏ 0ÏÓÔ#ÏÍȭÓ ÃÏÍÍÅÎÔ ÔÈÁÔ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅ ÓÈÏÕÌÄ ÐÒÏÖÉÄÅ ÐÉÅÃÅ-level data on 
mail not in measurement by stating that it already reports quarterly on the amount of mail 
ÉÎ ÍÅÁÓÕÒÅÍÅÎÔȟ ÁÎÄ ȰÍÁÉÌÅÒÓ ÁÌÒÅÁÄÙ ÈÁÖÅ ÁÃÃÅÓÓ ÔÏ Ðiece-level scan data for mailȣ even 
if not in measurement [ ] ÔÈÒÏÕÇÈ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ )ÎÆÏÒÍÅÄ 6ÉÓÉÂÉÌÉÔÙ-Mail Tracking 
ɍÁÎÄɎ 2ÅÐÏÒÔÉÎÇ ÔÏÏÌȢȱ Id. at 6-7. The Postal Service argues that given the extensive data 
collection and reporting that the Postal Service already performs, additional reporting is 
unnecessary and would be counterproductive. Id. 
 
7ÉÔÈ ÒÅÓÐÅÃÔ ÔÏ 0ÏÓÔ#ÏÍȭÓ ÃÏÍÍÅÎÔÓ ÃÏÎÃÅÒÎÉÎÇ &9 2022 performance indicator targets, 
the Postal Service responds that, pursuant to its 10-Year Strategic Plan, it intends to 
transition to 95 percent on-time targets over several years as it implements the necessary 
infrastructure and network changes. Id. at 3. 
 
Finally, the Postal Service argues that any requests for the Commission to require the 
Postal Service to take specific actions are beyond the scope of 39 U.S.C. § 3653(d). Id. at 12. 
 
In Section A.3., infra, the Commission addresses issues raised by commenters that are 
relevant to the Commission carrying out its duty under 39 U.S.C. § 3653(d). The 
Commission finds that many of the issues raised by PostCom in its comments fall outside 
ÔÈÅ ÓÃÏÐÅ ÏÆ ÔÈÅ #ÏÍÍÉÓÓÉÏÎȭÓ ÒÅÖÉÅ× ÏÆ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ &9 2021 Annual Report. 
Section 2803 requires the Postal Service to prepare annual performance plans for each 
upcoming fiscal year that, inter aliaȟ ȰÅÓÔÁÂÌÉÓÈ ÐÅÒÆÏÒÍÁÎÃÅ ÇÏÁÌÓȣȢȱ ÁÎÄ ȰÅÓÔÁÂÌÉÓÈ 
performance indicatorsȣȢȱ σω 5Ȣ3Ȣ#Ȣ ɘ 2803(a)(1), (4). Section 2804 requires the Postal 
Service to prepare annual performance reports reviewing performance for prior fiscal 
years. 39 U.S.C. § 2804(a)-(b). These reports must, inter aliaȟ ȰÓÅÔ ÆÏÒÔÈ ÔÈÅ ÐÅÒÆÏÒÍÁÎÃÅ 
indicators established in theȣperformance plan, along with the actualȣperformance 
achieved compared with the performance goals expressed in the planȣȢȱ σω 5Ȣ3Ȣ#Ȣ 
§ ςψπτɉÂɊɉρɊȢ 4ÈÅ ÒÅÐÏÒÔÓ ÍÕÓÔ ȰÉÎÃÌÕÄÅ ÁÃÔÕÁÌ ÒÅÓÕÌÔÓ ÆÏÒ ÔÈÅ ÔÈÒÅÅ ÐÒÅÃÅÄÉÎÇ ÆÉÓÃÁÌ 
ÙÅÁÒÓȢȱ σω 5Ȣ3Ȣ#Ȣ ɘ ςψπτɉÃɊȢ 4ÈÅ ÒÅÐÏÒÔÓ ÍÕÓÔ ȰÅØÐÌÁÉÎ ÁÎÄ ÄÅÓÃÒÉÂÅȟ ×Èere a performance 
goal has not been metȣ×ÈÙ ÔÈÅ ÇÏÁÌ ×ÁÓ ÎÏÔ ÍÅÔɍȟɎȱ ÁÎÄ ÔÈÅÙ ÍÕÓÔ ÐÒÏÖÉÄÅ ȰÐÌÁÎÓ ÁÎÄ 
ÓÃÈÅÄÕÌÅÓ ÆÏÒ ÁÃÈÉÅÖÉÎÇ ÔÈÅ ÅÓÔÁÂÌÉÓÈÅÄ ÐÅÒÆÏÒÍÁÎÃÅ ÇÏÁÌɍȢɎȱ σω 5Ȣ3Ȣ#Ȣ ɘ 2804(d)(3)(A) -
ɉ"ɊȢ %ÁÃÈ ÙÅÁÒ ÔÈÅ #ÏÍÍÉÓÓÉÏÎ ÉÓ ÒÅÑÕÉÒÅÄ ÔÏ ȰÅÖÁÌÕÁÔÅȣwhether the Postal Service has 



Analysis of FY 2021 Performance Report Evaluation of Performance Goals 
and FY 2022 Performance Plan 
 
 
 

- 32 - 

met the goals established under sections 2803 and 2804, and may provide 
recommendations to the Postal Service related to the protection or promotion of public 
ÐÏÌÉÃÙ ÏÂÊÅÃÔÉÖÅÓ ÓÅÔ ÏÕÔ ÉÎ ɍ4ÉÔÌÅ σωɎȢȱ σω 5Ȣ3Ȣ#Ȣ ɘ 3653(d). 
 
For purposes of sections 2803 and 2804, then, the PAEA directs the Postal Service to 
establish performance goals and performance indicators (and, by extension, performance 
indicator targets) as part of its annual plan, and to review its performance in achieving its 
performance goals as part of its annual report. The PAEA directs the Commission to 
evaluate whether the Postal Service met the performance goals that the Postal Service 
established in its performance plan and make recommendations to the Postal Service 
related to the protection or promotion of public policy objectives. This is a different 
posture than the one the Commission occupies under 39 U.S.C. § 3653(b)-(c), where the 
Commission is directed as part of its ACD ÔÏ ȰÄÅÔÅÒÍÉÎɍÅɎȣwhether any service standards 
in effectȣ×ÅÒÅ ÎÏÔ ÍÅÔɍȟɎȱ ÁÎÄ ×ÈÅÒÅ ÔÈÅ #ÏÍÍÉÓÓÉÏÎ ÉÓ ÅÍÐÏ×ÅÒÅÄ ÔÏ ÔÁËÅ ÒÅÍÅÄÉÁÌ 
action in the case of a finding of noncompliance. 
 
Pursuant to 39 U.S.C. § 3652(a)(2)(B), (d), and (e), the Commission has promulgated 
service performance reporting requirements at 39 C.F.R. part 3055.46 -ÁÎÙ ÏÆ 0ÏÓÔ#ÏÍȭÓ 
commentsɂparticularly those concerning the granularity and frequency of required 
service performance reporting and the reporting of mailpieces excluded from service 
performance measurementɂappear to seek changes to these reporting requirements. The 
instant proceeding is not the proper venue for such a request, as its scope is limited to 
evaluating whether the Postal Service met the performance goals established in the Postal 
3ÅÒÖÉÃÅȭÓ ÁÎÎÕÁÌ ÐÌÁÎ ÆÏÒ &9 2021. The Commission is currently considering revisions to 
update these reporting requirements in a rulemaking docket.47 In addition, any interested 
ÐÁÒÔÙȟ ÉÎÃÌÕÄÉÎÇ 0ÏÓÔ#ÏÍȟ ÍÁÙ ÆÉÌÅ Á ÐÅÔÉÔÉÏÎ ÔÏ ȰÉÎÉÔÉÁÔÅ ÐÒÏÃÅÅÄÉÎÇÓȣto improve the 
quality, accuracy, or completeness of Postal Service data required by the 
Commissionȣwhenever it shall appear thatȣthe quality of service data has become 
significantly inaccurate or can be significantly improvedȣȢȱ See 39 U.S.C. § 3652(e)(2)(B); 
39 C.F.R. § 3050.11. The Commission invites any interested party, including PostCom, to 
submit such a petition if they believe that changes to periodic reporting requirements are 
warranted. Likewise, the proper venue for proposing changes to the current service 
performance measurement systems and/or methodologies, including issues pertaining to 
how time is calculated for purposes of service performance measurement, would be a 
rulemaking proceeding. Any interested party, including PostCom, may file such a petition. 
39 U.S.C. § 3652(e)(2)(B); 39 C.F.R. § 3050.11. The proper venue for comments pertaining 
to the effectiveness of the ACR process is in response to the ACR itself.48 

 
46 See Docket No. RM2009-11, Order Establishing Final Rules Concerning Periodic Reporting of Service Performance Measurements and 
Customer Satisfaction, May 25, 2010 (Order No. 465). 

47 See Docket No. RM2022-7, Advance Notice of Proposed Rulemaking to Revise Periodic Reporting of Service Performance, April 26, 2022 
(Order No. 6160). 

48 See, e.g., Docket No. ACR2021, Notice of Postal {ŜǊǾƛŎŜΩǎ CƛƭƛƴƎ ƻŦ !ƴƴǳŀƭ /ƻƳǇƭƛŀƴŎŜ wŜǇƻǊǘ ŀƴŘ wŜǉǳŜǎǘ ŦƻǊ tǳōƭƛŎ /ƻƳƳŜƴǘǎΣ WŀƴǳŀǊȅ оΣ 
2022 (Order No. 6079). 
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0ÏÓÔ#ÏÍ ÁÓÓÅÒÔÓ ÔÈÁÔ ȰÔÈÅ ÁÍÏÕÎÔ ÏÆ ÓÐÅÃÉÆÉÃÉÔÙȱ ÏÆ ÓÅÒÖÉÃÅ ÐÅÒÆÏÒÍÁÎÃÅ ÒÅÐÏÒÔÉÎÇ ×ÉÌÌ ÂÅ 
ȰÆÕÒÔÈÅÒ ÒÅÄÕÃÅ[d]ȱ ÂÙ ÓÔÒÕÃÔÕÒÁÌ ÃÈÁÎÇÅÓ ÉÎ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÏÐÅÒÁÔÉÏÎÓ ÉÍÐÌÅÍÅÎÔÅÄ 
in FY 2020. PostCom Comments at 5. The changes PostCom refers to involve the 
ÒÅÓÔÒÕÃÔÕÒÉÎÇ ÏÆ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÆÉÅÌÄ ÏÐÅÒÁÔÉÏÎÓ ÁÎÄ ÈÅÁÄÑÕÁÒÔÅÒÓ ÉÎÔÏ ÔÈÒÅÅ ÃÏÒÅ 
business units: (1) Retail and Delivery Operations; (2) Logistics and Processing 
Operations; and (3) Commerce and Business Solutions. See FY 2020 ACD at 140-41. As the 
Commission has explained, 39 C.F.R. part 3055 subpart B requires the Postal Service to 
provide service performance data at the legacy Postal Administrative Area (Area) and 
District levels; if the Postal Service wishes to have those regulations revised to reflect its 
new organizational structure, then it must file a petition requesting either to change the 
rule(s) and/or for reporting exception(s).49 The Postal Service has indicated that it 
understands this, and that it will submit a petition at a future time.50 If and when the 
Postal Service does file such a petition, PostCom, along with the rest of the public, will 
ÈÁÖÅ ÔÈÅ ÏÐÐÏÒÔÕÎÉÔÙ ÔÏ ÃÏÍÍÅÎÔ ÏÎ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÐÒÏÐÏÓÅÄ ÒÅÖÉÓÉÏÎÓ ÔÏ ÔÈÅ 
reporting requirements. Until such time, service performance reporting should be 
ÕÎÁÆÆÅÃÔÅÄ ÂÙ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÓÔÒÕÃÔÕÒÁÌ ÃÈÁÎÇÅÓȢ 
 
In order to promote greater transparency and accountability with respect to the Postal 
3ÅÒÖÉÃÅȭÓ ÓÅÒÖÉÃÅ ÐÅÒÆÏÒÍÁÎÃÅȟ ÔÈÅ #ÏÍÍÉÓÓÉÏÎ ÈÁÓ ÂÅÅÎ ÉÎ ÔÈÅ ÐÒÏÃÅÓÓ ÏÆ developing an 
online dashboard with visual data and interactive tools to allow the public to view 
national-ÌÅÖÅÌ ÓÅÒÖÉÃÅ ÐÅÒÆÏÒÍÁÎÃÅ ÒÅÓÕÌÔÓ ÆÏÒ ÍÁÎÙ ÏÆ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ -ÁÒËÅÔ 
Dominant mail products (and product levels).51 The United States Postal Service Office of 
Inspector General (OIG) also has an online dashboard with national-, division-, and 
district -level service performance results.52 Moreover, the Postal Service Reform Act of 
2022 (PSRA), which was enacted on April 6, 2022, requires the 0ÏÓÔÁÌ 3ÅÒÖÉÃÅ ÔÏ ȰÄÅÖÅÌÏÐ 
and maintain a publicly available Website with an interactive web-tool that provides 
performance information for market-dominant products that is updated on a weekly 
ÂÁÓÉÓȢȱ53 This dashboard is required to include, among other thÉÎÇÓȟ ȰÐÅÒÆÏÒÍÁÎÃÅ 
ÉÎÆÏÒÍÁÔÉÏÎ ÆÏÒ ÄÉÆÆÅÒÅÎÔ ÇÅÏÇÒÁÐÈÉÃ ÁÒÅÁÓɍȟɎȱ ȰÐÅÒÆÏÒÍÁÎÃÅ ÉÎÆÏÒÍÁÔÉÏÎ ÆÏÒ ÄÉÆÆÅÒÅÎÔ ÔÉÍÅ 
ÐÅÒÉÏÄÓȟ ÉÎÃÌÕÄÉÎÇ ÁÎÎÕÁÌȟ ÑÕÁÒÔÅÒÌÙȟ ÍÏÎÔÈÌÙȟ ÁÎÄ ×ÅÅËÌÙ ÓÅÇÍÅÎÔÓɍȟɎȱ ÁÎÄ ȰÃÏÍÐÁÒÉÓÏÎÓ 
of service performance information for market-dominant products to performance 
ÉÎÆÏÒÍÁÔÉÏÎ ÆÏÒ ÐÒÅÖÉÏÕÓ ÔÉÍÅ ÐÅÒÉÏÄÓ ÔÏ ÆÁÃÉÌÉÔÁÔÅ ÉÄÅÎÔÉÆÉÃÁÔÉÏÎ ÏÆ ÐÅÒÆÏÒÍÁÎÃÅ ÔÒÅÎÄÓɍȢɎȱ 
Id., § 3692(c)(2)(B) -(D). 
 

 
49 See Order Granting Extension of Time and Providing Additional Instruction Regarding Future Reports, March 8, 2021 (Order No. 5844). 

50 See Responses of the United States Postal Service to Questions 1-нф ƻŦ /ƘŀƛǊƳŀƴΩǎ LƴŦƻǊƳŀǘƛƻƴ wŜǉǳŜǎǘ bƻΦ м, January 18, 2022, question 26 
(Response to CHIR No. 1). 

51 See Docket No. PI2022-2, Notice and Order Providing an Opportunity to Comment on the Service Performance Dashboard, February 10, 
2022 (Order No. 6104). ¢ƘŜ ōŜǘŀ ǾŜǊǎƛƻƴ ƻŦ ǘƘŜ /ƻƳƳƛǎǎƛƻƴΩǎ ƻƴƭƛƴŜ ŘŀǎƘōƻŀǊŘ Ŏŀƴ ōŜ ŀŎŎŜǎǎŜŘ ŀǘ https://www.prc.gov/dash-deploy. 

52 The OIG dashboard can be accessed at https://www.uspsoig.gov/service-performance. 

53 See Postal Service Reform Act of 2022 § 3692(c)(1), Pub. L. 117-108, 136 Stat. 1127, 1145 (April 6, 2022). 
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Under the PSRA, the Postal Service is required each fiscal year, within 60 days of the 
beginning of the fiscal year, to provide the Commission with service performance targets 
for the upcoming fiscal year. Id., § 3692(a)(1)Ȣ 7ÉÔÈÉÎ ωπ ÄÁÙÓ ÏÆ ÔÈÅ #ÏÍÍÉÓÓÉÏÎȭÓ ÆÉÒÓÔ 
receipt of service performance targets under § 3692(a)(1), the Commission is required to 
provide the PostÁÌ 3ÅÒÖÉÃÅ ×ÉÔÈ ÒÅÑÕÉÒÅÍÅÎÔÓ ÆÏÒ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÓÅÒÖÉÃÅ ÐÅÒÆÏÒÍÁÎÃÅ 
ÄÁÓÈÂÏÁÒÄ ×ÉÔÈ ÒÅÓÐÅÃÔ ÔÏ ÔÈÅ ÄÁÓÈÂÏÁÒÄȭÓ ÏÒÇÁÎÉÚÁÔÉÏÎÁÌ ÓÔÒÕÃÔÕÒÅȟ ÇÅÏÇÒÁÐÈÉÃ ÃÏÖÅÒÁÇÅȟ 
granularity, and temporal coverage, as well as recommendations for any corresponding 
modificaÔÉÏÎÓ ÔÏ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ service performance measurement systems that the 
Commission finds to be necessary. Id., § 3692(b). The Postal Service is required to release 
the dashboard within 60 days after receiving requirements and recommendations from 
the Commission. Id., § 3692(c)(8). The Commission has initiated a docket to consider, inter 
alia, what ÓÐÅÃÉÆÉÃ ÄÁÔÁ ÓÈÏÕÌÄ ÂÅ ÒÅÑÕÉÒÅÄ ÆÏÒ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ service performance 
dashboard, and ×ÈÁÔȟ ÉÆ ÁÎÙȟ ÍÏÄÉÆÉÃÁÔÉÏÎÓ ÔÏ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÍÅÁÓÕÒÅÍÅÎÔ ÓÙÓÔÅÍÓ 
should be recommended. See Order No. 6160. 

3. Commission Analysis 
In FY 2021, the Postal Service achieved only one of its targets for the public performance 
indicators related to Market Dominant products that measure progress toward the High-
Quality Service performance goal. FY 2021 Annual Report at 34. It also missed its target for 
the sole non-public performance indicator related to Competitive products.54 
 
The Commission finds that the High-Quality Service performance goal was partially met in 
FY 2021, with the Postal Service meeting only a single performance indicator. 
 
Below, the Commission provides observations and recommendations related to the Postal 
3ÅÒÖÉÃÅȭÓ explanations for its failure to meet the High-Quality Service performance goal in 
FY 2021ɂnotably, the continuing COVID-19 pandemic and related network disruptions. 
The Commission also provides discussion and recommendations concerning the Postal 
3ÅÒÖÉÃÅȭÓ ÐÌÁÎÓ ÔÏ ÍÅÅÔ ÔÈÅ (ÉÇÈ-Quality Service performance goal in FY 2022. 

a. Observations on Results and Targets 

As an initial matter, the Commission notes that the Postal Service reduced targets in 
FY 2021 for all of the High-Quality Service performance indicators. Prior to FY 2021, on-
time targets were historically set in the mid-90s for all performance indicators. In 
FY 2021, they were reduced by anywhere from 2.81 to 26.61 percentage points, as shown 
in Table III-1. 
  

 
54 Compare Docket No. ACR2020, Library Reference USPS-FY20-btолΣ ŦƛƭŜ άbhbt¦.[L/ tǊŜŦŀŎŜ ¦{t{-FY20-btолΦǇŘŦΣέ ŀǘ п, and Docket No. 
ACR2020, Library Reference USPS-FY20-btолΣ ŦƛƭŜ άbhbt¦.[L/ tǊŜŦŀŎŜ ¦{t{-FY20-btолΦwŜǾΦрΦмпΦнлнмΣέ ŀǘ пΣ with Library Reference USPS-
FY21-NP30, Preface at 8. The Commission notes that the Postal Service would have met its FY 2021 targets under the legacy non-public 
performance indicators for Competitive products that the Postal Service relied on prior to FY 2021. See Library Reference USPS-FY21-NP30, file 
άNONPUBLIC Preface USPS-FY21-NP30.pdfΣέ ŀǘ т-8. 
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Table III-1 

Public High-Quality Service Performance Indicators 
Comparison of Targets 

 

High-Quality Service 
Performance Indicators 

FY 
2022 

FY 
2021 

FY 2014 
through 
FY 2020 

Single-Piece 
First-Class Mail 

2-Day 90.25 87.81 96.50 

3-5-Day 90.00 68.64 95.25 

Presorted 
First-Class Mail 

Overnight 94.75 93.99 96.80 

2-Day 93.00 89.20 96.50 

3-5-Day 90.50 84.11 95.25 

First-Class Mail Letter and Flat 
Compositea 

91.00 84.88 96.00 

USPS Marketing Mail and 
Periodicals Compositea 

91.50 86.62 91.80b 

Market Dominant Composite 91.25 85.86 N/Ac 

a The Postal Service did not begin using First-Class Mail Letter and Flat Composite and USPS Marketing Mail and 
Periodicals Composite until FY 2017. Docket No. ACR2017, Library Reference USPS-FY17-17, December 29, 
нлмтΣ ŦƛƭŜ ά¦{t{-C¸мтΦмтΦ!ƴƴǳŀƭ wŜǇƻǊǘΦǇŘŦΣέ ŀǘ м5 (FY 2017 Annual Report). 
b The FY 2017 USPS Marketing Mail and Periodicals Composite target was 91.00. Id. at 14. 
c The Postal Service did not begin using the Market Dominant Composite as a performance indicator until 
FY 2021. FY 2020 Annual Report at 34. 
Source: FY 2021 Annual Report at 33; FY 2020 Annual Report at 33; Docket No. ACR2019, Library Reference 
USPS-FY19-17, 5ŜŎŜƳōŜǊ нтΣ нлмфΣ ŦƛƭŜ άC¸мфΦ!ƴƴǳŀƭΦwŜǇƻǊǘΦ¦{t{ΦC¸мфΦмтΦǇŘŦΣέ at 20 (FY 2019 Annual Report); 
FY 2018 Annual Report at 17; FY 2017 Annual Report at 14; Docket No. ACR2016, Library Reference USPS-FY16-
17, ŦƛƭŜ άFY16.17 2016 Annual Report.pdfΣέ December 29, 2016, at 15 (FY 2016 Annual Report). 

 
The Postal Service explained the change in targets by stating that, historically, it has been 
ÕÎÁÂÌÅ ÔÏ ÍÅÅÔ ÓÅÒÖÉÃÅ ÔÁÒÇÅÔÓ ÆÏÒ ÍÏÓÔ -ÁÒËÅÔ $ÏÍÉÎÁÎÔ ÐÒÏÄÕÃÔÓȟ ÁÎÄ ȰÒÅÇÕÌÁÔÏÒÓ ÈÁÖÅ 
requested [that] the Postal Service establish realistic targets instead of what were 
ÄÅÔÅÒÍÉÎÅÄ ÔÏ ÂÅ ÁÓÐÉÒÁÔÉÏÎÁÌȢȱ 2ÅÓÐÏÎÓÅ ÔÏ #()2 .ÏȢ ρȟ ÑÕÅÓÔÉÏÎ ςτȢÁȢ !ÃÃÏÒÄÉÎÇ ÔÏ ÔÈÅ 
Postal Service, its FY ςπςρ ÔÁÒÇÅÔÓ ×ÅÒÅ ÂÁÓÅÄ ÏÎ ÈÉÓÔÏÒÉÃÁÌ ÄÁÔÁ ÁÎÄ ȰÁÎ ÏÐÅÒÁÔÉÏÎÁÌ 
performance improvement factor predicated on known network and operational 
ÃÈÁÎÇÅÓȢȱ Id. question 24.b. The Postal Service explained that when the FY 2021 targets 
were established they were expected to be only single-year targets to take into account 
the exceptional circumstances surrounding the COVID-19 pandemic.55 The Postal Service 
ÁÓÓÅÒÔÅÄ ÔÈÁÔ ȰɍÔɎÈÉÓ ×ÁÓ ÄÏÎÅ ×ÉÔÈ ÁÎ ÅØÐÅÃÔÁÔÉÏÎ ÔÁÒÇÅÔÓ ×ÏÕÌÄ ÂÅ ÁÄÊÕÓÔÅÄ ÕÐ×ÁÒÄ ÆÏÒ 
FY 2022 with the continued implementation of the 10-Year Strategic Plan, which will 
ultimately provide an opportunity for the Postal Service to achieve excellence by meeting 
or exceeding 95 percent on-ÔÉÍÅ ÄÅÌÉÖÅÒÙȢȱ Response to CHIR No. 6, question 15.a. 
 

 
55 Responses of the United States Postal Service to Questions 1-мр ƻŦ /ƘŀƛǊƳŀƴΩǎ LƴŦƻǊƳŀǘƛƻƴ wŜǉǳŜǎǘ bƻΦ сΣ CŜōǊǳŀǊȅ мΣ нлннΣ ǉǳŜǎǘƛƻƴ мрΦŀΦ 
(Response to CHIR No. 6). 
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The Postal Service will be changing all of its performance indicator targets once again in 
FY 2022. FY 2021 Annual Report at 35-36. The Postal Service describes the FY 2022 targets 
ÁÓ ȰÁÍÂÉÔÉÏÕÓȱ ÉÎÁÓÍÕÃÈ ÁÓ ÔÈÅÙ ȰÇÒÅÁÔÌÙ ÅØÃÅÅÄɍ ] the FY 2021 actualsȣȢȱ Id. at 36. The 
0ÏÓÔÁÌ 3ÅÒÖÉÃÅ ÃÏÎÔÅÎÄÓ ÔÈÁÔ ÔÈÅ ÎÅ× ÔÁÒÇÅÔÓ ȰÒÅÆÌÅÃÔ ÔÈÅ ÏÒÇÁÎÉÚÁÔÉÏÎÁÌ ÓÔÒÁÔÅÇÉÃ ÖÉÓÉÏÎ 
from the [10-Year Strategic Plan] and will position the Postal Service to achieve 95 percent 
on-time service performanceȣÏÎÃÅ ÔÈÅ ÐÌÁÎ ÉÓ ÆÕÌÌÙ ÉÍÐÌÅÍÅÎÔÅÄȢȱ Id. 
 
It is true, as the Postal Service asserts, that the Commission has in the past recommended 
ÔÈÁÔ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅ ȰÓÔÒÉÖÅ ÔÏ ÄÅÖÅÌÏÐ ÔÁÒÇÅÔÓ ÔÈÁÔ Âalance the need to inspire 
ÃÏÎÔÉÎÕÏÕÓ ÉÍÐÒÏÖÅÍÅÎÔ ×ÉÔÈ ÔÈÅ ÉÍÐÏÒÔÁÎÃÅ ÏÆ ÂÅÉÎÇ ÒÅÁÌÉÓÔÉÃ ÁÎÄ ÁÃÈÉÅÖÁÂÌÅɍȟɎȱ ÁÎÄ 
×ÈÉÃÈ ȰÔÁËÅ ÉÎÔÏ ÁÃÃÏÕÎÔ ÏÐÅÒÁÔÉÏÎÁÌ ÒÅÁÌÉÔÉÅÓȣȢȱ See, e.g., FY 2019 Analysis at 30. This 
finding has typically been made in the context of arguments by the Postal Service that it 
was unable to achieve performance indicator targets due to network disruptions caused 
ÂÙ ÎÁÔÕÒÁÌ ÄÉÓÁÓÔÅÒÓ ÁÎÄȾÏÒ ÉÎÄÕÓÔÒÉÁÌ ÁÃÃÉÄÅÎÔÓȟ ×ÉÔÈ ÔÈÅ #ÏÍÍÉÓÓÉÏÎ ÅÍÐÈÁÓÉÚÉÎÇ ÔÈÁÔ ȰÉÔ 
is important that targets not be set so high that they leave the Postal Service with little 
ÍÁÒÇÉÎ ÆÏÒ ÅÒÒÏÒȢȱ See id. at 28-29. Striking the correct balance between aspiration and 
realism in setting targets is a highly fact- and context-specific undertaking based on 
existing operational realities. 
 
However, while it is important that targets not be so aspirational as to be unachievable, it 
is equally important that they serve to inspire improvement, and that they are not set so 
low as to be unreasonable for purposes of evaluating whether the High-Quality Service 
performance goal was achieved. For a typical fiscal year, a target of 68.64, as the Postal 
Service set for the Single-Piece First-Class Mail 3-5-Day performance indicator, 
approaches the lower bound of what is reasonable. FY 2021 Annual Report at 34. 
.ÅÖÅÒÔÈÅÌÅÓÓȟ ÔÈÅ #ÏÍÍÉÓÓÉÏÎ ÁÃÃÅÐÔÓ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÅØÐÌÁÎÁÔÉÏÎ ÔÈÁÔ &9 2021 was a 
ÈÉÇÈÌÙ ÁÂÅÒÒÁÎÔ ÙÅÁÒ ÉÎ ×ÈÉÃÈ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÏÐÅÒÁÔÉÏÎÓ ×ÅÒÅ ÓÉÇÎÉÆÉÃÁÎÔÌÙ ÉÍÐÁÃÔÅÄ 
by the COVID-19 pandemic and other exceptional circumstances. The Commission is 
satisfied that the targets for FY 2022 have been increased and have been set closer to their 
historic levels. 
 
Due to the implementation of the internal SPM system in FY 2019, the FY 2019 results for 
the public performance indicators were not comparable to prior years, which limited the 
#ÏÍÍÉÓÓÉÏÎȭÓ ÁÂÉÌÉÔÙ ÔÏ ÁÎÁÌÙÚÅ ÃÈÁÎÇÅÓ ÉÎ (ÉÇÈ-Quality Service in FY 2019 and FY 2020. 
FY 2020 Analysis at 41. FY 2021 was the third year that High-Quality Service performance 
indicator results were measured using internal SPM, so comparable High-Quality Service 
performance indicator results now exist for 3 yearsɂFY 2019, FY 2020, and FY 2021. 
 
Table III-2 compares FY 2021 performance indicator results with FY 2021 targets and 
shows the percentage point performance gap between the target and the result. It also 
displays the results from FY 2020 and FY 2019. 
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Table III-2 
Public High-Quality Service Performance Indicators 

Comparison of FY 2021 Targets and Results and FY 2019-FY 2020 Results (%) 
 

High-Quality Service  
Performance Indicator 

FY 2021 FY 2020 FY 2019  

Target Result 
Percentage Point 
Performance Gap 

Result Result 

Single-Piece 
First-Class Mail 

2-Day 87.81 86.44 -1.37 91.47 92.05 

3-5-Day 68.64 63.20 -5.44 78.83 80.88 

Presorted 
First-Class Mail 

Overnight 93.99 93.38 -0.61 94.72 95.46 

2-Day 89.20 88.29 -0.91 92.77 94.10 

3-5-Day 84.11 80.87 -3.24 89.89 91.95 

First-Class Mail Letter and Flat 
Composite 

84.88 82.69 -2.19 89.73 91.36 

USPS Marketing Mail and 
Periodicals Composite 

86.62 87.12 +0.50 88.38 88.73 

Market Dominant Compositea 85.86 85.30 -0.56 89.00 89.86 

      Target Met         Target Not Met  
a The Postal Service did not begin using the Market Dominant Composite as a performance indicator until FY 2021. The Postal Service 
provided FY 2020 and FY 2019 results for comparison purposes only. FY 2021 Annual Report at 33 n.4. 
Source: FY 2021 Annual Report at 33-34. 

 
As Table III-2 shows, only one of the FY 2021 performance indicator targets was met. As 
has often been the case in the past, the shorter service standard categories came closer to 
their targets than the longer service standard categories. Within First-Class Mail, the 
Presorted categories generally outperformed their Single-Piece analogs. For both 
First-Class Mail and USPS Marketing Mail and their respective composite performance 
indicators, High-Quality Service results declined from FY 2019 to FY 2021. Only the USPS 
Marketing Mail and Periodicals Composite performance indicator achieved its target in 
FY 2021. However, as discussed above, the targets for these indicators were lowered 
considerably for FY 2021. In fact, all the performance indicators in FY 2020 would have 
met their targets if FY 2020 targets had been set at FY 2021 levels. Targets have been 
increased for each performance indicator for FY 2022 to move them incrementally closer 
to the 95 percent on-time level, which is ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÓÔÁÔÅÄ ÌÏÎÇ-term goal in its 
10-Year Strategic Plan. See 10-Year Strategic Plan at 27. 
 
In recent years, the Commission has looked to quarterly service performance and/or 
performance indicator results to attempt to trace the impact of the COVID-19 pandemic 
ÁÎÄ ÏÔÈÅÒ ÆÁÃÔÏÒÓ ÏÎ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÏÐÅÒÁÔÉÏÎÓȢ56 Historically, results during the 
second half of a given fiscal year (Quarters 3 and 4) have tended to outperform the first 
half of the fiscal year (Quarters 1 and 2), largely due to seasonal trends. See, e.g., FY 2019 
ACD at 105. However, beginning in FY 2020 that historic pattern was disrupted. 

 
56 See FY 2020 Analysis at 36-37; see also FY 2021 ACD at 145; FY 2020 ACD at 164-65. 
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Tables III-3 to III -5 show results for each High-Quality Service performance indicator 
disaggregated by quarter for FY 2019, FY 2020, and FY 2021. 
 

Table III-3 
Public High-Quality Service Performance Indicators FY 2019 by Quarter (%) 

 

High-Quality Service 
Performance Indicators 

FY 2019 Targets 

FY 2019 Results 

Q1 Q2 Q3 Q4 

Single-Piece 
First-Class Mail 

2-Day 96.50 89.53 91.55 93.90 93.97 

3-5-Day 95.25 72.11 79.67 86.55 87.78 

Presorted 
First-Class Mail 

Overnight 96.80 94.68 94.80 96.30 96.20 

2-Day 96.50 92.79 93.30 95.25 95.27 

3-5-Day 95.25 89.90 90.43 93.61 94.10 

First-Class Mail Letter and Flat Composite 96.00 88.47 90.33 93.38 93.76 

USPS Marketing Mail and Periodicals Composite 91.80 84.57 88.21 90.93 91.79 

Market Dominant Compositea N/A N/A N/A N/A N/A 

a The Postal Service did not begin using the Market Dominant Composite as a performance indicator until FY 2021. No targets or quarterly 

results exist for this performance indicator for FY 2019. 
Source: FY 2019 Annual Report at 20, 21; Docket No. ACR2020, Responses of the United States Postal Service to Questions 1-мт ƻŦ /ƘŀƛǊƳŀƴΩǎ 
Information Request No. 24, March 18, 2021, question 5 (Docket No. ACR2020 Response to CHIR No. 24.) 
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Table III-4 
Public High-Quality Service Performance Indicators FY 2020 by Quarter (%) 

 

High-Quality Service 
Performance Indicators 

FY 2020 Targets 
FY 2020 Results 

Q1 Q2 Q3 Q4 

Single-Piece 
First-Class Mail 

2-Day 96.50 91.88 93. 00 92.38 88.24 

3-5-Day 95.25 78.18 83.31 81.37 72.06 

Presorted 
First-Class Mail 

Overnight 96.80 94.41 95.87 95.70 92.75 

2-Day 96.50 93.50 94.41 93.25 89.64 

3-5-Day 95.25 91.25 92.55 90.67 84.63 

First-Class Mail Letter and Flat Composite 96.00 90.37 92.18 90.82 85.58 

USPS Marketing Mail and Periodicals 
Composite 

91.80 88.90 91.18 88.70 85.34 

Market Dominant Compositea N/A 89.50 91.66 89.73 85.43 

a The Postal Service did not begin using the Market Dominant Composite as a performance indicator until FY 2021. The Postal Service provided 
FY 2020 quarterly results for comparison purposes only. FY 2020 Annual Report at 33 n.5; Docket No. ACR2020, Responses of the United States Postal 
Service to Questions 1-нп ƻŦ /ƘŀƛǊƳŀƴΩǎ LƴŦƻǊƳŀǘƛƻƴ wŜǉǳŜǎǘ bƻΦ ннΣ aŀǊŎƘ фΣ нлнмΣ ǉǳŜǎǘƛƻƴǎ но (Docket No. ACR2020 Response to CHIR No. 22). 
Source: FY 2020 Annual Report at 33, 35; Docket No. ACR2020 Response to CHIR No. 22, question 23. 

 
Table III-5 

Public High-Quality Service Performance Indicators FY 2021 by Quarter (%) 
 

High-Quality Service 
Performance Indicators 

FY 2021 Targets 
FY 2021 Results 

Q1 Q2 Q3 Q4 

Single-Piece 
First-Class Mail 

2-Day 87.81 81.60 85.90 90.80 90.90 

3-5-Day 68.64 54.60 57.90 73.80 75.10 

Presorted 
First-Class Mail 

Overnight 93.99 91.30 92.70 95.20 94.60 

2-Day 89.20 84.70 84.80 92.20 92.30 

3-5-Day 84.11 78.00 73.80 85.90 87.00 

First-Class Mail Letter and Flat Composite 84.88 78.40 78.10 87.60 88.50 

USPS Marketing Mail and Periodicals 
Composite 

86.62 83.90 84.50 90.50 91.90 

Market Dominant Composite 85.86 81.70 81.60 89.30 90.70 

Source: FY 2021 Annual Report at 33, 34; Response to CHIR No. 8, question 3. 

 
In FY 2020, contrary to the normal pattern of seasonal variation, performance indicator 
scores began declining in Quarters 3 and 4, before ultimately reaching a nadir in Quarter 1 
of FY 2021. As the Commission has found previously, the timing of the service 
performance declines in late FY 2020 generally correspond with the onset of the 
COVID-ρω ÐÁÎÄÅÍÉÃ ÁÎÄ ÔÅÎÄ ÔÏ ÃÏÒÒÏÂÏÒÁÔÅ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÁÓÓÅÒÔÉÏÎÓ ÔÈÁÔ ÔÈÅ 
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COVID-ρω ÐÁÎÄÅÍÉÃ ÓÉÇÎÉÆÉÃÁÎÔÌÙ ÁÆÆÅÃÔÅÄ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÏÐÅÒÁÔÉÏÎÓȢ57 Beginning in 
FY 2021 Quarter 2, performance indicator results began to improve, and that pattern 
continued through the end of FY 2021. It remains to be seen, however, whether this 
represents real year-over-year improvement or simply a return to the typical pattern of 
seasonal variation. 
 
In the FY 2020 Analysis, the Commission recommended that the Postal Service discuss how 
combining different Market Dominant products with potentially different service 
performance results affected the FY 2021 result of the Market Dominant Composite 
performance indicator, includinÇ ÂÙ ÉÎÄÉÃÁÔÉÎÇ ×ÈÉÃÈ ÐÒÏÄÕÃÔÓȭ ÐÅÒÆÏÒÍÁÎÃÅ ×ÅÒÅ 
primarily reflected in the results. FY 2020 Analysis at 52-53. The Commission also 
recommended that the Postal Service consider creating composites based strictly on 
ÐÒÏÄÕÃÔ ÓÈÁÐÅ ÏÒ ÃÌÁÓÓȟ ȰÁÓ ÔÈÅÓÅ ÍÁÙ ÒÅÔain the benefits of simplification and focus sought 
ÂÙ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅ ×ÈÉÌÅ ÅÎÓÕÒÉÎÇ ÔÈÁÔ ÉÎÃÏÎÇÒÕÏÕÓ ÐÒÏÄÕÃÔÓ ÁÒÅ ÎÏÔ ÂÅÉÎÇ ÃÏÍÐÁÒÅÄȢȱ 
Id. 
 
In response to an information request, the Postal Service explained that a product that 
represents more volume has a greater impact on the Market Dominant Composite score 
than a product with lower volume. Response to CHIR No. 8, question 10.a. The Postal 
Service stated that the highest-volume category represented in the Market Dominant 
Composite is USPS Marketing Mail. Id. 4ÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅ ÓÔÁÔÅÄ ÔÈÁÔ ÉÔ ȰÈÁÓ ÃÏÎÓÉÄÅÒÅÄ 
creating composites based strictly on product shape but has concluded that because the 
category of shape includes items with varying service standards, a composite score for 
ÔÈÁÔ ÇÒÏÕÐÉÎÇ ×ÏÕÌÄ ÂÅ ÌÅÓÓ ÍÅÁÎÉÎÇÆÕÌȢȱ Id. question 10.c. Therefore, the Postal Service 
ȰÈÁÓ ÄÅÃÉÄÅÄ ÔÏ ÕÓÅ ÍÏÒÅ ÁÇÇÒÅÇÁÔÅÄ ÃÏÍÐÏÓÉÔÅÓȟ ÉÎÃÌÕÄÉÎÇ ÔÈÅ -ÁÒËÅÔÉÎÇ -ÁÉÌ ÁÎÄ 
Periodicals Composite and the Market $ÏÍÉÎÁÎÔ #ÏÍÐÏÓÉÔÅɍȢɎȱ Id. 4ÈÅÓÅ ȰÁÒÅ ÄÅÓÉÒÁÂÌÅ ÉÎ 
lieu of purely class[ ] based composites, as previous experience has shown them to enable 
the Postal Service to concentrate its focus, streamline reporting, and avoid 
overemphasizing some indicators at the ÅØÐÅÎÓÅ ÏÆ ÏÔÈÅÒÓȢȱ Id. 
 
The Commission continues to have concerns about the use of highly-aggregated 
composites as performance indicators that incorporate disparate mail classes, shapes, and 
products. Whatever merits such composites might have in terms oÆ ȰÃÏÎÃÅÎÔÒÁÔÉÎÇ ÆÏÃÕÓȱ 
ÁÎÄ ȰÓÔÒÅÁÍÌÉÎÉÎÇ ÒÅÐÏÒÔÉÎÇȟȱ ÉÔ ÉÓ ÅÑÕÁÌÌÙ ÔÒÕÅȟ ÁÓ ÔÈÅ #ÏÍÍÉÓÓÉÏÎ ÈÁÓ ÏÂÓÅÒÖÅÄ 
previously, that such composites inherently obfuscate results for lower-volume 
components within the composite while simultaneously over-emphasizing the 
performance of components with greater volumes. See, e.g., FY 2020 Analysis at 52. Such 
composites are also subject to being affected by changes in weights arising from changes 
in the mail mix. As a result, such composites do not provide significant insight into the full 
extent to which High-Quality Service is being achieved, which is the relevant inquiry with 

 
57 See FY 2021 ACD at 160; FY 2020 ACD at 165; FY 2020 Analysis at 36-37. It should be noted, however, that the Postal Service acknowledged 
that COVID-19-related operational disruptions were not the sole cause of service declines over this period, which were also attributable, at 
least in part, to Postal Service operational initiatives. See generally FY 2020 ACD at 99-150. 
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respect to the High-1ÕÁÌÉÔÙ 3ÅÒÖÉÃÅ ÐÅÒÆÏÒÍÁÎÃÅ ÇÏÁÌȢ 4ÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅ ÁÒÇÕÅÓ ÔÈÁÔ ȰÔÈÅ 
category of shape includes items with varying service standardsȣɍȟɎȱ ×ÈÉÃÈ ×ÏÕÌÄ ÒÅÎÄÅÒ 
ȰÁ ÃÏÍÐÏÓÉÔÅ ÓÃÏÒÅ ÆÏÒ ÔÈÁÔ ÇÒÏÕÐÉÎÇȣÌÅÓÓ ÍÅÁÎÉÎÇÆÕÌɍȟɎȱ58 but that is equally true, if not 
more so, with respect to the USPS Marketing Mail and Periodicals and Market Dominant 
#ÏÍÐÏÓÉÔÅÓȢ 4ÈÕÓȟ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ Ï×Î ÁÒÇÕÍent weighs in favor of more granular 
composites, not more aggregated ones. 
 
The Commission continues to recommend that the Postal Service consider developing more 
granular composites based on significant class, shape, and product-level differences between 
mailpieces in terms of service standards and how they are processed and delivered. If the 
Postal Service intends to continue using highly-aggregated composites as performance 
indicators, then the Commission recommends that the Postal Service also develop more 
granular performance indicators, such as it currently uses for First-Class Mail, to supplement 
the highly-aggregated composites. Finally, the Commission also continues to recommend 
that the Postal Service include with each Annual Report supporting workpapers containing 
the inputs for, and the calculation of, the High-Quality Service performance indicator results, 
to the extent that they are not included elsewhere in the ACR filing. 
 
The implementation of the service standard changes for First-Class Mail and Periodicals at 
the beginning of FY 2022 and for First-Class Package Services during FY 2022 Quarter 359 
may affect the meaningfulness of comparing High-Quality Service performance indicator 
results for FY 2022 to prior fiscal years. The Commission notes that reports prepared 
pursuant to 39 U.S.C. § ςψπτ ÍÕÓÔ ȰÉÎÃÌÕÄÅ ÁÃÔÕÁÌ ÒÅÓÕÌÔÓ ÆÏÒ ÔÈÅ ÔÈÒÅÅ ÐÒÅÃÅÄÉÎÇ ÆÉÓÃÁÌ 
ÙÅÁÒÓɍȟɎȱ ÁÎÄ ÔÈÅ #ÏÍÍÉÓÓÉÏÎ ÈÁÓ ÐÒÅÖÉÏÕÓÌÙ ÆÏÕÎÄ ÔÈÁÔ ÓÕÃÈ ÁÃÔÕÁÌ ÒÅÓÕÌÔÓ ÍÕÓÔ ÂÅ 
comparable across all three preceding fiscal years. 39 U.S.C. § 2804(c); FY 2015 Analysis 
at 17-18. A lack of comparability with respect to performance indicator results makes 
them less valuable to both the Postal Service and the Commission in terms of diagnosing 
progress in addressing service performance issues. 
 
In the FY 2022 Annual Report, the Postal Service should address whether service standard 
changes implemented in FY 2022 impacted the comparability of performance indicator 
results. If comparability has been affected, the Postal Service should propose a way for the 
Commission to compare FY 2022 High-Quality Service performance indicator results to 
results from prior fiscal years. If the Postal Service asserts that comparability is unaffected, 
the Postal Service should fully explain the rationale and supporting basis for this assertion. 
  

 
58 Response to CHIR No. 8, question 10.c. 

59 See United States Postal Service, U.S. Postal Service Implements New First-Class Package Service Standards and Updates Priority Mail Service 
Standards, April 18, 2022, available at https://about.usps.com/newsroom/national-releases/2022/0418-usps-implements-new-first-class-
package-service-standards.htm (announcing implementation date of May 1, 2022). Additionally, the Postal Service announced that it may 
implement its planned changes to service standards for two additional Competitive products, Retail Ground (RG) and Parcel Select Ground 
(PSG), on or after June 19, 2022. See Docket No. N2022-1, United States Postal SŜǊǾƛŎŜΩǎ wŜǉǳŜǎǘ ŦƻǊ ŀƴ !ŘǾƛǎƻǊȅ hǇƛƴƛƻƴ ƻƴ /ƘŀƴƎŜǎ ƛƴ ǘƘŜ 
Nature of Postal Services, March 21, 2022, at 5. 
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b. Explanations for Missing Targets in FY 2021 

As a general matter, the Commission notes that although the Postal Service discusses four 
reasons for the failure to meet High-Quality Service targets, the Postal Service has 
reported that it is unable to quantify the individual effect of any of these causes on service 
performance results. See, e.g., FY 2021 ACD at 111, 113, 117; Response to CHIR No. 1, 
question 19.b.iii. Furthermore, the Postal Service has reported that it cannot say with any 
specificity what the impact of any given initiative to correct these issues has been. See, e.g., 
FY ςπςρ !#$ ÁÔ ρτψȟ ρφσȟ ρχςȟ ρψσȢ -ÏÒÅÏÖÅÒȟ ÃÏÍÐÁÒÉÓÏÎÓ ÁÃÒÏÓÓ ÆÉÓÃÁÌ ÙÅÁÒÓȭ ÄÁÔÁ ÉÎ ÁÎ 
effort to isolate the effects of individual causes of service performance declines is made 
difficult by the fact that the causes identified by the Postal Service, as well as the Postal 
3ÅÒÖÉÃÅȭÓ ÖÁÒÉÏÕÓ ÉÍÐÒÏÖÅÍÅÎÔ ÉÎÉÔÉÁÔÉÖÅÓȟ ÈÁÖÅ ÁÌÌ ÂÅÅÎ ÏÃÃÕÒÒÉÎÇ ÁÔ ÔÈÅ ÓÁÍÅ ÔÉÍÅȟ ÁÎÄ ÁÓ 
a result there has been a lack of ceteris paribusɂȰÁÌÌ ÏÔÈÅÒ ÔÈÉÎÇÓ ÂÅÉÎÇ ÅÑÕÁÌȱɂ
conditions. 

(1)  Poor Peak Season Performance 

The Postal Service states that the FY ςπςρ ÐÅÁË ÓÅÁÓÏÎ Ȱ×ÁÓ ÓÉÇÎÉÆÉÃÁÎÔÌÙ ÍÏÒÅ ÃÈÁÌÌÅÎÇÉÎÇ 
ÔÈÁÎ ÁÎÔÉÃÉÐÁÔÅÄȢȱ FY 2021 Annual Report at 35. The Postal Service explains that while it 
plans each fiscal year for the level of increased mail and package volume expected during 
peak season, the Postal Service received a record level of package volume between 
November 2020 and January 2021. Id. This increase in demand for package delivery was a 
result of the public, in response to the COVID-19 pandemic, substantially increasing its 
reliance on e-commerce and mail ordering.60 A backlog arose because of package volumes 
ÂÅÉÎÇ ÉÎÄÕÃÔÅÄ ÉÎÔÏ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÎÅÔ×ÏÒË ÆÁÓÔÅÒ ÔÈÁÎ ÔÈÅÙ ÃÏÕÌÄ ÂÅ ÐÒÏÃÅÓÓÅÄȟ ÁÎÄ 
this resulted in gridlock due to a lack of space to stage the backlogged volumes. See 
Response to CHIR No. 1, question 17.a. This lack of space also led to other disruptions, 
such as crowded staging areas and longer wait times for drop shipments. Id. The Postal 
3ÅÒÖÉÃÅ ÒÅÐÏÒÔÓ ÔÈÁÔ ȰɍÍɎÁÎÙ ÆÁÃÉÌÉÔÉÅÓ ×ÅÒÅ ÕÎÁÂÌÅ ÔÏ ÍÁÉÎÔÁÉÎ &ÉÒÓÔ-In-First-Out (FIFO) 
ÏÒÄÅÒȟ ÌÅÁÄÉÎÇ ÔÏ ÉÎÃÒÅÁÓÅÄ ÃÙÃÌÅ ÔÉÍÅ ÁÎÄȟ ÂÙ ÅØÔÅÎÓÉÏÎȟ ÄÉÍÉÎÉÓÈÅÄ ÓÅÒÖÉÃÅ ÐÅÒÆÏÒÍÁÎÃÅȢȱ 
Id. 
 
4ÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅ ÓÔÁÔÅÓ ÔÈÁÔ ȰɍÔɎÈÅ ÕÎÐÒÅÃÅÄÅÎÔÅÄ ÓÕÒÇÅ ÉÎ ÐÁÃËÁÇÅ ÖÏÌÕÍÅ ÁÆÆÅÃÔÅÄ ÔÈÅ 
entire delivery industryȣ[ȟɎȱ ×ÉÔÈ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÌÉÍÉÔÅÄ ÒÅÓÏÕÒÃÅÓ ÂÅÉÎÇ ÆÕÒÔÈÅÒ 
ÓÔÒÁÉÎÅÄ ÄÕÅ ÔÏ ȰÍÁÎÙ other delivery companies instituting volume capacity controls for 
their customers, resulting in a substantial diversion of their package volume to the Postal 
Service and crÅÁÔÉÎÇ ÇÒÉÄÌÏÃË ÁÎÄ ÂÁÃËÌÏÇÓ ÔÈÒÏÕÇÈÏÕÔ ÔÈÅ ÎÅÔ×ÏÒËȢȱ FY 2021 Annual 
Report at 35. The Postal Service stated that it does not have sufficient information to 
quantify the number of packages offloaded by private delivery companies. Response to 
CHIR No. 1, question 27. 
 

 
60 See Docket No. ACR2020, Responses of the United States Postal Service to Questions 1-21 of Commission Information Request No. 1, 
January 15, 2021, question 3.a. (Docket No. ACR2020 Response to CIR No. 1); Docket No. ACR2020, Responses of the United States Postal 
Service to Questions 1-нс ƻŦ /ƘŀƛǊƳŀƴΩǎ LƴŦƻǊƳŀǘƛƻƴ wŜǉǳŜǎǘ bƻΦ оΣ WŀƴǳŀǊȅ ннΣ нлнмΣ ǉǳŜǎǘƛƻƴ ннΦŀΦ ό5ƻŎƪŜǘ bƻΦ !/wнлнл Response to CHIR 
No. 3). 
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To mitigate the effects of processing backlogs and accommodate larger package volumes, 
the Postal Service reports that it hired additional employees to improve timely processing 
and dispatch; acquired long-term and peak season annexes to create additional space and 
allow for more efficient management of mail volumes; and added more package/bundle 
processing machines, which allowed the Postal Service to process more packages at a time 
and at a faster rate.61 According to the Postal Service, these changes occurred in the 
second half of FY 2021, leading to improved service performance in fiscal Quarters 3 and 
4. Response to CHIR No. 1, question 18.a.-b. 
 
Additionally, for FY 2021, the traditional Quarter 1 peak season volume continued into 
Quarter 2.62 )Î ÒÅÓÐÏÎÓÅ ÔÏ ÁÎ ÉÎÆÏÒÍÁÔÉÏÎ ÒÅÑÕÅÓÔ ÃÏÎÃÅÒÎÉÎÇ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÕÓÅ ÏÆ 
seasonal employment, the Postal Service explained that seasonal employment is governed 
by various collective bargaining agreements with labor unions, and the period of seasonal 
employment typically does not extend into Quarter 2. Response to CHIR No. 8, question 
13.b.i. Depending on the function involved, seasonal employment typically begins 
anywhere from early October to early December and lasts through December 31. Id. 
question 13.b.ii. The Postal Service asserts that any effort to extend seasonal employment 
into Quarter 2 to address residual mail delays from peak season would require a specific 
agreement or memorandum of understanding between the Postal Service and relevant 
labor unions. Id. question 13.b.iii. 
 
The Commission considers that during the FY 2021 peak season, which spanned November 
2020 through January 2021, the Postal Service experienced a number of challenges above 
and beyond the typical holiday peak season due to the extreme strain that the COVID-19 
pandemic placed on the entire shipping industry. The Commission expects that the Postal 
3ÅÒÖÉÃÅȭÓ ÁÄÄÉÔÉÏÎ ÏÆ ÓÐÁÃÅ ÁÎÄ ÐÒÏÃÅÓÓÉÎÇ ÍÁÃÈÉÎÅÓȟ ×ÈÉÃÈ ÏÃÃÕÒÒÅÄ ÉÎ &9 φτφυ 1ÕÁÒÔÅÒÓ χ 
and 4, will put the Postal Service in a better position to respond to peak volumes. In addition 
to continuing efforts to align labor more efficiently with expected volume in Quarter 1, the 
#ÏÍÍÉÓÓÉÏÎ ÒÅÃÏÍÍÅÎÄÓ ÔÈÁÔ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÐÅÁË ÐÌÁÎÎÉÎÇ ÏÐÅÒÁÔÉÏÎÓ ÃÏÎÓÉÄÅÒ 
whether additional flexibility is needed to align labor with expected volume beyond Quarter 
1 in order to meet the applicable service standards. 

 
61 Response to CHIR No. 1, question 18.a.; Responses of the United States Postal Service to Questions 1-ос ƻŦ /ƘŀƛǊƳŀƴΩǎ LƴŦƻǊƳŀǘƛƻƴ wŜǉǳŜǎǘ 
No. 2, January 25, 2022, question 26.a. (Response to CHIR No. 2). 

62 See, e.g., FY 2021 Annual Report at 38-39 (noting the record package volume received by the Postal Service from November 2020 through 
WŀƴǳŀǊȅ нлнмΣ ǿƘƛŎƘ ǎǇŀƴǎ C¸ нлнм vǳŀǊǘŜǊǎ м ŀƴŘ нύΤ [ȅŘƛŀ hΩbŜŀƭΣ Logistics Hiring Surge Outlasts Holiday Busy Season, Wall Street Journal, 
(February 4, 2021), available at https://www.wsj.com/articles/logistics-hiring-surge-outlasts-holiday-busy-season-11643997477. Similarly, 
there have been publicly reported concerns of residual mail delays from peak season continuing into FY 2022 Quarter 2 after the Postal 
Service has ceased using most seasonal employees. See, e.g., Justin Wm. Moyer, Frustration builds in D.C. region over mail delays, The 
Washington Post (January 11, 2022), available at https://www.washingtonpost.com/dc-md-va/2022/01/11/dc-mail-delays-snow-covid/; 
Rachel Schneider, USPS says mail delivery issues due to "unforeseen circumstances," WDBJ7 (January 21, 2022), available at 
https://www.wdbj7.com/2022/01/21/neighbors-hardy-dealing-with-mail-delivery-dilemma/; Katharine Huntley, Inconsistent mail deliveries 
have some USPS customers frustrated, WCAX3 (January 19, 2022), available at https://www.wcax.com/2022/01/19/inconsistent-mail-
deliveries-have-some-usps-customers-frustrated/; Postal service: COVID-19 pandemic causing delays in delivery of some mail, packages, KTBS3 
(January 18, 2022), available at https://www.ktbs.com/postal-service-covid-19-pandemic-causing-delays-in-delivery-of-some-mail-
packages/video_af6d6ad0-119a-5b5c-876d-233a3bda19f5.html. 
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(2)  Employee Absenteeism 

The Postal Service states that high levels of employee absenteeism due to the COVID-19 
pandemic negatively affected its ability to staff its operations appropriately during 
FY 2021. FY 2021 Annual Report at 35. Specifically, the Postal Service explains that 
significant COVID-19-ÒÅÌÁÔÅÄ ÅÍÐÌÏÙÅÅ ÁÂÓÅÎÔÅÅÉÓÍ ÏÃÃÕÒÒÅÄ ÉÎ ȰÈÏÔ ÓÐÏÔÓȱɂspecific 
geographic areas or facilitiesɂwhich led to problems processing, transporting, and 
delivering mail volumes not only in those areas or facilities, but also in downstream 
operations.63 This is because if one geographic area or facility has insufficient employee 
availability to clear the mail, mail destined for downstream areas and/or facilities will be 
delayed. Response to CHIR No. 11, question 16.a. 
 
The Postal Service has previously explained that monthly employee availability of less 
ÔÈÁÎ χπ ÐÅÒÃÅÎÔ ÃÁÎ ÂÅ ȰÅÍÐÉÒÉÃÁÌÌÙ ɍ ] most effective [in] distinguishing particularly -
ÃÈÁÌÌÅÎÇÅÄ $ÉÓÔÒÉÃÔÓȢȱ64 The Postal Service reported that of the current 50 Districts, 13 
0ÒÏÃÅÓÓÉÎÇ $ÉÖÉÓÉÏÎÓȟ ρσ ,ÏÇÉÓÔÉÃÓ $ÉÖÉÓÉÏÎÓȟ ÁÎÄ (ÅÁÄÑÕÁÒÔÅÒÓ ÕÎÉÔÓ ÉÎ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ 
organizational structure, 22 had at least one month during FY 2021 in which employee 
availability fell below 70 percent. Response to CHIR No. 8, question 4. In its FY 2021 ACD, 
the Commission found that challenges with respect to employee availability were greater 
for mail processing than for delivery services or customer service. FY 2021 ACD at 110. 
The Postal Service reports that the average length of COVID-19 pandemic related leave in 
FY 2021 was slightly more than 2 weeks (87.6 hours). Response to CHIR No. 8, question 2. 
 
In order to mitigate the effects of employee absenteeism, the Postal Service reports that it 
worked with relevant labor unions to increase the number of career employees through a 
scheduled conversion process and hired additional employees to backfill the non-career 
positions.65 The Postal Service states that by the end of FY 2021, its total career workforce 
had increased by over 25,000 employees compared to FY 2020. Response to CHIR No. 1, 
question 13.c. The Postal Service asserts that this larger workforce resulted in increased 
service performance, which the Postal Service believes will be sustained in FY 2022. Id. 
question 13.c-f. The Postal Service states that it plans to continue to monitor employee 
availability and staffing levels through employee availability metrics and employee-on-
rolls data and will adjust staffing as needed to ensure adequate employee availability in 
FY 2022. Id. question 13.e., g. 
 
The Commission has found that employee availability, on average, increased from FY 2019 
to FY 2020, and decreased from FY 2020 to FY 2021. FY 2021 ACD at 109. Service 
performance results, meanwhile, generally declined in both FY 2020 and FY 2021. Id. 

 
63 See Response to CHIR No. 1, question 13.a.; Responses of the United States Postal Service to Questions 1-нм ƻŦ /ƘŀƛǊƳŀƴΩǎ LƴŦƻǊƳŀǘƛƻƴ 
Request No. 11, February 11, 2022, question 16.a. (Response to CHIR No. 11). 

64 Docket No. ACR2020, Responses of the United States Postal Service to Questions 1-мс ƻŦ /ƘŀƛǊƳŀƴΩǎ LƴŦƻǊƳŀǘƛƻƴ wŜǉǳŜǎǘ bƻΦ ммΣ CŜōǊǳŀǊȅ 
11, 2021, question 13.b. 

65 Response to CHIR No. 1, question 13.c.; Library Reference USPS-FY21-29, December 29, 2021, fiƭŜ άtǊŜŦŀŎŜ ¦{t{-FY21-нфΣέ ŀǘ пΦ 
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at 141, 171, 182. At first glance, this might suggest a weak correlation between employee 
availability and service performance declines, but as the Commission has noted elsewhere, 
for a network industry such as the Postal Service, the question can be one not of employee 
availability on average, but at specific points and specific times. See id. at 111. Low 
employee availability in specific geographic areas or for specific job functions can have 
substantial downstream effects on other geographic areas and/or job functions due to the 
ÉÎÔÅÒÃÏÎÎÅÃÔÅÄÎÅÓÓ ÏÆ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÐÒÏÃÅÓÓÉÎÇ ÎÅÔ×ÏÒËȢ Id. 
 
The Commission finds that the measures the Postal Service has undertaken to improve 
employee availability appear reasonable. Given that further COVID-19 surges remain 
unpredictable, the Commission recommends that the Postal Service leverage data from the 
past 2 years to identify any patterns that might enable the Postal Service to better anticipate 
when and where future employee availability problems are likely to have the largest impact 
on service performance. 

(3)  Reduced Supplier Capacity 

The Postal Service states that in FY 2021, the COVID-19 pandemic continued to negatively 
impact air and surface transportation contractors on whom the Postal Service relies for 
transportation of mail between processing phases. FY 2021 Annual Report at 35. 
Reductions in commercial air lift resulted from airlines reducing the number of flights, 
changing schedules, and using smaller airplanes with less capacity for mail and package 
cargo space. Id.; Response to CHIR No. 1, question 15.a. The Postal Service reports that it 
attempted to mitigate these impacts by shifting mail from the air to the surface 
transportation network. Id. ÑÕÅÓÔÉÏÎ ρφȢÁȢ 4ÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅ ÅØÐÌÁÉÎÓ ÔÈÁÔ ÉÔ ÕÓÅÄ ȰÁÓ 
ÎÅÅÄȱ ÁÎÄ ȰÒÁÐÉÄ ÒÅÓÐÏÎÓÅȱ ÓÕÒÆÁÃÅ ÔÒÁÎÓÐÏÒÔÁÔÉÏÎ ÃÏÎÔÒÁÃÔÓ ÔÏ ÍÏÖÅ ÁÄÄÉÔÉÏÎÁÌ ÍÁÉÌ 
volume or volume that needed to be offloaded, but these efforts were minimally effective 
due to high demand for transportation services throughout the industry, as well as the fact 
that mail transportation schedules are planned in advance to meet existing service 
standards, and as a result the ability to dynamically transfer mail from air to surface 
transportation to achieve service standards is limited.66 
 
The Postal Service tracks surface trips that arrive more than 4 hours late, referred to as 
Critically Late Trips (CLTs).67 In the FY 2021 ACD, the Commission found that the number 
of nationwide First-Class Mail CLTs associated with Highway Contract Routes (HCRs) 
increased from 8,995 in FY 2020 to 30,070 in FY 2021ɂa more than three-fold increase. 
FY 2021 ACD at 114. Of the CLTs in FY 2021, 52.9 percent were attributable to contractors, 
a distribution comparable to that observed in FY 2020. Id. at 116. In order to attempt to 
mitigate CLTs attributable to contractors, the Postal Service reports that it now tracks and 
evaluates CLTs based on whether they were attributable to the contractor, the Postal 
Service, or to outside factors. See Response to CHIR No. 1, question 28. The Postal Service, 

 
66 FY 2021 Annual Report at 35; Response to CHIR No. 1, question 16.a.; FY 2021 ACR at 50. 

67 Docket No. ACR2015, Responses of the United States Postal Service to Questions 1-нл ƻŦ /ƘŀƛǊƳŀƴΩǎ LƴŦƻǊƳŀǘƛƻƴ wŜǉǳŜǎǘ bƻΦ ннΣ bƻǾŜƳōŜǊ 
15, 2016, question 12.b.i. (Docket No. ACR2015, Response to CHIR No. 22). 
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also in FY 2021, conducted training sessions with relevant management on the topic of 
developing and implementing supplier performance improvement plans and removing 
contracted suppliers from surface routes whose performance is unsatisfactory, and the 
Postal Service created a dashboard to track omitted and late service by contractors.68 
 
The OIG has documented the significant challenges the Postal Service faces in recruiting 
and retaining truck drivers as a result of the current nationwide truck driver shortage.69 
There are both service and cost implications to this: on the one hand, the lack of available 
drivers results in mail not being transported in time to be delivered within the applicable 
service standards; on the other hand, it drives up the costs of recruitment and contract 
procurement, as well as overtime pay for existing drivers. OIG Report No. RISC-WP-22-002 
at 1-2. 
 
The Postal Service has been attempting to improve recruitment with respect to the truck 
drivers that it directly employs. Id. Current efforts include marketing available positions 
and training existing drivers of smaller trucks to operate tractor-trailers. Id. Industry 
sources relayed to the OIG that beyond offering higher wages, dedicated routes and the 
ability to go home at night are, for many drivers, attractive aspects to working for the 
Postal Service compared to other industry positions. Id. at 1. These sources also relayed 
that companies have been targeting recruitment efforts to attract younger drivers, as well 
as women drivers, who have not traditionally been a significant percentage of the truck 
driver labor force.70 Furthermore, industry sources described how focusing on the driver 
experience is a powerful way to improve driver recruitment and retention. OIG Report 
No. RISC-WP-22-002 at 1. 
 
The Postal Service has also been working to expand its base of contracted suppliers, which 
decreased by approximately a third from FY 2018 through FY 2021. Id. at 2. The OIG has 
identified best practices to attract new carriers, which include regularly communicating 
with carriers, including providing transparency around performance metrics, and utilizing 
awards and incentive programs for high performers. Id. 
 
Finally, the Postal Service has been working to improve truck utilization as fuller trucks 
can result in fewer trips and enable the Postal Service to get the most productivity out of 
the drivers available. Id. Industry experts described to the OIG technologies that can better 
coordinate loads and unloads and optimize driver time, such as apps and geofencing to 
better align facility operations with truck arrival times. Id. 

 
68 Library Reference USPS-FY21-29, file άPreface USPS-FY21-нфΣέ at 4; Response to CHIR No. 1, question 16.e; Response to CHIR No. 1, question 
29; Response to CHIR No. 11, question 15. 

69 See United States Postal Service, Office of Inspector General, Report No. RISC-WP-22-002, The Truck Driver Shortage: Implications for the 
Postal Service, March 7, 2022, available at https://www.uspsoig.gov/sites/default/files/document-library-files/2022/RISC-WP-22-002.pdf (OIG 
Report No. RISC-WP-22-002). 

70 Id. at 1. A high-profile retailer has reportedly utilized similar tactics to augment its internal trucking resources. See Sarah Nassauer, Walmart 
Dangles $110,000 Starting Pay to Lure Truck Drivers, Wall Street Journal, April 7, 2022, available at https://www.wsj.com/articles/walmart-
raises-pay-to-attract-truck-drivers-11649336400. 
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The Commission recommends that the Postal Service consider implementing some of the best 
practices identified by the OIG to better recruit and retain truck drivers and increase the 
efficiency of truck usage. 
 
The Commission recognizes that the Postal Service has limited options in dealing with 
transportation failures caused by suppliers. It is valuable that the Postal Service is 
focusing on closely monitoring supplier performance and pursuing remedies against 
suppliers that fail to perform adequately. The Commission notes, however, that 34.8 
percent of CLTs in FY 2021 were attributable not to contractors, but to processing failures 
by the Postal Service. FY 2021 ACD at 116, Table V-1. The Postal Service has stated that it 
has attempted to remediate these CLTs by hiring more employees, acquiring more space, 
installing more package-sorting machines, and creating more STCs. Id. at 116. Because 
#,4Ó ÁÔÔÒÉÂÕÔÁÂÌÅ ÔÏ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ Ï×Î ÐÒÏÃÅÓÓÉÎÇ ÆÁÉÌÕÒÅÓ ÁÒÅ ×ÉÔÈÉÎ ÔÈÅ 0ÏÓÔÁÌ 
3ÅÒÖÉÃÅȭÓ ÄÉÒÅÃÔ ÃÏÎÔÒÏÌȟ ÔÈÅ likelihood of reducing this type of CLT is arguably greater than 
the likelihood of reducing CLTs caused by contractors. 
 
The Commission notes that, as depicted in Figure III-1, the number of CLTs associated 
with First -Class Mail varied widely by District in FY 2021. 
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Figure III-1 
First-Class Mail Percentage of Critically Late Trips, By District, FY 2021 

 

 
Source: Library Reference USPS-FY21-нфΣ 9ȄŎŜƭ ŦƛƭŜ άC¸нм C/a vо /[¢ΦȄƭǎȄΦέ 

 
The colors on the map represent different quartiles of data with each color grouping (i.e., 
each quartile) containing approximately 25 percent of the 67 districts when broken down 
by the number of CLTs. As reflected in Figure III-1, the district with the lowest number of 
CLTs in FY 2021 was Sierra-Coastal (in Southern California) , with 33 CLTs, while the 
district with the highest number of CLTs was Northern New Jersey, with 2,580 CLTs. The 
fact that CLTs are disproportionately concentrated in certain districts represents an 
opportunity for the Postal Service to achieve substantial reductions in overall CLTs by 
focusing its efforts on those districts with the highest number of CLTs. 
 
The Commission recommends that the Postal Service focus its efforts on reducing CLTs in the 
Districts with the highest concentrations of them. 

(4)  Weather and Natural Disasters 

The Postal Service states that it experienced significant challenges in FY 2021 due to 
natural disasters and weather events. FY 2021 Annual Report at 35. The Postal Service 
ÓÔÁÔÅÓ ÔÈÁÔ ȰɍÉɎÎ ÓÏÍÅ ÃÁÓÅÓȟ ÔÈÅÓÅ ÅÖÅÎÔÓ ÉÍÐÁÃÔÅÄ ÐÏÓÔal suppliers and led to reduced on-
ÔÉÍÅ ÓÅÒÖÉÃÅ ÐÅÒÆÏÒÍÁÎÃÅȢȱ Id. The Postal Service provided the top 10 natural disaster 
and/or weather events from FY 2021 that had the most significant negative impact on 
High-Quality Service results, which are presented in Figure III-2. 



Analysis of FY 2021 Performance Report Evaluation of Performance Goals 
and FY 2022 Performance Plan 
 
 
 

- 49 - 

 
Figure III-2 

Postal Service Identification of the Top 10 Most Impactful Natural Disasters and Weather 
Events of FY 2021 

 

 
Source: Response to CHIR No. 25, question 1. 

 
The Commission recognizes that while the occurrence of adverse weather events and/or 
natural disasters can generally be foreseen, the timing, location, and/or severity of such 
events cannot very effectively be predicted. The effects of such events can be minimized, 
but not entirely prevented. In the FY 2020 Plan, the Postal Service stated its intention to 
ÌÁÕÎÃÈ Á ÎÅ× Ȱ$ÉÓÒÕÐÔÉÖÅ %ÖÅÎÔÓȱ ÉÎÉÔÉÁÔÉÖÅ ÔÏ ÅÎÁÂÌÅ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅ ÔÏ ÍÏÒÅ ÁÃÃÕÒÁÔÅÌÙ 
quantify impacts from, and diagnose service failures caused by, unforeseen events outside 
of management control, such as weather-related emergencies and natural disasters. 
FY 2019 Annual Report at 23. In Docket No. ACR2020, the Postal Service asserted that 
ȰɍÔɎÈÅ $ÉÓÒÕÐÔÉÖÅ %ÖÅÎÔÓ ÉÎÉÔÉÁÔÉÖÅ ×ÁÓ ÓÕÓÐÅÎÄÅÄ ÄÕÅ ÔÏ ÒÅÓÏurce constraints and 
ÃÏÍÐÅÔÉÎÇ ÐÒÉÏÒÉÔÉÅÓȢȱ71 The Postal Service reported that the Disruptive Events initiative 
remained suspended as of the end of FY 2021, again due to resource constraints and 
competing priorities. Response to CHIR No. 8, questions 7.a., 7.d. As stated in the FY 2020 
Analysis, the Commission recognizes that the existence of the COVID-19 pandemic forced 
the Postal Service to make difficult decisions regarding the allocation of its resources and 
attention. See FY 2020 Analysis at 49. Nevertheless, the Disruptive Events initiativeɂwith 

 
71 Docket No. ACR2020, Responses of the United States Postal Service to Questions 1-мм ƻŦ /ƘŀƛǊƳŀƴΩǎ LƴŦƻǊƳŀǘƛƻƴ wŜǉǳŜǎǘ bƻΦ мрΣ CŜōǊǳŀǊȅ 
18, 2021, question 11.a. 
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its purpose of accurately quantifying the effects of network disruptions and diagnosing 
corresponding service failuresɂwould have presumably proven useful in responding to 
the COVID-19 pandemic and developing appropriate targets that account for foreseeable 
ÁÎÎÕÁÌ ÄÉÓÒÕÐÔÉÏÎÓ ÏÕÔÓÉÄÅ ÏÆ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÃÏÎÔÒÏÌȢ Id. 
 
The Commission again recommends that the Postal Service restart the Disruptive Events 
initiative and report on its progress in the FY 2022 Report. If it does not restart the initiative, 
then the Postal Service should explain why it has not done so in the FY 2022 Report. 

c. Plans for Improving High-Quality Service in FY 2022 

(1)  Continued Implementation of 10-Year Strategic Plan 

The Postal Service reports that in FY 2022 it will continue implementing elements of its 
10-Year Strategic Plan. FY 2021 Annual Report at 36. These efforts generally involve 
reviews to optimize processing operations, planning for the peak season, and financial 
outlays for additional employees, equipment, and facilities. 
 
First, the Postal Service states that Postal leadership will conduct a review of processing 
locations and establish site-specific operating plans. Id. This represents a continuation of 
work  that was begun in FY 2021 by the Headquarters In-Plant Support Letter and Flat, 
Planning and Implementation Group, which worked with sites in FY 2021 to develop and 
test site-specific operating plans for letters and flats. Response to CHIR No. 8, question 9.a. 
4ÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅ ÅØÐÌÁÉÎÓ ÔÈÁÔ Ȱɍ×ɎÉÔÈ ÓÉÔÅ-specific operating plans, facilities can 
optimize processing windows and right-size staffing based on processing capability, 
ÃÒÉÔÉÃÁÌ ÅÎÔÒÙ ÔÉÍÅÓȟ ÁÎÄ ÔÒÁÎÓÐÏÒÔÁÔÉÏÎ ÓÃÈÅÄÕÌÅÓɍȟɎȱ ×ÈÉÃÈ ÉÓ ȰÅØÐÅÃÔÅÄ ÔÏ ÈÁve a positive 
impact on High-Quality Service by setting achievable goals that align with the clearance 
ÁÎÄ ÄÉÓÐÁÔÃÈ ÔÉÍÅÓ ÎÅÅÄÅÄ ÔÏ ÍÅÅÔ ÓÅÒÖÉÃÅ ÅØÐÅÃÔÁÔÉÏÎÓȢȱ Id. at question 18. 
 
Second, the Postal Service reported that it would proactively plan for the FY 2022 peak 
ÓÅÁÓÏÎȟ ȰÂÁÓÅÄ ÏÎ ÔÈÅ ÃÈÁÌÌÅÎÇÅÓ ÆÁÃÅÄ ɍÄÕÒÉÎÇ &9 2021 peak season] and in accordance 
with the [the 10-9ÅÁÒ 3ÔÒÁÔÅÇÉÃ 0ÌÁÎɎȢȱ FY 2021 Annual Report at 36. The Postal Service 
ÒÅÐÏÒÔÅÄ ÔÈÁÔ ÉÔÓ ÐÌÁÎÓ ÉÎÃÌÕÄÅÄ ȰÈÉÒÉÎÇ ÏÖÅÒ τπȟπππ ÓÅÁÓÏÎÁÌ ÄÅÌÉÖÅÒÙ ÁÎÄ ÐÌÁÎÔ ÐÅÒÓÏÎÎÅÌȟ 
expanding its facility footprint by leasing 7.5 million additional square feet in more than 
40 multi -year annexes, and installing new processing equipment to accommodate the 
ÄÅÌÉÖÅÒÙ ÎÅÅÄÓ ÏÆ ÃÕÓÔÏÍÅÒÓȢȱ Id. 
 
The Postal Service stated that in order to further support peak operations it was 
continuing to work with relevant labor unions to increase the number of career employees 
through a scheduled conversion process. Id. The Postal Service explained that there are 
multiple benefits associated with stabilization of the career workforce which should 
translate into improvements in High-Quality Service, including: (1) enabling the Postal 
Service to have highly-trained, skilled workers in frontline operations, which should result 
in improved efficiencies in those operations; (2) reducing the turnover rate, as career 
employees have a lower turnover rate compared to non-career employees; and (3) 
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providing the necessary complement to properly staff and schedule operations to perform 
at expected productivity rates and adherence to operating plans. Response to CHIR No. 8, 
question 14. The Postal Service stated that it would also continue to hire seasonal 
employees and provide training to prepare them for their peak season duties. Id. 
 
In response to an information request, the Postal Service reported that it successfully 
executed the foregoing plans during the FY ςπςς ÐÅÁË ÓÅÁÓÏÎ ÁÎÄ ÔÈÁÔ ȰɍÃɎÏÌÌÅÃÔÉÖÅÌÙȟ 
these changes positively impacted service performance by providing necessary resources, 
space, and capacity to handle FY ςπςς ÐÅÁË ÓÅÁÓÏÎ ÖÏÌÕÍÅȢȱ Id. at question 13.a. 
 
Third, the Postal Service reports that it will continue to invest in its network as part of the 
$40 billion in planned capital investments outlined in the 10-Year Strategic Plan. FY 2021 
Annual Report at 36. The Postal Service states that it will continue installations of new 
package sorting machines. Id.; Response to CHIR No. 2, question 27.a. The Postal Service 
states that these investments will increase processing capacity by more than 4.5 million 
additional packages daily. FY 2021 Annual Report at 36. The Postal Service asserts that the 
installation of additional package sorting machines will have a positive effect on High-
Quality Service by allowing the Postal Service to further address capacity shortfalls in 
certain facilities, allowing those facilities to process package volumes in a service-
responsive operating window with reduced delays. Response to CHIR No. 8, question 15. 
 
Fourth, the Postal Service reports that during the first Quarter of FY 2022 it completed its 
processing network redesign, which expanded the STC network to add several hundred 
thousand additional square feet. FY 2021 Annual Report at 36; Response to CHIR No. 8, 
question 16. The Postal Service states that the multi-year processing network redesign 
ÆÏÒÍÓ Á ȰÃÏÒÅ ÃÏÍÐÏÎÅÎÔȱ ÏÆ ÔÈÅ ρπ-9ÅÁÒ 3ÔÒÁÔÅÇÉÃ 0ÌÁÎ ÁÎÄ ÉÓ ȰÅÓÓÅÎÔÉÁÌ ÔÏ ÓÕÓÔÁÉÎ ÈÉÇÈ-
ÑÕÁÌÉÔÙ ÓÅÒÖÉÃÅ ÐÅÒÆÏÒÍÁÎÃÅȢȱ FY 2021 Annual Report at 36. The Postal Service further 
ÓÔÁÔÅÓ ÔÈÁÔ ÔÈÅ ÐÒÏÃÅÓÓÉÎÇ ÎÅÔ×ÏÒË ÒÅÄÅÓÉÇÎ Ȱ×ÉÌÌ ÐÅÒÍÉÔ ÃÏÎÔÉÎÕÅÄ ÏÐÅÒÁÔÉÏÎÓ ÁÓ ÆÁÃÉÌÉÔÉÅÓ 
ÁÒÅ ÍÏÄÅÒÎÉÚÅÄ ÁÎÄ ÏÐÔÉÍÉÚÅÄ ÔÏ ÍÅÅÔ ÃÕÓÔÏÍÅÒ ÎÅÅÄÓ ÆÏÒ ÔÈÅ ÆÕÔÕÒÅȢȱ Id. The Postal 
Service reports that STC facility space was increased 265 percentɂfrom 594,700 to 
2,170,950 square feetɂwhile dock doors for transportation increased 54 percentɂfrom 
204 to 315. Response to CHIR No. 8, question 16. The Postal Service expects this, in 
conjunction with the expansion of Package Support Annexes, to allow for better 
management of FIFO order. Id. question 11. The Postal Service asserts that this should be 
expected to improve service results. Id. 
 
Fifth, the Postal Service reports that at the beginning of FY 2022, as part of the Postal 
3ÅÒÖÉÃÅȭÓ ρπ-Year Strategic Plan, it implemented the new service standards for First-Class 
Mail and Periodicals. FY 2021 Annual Report at 36. The Postal Service asserts that these 
ÃÈÁÎÇÅÓ ȰÁÒÅ Á ÎÅÃÅÓÓÁÒÙ ÓÔÅÐ ÔÏ×ÁÒÄÓ ÁÃÈÉÅÖÉÎÇ ωυ ÐÅÒÃÅÎÔ Ïn-time service 
ÐÅÒÆÏÒÍÁÎÃÅɍȟɎȱ ÁÎÄ ×ÉÌÌ ȰÉÎÃÒÅÁÓÅ ÄÅÌÉÖÅÒÙ ÒÅÌÉÁÂÉÌÉÔÙȟ ÃÏÎÓÉÓÔÅÎÃÙȟ ÁÎÄ ÅÆÆÉÃÉÅÎÃÙ ÆÏÒ 
ÃÕÓÔÏÍÅÒÓɍȟɎȱ ÔÈÅÒÅÂÙ ÐÏÓÉÔÉÖÅÌÙ ÉÍÐÁÃÔÉÎÇ ÓÅÒÖÉÃÅ ÐÅÒÆÏÒÍÁÎÃÅ ÒÅÓÕÌÔÓȢ FY 2021 Annual 
Report at 36; Response to CHIR No. 8, question 17.a.-b. At the same time, however, the 
Postal Service maintains that most First-Class Mail and Periodicals will be unaffected by 
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the service standard changes, which apply primarily to long-distance mail. FY 2021 Annual 
Report at 36. The Postal Service asserts that with the implementation of these service 
ÓÔÁÎÄÁÒÄ ÃÈÁÎÇÅÓȟ ÉÔ ÃÁÎ ȰÄÅÓÉÇÎ ÉÔÓ ÇÒÏÕÎÄ ÔÒÁÎÓÐÏÒÔÁÔÉÏÎ ÎÅÔ×ÏÒË ÔÏ ÄÅÌÉÖÅÒ ÍÏÒÅ &ÉÒÓÔ-
#ÌÁÓÓ -ÁÉÌȟ ÂÅÎÅÆÉÔÔÉÎÇ ÃÕÓÔÏÍÅÒÓȢȱ Id. 
 
In the FY 2020 Analysis, the Commission recommended that the Postal Service develop 
metrics to measure and evaluate whether and how the organizational restructuring 
ÕÎÄÅÒÔÁËÅÎ ÐÕÒÓÕÁÎÔ ÔÏ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ρπ-Year Strategic Plan improved service 
performance, accountability, and communications. FY 2020 Analysis at 50. The Postal 
Service explained that it did not develop new metrics but did leverage its existing National 
0ÅÒÆÏÒÍÁÎÃÅ !ÓÓÅÓÓÍÅÎÔ ɉ.0!Ɋ ÐÒÏÃÅÓÓ ȰÔÏ ÍÅÁÓÕÒÅ ÏÒÇÁÎÉÚÁÔÉÏÎÁÌ ÓÅÒÖÉÃÅ ÐÅÒÆÏÒÍÁÎÃÅ 
through a variety of factors measuring processing, transportation, delivery and customer 
servicÅ ÐÅÒÆÏÒÍÁÎÃÅȢȱ 2ÅÓÐÏÎÓÅ ÔÏ #()2 .ÏȢ ψȟ ÑÕÅÓÔÉÏÎ ψȢ 4ÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅ ÐÒÏÖÉÄÅÄ ÔÈÅ 
NPA indicators for FY 2022. Id. 4ÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅ ÁÓÓÅÒÔÓ ÔÈÁÔ ȰɍÃɎÏÍÉÎÇ ÏÕÔ ÏÆ ÔÈÅ 
administrative restructuring, the anticipated results were that service performance would 
improve as there was increased emphasis on line-of-sight accountability and streamlined 
decision ÍÁËÉÎÇȢȱ Id. 
 
The Commission has analyzed the changes to service standards and service performance 
improvement initiatives associated with the Postal ServicÅȭÓ 10-Year Strategic Plan in 
prior dockets.72 )Î ÇÅÎÅÒÁÌȟ ÁÓÓÅÓÓÉÎÇ ÔÈÅ ÅÆÆÉÃÁÃÙ ÏÆ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÐÌÁÎÎÅÄ 
ÉÍÐÒÏÖÅÍÅÎÔ ÉÎÉÔÉÁÔÉÖÅÓ ÈÁÓ ÂÅÅÎ ÃÏÍÐÌÉÃÁÔÅÄ ÄÕÅ ÔÏ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÒÅÐÏÒÔÅÄ 
inability to quantify the expected impact of any of these efforts on service performance 
results. See FY 2021 ACD at 145-148, 171-172, 178, 182-183, 188. Changing service 
standards further exacerbates this problem because it makes it even more difficult to 
discern whether, in fact, quality improvements have occurred. 
 
The Commission recommends that the Postal Service develop methods to quantitatively 
measure the effectiveness of its service improvement initiatives so as not to spend resources 
needlessly or ineffectively. 
 
While it may be premature to assess the results of any of the 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ individual 
ÉÍÐÒÏÖÅÍÅÎÔ ÉÎÉÔÉÁÔÉÖÅÓȟ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÒÅÃÅÎÔÌÙ ÉÓÓÕÅÄ &ÉÒÓÔ-Year Progress Report 
would seem to indicate substantial service performance improvement during the FY 2022 
peak season.73 Specifically, the Postal Service reports a 10.4 percent improvement for all 
First-Class Mail compared to the FY 2021 peak season, a 7.7 percent improvement for all 
USPS Marketing Mail, and an 11.1 percent improvement for all Periodicals. Postal Service 
Delivering for America at 5. 4ÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅ ÁÌÓÏ ÒÅÐÏÒÔÓ ȰÓÔÒÏÎÇ ÄÏÕÂÌÅ-digit 

 
72 See Docket No. N2021-1 Advisory Opinion; Docket No. N2021-2, Advisory Opinion on the Service Standard Changes Associated with First-
Class Package Service, September 29, 2021; FY 2021 ACD at 145-148, 171-172, 178, 182-183, 188. 

73 See United States Postal Service, Delivering for America: First Year Progress Report, April 7, 2022, at 5, available at 
https://about.usps.com/what/strategic-plans/delivering-for-america/assets/usps-dfa-one-year-report.pdf (discussing improvements observed 
from October through December 2021, which correspond with FY 2022 Quarter 1) (Postal Service Delivering for America). 
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performance improvement with First-#ÌÁÓÓ 0ÁÃËÁÇÅ 3ÅÒÖÉÃÅ ÁÎÄ 0ÒÉÏÒÉÔÙ -ÁÉÌ ÄÅÌÉÖÅÒÙȢȱ Id. 
The Postal Service states that: 
 

These service improvements have been, in part, the result of 
strategic diversification of volume travelling across the air network 
among additional air carriers and more reliable surface 
transportation providers, which is further enabled by the new 
service standards for First-Class Mail [ ] and Periodicals that went 
into effect October 1, 2021. 

 
Id. As noted in the Docket No. N2021-1 Advisory Opinion, expanding the service standard 
window should make it easier for the Postal Service to meet service performance targets 
for a portion of First-Class Mail and Periodicals Mail. See Docket No. N2021-1 Advisory 
Opinion. The Commission will continue to monitor this issue closely to see if this 
improvement is sustained. 

(2)  CY 2022 Election Mail Performance 

The Postal Service states that in August 2021 the Board of Governors reconstituted the 
%ÌÅÃÔÉÏÎ -ÁÉÌ #ÏÍÍÉÔÔÅÅ ÔÏ ÏÖÅÒÓÅÅȟ ÒÅÖÉÅ×ȟ ÁÎÄ ÍÏÎÉÔÏÒ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÐÒÅÐÁÒÁÔÉÏÎÓ 
for the CY 2022 primary and general elections and make recommendations to the Board 
on election-related issues. FY 2021 Annual Report at 23, 36. The Postal Service asserts that 
ȰɍÔɎÈÅ ÅØÉÓÔÅÎÃÅ ÏÆ ÔÈÅ #ÏÍÍÉÔÔÅÅȣis a manifestation of the high-level organizational 
ÃÏÍÍÉÔÍÅÎÔ ÔÏ ÄÅÌÉÖÅÒÉÎÇ %ÌÅÃÔÉÏÎ -ÁÉÌ ÉÎ Á ÔÉÍÅÌÙ ÆÁÓÈÉÏÎȢȱ 2ÅÓÐÏÎÓÅ ÔÏ CHIR No. 8, 
question 19.a. The Postal Service explains that while to date it has not identified any 
specific projections regarding Election Mail volumes for the CY ςπςς ÅÌÅÃÔÉÏÎ ÃÙÃÌÅȟ ȰÔÈÅ 
0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÎÅÔ×ÏÒË ÉÓ ÆÌÕÉÄ ÁÎÄ ÃÁÎ ÁÄÊÕÓÔ ÔÏ ÉÎÃÒÅÁÓÅÓ ÉÎ Election Mail volume to 
ÅÎÓÕÒÅ ÔÉÍÅÌÙ ÄÅÌÉÖÅÒÙȢȱ Id. ÑÕÅÓÔÉÏÎ ρωȢÂȢ 4ÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅ ÓÔÁÔÅÓ ÔÈÁÔ ȰɍÏɎÐÅÒÁÔÉÏÎÁÌÌÙȟ 
the Postal Service can scale, process, and deliver Election Mail volume increases as it 
×ÏÕÌÄ ÄÕÒÉÎÇ ÐÅÁË ÓÅÁÓÏÎȢȱ Id. question 19.c. The Postal Service states that it will 
ȰÃÏÎÔÉÎÕÅ ÔÏ ÔÁËÅ ÓÔÅÐÓ ÔÏ ÐÒÉÏÒÉÔÉÚÅ ÍÏÎÉÔÏÒÉÎÇ ÁÎÄ ÔÉÍÅÌÙ ÄÅÌÉÖÅÒÙ ÏÆ %ÌÅÃÔÉÏÎ -ÁÉÌ 
ÃÏÎÓÉÓÔÅÎÔ ×ÉÔÈ ɍÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓɎ ÌÏÎÇÓÔÁÎÄÉÎÇ ÐÒÁÃÔÉÃÅÓ ÁÎÄ ÅÆÆÏÒÔÓ ÆÒÏÍ ÔÈÅ ςπςπ 
ÅÌÅÃÔÉÏÎ ÃÙÃÌÅȢȱ Id. 
 
With respect to any potential impact of the ongoing COVID-19 pandemic on Election Mail 
ÖÏÌÕÍÅÓȟ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅ ÓÔÁÔÅÓ ÔÈÁÔ ÉÔ ×ÉÌÌ ȰÃÏÎÔÉÎÕÅ ÔÏ ÁÄÁÐÔ ÁÎÄ ÓÕÐÐÏÒÔ ÓÔÁÔÅÓ ÁÓ ÔÈÅÙ 
evaluate dynamic COVID-ρω ÉÍÐÁÃÔÓ ÁÎÄ ÁÄÊÕÓÔ ÈÏ× ÔÈÅÙ ×ÉÌÌ ÃÏÎÄÕÃÔ ÔÈÅÉÒ ÅÌÅÃÔÉÏÎÓȢȱ Id. 
question 19.b. The Postal Service states that it will follow its existing Continuity of 
Operations (COOP) Plan, which includes contingencies for COVID-19, including new 
variants, and other established COVID-19 protocols. Id. question 19.d. The Postal Service 
maintains that the newly-implemented service standard changes for First-Class Mail and 
Periodicals in FY 2022 should have little effect on Election Mail volumes, because the 
ÓÅÒÖÉÃÅ ÓÔÁÎÄÁÒÄ ÃÈÁÎÇÅÓ ÏÎÌÙ ÉÍÐÁÃÔ ÍÁÉÌ ÔÒÁÖÅÌÉÎÇ ÌÏÎÇ ÄÉÓÔÁÎÃÅÓȟ ÁÎÄ ȰɍÔɎÈÅ ÖÁÓÔ 
majorit y of Election Mail, particularly completed ballots returned by voters, travel 
between where they originate and destinate in three hours or lessȣȢȱ Id. question 19.e. 
The Postal Service anticipates that approximately 3.84 percent of return ballots could 
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experience a slight downward change in service standards during the CY 2022 election 
cycle. Id. 
 
As a recent report by the OIG detailed, the vote-by-mail process, which is decentralized 
and widely varied because it is administered state-by-state, poses a number of challenges 
ÉÎ ÔÅÒÍÓ ÏÆ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÁÂÉÌÉÔÙ ÔÏ ÅÎÓÕÒÅ ÔÈÁÔ ÂÁÌÌÏÔÓ ÁÒÅ ÄÅÌÉÖÅÒÅÄ ÔÏ ÅÌÅÃÔÉÏÎ 
officials by election day.74 These challenges include the fact that states, ballot printers, and 
local jurisdictions do not always follow best practices when designing and mailing ballots, 
such as using ballot-specific Intelligent Mail Barcode (IMbs) or designing ballot envelopes 
wit h optimal physical characteristics for efficient processing. OIG Report No. RISC-WP-21-
004 at 1. 
 
Another challenge is the significant variation in state laws with respect to when voters can 
request ballots and when completed ballots must be received, with ÍÁÎÙ ÓÔÁÔÅÓȭ ÌÁ×Ó 
failing to allow sufficient time for ballots to travel to and from voters through the mail, 
particularly when election officials send outgoing ballots as USPS Marketing Mail, which 
features longer service standards than First-Class Mail. Id. This difficulty is further 
compounded by the fact that the ballotsɂand the envelope vendors who often send the 
outgoing ballots to votersɂcan be located far from the election jurisdictions where the 
ballots will be cast, causing the outgoing ballots to have to travel further through the 
0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÎÅÔ×ÏÒË ÔÈÁÎ ÉÆ ÔÈÅÙ ×ÅÒÅ ÍÁÉÌÅÄ ÌÏÃÁÌÌÙȢ Id. at 2. 
 
A third challenge is that some states require return ballots to bear a postmark as proof 
that they were mailed before the ballot return deadline, although many ballots are not the 
type of mail that would ordinarily be postmarked during postal processing. Id. 
 
In order to address these challenges, the Postal Service commits extra resources and 
ÉÍÐÌÅÍÅÎÔÓ ×ÈÁÔ ÉÔ ÔÅÒÍÓ ȰÅØÔÒÁÏÒÄÉÎÁÒÙ ÍÅÁÓÕÒÅÓȱ ÄÕÒÉÎÇ ÅÌÅction cycles, which include 
creating networks of Election Mail Coordinators and Mailpiece Design Analysts to work 
with local election officials, prioritizing ballots in processing operations regardless of mail 
class, altering ordinary postmarking procedures so that all return ballots receive a 
postmark, conducting daily sweeps of facilities for ballots, dispatching additional 
transportation and special trips for ballots, bypassing the processing network by 
transporting local inbound ballots directly from the receiving Post Offices to local election 
offices, processing mail on the Sunday before election day, and transporting ballots via the 
express network. Id. at 1, 15-16. As stated in Section III.A.1., supra, these efforts were 
largely successful during the FY 2020 election cycle. 
 
The OIG recommended that the Postal Service leverage its partnerships with state and 
local election officials to work towards creating a separate, simplified mail product 

 
74 See United States Postal Service, Office of Inspector General, Report No. RISC-WP-21-004, Vote by Mail and the Postal Service: A Primer, 
June 1, 2021, available at https://www.uspsoig.gov/document/vote-mail-and-postal-service-
primer#:~:text=In%20the%202020%20general%20election,the%20Postal%20Service%20and%20others (OIG Report No. RISC-WP-21-004). 
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exclusively for Election Mail that would support uniform mail processing, including 
mandatory mailpiece tracking and proper mailpiece design. OIG Report No. RISC-WP-21-
004 at 17. The OIG further recommended that the Postal Service continue to educate state 
and local election officials on mailing deadlines for requesting and receipt of ballots that 
ÁÃÃÏÕÎÔ ÆÏÒ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÔÉÍÅ ÔÏ ÐÒÏÃÅÓÓȟ ÔÒÁÎÓÐÏÒÔȟ ÁÎÄ ÄÅÌÉÖÅÒ ÍÁÉÌȢ Id. 
 
The Commission concurs with these OIG recommendations. Although the Postal Service lacks 
ÄÉÒÅÃÔ ÃÏÎÔÒÏÌ ÏÖÅÒ ÉÎÄÉÖÉÄÕÁÌ ÓÔÁÔÅÓȭ election procedures, implementing the foregoing 
strategies to the extent possible should make the vote-by-mail process run more smoothly 
and help ensure that ballots are delivered within the deadlines established by states. 

(3)  Service Performance by District and/or Area 

Beginning in FY 2019, the Commission recommended that the Postal Service examine the 
ÆÁÃÔ ÔÈÁÔ ÓÅÒÖÉÃÅ ÐÅÒÆÏÒÍÁÎÃÅ ÁÃÒÏÓÓ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ $ÉÓÔÒÉÃÔÓ ÖÁÒÉÅÓ ÒÅÌÁÔÉÖÅ ÔÏ 
geography. See FY 2019 Analysis at 35-37; FY 2020 Analysis at 57-59. The Postal Service 
reports that it focused service performance improvement efforts on low-performing 
organizational units in FY 2021 and will continue to do so. Response to CHIR No. 8, 
question 12. The Postal Service states that Processing Operations Division Support 
provides daily service performance scores at the Division and plant level and ranks the 
lowest performers. Id. Moreover, Division Support provides daily service Grid analysis for 
low-performing plants, which is utilized to identify root causes of processing failures and 
implement action plans. Id. The Postal Service states that several Divisions also convene 
regular service meetings to discuss reasons for service performance issues and strategies 
for improvement at low-performing plants. Id. 
 
Variance in service performance by Districts is illustrated in Figure III-3, which presents 
FY 2021 on-time service performance results for Single-Piece First-Class Mail Letters and 
Postcards with a 3-5-Day service standard. 



Analysis of FY 2021 Performance Report Evaluation of Performance Goals 
and FY 2022 Performance Plan 
 
 
 

- 56 - 

Figure III-3 
On-Time Service Performance, By District, 3-5-Day Single-Piece Letters/Postcards, FY 2021 

 
Source: United States Postal Service, FY 2021 Quarter 4 Service Performance Measurement Data, November 10, 2021, ZIP folder 
άQuartPerf_FY21_Q4ΦȊƛǇΣέ ZIP ŦƻƭŘŜǊ άC¸нм vп {ta wŜǇƻǊǘǎΣέ ½Lt ŦƻƭŘŜǊ άCƛǊǎǘ-/ƭŀǎǎ aŀƛƭΦȊƛǇΣέ 9ȄŎŜƭ ŦƛƭŜ ά{tC/ [/ нмп {ŎƻǊŜǎ wŜǇƻǊǘΦȄƭǎȄΦέ 

 
The data reflected in this map illustrate the percentage of mailpieces that were delivered 
within the expected service performance window, measured at the District level. The 
Single-Piece First-Class Mail 3-5-Day service performance target for FY 2021 was 68.64 
percent. FY 2021 ACD at 141, Table V-4. The colors on the map represent different 
quartiles of data, with each color grouping containing 25 percent of the Districts. The 
darker colors indicate a lower percentage of mailpieces meeting the service standard. 
Interval break points are based on the distribution of the data points. Because volume data 
show origin/destination combined results in which each mailpiece is counted once 
according to its origin and once according to its destination, it is difficult to determine 
which processing phase was most responsible for the mail failing to meet its service 
performance target.75 Nevertheless, Figure III-3 continues to clearly demonstrate that 

 
75 Volume data are a component of service performance reporting. See United States Postal Service, FY 2021 Quarter 4 Service Performance 
aŜŀǎǳǊŜƳŜƴǘ 5ŀǘŀΣ bƻǾŜƳōŜǊ млΣ нлнмΣ ½Lt ŦƻƭŘŜǊ άQuartPerf_FY21_Q4ΦȊƛǇΣέ ZIP ŦƻƭŘŜǊ άC¸нм vп {ta wŜǇƻǊǘǎΣέ ½Lt ŦƻƭŘŜǊ άCƛǊǎǘ-Class 
aŀƛƭΦȊƛǇΣέ 9ȄŎŜƭ ŦƛƭŜ ά{tC/ [/ нмп {ŎƻǊŜǎ wŜǇƻǊǘΦȄƭǎȄ,έ ǘŀō ά{tC/ [/ bŀǊǊŀǘƛǾŜΦέ ±ƻƭǳƳŜ Řŀǘŀ ŀǊŜ ǇǊƻǾƛŘŜŘ ōȅ ǘƘŜ /ƻƳƳƛǎǎƛƻƴ ƻƴ ƛǘǎ ǿŜōǎƛǘŜ ŀǘ 
https://www.prc.gov/dockets/quarterly-performance. 
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discrepancies in service performance results exist at the District level, with a gap of 36.9 
percentage points separating the lowest and highest performing Districts. 
 
A similar level of variation in service performance can also be seen with respect to specific 
products. For example, Figure III-4 depicts service performance for Outside County 
Periodicals by Area for FY 2021. 
 

Figure III-4 
On-Time Service Performance, By Area, Outside County Periodicals, FY 2021 

 

 
{ƻǳǊŎŜΥ ¦ƴƛǘŜŘ {ǘŀǘŜǎ tƻǎǘŀƭ {ŜǊǾƛŎŜΣ C¸ нлнм vǳŀǊǘŜǊ п {ŜǊǾƛŎŜ tŜǊŦƻǊƳŀƴŎŜ aŜŀǎǳǊŜƳŜƴǘ 5ŀǘŀΣ ½Lt ŦƻƭŘŜǊ άC¸нм vп {ta wŜǇƻǊǘǎΦȊƛǇΣέ ½Lt 
ŦƻƭŘŜǊ άtŜǊƛƻŘƛŎŀƭǎΦȊƛǇΣέ 9ȄŎŜƭ ŦƛƭŜ άtŜǊƛƻŘƛŎŀƭǎ нмп {ŎƻǊŜǎ wŜǇƻǊǘΦȄƭǎȄΣέ ǘŀō άt9w ¸¢5Φέ 

 
Figure III-4 demonstrates that significant product-discrepancies in service performance 
between Areas for this particular product. 
 
The Commission continues to recommend that the Postal Service explore ways to better 
balance service performance scores across the nation. It is likely that significant gains in 
national scores could be made by focusing efforts on low-performing Areas and/or Districts. 
Thus, the Commission recommends the Postal Service study the reasons for service 
performance issues in the lowest performing Areas/Districts. For example, the Postal Service 
should require Area/Districts with low service performance scores to identify root cause(s) of 
low scores specific to that District and create action plans for improving service performance 
that specifically address the root cause(s) identified. The Postal Service should also require 
Areas/Districts with low service performance scores demonstrate the efficacy of action plans 
for improving service performance using quantitative metrics of operational improvement. 
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B. Excellent Customer Experience 

1. Background 

a. Customer Experience Surveys 

The Postal Service measures customer experience (CX) by conducting surveys of 
residential, small/medium business, and large business customers.76 In FY 2021, the 
Postal Service measured CX using the following eight surveys: 
 

¶ Business Service Network (BSN) 

¶ Point of Sale (POS) 

¶ Delivery 

¶ Customer Care Center (CCC) 

¶ Customer 360 (C360) 

¶ Business Mail Entry Unit (BMEU)77 

¶ USPS.com 

¶ Large Business Panel 

 
The Postal Service provides copies of these surveys in the FY 2021 ACR.78 Each survey 
measures a customer touchpoint or interaction between the customer and the Postal 
Service. Each of the eight surveys is summarized below. 
 
The BSN provides nationwide support to qualified business customers related to service 
issues, information, and requests. FY 2021 Annual Report at 38. The BSN survey measures 
ÂÕÓÉÎÅÓÓ ÃÕÓÔÏÍÅÒÓȭ satisfaction with the overall experience provided by the BSN. Id. 
Customers who initiate a service request within the BSN receive an email invitation to 
take the BSN survey online within 30 days. Library Reference USPS-FY21-38, Preface at 3. 
The BSN survey consists of 14 evaluation questions and 4 open-ended customer supplied 
responses. Id. These questions ask business customers about their satisfaction with their 

 
76 Residential customers live in United States households that receive mail delivery. Small/medium business customers have fewer than 250 
employees at one location. Large business customers have 500 or more employees. Library Reference USPS-FY21-38, December 29, 2021, 
folder USPS-FY21-38, file ά¦{t{-FY21-оу tǊŜŦŀŎŜΦǇŘŦΣέ ŀǘ оΣ р (Library Reference USPS-FY21-38, Preface). 

77 ¢ƘŜ tƻǎǘŀƭ {ŜǊǾƛŎŜ ǊŜŦŜǊǎ ǘƻ ǘƘŜ .a9¦ ǎǳǊǾŜȅ ŀǎ ōƻǘƘ ά.ǳƭƪ aŀƛƭ 9ƴǘǊȅ ¦ƴƛǘέ ŀƴŘ ά.ǳǎƛƴŜǎǎ aŀƛƭ 9ƴǘǊȅ ¦ƴƛǘΦέ See FY 2021 Annual Report at 
38; Library Reference USPS-FY21-38, Preface ŀǘ нΦ ¢ƘŜ ǎǳǊǾŜȅ ƴŀƳŜ ƛǎ ά.ǳǎƛƴŜǎǎ aŀƛƭ 9ƴǘǊȅ ¦ƴƛǘΦέ [ƛōǊŀǊȅ wŜŦŜǊŜƴŎŜ ¦{t{-FY21-38, folders 
ά¦{t{-FY21-38,έ ŦƛƭŜ ά/·ψ{ǳǊǾŜȅǎψC¸н1.docx,έ ŀǘ 9 (Surveys). 

78 See Surveys. The /ƻƳƳƛǎǎƛƻƴΩǎ ǊǳƭŜǎ ǊŜǉǳƛǊŜ ǘƘŜ !/w to include a copy of each customer survey; a description of the customer type targeted 
by the survey; the number of surveys initiated and received; and in the case of multiple-choice questions, the number of responses received 
for each question, disaggregated by each of the possible responses. 39 C.F.R. § 3055.92. 
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overall experience with the BSN and interaction with the BSN representative. See Surveys 
at 9. 
 
4ÈÅ 0/3 ÓÕÒÖÅÙ ÍÅÁÓÕÒÅÓ ÃÕÓÔÏÍÅÒÓȭ ÏÖÅÒÁÌÌ ÓÁÔÉÓÆÁÃÔÉÏÎ ×ÉÔÈ ÔÈÅÉÒ ÅØÐÅÒÉÅÎÃÅ ÁÔ ÒÅÔÁÉÌ 
locations that use POS equipment.79 After completing a retail transaction, customers 
receive a receipt inviting them to take the POS survey via website, telephone number, or 
Quick Response Code within 30 days. Library Reference USPS-FY21-38, Preface at 3. The 
POS survey is conducted through a web-based survey platform and consists of 12 
evaluation questions and 2 open-ended customer supplied responses. Id. These questions 
ask retail customers to evaluate their visit to the retail location, their interaction with the 
sales associate, and their wait time in line.80 
 
The Delivery survey measures the level of satisfaction of residential and small/medium 
business customers with sending and receiving mail and packages.81 There are different 
Delivery surveys for residential and small/medium business customers. Randomly 
selected residential and small/medium business customers are mailed a letter inviting 
them to take the survey on a weekly basis either by phone or online. Library Reference 
USPS-FY21-38, Preface at 3. Residential customers are asked 19 evaluation questions and 
2 open-ended customer supplied responses. Id. Small/medium business customers are 
asked 20 evaluation questions and 2 open-ended customer supplied responses. Id. These 
questions ask customers to evaluate their experience receiving mail and packages as well 
as sending domestic and international products. See Surveys at 26-32. 
 
The CCC survey measures customer satisfaction with calls made to the CCC, which handles 
ÃÕÓÔÏÍÅÒ ÃÁÌÌÓ ÔÏ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÔÏÌÌ-free customer service line.82 Customers who call 
the CCC may use the Interactive Voice Response (IVR) system or speak to a live agent. 
Library Reference USPS-FY21-38, Preface at 4. There are two different CCC surveys that 
ÍÅÁÓÕÒÅ ÃÕÓÔÏÍÅÒÓȭ ÏÖÅÒÁÌÌ ÓÁÔÉÓÆÁÃÔÉÏÎ ×ÉÔÈ ÅÉÔÈÅÒ ÔÈÅ )62 ÓÙÓÔÅÍ ɉ)62 ÓÙÓÔÅÍ ÓÕÒÖÅÙɊ ÏÒ 
the live agent (Live Agent survey). Id. For the IVR system survey, customers who call the 
toll -free number and only interact with the IVR system are asked at the beginning of the 
call if they would like to complete a survey after the call. Id. For the Live Agent survey, 
customers who call the toll-free number and speak with a live agent receive phone 
invitatio ns to take the survey. Id. 4ÈÅ ### ÓÕÒÖÅÙÓ ÁÓË ÁÂÏÕÔ ÃÕÓÔÏÍÅÒÓȭ ÏÖÅÒÁÌÌ ÅØÐÅÒÉÅÎÃÅ 
provided by the IVR system or the live agent. See Surveys at 80-81. 
 

 
79 FY 2021 Annual Report at 38; Library Reference USPS-FY21-38, Preface at 3. 

80 See Surveys at 2-8. The Commission discussed wait time in line in the FY 2021 ACD. See FY 2021 ACD at 214-17. 

81 FY 2021 Annual Report at 38; see Surveys at 22-37. The Delivery survey also measures residential and small/medium business customer 
satisfaction with Market Dominant products, which the Commission discussed in the FY 2021 ACD. See FY 2021 ACD at 219-27. 

82 FY 2021 Annual Report at 38; Library Reference USPS-FY21-38, Preface at 4. 
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The C360 survey measures satisfaction with issue resolution for customers who open a 
service ticket through a CCC live agent, via USPS.com, or at a local Post Office.83 The C360 
survey is sent to customers who provide an email address after their cases have been 
closed. Library Reference USPS-FY21-38, Preface at 4. Customers who only provide a 
phone number receive a call from the IVR system. Id. The C360 survey consists of 13 
evaluation questions and 2 open-ended customer supplied responses. Id. These questions 
ask customers whether their case was resolved successfully and how satisfied they were 
with the quality of service received in response to their issue. See Surveys at 38-48. 
 
The BMEU is the area of a postal facility where business mailers present bulk, presorted, 
and permit mail for acceptance.84 4ÈÅ "-%5 ÓÕÒÖÅÙ ÍÅÁÓÕÒÅÓ ÂÕÓÉÎÅÓÓ ÃÕÓÔÏÍÅÒÓȭ overall 
satisfaction with their experience at the BMEU.85 After business customers produce and 
finalize a postage statement at the BMEU, they receive an email inviting them to take the 
web-based survey, which consists of nine evaluation questions and three open-ended 
customer supplied responses. Library Reference USPS-FY21-38, Preface at 2-3. These 
ÑÕÅÓÔÉÏÎÓ ÁÓË ÁÂÏÕÔ ÂÕÓÉÎÅÓÓ ÍÁÉÌÅÒÓȭ ÏÖÅÒÁÌÌ ÓÁÔÉÓÆÁÃÔÉÏÎ ×ÉÔÈ ÔÈÅÉÒ ÅØÐÅÒÉÅÎÃÅ ÁÔ ÔÈÅ 
BMEU, as well as their experience with acceptance employees at the BMEU. See Surveys 
at 71-79. 
 
The USPS.com survey measures the level of satisfaction for customers who visit the Postal 
3ÅÒÖÉÃÅȭÓ ×ÅÂÓÉÔÅȢ86 The survey is offered to a random sample of 2 percent of customers 
who access the website through a desktop computer or tablet and click through 3 or more 
web pages. Library Reference USPS-FY21-38, Preface at 4. The survey is also offered to a 
random sample of 5 percent of customers who access the website through a mobile device. 
Id. The survey consists of four evaluation questions and one open-ended customer 
supplied response. Id.; see Surveys at 82. These questions ask about customer satisfaction 
with the overall experience provided by the website and whether customers accomplished 
what they wanted to on the website. See Surveys at 82. 
 
The Large Business Panel survey is a relational panel survey that measures customer 
satisfaction of large business customers, which are those with 500 or more employees.87 A 
third -party vendor manages customers that sign up to participate in the panel. Library 
Reference USPS-FY21-38, Preface at 5. In FY 2021, the Large Business Panel survey was 
conducted monthly to account for seasonal variation in customer satisfaction with Market 

 
83 FY 2021 Annual Report at 38; Library Reference USPS-FY21-38, Preface at 4. The C360 survey was previously called the Enterprise Customer 
Care survey. FY 2020 Annual Report 37. 

84 ά.ǳǎƛƴŜǎǎ aŀƛƭ 9ƴǘǊȅ ¦ƴƛǘΣέ ¦ƴƛǘŜŘ {ǘŀǘŜǎ tƻǎǘŀƭ {ŜǊǾƛŎŜΣ Glossary of Postal Terms (Publication 32), July 2013, available at 
https://about.usps.com/publications/pub32/pub32_terms.htm. 

85 FY 2021 Annual Report at 38; Library Reference USPS-FY21-38, Preface at 2. 

86 FY 2021 Annual Report at 38; Library Reference USPS-FY21-38, Preface at 4. 

87 Library Reference USPS-FY21-38, December 29, 2021, Preface at 5; see Surveys at 49-70. 
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Dominant products.88 The survey consists of 21 evaluation questions and 2 open-ended 
customer supplied responses. Library Reference USPS-FY21-38, Preface at 5. These 
questions ask large business customers about their overall satisfaction with their recent 
experience with the Postal Service, as well as their usage of and satisfaction with domestic 
and international mail products. See Surveys at 49-70. 

b. Performance Indicators 

In FY 2021, the Postal Service used eight performance indicators or metrics to track 
progress toward the Excellent Customer Experience performance goal. Seven of those 
performance indicators correspond directly to one of the CX surveys described above.89 
Results of these seven CX survey performance indicators are calculated as the percentage 
ÏÆ ÃÕÓÔÏÍÅÒÓ ×ÈÏ ÒÅÓÐÏÎÄÅÄ Ȱ6ÅÒÙ 3ÁÔÉÓÆÉÅÄȱ ÏÒ Ȱ-ÏÓÔÌÙ 3ÁÔÉÓÆÉÅÄȱ ÏÎ Á ÓÉØ-point scale to a 
question about overall satisfaction on the particular survey.90 The overall satisfaction 
question for each of the seven CX surveys is shown in Table III-6. 
 
  

 
88 Library Reference USPS-FY21-38, Preface at 5. The Commission discusses large business customer satisfaction with Market Dominant 
products in the FY 2021 ACD. See FY 2021 ACD at 229-35. 

89 FY 2021 Annual Report at 38. The Large Business Panel survey is the exception. The Postal Service introduced the Large Business Panel as a 
performance indicator in FY 2018 but discontinued this performance indicator in FY 2019. See FY 2018 Analysis at 45. In FY 2019, the Postal 
Service explained that it discontinued using the Large Business Panel performance indicator because business CX was already measured by the 
BSN and BMEU surveys. FY 2018 Annual Report at 21. The Postal Service has continued to administer the Large Business Panel survey since 
FY 2019. 

90 FY 2021 ACR at 57; Response to CHIR No. 15, question 2.a. 
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Table III-6 

Customer Experience Surveys 
FY 2021 Overall Satisfaction Questions 

 
Customer Experience Surveys Overall Satisfaction Questions 

Business Service Network How satisfied are you with the overall experience 
provided by the Business Service Network? 

Point of Sale Thinking about this visit to the Post Office, overall, 
how satisfied were you? 

Delivery Thinking about your overall experience with receiving 
mail and/or packages delivered by the Postal Service 
recently, how satisfied are you? 

Customer Care Center Live Agent survey: Please tell us how satisfied you 
were with the overall experience provided by the 
Customer Care Center. 
 
Interactive Voice Response survey: Please tell us how 
satisfied you were with the overall experience 
provided by the Postal Service automated system. 

Customer 360 Overall, how satisfied are you with the quality of 
service you received in response to the issue? 

Business Mail Entry Unit Overall, how satisfied were you with your experience 
at the Business Mail Entry Unit? 

USPS.com How satisfied are you with the overall experience 
provided by the USPS.com website? 

Source: Library Reference USPS-FY21-38, Preface at 3-5. 

 
The Postal Service uses the result of each of the seven CX survey performance indicators 
to calculate the CX Composite Index, which is the eighth performance indicator tracking 
progress toward the Excellent Customer Experience performance goal. FY 2021 Annual 
Report at 38. The CX Composite Index is a weighted composite based on results of the CX 
survey performance indicators. Id. While each survey measures CX based on specific 
touchpoints or interactions with the Postal Service, the CX Composite Index measures 
overall CX across the most frequently used customer-facing channels. Methodologies for 
calculating results for the Excellent Customer Experience performance indicators are 
discussed in Section B.3.a., infra. 
 
In FY 2021, results of the CX Composite Index, POS, Delivery, C360, USPS.com, and BMEU 
performance indicators did not meet their respective targets. FY 2021 Annual Report at 38. 
The Postal Service explains that the CX Composite Index result did not meet its target 
because results of the POS, Delivery, C360, USPS.com, and BMEU performance indicators 
missed their respective FY 2021 targets. Id. Explanations for not meeting FY 2021 targets 
are shown in Figure III-6. See Section B.3.b., infra . 
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To improve progress toward the Excellent Customer Experience performance goal in 
FY 2022, the Postal Service states that it will improve the way employees engage with 
customers, measure CX in a timely manner, and provide consistent customer service 
across all touchpoints. FY 2021 Annual Report ÁÔ τπȢ )Ô ÎÏÔÅÓ ÉÔ Ȱ×ÉÌÌ ÅÍÐÏ×ÅÒ ÉÔÓ 
workforce to prevent undesirable CXs by providing actionable data to help them resolve 
customer pain points ÁÎÄ ÉÍÐÒÏÖÅ ÃÕÓÔÏÍÅÒÓȭ ÅØÐÅÒÉÅÎÃÅÓȢȱ Id. Plans for meeting FY 2022 
targets are shown in Figure III-6. See Section B.3.b., infra . 

2. Comments 
The Public Representative observes that results of two performance indicators improved 
compared to FY 2020 and met their respective FY 2021 targets. PR Comments at 5. She 
states that results for the other performance indicators not only missed FY 2021 targets, 
but also declined compared to FY 2020. Id. She concludes that because the CX Composite 
Index missed the FY 2021 target, the Postal Service did not meet the Excellent Customer 
Experience performance goal in FY 2021. Id. 
 
The Prison Policy Initiative (PPI) comments that the Delivery survey excludes people 
without ready access to a phone or Internet service because the survey requires 
participants to respond either by phone or online. PPI Comments at 2. It notes that 
incarcerated people and other groupsɂincluding low-income households, residents in 
rural areas, and senior citizensɂdisproportionately rely on First-Class Mail, and 
incarcerated people are unable to access the Internet or call toll-free telephone numbers. 
Id. PPI observes that some people living in group quarters, such as incarcerated people 
and nursing home residents, may not have access to the phone or Internet. Id. at 3. It 
ȰÅÎÃÏÕÒÁÇÅÓ ÔÈÅ #ÏÍÍÉÓÓÉÏÎ ÔÏ ÒÅÑÕÉÒÅ ÔÈÁÔ ÁÎÙ ÆÕÔÕÒÅ #8 ÓÕÒÖÅÙÓ ÔÈÁÔ ÔÁÒÇÅÔ ÉÎÄÉÖÉÄÕÁÌ 
customers include group-quarters residents in the sample.ȱ Id. at 4. 
 
In its reply comments, the Postal Service responds that although it delivers mail and 
ÐÁÃËÁÇÅÓ ÔÏ ÐÒÉÓÏÎÓȟ ÔÈÅ ÐÒÉÓÏÎÓȭ ÍÁÉÌÒÏÏÍ ÉÓ ÒÅÓÐÏÎÓÉÂÌÅ ÆÏÒ ÔÈÅ ÆÉÎÁÌ ÄÅÌÉÖÅÒÙ ÏÆ ÌÅÔÔÅÒ 
and packages to incarcerated individuals. Postal Service Reply Comments at 12. It asserts 
ÔÈÁÔ ÉÎÃÁÒÃÅÒÁÔÅÄ ÃÕÓÔÏÍÅÒÓȭ ÓÁÔÉÓÆÁÃÔÉÏÎ ×ÉÔÈ ÄÅÌÉÖÅÒÙ ÁÐÐÅÁÒÓ ÔÏ ÄÅÐÅÎÄ ÏÎ ÁÎ ÅØÔÅÒÎÁÌ 
body that is responsible for delivering mail and packages directly to incarcerated 
individuals. Id. Thus, it concludes that changing the Delivery survey respondent pool is not 
necessary. Id. 

3. Commission Analysis 
The Postal Service exceeded FY 2021 targets for the BSN and CCC performance indicators 
but missed FY 2021 targets for the other Excellent Customer Experience performance 
indicators (CX Composite Index, POS, Delivery, C360, USPS.com, and BMEU). FY 2021 
Annual Report at 38. 
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The Commission finds that the Postal Service partially met the Excellent Customer 
Experience performance goal in FY 2021 because it missed six targets and met or exceeded 
two targets. 
 
PPI asserts that future CX surveys that target individual customers should include in the 
respondent pool group-quarter residents and other customers who lack phone or Internet 
access. PPI Comments at 2-4. The Commission observes that the Delivery survey is mailed 
to a random sample of residential and small/medium business customers. Library 
Reference USPS-FY21-38, Preface at 3. The Postal Service could provide an address to 
allow customers to complete and return the survey by mail. 
 
The Commission recommends that the Postal Service provide Delivery survey customers the 
option of completing the survey by mail. 
 
In the sections below, the Commission describes and compares methodologies for 
calculating performance indicator results, as well as analyzes FY 2021 targets and results. 
The Commission also ÃÏÍÐÁÒÅÓ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ measurement of CX to metrics used in 
the private sector and other organizations, including the Net Promoter System (NPS) 
score, the Customer Effort Score (CES), and social media. 

a. Performance Indicator Methodologies 

This section describes and compares the methodologies for calculating results of the CX 
Composite Index and the seven CX survey performance indicators91 from FY 2018 through 
FY 2021. 

(1)  Customer Experience Composite Index 

The CX Composite Index is a performance indicator that ȰÐÒÏÖÉÄÅÓ Á ÃÏÍÐÒÅÈÅÎÓive view 
ÏÆ ÔÈÅ ÃÕÓÔÏÍÅÒȭÓ ÅØÐÅÒÉÅÎÃÅ ÁÃÒÏÓÓ ÔÈÅ ÍÏÓÔ ÆÒÅÑÕÅÎÔÌÙ ÕÓÅÄ ÃÕÓÔÏÍÅÒ-facing channels.ȱ 
FY 2021 Annual Report at 38. The result is a weighted composite based on results of the CX 
survey performance indicators. Id. Figure III-5 shows how each performance indicator 
was weighted to calculate the FY 2021 CX Composite Index result. As Figure III-5 shows, 
the performance indicators are grouped into three core areas: Consumer, Business, and 
Delivery experience. 
  

 
91 The CX Survey performance indicators are the BSN, POS, Delivery, CCC, C360, USPS.com, and BMEU. 
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Figure III-5 

Customer Experience Composite Index 
Weights of Performance Indicators in FY 2021 

 

 
Source: FY 2021 Annual Report at 38. 

 
The Postal Service calculated the FY 2021 CX Composite Index result of 68.49 in three 
steps. First, the Postal Service determined the FY 2021 result for each CX survey 
performance indicator.92 Second, the Postal Service multiplied the result of each CX survey 
performance indicator by its respective weight listed in Figure III-5. Third, the Postal 
Service added the weighted results together to arrive at the FY 2021 CX Composite Index 
result of 68.49. Table III-7 illustrates the steps for calculating the FY 2021 CX Composite 
Index result. 
  

 
92 See FY 2021 Annual Report at 38; Docket No. ACR2019, Responses of the United States Postal Service to Questions 1-у ƻŦ /ƘŀƛǊƳŀƴΩǎ 
Information Request No. 18, March 3, 2020, question 3. FY 2021 results for the CX survey performance indicators were calculated as the 
ǇŜǊŎŜƴǘŀƎŜ ƻŦ ŎǳǎǘƻƳŜǊǎ ǿƘƻ ǊŜǎǇƻƴŘŜŘ ά±ŜǊȅ {ŀǘƛǎŦƛŜŘέ ƻǊ άaƻǎǘƭȅ {ŀǘƛǎŦƛŜŘέ ƻƴ ŀ six-point scale to the overall satisfaction question for the 
corresponding CX survey shown in Table III-6. See Section B.1.b., supra. 
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Table III-7 
Customer Experience Composite Index 
Steps for Calculating the FY 2021 Result 

 
Customer 
Experience 

Survey 
Performance 

Indicatora 

FY 2021 Result  
Weight 

(Percent) 
 

Weighted 
Resultb 

Business Service 
Network 

97.89 x 10 = 9.79 

Point of Sale 84.39 x 15 = 12.66 

Delivery 70.41 x 20 = 14.08 

Customer Care 
Center 

61.85 x 20 = 12.37 

Customer 360 33.34 x 20 = 6.67 

Business Mail 
Entry Unit 

95.66 x 10 = 9.57 

USPS.com 67.13 x 5 = 3.36 

FY 2021 Customer Experience Composite Index Score 68.49c 

a Targets for each of these performance indicators are listed in Table III-10, infra. 
b Results are rounded to the nearest hundredth. 
c  The CX Composite Index score differs slightly from the sum of the weighted results (68.50) due to rounding. 
Source: FY 2021 Annual Report at 38. 

 
Table III-8 compares the weights used to calculate CX Composite Index results from 
FY 2018 through FY 2021. 
 

Table III-8 
Customer Experience Composite Index 

Weights of Each Customer Experience Survey Performance Indicator 
FY 2018-FY 2021 

 

Customer Experience Survey  
Performance Indicator 

Weight of Customer Experience Composite Index 

FY 2018 FY 2019 FY 2020 FY 2021 

Business Service Network 10% 10% 10% 10% 

Point of Sale 10% 15% 15% 15% 

Delivery 20% 20% 20% 20% 

Customer Care Center 20% 20% 20% 20% 

Customer 360a 15% 20% 20% 20% 

Business Mail Entry Unit 10% 10% 10% 10% 

USPS.com 5% 5% 5% 5% 

Large Business Panel 10% Not Included Not Included Not Included 

a The C360 survey was called the Enterprise Customer Care survey from FY 2017 through FY 2019. 
Source: FY 2021 Annual Report at 38; FY 2020 Analysis at 67. 
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Table III-8 shows that the Postal Service calculated the CX Composite Index result using 
the same methodology from FY 2019 through FY 2021 but used a different methodology in 
FY 2018. The FY 2018 result was calculated based on results of eight CX surveys, including 
the Large Business Panel. Response to CHIR No. 4, question 2.b.i. In FY 2019, the Postal 
Service discontinued using the Large Business Panel performance indicator, and results 
from FY 2019 through FY 2021 were based on results from the seven remaining CX 
surveys.93 Results of the CX Composite Index from FY 2018 through FY 2021 are shown in 
Table I-1. See Chapter I, Section A., supra. 
 
The FY 2022 CX Composite Index target is 72.99, which is 3.91 points lower than the FY 
2021 target (76.90). FY 2021 Annual Report at 33. The Postal Service previously explained 
that it sets the CX Composite Index target based on the targets set for each CX survey 
performance indicator.94 For the CX survey performance indicators that missed their 
respective target in FY 2021, FY 2022 targets are set at or below FY 2021 targets. See 
Section B.3.b., infra. As a result, the FY 2022 CX Composite Index target decreased 
compared to FY 2021. 4ÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅȭÓ ÍÅÔÈÏÄ ÆÏÒ ÓÅÔÔÉÎÇ ÔÁÒÇÅÔÓ ÉÓ ÃÏÎÓÉÓÔÅÎÔ ×ÉÔÈ 
the CommissionȭÓ ÐÁÓÔ ÒÅÃÏÍÍÅÎÄÁÔÉÏÎ ÔÈÁÔ ÔÈÅ 0ÏÓÔÁÌ 3ÅÒÖÉÃÅ ÃÏÎÓÉÄÅÒ ÔÈÅ ÐÒÉÏÒ ÙÅÁÒȭÓ 
ÒÅÓÕÌÔ ×ÈÅÎ ÓÅÔÔÉÎÇ ÔÈÅ ÓÕÂÓÅÑÕÅÎÔ ÙÅÁÒȭÓ ÔÁÒÇÅÔȢ See FY 2019 Analysis at 42-43. 

(2)  Customer Experience Survey Performance Indicators 

Table III-9 shows the methodologies for calculating results of each CX survey performance 
indicator from FY 2018 through FY 2021. 
  

 
93 Id. question 2.b.ii; FY 2018 Annual Report at 21. CX Composite Index results from FY 2018 through FY 2021 are not comparable. 
Comparability issues are discussed in Chapter II, Section B.2.b., supra. 

94 See Docket No. ACR2019, Responses of the United States Postal Service to Questions 1-т ƻŦ /ƘŀƛǊƳŀƴΩǎ LƴŦƻǊƳŀǘƛƻƴ wŜǉǳŜǎǘ bƻΦ рΣ WŀƴǳŀǊȅ 
28, 2020, question 7.a. 


















































































































