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Analysis of FY 202 Performance Report Introduction
and FY 202 Performance Plan

CHAPTERINTRODUCTION
A. Background

The Postal Service is required b¥itle 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 yeaf On December 29, 2021the Postal Servie

filed its fiscal year(FY)2021 Annual Report to Congress Docket No. ACR021.2 The
FY2021Annual ReporA T T OAET © OEA 02022 énAdal p&fdrddéerkpgold O & 9
(FY2021Repor) and FY2022 annual performanceplan (FY2022 Plan).3

TheFY2021Reportand FY2022PlanAE OAOOO OEA 01 OOAI 3AOOEAAGO
which are:

1 High-Quality Service deliver mail and packages oftime

1 Excellent Customer Experience improve Postal Service customer
satisfaction with services provided through @ery primary touchpoint or
interaction

1 Safe Workplace and Engaged Workforeepromote employee safety in
the workplace and increase enployee satisfaction and engagement

1 Financial Healtte achieve financial stability andimprove the Postal
3 AO0OOE A A 6 Gsitiably dehebafing teveie, controlling expenses,
and improving efficiencyp

I PDAOAI Of ATAA CiT Al EO OA OAOCAO 1AOGAT 1T &£ PAOE
objective, against which actual achievement shall be compared, including a goal exse$
AEOAOOOAO OEA 01 OOAI 3AOO0OEAAGO DPOI cakoo EIT 1A
TheFY2022PlanAAOAOEAAO OEA 01 O0AT 3AO0OBEmddgasinDl AT O ¢/
FY2022.

139 US.C. 8§ 2803, 2804, and 3652 39 C.F.R. § 3050.43.

2 SeeUnited States Postal Service Annual Report to Congessalsd.ibrary Reference USIES 2117, December 22021, folder

AC, HMOMT ®! yydzZ f dwSLI2 NI ¢ FAf S &C2021MmuaMReppyDy May 12, 2823 [t Rdstal Sevice filegad NB 4 & ®LIR T ¢
CHIR responseoting somerevisions to theFY 2021 Annual RepoResponse of the United States Postal Service to@Qie8 y m 2 F / KF A NX | y ¢
Information Request No. 31, May 12, 2022 (Response to CHIR No. 31)

3FY2021Annual Reporat 32-53. This Analysis cites to pages from #¢2021Annual Reporivhen referring to theFY2021Reportand
FY2022Plan

“¢KS t2&Glt { SNPAOS NBTSNB (2 (KS LISNFRehMA3288S I21ta & aO2NLERNI GS LIS

5 SeeDocket No. ACR202Responses of the United States Postal Serviceto Questons 2 ¥/ KF ANXY | Yy Q& LYy FT2N¥YF A2y wSljoc
2021, qustion 2.b.ii.;Docket No. ACR2020, Motion betUnited States Postal Service for Late Acceptance of Responses to Questions 2 and 3
2F / KIANNEFYQ&E LYTFT2NNIDA2y wSljdS&ad b2d HTI ! LINAE ¢
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Analysis of FY 202 Performance Report Introduction
and FY 202 Performance Plan

The Postal Serviceaises performance indicatorsor metrics to measure outcome and assess
whether it has achieved the performance goal$ee39 U.S.C8 2801(4). For example, the
performance indicators forthe High-Quality Serviceperformance goalmeasure the
percentage ofvarious categories ofmail delivered on-time. Figure }1 lists the four
performance goals and their corresponding performance indicatrs in FY 2021:

Figure 11
FY 2021 Performance Goals and Performance Indicators

SourcefY2021Annual Reporat 33

For each performance indicator, the Postebervice sets a target in the annual performance
plan and provides the result in the annual performance report for that fiscal ye&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 SeeFY2021Annual Reporat 33. Initially, the Postal Servicaldiot set FY 2021 targets for the Hi@uality Service performance indicators in

the FY2022Plan SeeDocket No. ACR2020nited States Postal Service Annual Report to Congesslsd.ibrary Reference USIFS 26017,

December 292020, A £ S & C ,alkRepernUBPS/RY202.17Ddt 33 n.6 On May 14, 2021, the Postal Service filed a revised version of the

FY 2020 Annual Repdhiat included FY 2021 Higbuality Service targets. Docket No. ACR2020, Notice of the United States Postal Service of

Supplements to Annual Compliance Report Folders 17 and &E8ata, May 14, 202keeDocket No. ACR2020ibrary Reference USPS

Fy2eitr 5 5SOSYOSNI HpS HAawnX FAES &C, HnHnéd3FYRD20ANNualReoill ®! {t { C, HndmMT dwS
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Analysis of FY 202 Performance Report Introduction
and FY 202 Performance Plan

Table 1
Performance Goaland AssociatedPerformance IndicatorsTargets, and Results
Performance . FY TARGETS FY RESULTS
Performance Indicator
Goal 2022 | 2021
SinglePiece 2-Day 90.25% | 87.81%
FirstClass Mail 3-5-Day 90.00% | 68.64%
Overnight 94.75% | 93.99%
_ Przslo”e‘:/l '| 2-Day 93.00% | 89.20%
High-Quality irstClass Mai - )
Service: 3-5-Day 90.50% | 84.11%
FirstClass Mail Letter and Flat Compogite 91.00 84.88
USPS Mgrketlng Mail and Periodicals 91.50 86.62
Composité
Market Dominant Composité 91.25 85.86 89.66
Customer Experience Composite Intfex 72.99 76.90
Business Service Network 97.33% | 97.20%
Point of Sale 87.46% | 90.42%
Excellent | pelivery 80.94 | 86.33
Customer
Experience Customer Care Centér 63.02 60.03
Customer 360 40.05% | 55.00%
Business Mail Entry Unit 96.72% | 96.73%
USPS.com 73.41% | 73.41%
Safe Total Accident Rate 13.45 13.75
Workplace Survey Response Rate N/A 51%
and Engaged
Workforce | Grand Mean Engagement Score 3.38 N/A
Financial Deliveries per Total Workhours % Change N/A N/A
Health Controllable Income (Loss) $ in billions ($4.10) | ($5.60)

I TargetMet M Target Not Met

N/A ¢ Not used as a performance indicator for that fiscal year

aTable 11 lists targets and results for public performance indicators measuring-®igtlity Service for Market Dominant products. The Postal Service
filed under seal information for nepublic performance indicators measuring Hi@lality Service for certain Contive products.FY 202 Annual
Report33 n.1;seeChapter I, SectioB.3.,infra.

bTheMarket Dominant Composite isiadditionalperformance indicator the Postal Servizegan usingn FY 202 to measure HigiQuality ServiceSee
FY 2020 Annual Repat 34. Results from FY 2018 through FY 2020 are shown for comparison purposes.

¢Results of the Higluality Service performance indicators, as well as the Customer Experience Composite Indestantr Care Center, are not
comparable from FY 2018 through FY 2(®HeChapter Il, Section B.2.linfra.

dTargets and results for these performance indicators are not presented as percentages because they are calculated lyanelgégiregating
various survey results.

€ The Customer 360 performance indicator was called Enterprise Customer Care from FY 2017 throughS€e2202920 Annual Repartt38.

fIn FY 2022, the Postal Service is changingén®rmanceindicator for measting an engaged workforcrom the Survey Response Rate to the Grand
Mean Engagement Scor@eeChapter Il Section C.1.bipfra.

9 Responses of the United States Postal Serviceto Questimns 1 2 F / KF ANXY I y Q& LY F2NXI GA2Yy wSljdzSad bz2o

CHIR No. 25).

SourceFY 202 Annual Reporat 33; Docket No. ACR2Q Postal Regulatory Commissidmalysia 2 ¥ (G KS t 2 & Z0Arnual PSrieddanceS Q &

Report and FY 2@Performance Planlune2, 2021, at6 (FY2020 Analysi$.
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Analysis of FY 202 Performance Report Introduction
and FY 202 Performance Plan

B. FY2022PlanandFY2021Report

Each year, the Commission must evaluate whether the Postal Service nteperformance
goalsestablished in the annual performance plan and annual performance repo9 U.S.C.
§ 3653(d). The Commission may als@provide recommendations to the Postal Service
related to the protection or promotion of public policy objectivessetout in [Title 39].0ld.

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 Postl 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 planFY 2020 Analysiat 7. The Commission considers the
Postal Service ¢ 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 itmissed targets for each performance indicator measuring progress
toward that goal.

The Commission compared FY 2021 targets and results for each performance indicator.
Table F1 andFigure 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

1 The Postal Service partially met the HigiQuality Service performance
goal because it missed all but one target for the HigQuality Service
performance indicators.

1 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.

1 The Postal Servie 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.

1 The Postal Service met the Financial Health performance goal because the
FY 2021 Controllable Income (Loss) resultvas better thanthe target.
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and FY 202 Performance Plan

Figure {2
FY 2021 Performance Indicators That
Met, Exceeded, or Failed to Meet Targets

High-Quality Service
USPS Marketing Mail and Periodicals Composite
Excellent Customer Experience
Business Service Network
Customer Care Center
Safe Workplace and Engaged Workforce
Total Accident Rate
Financial Health

Controllable Income (Loss)

High-Quality Service Excellent Customer Experience

Single-Piece First-Class Mail Customer Experience
2-Day Composite Index
3-5-Day Point of Sale

Presorted First-Class Mail Delivery
Overnight Customer 360
2-Day Business Mail Entry Unit
3-5-Day USPS.com

First-Class Mail Letter and Flat  Safe Workplace and Engaged
Composite Workforce

Market Dominant Composite Survey Response Rate

SourcefY 2021 Annual Repat 34, 38, 4243, 48

#EADOAO ))) AEOAOOOAO OEA 01 OOAI 3AOOEAAGO Ao
met, or met the HighQuality Service, Excellent Customer Experience, Safe Workplace and

Engaged Workforce, and Financial Health performance goals, as well agians and

timelines for achieving eachperformance goalin FY 2022

-5-



Analysis of FY 202 Performance Report Introduction
and FY 202 Performance Plan

2. Observations and Recommendations

When evaluating whether the Postal Service met its performance goaleetCommission

may provide recommendations related to protecting or promoting public policy objectives

in Title 39.39 U.S.C. 8§ 3653(d). In this Analysis, the Commission provides observations and
recommendations for each performance goal. These observations and recommendaso

are discussed in detail in Chapter Il and include the following:

High-Quality Service:

1 Setting performance indicator targetsis a highly fact and contextspecific
undertaking that balances the need forinspiring continuous
improvement with the importance ofbeing realisticand achievableunder
the existing operational circumstancesin striking this balance, it is
important to avoid setting performance indicator targetsthat are neither
too high as to be wholly unachievable notoo low as to be wholly
unreasonable for purposes of evaluating whether a performance goal was
achieved.

1 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 yearover-year improvement or simply a return to
the pattern of seasonal variation that was typical prior to the outbreak of
the COVID19 pandemic.

1 The Commission finds that the measures the Postal Service has
undertaken toimprove employee availability appear reasoable. 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 largestmpact on HighQuality Service.

1 The Commission recommends that the Postal Service:

o Consider implementing some of the best practices identified by th&nited
StatesPostal Service Office of Inspector Gener@IG)to better recruit and
retain truck drivers and increase the efficiency of truck usage.

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

0 Restart the Disruptive Events initiative and report on its progress in the
FY2022 Annual Reporto 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:

1 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 Plahdiscuss therationale for setting the
FY 2023 targets.

1 The Commission recommends that the Postal Service continue to use the
Net Promoter Systenscore to measure and assessistomer 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.

1 The Commission commends the Postal Service fits efforts to keep up
with private sector and other federal agenciesy engaging with
customers on social media and using social media to evaluate CX and
I AOAET 1 OEAO ET OECEOO8 4EA 01 OOAI 3AO0O0EAZ
inquiries on social media in FY 2021 are commendable given thenall
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 teanas well as use
automated technologies to address the most common issues.

Safe Workplace and Engaged Workforce:

1 The Commission commends the Postal Service for meeting the Total
Accident Rate target for the third year in a row. The FY 2022 Total
AccidentRate target appears achievable because it is close to the FY 2021
OAOOI 08 4EA 01 OOhdrovigv@kplack date®in D1 AT O A£1 O
FY 2022 are reasonable

1 If the Survey Response Rate continues to decline in FY 2022, the
Commission recommends that the &stal 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 Puke survey.

1 The Commission commends the Postal Service for improving the Grand
Mean Engagement Score in FY 2021 despite the COMMDpandemic,
organizational restructuring, and other factors impacting employee
engagement. The FY 2022 target is reasonablernsadering the range of
Grand Mean Engagement Scores during the past few years. The
Commission recommends that the Postal Servia®ntinue taking steps to
improve mean scores for alPostal Pulsesurvey items, especially for
Items 4, 7, 11, and 13

-7-
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Financial Health:

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

1 The Commission continues to recommend that the Postal Service adopt
additional performance indicators for measuring progress towards the
Financial Health performance goalSpecifically, he Commission suggests
that the Postal Service consider using eithdotal factor productivity or
labor productivity as performance indicators.
AEA #T 11 EOOGETT180 £ET AET ¢cOh 1 Antahad@dAn® Brialysh AT A
are listed in AppendixA.

C. Procedural History

Since Docket No. ACR2013, the Commission has evaluated whether the Postal Service met

its performance goals in reports separate from thénnual Compliance Determination

(ACD)? By issuing separate reports, the Commission provides a more-itkepth analysis of

OEA 01 OOAI 3AOOEAAGO POI COAOO O1 xAOA [ AAOET ¢
performance in future years.The Commissioncontinues this current practice by issuing its

analysis of theFY 2022 Plarand FY 2021 Reporseparately from the FY 2021ACD8

In conducting this review, the Commission designated a Public Representative and invited
comments on whether the Postal Sgice met its performance goals andatisfied applicable
statutory and regulatory requirements.® It also sought input on public policy
recommendations, strategic initiatives, and other relevant matters. Order No. 6082 at 3.

7 SeeDocket No. ACR2013, Postal Regulatory Commidaview of Postal Service FY 2013 Performance Report and FY 2014 Performance Plan
July 7 2014 Docket No. ACR2014, Postal Regulatory Commissign, f @ 3A & 2F (KS t ey PeffornjaScBepdté@a C, Hnamn

FY2015 Performance Pladuly 7, 2015Docket No. ACR2015, Postal Regulatory Commissigr; t 8 8A & 2 F ( K2D15tAmnadali £ { SNIA OF

Performance Report and FY 2016 Performance Mag 4, 201FY 2015 AnalygjDocket No. ACR2016, Postal Regulatory Commission,

lylrfeara 2F GKS tz2adalt { SNBA OS Qal7RerformantaviRigmpriy27 2@ 7(EY ROSANTEISIHIACKEIO S  w S L2 NI
No. ACR2017, Postal Regulatory Commissiofi} t @ aA & 2F GKS t2adlf { SNIBAOS Qa8rRerformantent ! Yy dzt
Plan April 26, 2018RY2017 Analysjs Docket No. ACR2018, Postal Regulatory Commigsialysi ¥ G KS t 2ad fAnusd NIDA OSQa C,
Performance Report and R¥19Performance PlarMay 13, 2019KY2018Analysi$; Docket No. ACR2019, Postal Regulatory Commission,

Analysisof the Postal S NI A O S QAnnua Perfermamap Report and 2021 Performance Planune 1, 202IFY2019Analysi$; FY 2020

Analysis

8 SeeAnnual Compliance Determination Repdiiscal Year 202March 29 2022(FY2021ACD).

9 NoticeRequesting Comments on the $al Service FY 20Zhnud Performance Report and FY 20®22nual Rrformance Plan, January 6,
2022, at 23 (Order No. 6082

-8-
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Several CHIRs werdssued seeking clarification othe FY 2022 Plarand FY 2021 Report©

The Postal Service filed responses to all information requestsThe Public Representative
the Association for Postal Commerceand the Prison Policy Initiative filed comment$2
which the Postal Servicaddressed inreply comments?3

The Commission analyzeshe FY 2022 Plarand FY 2021 Reporin the following chapters:

1 Chapterll analyzes theFY2022Planand FY2021 Reportfor compliance
with the legal requirementsof 39 U.S.C. 88 2803 and 2804

1 Chapterlll evaluates whether the Postal Service met its four performance
goals in FY2021 and cantains related observations and
recommendationsfor each performance goal.
1 ChapterlV discusses the Postal SOOEAAS O O0O0O0#dikgeawvA ET EOEAOQE
strategic plan for achieving financial sustainability and service excellence
during the next 10 years (1QYear Strategic Plan)

10 Chaiman's Information Request No. 4, January 21, 2022 (CHIR N&haddman's Information Request No. 8, Janu&@;y2222(CHIR No. 8);
Chairman's Information Request Nib, February 11, 2022 (CHIR M8); Chairman's Information Request N&, Bebruary 252022(CHIR No.
21); Chairman's Information Request No. 24, Ma8cB022(CHIR No. 24); Chairman's Information Request No. 25, M&8&@022(CHIR No.
25); Chairman's Information Request No. 26, Marchi2P22(CHIR No. 26); Chairman's Information Regdd®. 27 March 29 2022(CHIR
No.27); Chairman's Information Request N@&, 2pril 1, 2022(CHIR Na8); Chairman's Information Request N&®, ZApril 18 2022(CHIR
No.29); Chairman's Information Request N&f), April 25 2022(CHIR No. 30Chairman's Information Request Ngi, May 5 2022(CHIR
No.31).

11 Responses of the United Statesstal Service to Questions3bf Chaiman's Information Request No. 4, January Z®?2 (Response to CHIR

No. 4);Responses of the United States Postali8erto Questions192 ¥ / K ANXY | yQa Ly F2 N¥Y | 4 2022RespéhedzSa i b2 d
to CHIR No. 8); Responses of the United States Postal Service to Quegtibriis /| K A NXY | y Qa Ly T5RAdbruar 382092 wSlj dzSa G b 2
(Response to CHIR No. IBsponses of the United States Postal Service to Questips®  / KIF ANX I y Q& Ly FI2Nexeh4fi A 2y wS | dzS
2022(Respons¢o CHIR No. 21); Responsestef United States Postal Service to Questio221F / K ANX I yQa LYy F2 NXYI GA2y wS|
March 16, 2022(Response to CHIR Nagl); Response to CHIR No. Responses of the United States Postal Service to Questiéio$ 1

| KEANXYEYyQa Ly T2 NYApril & 2092 (ApSl 1. BeSpbrise tb @HIR NoB8)ised Responses of the United Stdtestal Service

G2 vdSadAazya w YR o 2F [ Ki Eraadl Apyl Q% 2022y(Apd 2REsHoh< 16 CWIS HRERprise df Bed H C

PYAGSR {GFdSa t2adlt {SNBAOS G2 v dzSa 5 20¢2(RespasE to CHIR MoNZWEsgaRse ofthy 2 N | G A 2 y
PYAGSR {dGFaSa t2adlf {SNBAOS (2 v b Apils 20¢2(Respéhde to/ CKIR NeRIREspcdRsEof the/ T 2 NV I (1 A 2 |
United States Postal Service to Quessidill of/ KI A NY I y Q& Ly T 2 RAvApril 25, 2022 (ReSphnseSaTHIRINE)¢Response

2F GKS ! yAGSR {GrdSa tz2adalt {SNBAOS doMawp2822(Repange talCHIRRGO);Rebspbridd | vy Q& Ly T+
to CHIR No. 31.

12 Public Representativ€omments on the FY 2021 Performance Report and FYP@Zmance Plan, March 1, 2022 (PR Comments);
Comments of the Association for Postal Goence on FY 2021 Performance Report BiYd2022 Performance Plan, March 1, 2@22stCom
Comments) Opening Comments of Prison Policy Initiative, March 1, 2022 (PPl Comments)

13 Reply Comments of the United States Postal Service, March 15, 2022 (Postal Service Reply Comments).
-9-
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CHAPTER GOMPLIANCWITHLEGAL
REQUIREMENTS

A. LegalRequirements

TheFY 2022 Plarand FY 2021 Repormust meet the requirements of 39 U.S.C. §§ 2803 and

2804143 AAOEI T cywnmo AOOAAI EOEAO OANOEOAI AT OO Al O
Pl ATh xEEAE [ 000 Al OAO OAAAE DPOI COAI BAROEOEOU
must:

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

1 Express the performance goals in an objective, quantifiable, and
measurable form unless an alternative form is usééd

1 Briefly describe the operational processes, skills and technology, and the
human, capital, information, or otherresources needed to meet the
performance goals

1 Establish performance indicators to measure or assess each program .
AAOEOEOUBO OAT AGAT O 1T0O00DOOOh OAOOEAA 1 AOA
1 Provide a basis for comparing actual program results with established
performance gals

91 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 ifle 39, which includes sections 2803 and 2804, was added by the Government Performance and Results Act (GPRA) of 1993,
Pub. L. 1082, 107 Stat. 285 (1993). Sections 2803 and 2804 were not affected by the GPRA Modernization Act of 2010, which does not appl
to the Postal Servic&eePub. L. 11852, 124 Stat. 3866 (2011).

O«

5] gLINRINYY FOUADAGRE Aa 4Gl &aLls
program activitiedelow. SeeSectionB.1., infra.

ATAO I OGUADAGE NBTE I siodBiscusses G KS YAZAA2Y

16See39 U.S.C. 8803b). The Postal Service may use an altékeaform if it determines that it is not feasible to express the performance goals

for a particular program activity in an objective, quantifiable, and measurable. fdtffihe alternative form musgither: (1)include separate

descriptive statements of minimally effective program and a successful prograith sufficient precision and in such terms to allow for an

I OO0dNY 4SS AYRSLISYRSYy(d RSGSNNAYFGAZ2Y 2F 6KSUKSNI (KS |laN®BeAtNF () F OlGAQ

Ade
Gaild8 K& AG A& AYFSFAAOGES 2N AYLINI OGAONE (& SSOBIAMBYE®E)2): LISNF2NXF yOS

-10-
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significance ofany program activity constituting a major function or operation.id.
§2803(c).

cow 5838#8 o9 cynt OAOO &I OOE OANOEOAI AT 6O &I O
report, which must:

1 Evaluatewhether the Postal Service has met the performance goals
previously established by the annual performance plan for that fiscal year
T 0f 3YAO & OOE OEA DPAOAE Oi ATAA ET AEAAQTI 00 A
performance plan, along with the actual program performance achieved
compared with the performance goals expssed in the plan for that fiscal
UAAOS
YT A1 OAA OAAOOAT OAOGOI 606 A1 O OEA OEOAA DPOA
Evaluate the annual performance plan for the current fiscal year (in this
case, theg=Y2022 Plan relative to the performance achieved toward

those goas in the year covered by the annual performance report (in this
case, theFY 2021 Repoit

1 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 goal8

1 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. 8§ 2803
and 2804. The Public Representative asserts that th€y 2022 Plarand FY 2021
Reportcomplies 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

3 A OO E R&7 iidgét $d.

171d. § 2804(b)(1)If performance goals are specified in an alternative form by descriptive statements of a myrafifieditive program activity
and a succe$sl program activitythe annual performance reporhust describe results of these program activities in relation to these
categories, including whether the performance failed to meet the criteria of either cagelgbg 2804(b)(2)seeid. § 2803(b)

181d. § 2804(d)(3)(A) and (B). If the performance goal is impractical or infeabiblennual performance reporhust explain why and
recommend further actionld. § 2804(d)(3)(C).

-11-
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B. Commission Analysis

The Postal Service substantially complied with the requirements of 39 U.S.C. 2883 and

cynt8 4EA #1 i1 EOCOETT AT i1 AT AO OEA 01 OOAI 3A00
past instructions concerning statutory comgiance of theFY 2022 Plarand FY 2021 Report

4EA OOAT OPAOAT Au AT A Aii bl ACGAT AGO 1T &£ OGEA 01 00
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 Reporpresents one issue regarding strict compliance with 39 U.S.C2804(c)
related to the Customer Care Center (CCC) performance indicator. Specifically, fye2021
Reportlacks an indicationthat CCQesults 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 crossreference to the explanation appears in thé=Y 2021
Report

1 O POAOGET 601 U OOAOAAR OEA #1111 EOQOGETT xEIT 111
annual performance reports and annual performance plans to determine statutory

AT I Bl ERVI204d mnalysiat 9. The Cmmission will not consider information

appearing in other documents unless they are cros®ferenced in the FY 2023 Annual

Performance Plan FY 2023 Plajpand the FY 2022 Annual Performance ReporEly 2022

Repor). The Commission expects that the Postal see will strictly comply in future

filings, and AppendixB includes guidance for FY 2022 compliance with the major

requirements of 39 U.S.C. 8803 and 2804.

This issue is discussed in more detail in Section B.2.infra.

1. FY 2022 Plan

TheFY 2022 Plaimust meet the requirements of 39 U.S.C. § 2803. The Commission

evaluates legal compliance based on the following seven elements.

First, theFY 2022 Plan OO0 OAT OAOr Y AAAE DOI COAi AAOEOEOU
AOACASREBIBSC.§2803@8 4EA #1 i1 EOOEIT DOAOEI 001 U A&
AOACAOe ET OAAOEITT ¢uymoj AqQ 1T AAT O OEA o071 OOAT 3
Integrated Financial Plan (IFP)See FY 2018nalysisat 13. In theFY 2020Analysis the

Commission stated hat to comply with 39 U.S.C. § 2803(a), tHeY 2022 Plai OO0 OEAAT OE/,
all program activities in the FY 2022 IFP and explain how theY 2022 Plartovers each one

AU OA1I AGET ¢ AAAE DPOI COAi AAOEOEOU OIFY200A T O i
Analysisat 18.
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In the FY 2022 Planthe Postal Service explains that FY 2022 targets for each performance

ET AEAAOT O AOA Al ECT AA xEOE OEA &9 ¢mgg ) &0NK x
revenue and expenses for FY 202EY 2021Annual Reportat 32.1t notes that each fiscal

year, it develops a plan and budget intended to be sufficient to meet targeted financial and
nonfinancial performance outcomesld. It states that it sets all performance indicator

OAOCAOO 001 AA AAEEACAGM A EIEGREA Orgdo 8l AT T AA A

The FY 2022 Plaralso links program activities to the Controllable Income (Loss)

performance indicator, which measures progress toward the Financial Health performance

goal.ld. at 46. The Postal Service explains that ControllableAnl | A j , 1 006q DOl EAAOD
based on planned revenues and expenditures for every program activity included in the

01 OOAIT 3 AOI6 Enk Brégfam aclivei€s ihshé FY 2022 IFP are total revenue and
controllable expenses, which are divided intseveral 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, utilitiesand other controllable expensesFY 2021Annual

Reportat 46. The FY 2022 Planncludes 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 2023ee idat 47. For these reasons, thEY 2022 Plan

complies withthe CommDOET 1 6 0 AEOAAOEOA O1 OEAAT OEAU Al
IFP and explain how theFY 2022 PlalA T OA OO ASkdRY 2020 Analyeas 18.

Second, thefY 2022 Plai 00O OAOOAAI EOE DPAOAI O AT AA CiT A1 O
performancetobeacE AOAA AU A BOI COAi AAOEOEQOU+8Y06 ow &
2803(a)(1) requires the FY 2022 Plano 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 201Bnalysisat 10. If no target is set, the Postal Service must

explain why.

TheFY 2022 Platists targets for each public performance indicator the Postal Service will
use to evaluate performance during FY 2022.The Postal Service did not 4eFY 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 segmant/gy

19 SeeUnited States Postal Servi¢gscal Year 2022 Integrated Financial Povember 2021 (FY 2022 IFP).

20See FY 2021 Annual Remdr83. The Postal Service also uses severatmdsiic performance indicators for Competitive products to measure

progress tovard the HighQuality Service performance go8eeSection B.3.jnfra. FY 2022 target(s) are included in a spublic annex filed

with the FY 2021 ACRee FY 2021 Annual Remir83 n.1Library Reference USFS2ibt o n X 535S 0SY0 SNJ 1 drX2idtnoimZé F2f RSN
FAES adabhbt ! . [-AY2 t OB & LI EoFaly Reéfefience USIFS2INP30, Preface)
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redundancies because businesSXis already measured by other surveysg! In FY2022, 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 Workplacd &mgaged

Workforce performance goak?

Third, the FY 2022 Plai OO0 OA@DPOAOO r PAOAEI Oi AT AAY Cci Al O E
AT A T AAOOOAAT A & Oof O1T1 A00 Al Al OAOTFOHEOA AEI O
39 U.S.C. § 2803(a)(2). Section 2803(a)(2) requires theY 2022 Plano express

performance goals as gantitative targets that can be compared with objectively measured

results for each performance indicator unless an alternative form is used under section

2803(b). FY2016 Analysisat 10. TheFY 2022 Plammeets 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, theFY 2022 Plai 000 OAOEA &I U AAOAOEAA OEA 1T PAOAOEI
technology, and the human, capital, information, or other resgues required to meet the

DAOAI O AT ASke39QU.SACE ZBO3&)Y3). TheFY 2022 Plarmeets this requirement

by explaining what resources are necessary to meet each performance goal. For example, to

meet the HighQuality Service performance goal ifrY 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 2021Annual Reportat 36.

Fifth, the FY2022 Plani OO0 OAOOAAI EOE PAOA&EI Of AT AA ET AEAAOQI
AOOAOOET ¢ OEA OAI AGAT O 1 OOPOOOh OAOOEASke | AOAI
39 U.S.C. § 2803(a)(4). Performance indicators are metrics established by the Postal

Service for measuring progress toward each performance go#lThe FY 2022 Planmeets

this requirement because each performance goal has at least one performance indigato

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 engagemertbee FY 202Annual Reportat 42-45.

Sixth,the FY 2022 Plai 00O ODPOi OEAA A AAOEO A1 O Al I PAOET C
OEA AOOAAI EOEAA B3 HiS.0.i18R80HA(5).TTheX oo PRamméets

this requirement by listing the performance indicators that will provide a basis for

21 SeeDocket No. ACR2018pited States Postal Service Annual Report to CongezsslssDocket No. ACR2018, Library Reference YR8
17, December 28, 201&t 21(FY 201&nnual Repoit

22FY 2021 Annual Repat44. The Grand Mean Engagement Score and Survey Response Rate are discussed in Chapter llliriection C.,
BGpeciOF £ £ 8X | LISNF2NXIFYyOS AyRAOFG2NI A& &l LI NI AOdzE  NJ @I 1(4S 2 NJ OKI NI O
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comparing FY 2022 results with the targets established in thEY 2022 PlanSee FY 2021

Annual Reportat 33.

Seventh, theFY 2022 Plai 000 OAAOAOEAA OEA 1T AAT O O1 AA OOA
i AAOOOA A se&rl U.6.8.6 88D3(a)(6). Section 2803(&)(requires the Postall

Service to explain how it verifies and validates targets and results for each performance

indicator using objective measurement systemdg:Y 2020 Analysiat 19. TheFY 2022 Plan

meets this requirement by, for example, explaining that uses an internal Service

ORAOA&EI Of ATAA - AAOOOAT AT O j30-q OUOOAI OOEAO i A
from the time mail is deposited in a Postal Service facility to when a USPS employee

AAl EOAOO EO O1 A EiseekN 20210xDdt Repotdd®4. 1 O 0/ "1 @806

For these reasons, the Commission finds that the FY 2022 Plan complies with all requirements

of 39 U.S.C. § 2803(a).

AppendixBAT T OAET O COEAAT AA O AOOEGWet®@ER023T OOAT 3
Plancomplieswith section 2803(a).

2. FY 2021 Report

The FY 2021 Reporsubstantially complies with 39 U.S.C. § 2804. However, th¥ 2021
Reportpresents one issue regarding strict compliance. The Commission expects that ¢
2022 Reportwill strictly comply and provides guidancei ZAAEI EOAOA OEA 01 00
efforts to comply. This issue is discussed in Section B.2ibfra.
a. Comparable FY 2021 Targets and Results
4EA ATT OA1 DPAOAEN Oi AT AR OAPI OO 1 OO0 OOAO & OOE
the Postal Service performance plan, along with the actual program performance achieved
AT i PAOAA xEOE OEA DPAOA& Oi ATAA Ci Al O AGPOAOGOAA
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 plaifor that fiscal year.
FY 2016Analysisat 16. Initially, the Postal Service did not set FY 2021 HigRuality Service
targets and did not include all the FY 2021 Excellent Customer Experience targets in the
FY2021 Annual Performance PlagFY 2021 Plah FY 2020 Analysiat 17, 2023. On May 14
2021, the Postal Service filed a revised version of tHeY 2020 Annual Repothat included
FY 2021 HighQuality Service target24 It also provided FY 2021 Excellent Customer
Experience targets in a CHIR responsEY 2020 Analysiat 22-23. The Commisson stated
OEAO O1 ATiIi Pl U xEOE dW20218Remuhast irclude thetRYj2020j p dh O
targets for the High-Quality Service performance indicators that were submitted to the

2+ SeeDocket No. ACR202Riptice of the United States Postal Service of Supplements to Annual Compliance Report FoldeérisR30n
Errata, May 14, 2021
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Commission in a much delayed filing on May 14, 2021, as well as althd FY 2021 targets . .
Al O OEA %gAAI 1 AT O #0001 1 A0 %obAOEAT AAO PAOA O
response.ld. at 24.

The Commission also directed that th&Y 2021 Reporéxpress results for each

performance indicator that are comparable to FY 2021argets set in theFY2021 Planor
provided by the Postal Serviceld.4 EA  #1 1 I E O O Hflatompa@delFX 2021 O+
result cannot be provided, theFY 2021 Repomnust explain why and either: (1) explain

how to compare results between the current anddrmer methodologies; or (2) explain why

i AEET ¢ OEEO Al i bA QEl<ietomieddel thabthePAsfalSENide A 8 6
maintain the same performance indicators, methodologies, and targets once they are set in
the applicable annual performance planid.

The FY 2021 Reporincludes the same performance indicators and targets the Postal
Service set in the=Y 2021 Plarand provided in subsequent filings?® It also compares FY
2021 targets and results for each performance indicatoiSeeFY2021 Annual Reprt at 33.
The Postal Service confirms that the FY 2021 target and result for each performance
indicator are comparable26

The Commission finds that the FY 2021 Report complies with 39 U.S.C. § 2804{io)(1)
comply with 39U.S.C. § 2804(b)(1) neyear, 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 perforn@mindicator must be comparable to the
corresponding FY 202farget set in the FY 2022 Plaif.a comparable FY 2022 resuls not
provided, the FY 2022 Report must include the following:

1. Explain why a comparable result cannot be providesdd
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 peaface indicators,
methodologies, or targets once they are set for a given fiscal year.

25 Compare F2021Annual Reporat 33,with FY2020Annual Reporat 33 and Docket No. ACR2020, Responses of the United States Postal
Serviceto Questionsd 2 F / KFANXI yQa LYF2NXIGA2Y wSljdzS§ad b2d mnX CSoNHzZ NBE mMmMI H

26 Response to CHIR No. 4, question 1.a.; Response to CHIR No. 15, question 1.a.
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b. Comparable Thre¥ear Results

4eA AT 1T OA1 DPAOAI Oi AT AR OADPI OO 1060 Al 01 OET AI
AEOAAI UAAOOGS AO OAN OfieQdminisdod praviausip fuBdIHaE 5 ¢ ymT
OAAOOAT OAOOI OO OT AAO OAAOQEITT c¢uymtj Aq 1 00O A

fiscal years.See FY 2018nalysisat 18. In theFY2020 Analysisthe Commission stated that
Ofr OYT AT 1 Bl U 2808 Bext gear, tfeBY32824 Beparnust 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
AGPDOAOGOAA OOET ¢ OFEFX 20DAhalysisit 260Econipardbie @suigs6
cannot be provided, the Commission directed the Postal Service to explain in thg 2021
Reportwhy results are not directly comparable across these fiscal yeaisl. The
Commission also directed the Postal Service to explain in tié/'2021 Reporteither how to
compare results between the current and former methodologies or explain why making
this comparison is not feasibleld.

TheFY 2021 Reporincludes comparableresults 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,
guestion 2.a. TherY 2021 Regrt does not include comparable results for the HigiQuality
Service performance indicators and two Excellent Customer Experience performance
indicators.2” However, as discussed below, the Postal Service provides the requisite
explanations.

High-Quality Srvice.In FY 2019, the Postal Service began using an internal SPM system to
measure progress toward the HighQuality Service performance goa The former

external measurement system used a different methodology for calculating service
performance results than the current internal SPM systerd? 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 Analysighe Commission stated thator the High-Quality Service
PAOAI Of ATAA CT Al O1 AT 1 Bl Y 262E ReontmsbdeScBb@ 8 # 8 5 ¢

27Respons to CHIR No. 4, question 2.BY 2021 Annual Repatt 33;United States Postal Service FY 2021 Annual Compliance,Report
December 29, 2021, at §8Y 2021 ACR).

28FY 2018 Annual Repat 19 The Commission approved the use of an internal SPM systEivi #018SeeDocket No. PI2014, Order
Approving Use of Internal Measurement Systems, July 5, 2018 (Order No. 4697); Docket Nel FE2Gita to Order No.697, August 21,
2018 (Order No4771).

29 Docket No. ACR2020, Responses of the United Statesl Bestice to Questionstt. 2 F / KFANXY |y Q& LYy TF2N¥YIF A2y wSljdzS
2021, question 4.i. (Docket No. ACR2020 Response to CHIR No. 2).
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the methodological differences between the former and current measurement systems and

el AET xEU OAOOI 60 AOA 11 0 AEOAAOI U Al i DPAOAAI
FY 2020 Analysiat 26. The Commission also directed that theY 2021 Repor6i O OO AEOEAO
explain how to compare results between the current and former measurement systesor

Aobl AET xEU [ AEET ¢ OEEQd AT I PAOEOIT EO 110 ZEAA

In the FY 2021 Reportthe Postal Service crosseferences a CHIR response containing the
explanations required to comply with section 2804(c)2° The Postal Service explains that
because the fomer external measurement system was retired at the end of FY 2018, FY
2018 data are not available from this systemDocket No. ACR2020 Response to CHIR No. 2,
guestion 4.b.ii. It refers to three library references that explain the differences between the
former external system and new internal SPM systeit. Thus, the HighQuality Service
performance indicators comply with section 2804(c) because theéY 2021 Reporincludes

the explanations the Commission required in th&Y 2020 Analysis

Excellent CustomeExperienceTwo Excellent Customer Experience performance indicators
do not have comparable results from FY 2018 through FY 2021: CX Composite Index and
CCC. Th&Y 2021 Reportrossreferences a CHIR response in Docket No. ACR2020
explaining that the FY2018 CX Composite Index result was based on survey responses
from eight surveys, including the Large Business Pan&lResults from FY 2019 through FY
2021 were based on survey responses from seven surveys that do not include the Large
Business Panel surgy 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 @nnteractive

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 weighgirthe Live Agent and IVR
system results and instead consolidated all responses into one overall calculatidd.

Although this change affected comparability of results, the Postal Service asserts that the
impact was minor because there was only a small dgrence in the FY 2021 CCC result
calculated using the new methodology (61.85) compared to the former methodology

S0FY 2021 Annual Repat 33 n.3 seeDocket No. ACR2020 Response to CHIR.No. 2

311d. (citing Docket No. ACR2018, Library Reference BSP&9, December 28, 2018; Docket No. ACR2Dib®ary Reference USIFS B-29,
December Z, 2019; Docket No. ACR2020, Library Reference 8SRR9, December 29, 2020).

32 Docket No. ACR2020 Respons€IR No. 2, question 4.bThe CX Composite Index, CCC, and other Excellent Customer Experience
performance indicators are discussed in Chapter Ill, SectiamfiB.,

33 Docket No. ACR2020 Response to CHIR No. 2, questior.[2021 Annual Rep@tt33 n.5.
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(60.14). 1d. It states that the impact on the FY 2021 CX Composite Index result was even
smaller given that the result decreased by only 0.3gdoints using the new methodologyld.

4EA #1011 EOOEIT DOAOEI OOI U OOAOAA OEAO EO xEII
the annual performance reports and annual performance plans to determine statutory

AT 1 Bl ERVI204A Analysiat 9. TheFY 202 Reportlacks 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 crosterenced in the

FY 2021 Repo#* Although the FY2021 Reportdid 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 Reporto determine

compliance with section 2804(c) next year.

The Commission finds that the FY 2021 Report substantially complies with 39 UZB04®).

To comply with 39 U.S.C2804(c) next yar, 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 resultdrom FY 2019 through FY 202&re not provided for any performance
indicator, the FY 2022 Report must include the following:

1. Identify each performance indicator with noltomparable results from
FY2019 through FY 2022;

2. Explain why results are not directly congpable from FY 2019 through
FY2022; and

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

a. How to compare resultfrom FY 2019 through FY 2022etween the
current and former methodologies; or

b. Why making thiscomparison is not feasible.

The FY2022 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 theéext of the FY 2022 Report; or (2) including

3 The Commission acknowledges that ¢ 2021 Repoinicludes a footnote with a croseference to other documentfiled inthe ACR

proceeding pertaimgto the HighQuality Servicperformance indicatas. However,the FY 2021 Repoldcks any reference to the FY 2021 ACR

discussion of the nosomparability of the CCC resulBeeFY 2021 Repokti oo y &®m 6a¢KS t2aiGlt {SNBAOS Aa LINE
performance data for certain competitive products as part of the Nonpublic Aimiire Annual Compliance Report proceeding conducted by

the Postal Regulatory Commission (ARE)
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crossreferences identifying the documents containing this information in the text of the

FY2022 Report.

AppendixBAT T OAET O COEAAT AA O AOOEOO OEA o1 OOAI 3
section 2804(c) and other statutory requirements for the FY 2022 ReportThe

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.SeeChapter |, Section B.1supra.If a performance goal ha 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) Fihe
2021 Reportexplains why it did not meet the HighQuality Sevice, Excellent Customer
Experience, and Safe Workplace and Engaged Workforce performance godak2021

Annual Reportat 34-35, 38-39, 44. It also describes plans and schedules for meeting FY
2022 targets for each public performance indicator that did nbmeet its FY 2021 targetSee
id. at 35-36, 40, 4445. The Postal Service provides more detailed explanations, plans, and
schedules in the FY 2021 ACR. FY 2021 ACR af/@l

The Commission finds that the FY 2021 Report complies witiu3.C. § 2804(d){3or 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, #¢ 2022 Report must both
explain why and describe plans and schedules for meeting FY 2023 targets

d. Other Annual Performance Report Requirements

TheFY 2021 Reponneets other requirements of 39 U.S.C. § 2804. First, the annual

performance report mustreviA x OEA 01 OOAT 3 AOOEAA8O OOAAAOO |
goals by stating whether the Postal Service met targets for each performance indicator in

FY2021. 39 U.S.C. § 2804(d)(1). THeY 2021 Reporprovides this information in tables

that compare targets and results and state whether the target was me®ee FY 202Annual

Reportat 33-34, 38, 4244, 48. These tables enhance thHeY 2021 Reporby allowing the

reader to easily evaluate whether the Postal Service met targets.

Second, the annual perfformaA A OADT OO0 |1 666 OAOAI OAOGA OEA PAO.
current fiscal year relative to the performance achieved towards the performance goals in

OEA AEEOAAIT UAAO AT OAOR2R04@)(2). Scktibn 26804 (B)(2)0€0uir8SY 6 0 W
the FY2021 Reportto evaluate theFY 2022 Plamelative to the performance achieved

toward the performance goals during FY 2021. This provision requires theY 2021 Report

to compare FY 2022 targets with FY 2021 results for each performance indicator the Postal
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Service wil use during FY 2022See FY 2016 Analysas 15. TheFY 2021 Reporprovides
this information in a master table listing FY 2021 and FY 2022 targets, as well as results
from FY 2018 through FY 2021See FY 2021 Annual Repat 33.

Third, the annual perfddi AT AA OADPT OO 1 6OO OET Al OAA OEA OOI |
POl COAi AOAI OAGET 10 Aiipl AOAA AOOETI ¢ OEA EEOA
scymntj AQj 1tq8 O00T COAI AOAI OAGETT 66 AOA OAOOAOC
and systematic analysispf the manner and extent to which Postal Service programs

AAEEAOA ET OATIA&2801(6)ATe&idanQEDA A (@)8equires theFY 2021 Report

to include summary findings of program evaluations completed during FY 2021 that

evaluate how programs hgbed the Postal Service meet targets in FY 2023ee FY 2017

Analysisat 16. TheFY 2021 Reponneets this requirement by, for example, including

summary findings of a program evaluation describing how the Postal Service met the

FY 2021 target for the TotalAccident Rate performance indicatorSee FY 202Annual

Reportat 42. The FY 2021 Reporstates 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. 8§ 2804(d)(1), (2),
and (4).

3. Non-Public Performance Indicators

The annual performance plan may include a nepublic 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
Quiality Service perfemance goal using two norpublic performance indicators for

Competitive products.FY 2020 Analysiat 31. To comply with 39 U.S.C. 88 2803 and 2804 in
FY 2021, theFY 2020 Analysidirected the Postal Service to file under seal with the

FY¢mgp ! # XQ02DgnpRY 202 targets; (2) comparable FY 2021 targets and
OAOOI 606N AT A joq AT T PDAOAATI A OAOOI OmblieeOl | &
performance indicator.ld AO o¢8 4EA #1111 EQOOETI 1T AOOOEAO OOA
does not meet me or both of the FY 2021 targets, the Postal Service must explain why and
AAOAOEAA OEA b1 AT O AT A OAEAAOQIdATe GainmissibnA ACET C
OOAOAA OEAO OEA 0&9 c¢mgp !'#2 OEIT OI A AT 1 OET OA
OEEO ET MAH.Oi AGET 186

9

O

0

The FY 2022 Plarand FY 2021 Reporidentify that the Postal Service is providing non
public service performance data for certain Competitive products as part of the ngoublic
annex of the ACREY 2021 Annual Repo#t 33 n.1. The Postal Service filed information on
non-public performanceindicators in the preface to Library Reference USPSY21-NP30
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and identified this library reference in the FY 2021 ACPR.. The Postal Service confirms that
for each nonpublic performance indicator, theFY 2021 Reportontains comparable

FY 2021 targets andresults, as well as comparable results from FY 2018 through FY 2021.
Response to CHIR No. 4, questions 3.a., d. For each-pablic performance indicator that

did not meet the FY 2021 target, the Postal Service provides an explanatiaibrary
Reference SPSFY21-NP30, Preface at®. The Postal Service set FY 2022 target(s) for the

FY2022.1d. at 8.

The Commission finds that Library Reference USY2ENP30 compliesvith the

#1 1 1 EOOET160 AEOAAOEOA O MEERYR204NARAYQO2DAAT xEO
targets; (2) comparable FY 2021 targets and results; and (3) comparable results from

FY2018 through FY 2021 for each negoublic performance indicator. The F2022 Plan

complies with 39 U.S.C. § 2803 by setting measurable FY 2022 target(s) for eagbubbo

performance indicator the Postal Service will use in FY 2022. See Section B.1., supra. The

FY2021 Report complies with 39 U.S.C. § 2804(b)(1) and 280décrause it provides

comparable FY 2021 targets and results as well as comparable results from the past 3 fiscal
years.See SectionB.2.a., bsupra. The FY 2021 Report also complies with 39 U.S.C. §

2804(d)(3) because the Postal Service explains whgidt not meet FY 2021 targets.

To ensure that the FY 2023 Plan and FY 2022 Report comply with 39 U.S.C. 88 2803 and 2804,
respectively, the Commission recommends that the FY 2022 Report explain where the non

public service performance information can beuind, such as in a footnote in the master table

I £/ OAOCAOO AT A OAOOI 008 &i-poblidperdrmandex #1 1 PAOEOE
indicator(s), the Postal Service must file under seal with the FY 2022 ACR: (1) FY 2022 and

FY2023 targets; (2) comparable FYQ22 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 FY2022 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 thé&nnual Report to Congressd
analyze the impact of methodology changes on resuliSee FY 2016 Analysas 18. The
Commission aso recommended that the Postal Service provide the rationale for making
these changeskFY 2020 Analysiat 33.

35 LibraryReference USPBYA-NP3(Q Preface at ®; 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 alsdfected the CX Composite
Index. SeeSection B.2.bsupra.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 Scéfe.

The Postal Servid AAT POAA OEA #1111 EOOEI 160 OAAT I 1 AT AAO
changes to performance indicators and methodologies for calculating targets and results.

See FY 2020 Analysas 33. Describing and explaining the rationale for these changes

provides greaterOOAT OPAOAT AU ET 0T OEA 01 OOA1 3A0OOEAAGBC
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 perfance 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, pravideationale for making them, and

analyze the impact of these changes on resulis.help ensure compliance with 39 U.S.C. §
2804(c), the Commission recommends that the Postal Semmploya performance indicator

or methodology change for at least 3 ceacutive fiscal years before revising it unless the
change is clearly not beneficial or effective.

36FY 2021 Annual Repat 44-45. These metrics are discussed in Chapter I1I,dBeCtiinfra.
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CHAPTER:IBVALUATION OF
PERFORMANGOALS

In this chapter, the Commission discusses each performance goalividually. It evaluates
whether the Postal Service met the performance goals in FY 2Das required by 39 U.S.C.
83653(d). The Commission also makes related observations and recommendations for
each performance goal.

A. HighQuality Service
1. Background

In FY 2021, the Postal Service measured service performance using internal SRWich
provides data from the time a maipiece 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 poinSeeFY 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 éme. Service
performance results are expressed as the percentage of mail meeting the applicable
service stardard.

The Postal Service uses the percentage of selected and combined mail products delivered
on-time to assess whether its performance meets the HigQuality Service performance
goal37 To evaluate progress toward the HigkQuality Service performance goal in FY 202
the Postal Service usedight public performance indicators measuring service

performance for Market Dominant products:

1 SinglePiece FirstClass Mail, ZDay
1 SinglePiece Fist-Class Mail, &-Day
1 Presorted FirstClass Mail, Overnight
)l

Presorted FirstClass Mail, 2Day

37 The Postal Service also reports service performance on all Market Dominant products in the ACR. 38655 &)(3(B)(i). Service
performance measuremeneporting in the ACR is independentsavice performance measuremer@porting n annual performance plans
and annual performance reports under 39 U.S.C. 88 2803 and 2804. The reporting cktivise performance measuremertsthe FY 2021
Annual Reportloes not meet the same classr groupspecific granular reporting criteria as teervice performance measurementquired
AY GKS /2YYAAaadA2YyQa NIISGF.R 888056 Rixthtalzgh B35 ifistatick, e SingRicbe FirsClass Mail
and the Presorted FirgElass Mail performance indicators in th¥ 2021 Annual Repatmbine service performance results for different
products. By contrast, the ACR requires the Postal Service to disaggregate service performance resilissibjectao the Overnight,-Day,
or 3-5-Day service standards by Fif3tass Mail producSee, e.g39 C.F.R. § 3055.20(a).
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Presorted First-Class Mail, 35-Day
First-Class Mail Letter and Flat (FCLF) Composite
USPS Marketing Mail and Periodicals Composite

= =4 4 =4

Market Dominant Composite

The SinglePiece FirstClass Mail performance indicators measure the performance of
Single-Piece FirstClass Mail letters, postcards, and flats throughout the fiscal year.
FY2021 Annual Reportat 34. Results are expressed as the estimated percentage of
Single-Piece FirstClass Mail by service standard (Day and 35-Day) delivered ontime.
Id.

The Presorted FirstClass Mail performance indicators measure the performance of

commercial PresortedFirst-Class Malil letters, postcards, and flats delivered throughout
the fiscal year.ld. Results are expressed as the estimated percentage of total Presorted
First-Class Mail delivered ortime by service standard (Overnight, 2Day, and 35-Day).Id.

The FCLF Composite performance indicator measures the weighted average of the
performance of SinglePiece FirstClass Mail and Presorted Firs€Class Mail across all
service standards, weighted by volumdd.

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 yeaind. This performance

indicator is a composite measuring USPS Marketing Mail letters and flads well as
Periodicals.ld. 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 Periodicalslid.

The Market Dominant Composite is a new performance indicator used for the first time in

FY2021. Itis a composite indicatormeasuling the percentage of FirstClass Mail, USPS

Marketing Mail, Periodicals, and Bound Printed Mattdetters and flats, as well a3JSPS

Marketing Mail, Media Mail/Library Mail , and Bound Printed Matter parcels, that were

delivered within their applicable service standards during the fiscal yeaid.; Response to

CHIR No. 28, question 1, Excelfie# E) 2 . 1 8¢y 2AODId a0 AsH BN ARE T AG D
97 percent of the volume in this composite indicator consists of Firs€lass Mail and USPS

Marketing Mail letters and flats; the remainder is made up of Periodicals and Bound

Printed Matter flats and USB Marketing Mail, Media Mail/Library Mail, and Bound

Printed Matter parcels2 AODT 1T OA O #()2 .18 c¢yh NOAOGOEIT opt
Response.Attachment.xIs& 6

In FY 2021, the Postal Service also usemhe non-public performance indicator to measure
service performance for Competitive products SeeChapter Il, SectiorB.3.,supra The
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Postal Service announcegt the time of filing the FY2020 Annual Reportthat in FY2021
it would begin using this new performance indicator as its sole performance indator for
data at a higher level compared to the nopublic performance indicators usedpreviously.
The Postal Service filed results from FY 201through 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 USPEY21-NP30, Preface at 8The
Postal Servicestates that itwill continue to usethis non-public performance indicator to
measure service performance for Competitive products FY2022. Id.

In FY 2021, the Postal Service matnly oneof its targets for the public Market Dominant
performance indicators? the Marketing Mail and Periodicals @Gmposite. FY 202 Annual
Reportat 34. Additionally, the Postal Service also failed to meet its FY 2Dfarget for the
non-public Competitive products performance indicators®

The Postal Service explains thdbur main variables negatively affected servie
performance in FY2021: poor peak season performancemployee absenteeismreduced
supplier capacity,and weather and natural disaster disruptionsFY 202 Annual Report
at 35. Explanations for missing FY 202 targets are discussed in more detail belowSee
Section A.3.binfra.

Despite failing to achieve most of its targets, the Postal Service highlights as positive its

performance with respect to Election Mail in F2021 associated with thecalendar year

(CY) 2020 primary and general election cycleld. The Postal Service stated that

OAZOOAT OAET AOU 1 AAOGOOAOG O1 A1 OOOA %I-thnBOET T - AF
fr xAOAY ET OOEOOOAArhyd ETAI OAETI ¢ OAoDPMAIEOAA EAI
class or postage paid, extra deliveries when needed and special pickups to deliver blank

AAT 1100 O O1 OAOO 1T 0 AT I Bl ROAN Arndal Repodi 36. OT AT A
AEA 01 OOAT 3AOOEAA OOAOAO OE Avbre wierivedsrOl OCET OO0 ¢
processing operations and regular sweeps were conducted in facilities to ensure ballots

xAOA NOEAEI U i1 OET €Y 2EL@NhnGaCREpoatBsAIn LiditoOtRd 8 6

Postal Service states that:

The organization addedextra transportation, staff, and overtime to
support these efforts Letter carriers checked all mailboxes on their
route, regardless of inbound or outbound mail, for ballotsMail was
collected and processed on the Sunday before the electi@md mail
at risk of being delivered late was prioritized and routed to the
express network at no extra chargeThese extraordinary efforts

38 Docket No. ACR2020, Library Reference WSR8bt o nY 5SOSYOSNI HpS HAHNZEFYZOhf §n dbIRB&aso [ G/ n T NBF I
Docket No. ACR2020, Library Reference WSR8t on> al & MnI HAHMI FFV28b tdobrhdow § & df pdh.m nt INGSTFHEMESE | { t

39 CompareDocket No. ACR2020, Library Reference WR8bt onsX TFTAE S &b hbtFY20otlo n d LNGEREDEOKS 0 {nt {
No.ACR2020, Library Reference USR8bt o n S FAf S db hb tFy20tLa n d vNSOFd pOdSwith dflbtafyrRiesesce | § n X
USPSY2INP30, Preface at 8.
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resulted in a successful election mail performance and reinforced .
OEA 01 OOAT 3AOOEAAS O AdudlitysediteAT O O DOIT O

M
>
mh

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 injunctiorequiring the Postal
Service to develop a guidance memorandum concerning its treatment of Election M&il.
Following the issuance of a preliminary injunction, on September 21, 2020, the Postal
Service management disseminated written clarification to addresconfusion 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 operatiaal instructions concerning

its treatment of Election Mail and describing the additional resources that the Postal
Service would dedicate to delivery of Election Mail beginning o®@ctober 1, 2020#1

400n September 17, 2020, the first nationwide preliminary injunction was issued requiring the Postal Service to disconigmueniapon

or enforcement of the changes to the late and extra trips policy announced in JulyS@820Vashington v. Trum#87 F Supp. 3d 976, 984

85, order clarified No. 1:26C\(03127SAB, 2020 WL 6588502 (E.D. Wash. Oct. 20, 202D@ppeal dismissedNo. 2036047, 2021 WL

824476 (9th Cir. Jan. 26, 2021). Several other federal courts also issued similar preliminary isjunci@ated claims in late September

through October 2020See Jones v. United States Postal S&88.F. Supp. 3d 103, 148 (S.D.N.Y. 2020)rder clarified No. 20 Civ. 6516

(VM), 2020 WL 6554904 (S.D.N.Y. Sept. 29, 2820);York v. Trumpt90 F. Gpp. 3d 225, 231, 245 (D.D.C. 2020)ler clarified No. 26C\*

2340(EGS), 2020 WL 6572675 (D.D.C. Oct. 22, 2ppep! dismissedNo. 205352, 2021 WL 672390 (D.C. Cir. Feb. 10, 288d)appeal

dismissedNo. 265352, 2021 WL 672390 (D.C. Cir. Fep20@1),and opinion clarifiedNo. 20C\\2340(EGS), 2021 WL 7908123 (D.D.C. Apr.

3, 2021)andopinion clarified sub nom. New York v. Bidén. CV 2@340(EGS), 2021 WL 7908124 (D.D.C. Aug. 23, gadmonwealth of

Penn. v. DeJoy90 F. Supp. 3d 83344, 89192 (E.D. Pa. 202@der clarified No. CV 2@096, 2020 WL 6580462 (E.D. Pa. Oct. 9, 2020;

Forward v. DeJoyt90 F. Supp. 3d 110, 115, 131 (D.D.C. 20204ppeal dismissed sub nom. Forward v. DeNoy 205353, 2021 WL 672395
(D.C.CifFeb.10,2021p G Qf ' daUy F2NJ ! ROl yOSYSy il 27T ,49F SugBRI 1158200 D200 ' yAGSR {
enforcement grantedNo. 26C\2295 (EGS), 2020 WL 6441317 (D.D.C. Oct. 27, 26@@ppeal dismissedNo. 205375, 2021 WE72392

(D.C.Cir. Feb.10,2081) ¢ KS t 2adtf {SNWAOS AyAldAltte I LIWSHESR GKSasS OFLasSaT K2pSO¢
voluntary motions to dismiss its appeaBee, egb | 1 Qf ! daUy F2NJ ! RGOl y OSY &yRostat Fery2021tVva NS R t S2 LI K
672392, at *1 (D.C. Cir. Feb. 10, 208Ljbsequently, several of the cases in the district courts have been settled and voluntarily dismissed.

SeeWashington v. TrumpmNo. 1:26C\0312%#SAB, Order Closing File, ECF Document #131, at 2 (E.D. Wash. Feb. 1Jqr82¢)United

States Postal SenWo. 20 Civ. 6516 (VM), Stipulation and Order of Settlement and Dismissal, ECF Document #3 22.af\NLY. May 13,

2021); Commonwealth of Penn. v. DeJ@. A. No. 28096, Order, ECF #192, at 1 (E.D. Pa. May 17, 20&2)Forward v. DeJpgiv. A. No.

20-2405 (EGS), Notice of Voluntary Dismissal Pursuant to Federal Rule of Civil Procedure 41, ECF Documenb#D8d, ktdly (24, 2021);

National Ass'n for Advancement of Colored People v. United States PostaN8e2@C\/2295(EGS), Minute Order, (D.D.C. Dec. 20, 2021).

The Postal Service maintains that it committed no wrongdoing and has agreed to engage io spgedich and communication related to

future electionsSee generallilational Ass'n for Advancement of Colored People v. United States Postal8e2BC\2295(EGS),

Stipulation of Settlement and Proposed Order, ECF #170 (D.D.C. Dec. 17, 20a&})l (agsubsequent Minute Ordeig;ommonwealth of

Penn. v. DeJogiv. A. No. 28096, Ex. A Settlement Agreement, ECF #1@0.D. Pa. May 17, 2022) (adopted by subsequent Order). The

preliminary injunction granted ifew York v. Trumgas been furtherlarified sub nom. New York v. Bidenreflect that the Postal Service is

y20i LINPKABGAGSR &GFNBY RSOfAYAY3 | LIWNBGHE T2NJ SEGNI  ydilddopb] G NJX LJA  LIdzNB&
service responsive, and (2) where notuding SEGNI (GNA L) g2dzAZ R RSt & | @2fdzyS 2F YFAf GKIFG A&
O LJ GlawiYdribé. BidemMo. 20C\V2340(EGSR021 WL 7908124t *5 (D.D.C. Aug. 23, 2021).

w

41 United States Department of Justice, September 25, 2020 Létires v. United States Postal Seéde. 20 Civ. 6516 (VM), ECF Document

#58 (describing that the Postal Service issued the memoranda on September 21, 2020 and September 25, 2020); Memorariueim from t
United States Postal Service, Chief Retail and Dglaredt Chief Logistics and Processing Operations to Officers, PCES [Postal Career Executive
Service], and Pay Band Managers, Clarifying Operational Instructions, September 21, 2020, ECF Docdmdetiti@ndum from United

States Postal Service, Chiefdileind 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, EGFEB:BBcument
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The Postal Service asserts that service performance for Election Mail was strong. The
Postal Service delivered more than 135 million ballot$?2 combined exceeding 4.6 billion
pieces? a 114 percent increase over the CX016 election cycle FY2021 Annual Reprt 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 day#d. at
35.0n average, ballots were delivered to voters in 2.1 days ancere returned from voters
to election officials in 1.6 daysld. at 22.

The Commission commends the Postal Service for the additional resources devsteth as
extra transportation and overtime and heightened measures undertaken to deliver
ElectionMail and Political Mail during the CY2020 election cyclé? These efforts were
undertaken notwithstanding the adverse effects of the COXtEDpandemic, in furtherance of
the vital role the Postal Service plays in the American democratic process.

Toimprove High-Quality Service in F\2022, the Postal Service reports that it plans to

continue implementing its 10-Year Strategic Plart* To that end, the Postal Service intends

to establish sitespecific operating plans, complete the installation of new pkage sorting

machines and complete its processing network redesign, which will expangurface

transfer centers (STCs)FY2021 Annual Reporat 36. The Postal Service states that it

proactively planned for the FY2022 peak season, including hiring fultime and seasonal
DAOOTTTAI h AGPAT AET C OEA 01 OOAI 3AO0OOEAAGO AEAAE
equipment. Id. The Postal Service reports that at the beginning of 2022, it implemented

service standard changes for FirsClass Mail and Perioitals which the Postal Service

AOOAOOO xEI 1 OET AOAAOA AAI EOAOU OAI EWMAEI EOUR 2
These changes increased service standards by up to two additional days for Fi&ass

Mail and Periodicals mailpieces travelling lager distances*> Prior to implementation, the

Postal Service estimated that approximately 38.5 percent of Firstlass Mail volume and

approximately 7 percent of Periodicals volume would be affected by the changés. The

Postal Service also states thabf FY 2022 it has reconstituted the Election Mail Committee

O T OAOOGAAR OAOGEAxh AT A 1T1TTEOI O QRAprimdnOOAT 3 AC
and general electionsFY2021 AnnualReport at 36. The Postal Service is increasing

2¢KS /2YYAAAAR2Y dzaSa GKS GSNY a9t SOiGA2y alAfté (2 NBTSMEens® Fye AGSY Y
participate in the voting process, such as balloting materials, voter registration cards, absentee applicatipadljrapgdlace notifications,

FyR dzasSa GKS GSNXY dat2f AGAOFE alAfé G2 NBFSNI G2 | ye paghbovimitee Af SR F2NJ O
or committee of a political party, political action committee, or organization emgpigi issue advocacy or voter mobilizati®eeUnited

States Postal Servidepstal BulletiNo. 22539, February 13, 2020, at 4, availabletigs://about.usps.com/postal

bulletin/2020/pb22539/pb22539.pdf

43 SeeFY2020 ACD at 1339; FY2021 ACD at 1120; see alsdJnited States Postal Servje@ffice of Inspector GenerdReport No. 2818
R21 Service Performance of Election and Political Mail During the November 2020 General, Bactibr25, 2021, available at
https://www.uspsoig.gov/sites/default/files/documedtbrary-files/2021/20318 R21. pdf

4 FY2021 Annual Repost 36 seeUnited States Postal Servidelivering for America: Our Vision and F¥axar Plan to Achieve Financial
Sustainability andervice Excellencilarch 23, 2021, available https://about.usps.com/what/strategigplans/deliveringfor-
america/assets/lUSPS_DeliveriRgrAmerica.pd{10-Year Strategic Plan).

45 See generallfpocket No. N2021, Advisory Opinion on Service Change®datedwith FirstClass Mail and Periodicals, July 20, 26@21-
2 (Docket No. N2021 Advisory Opinion)
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interim targets for all High-Quality Service performance indicators in F2022.1d. at 35
36.The0 T OOAIT pRalhdaé2HEidchs8ed in detail in SectioA.3.c, infra.

2. Comments
The Public Representativd AOAOOA O OEAO OOEA 01 OOAT 3AOOEAA
targets8AGAADO £ O OEA - AOEAOET ¢ - AEI AT A O0AOET AEA
UAAO ET A OiT xh OEA 01 OOAI 3AOOEAASO PAOA OI AT 7
at4. Shenotesth@ Ofr AYO ET DOAOEI 6O UAAOOh OEA EEGEAOC
applicable target is observed for the Thredo-Five-Day delivery standard for SinglePiece
First#1 AOOId-3ARAI &AEAO OEA DPi OEOET T OEAO OnyAYAAAOO
all of its8 targets8 in FY 20218 [it] did not meet its Deliver High-Quality Service
DAOAI Of ATldAA CT Al 86

PostComAT I I AT OO OEAO OOEA o1 OOAT 3AOOEAA EAEI AA (
market dominant products during FY2021 despite waitinguntil well into FY 2021to
AOAAOA OAOOGEAA OAOCAOO86 01 O00#1T 1 #1111 AT 0606 AO <

performance indicator that the Postal Service did achieve its target ferthe Marketing

Mail and Periodicals Composite EO  OAT Al Al CAI tbwith AdikaElgA OAT O DOl
AEZEZEAOAT O AOOOT 1 AOOGh OAOOGEAA OOAT AAOAOh AT A Oc
obscure how truly poor service performance on PeriodicaBE AO A& AT 8 6

PostCom maintains that service performance is worse than the reported HigQuality
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 medkecting any
delays in unloading; and (3) mailpieces are excluded from measurement for various

reasons, including getting lost in the networkld.at3-58 01 OO#1 1 Al 01T AOOAOOO
in FY2020, the Postal Service implemented structural changes its field operations that ‘
xEll HEOOOEAO OAAOAA OEA AiT 010 AT A 10GGPAAEAEAEOL

PostCom states that given the greater availability of performance data now compared to

xEAT OEA 0! %! xAO Al AA OGluddheliadd Brquadtdrly datE @D ET T 6 O  /
is highly aggregated and edited by the Postal Service is a disservicdtte mailers.old. at 5,

08 &OOOEAOQI T OAh 01 O0O#1 1 OOAOAO Ol Or OYEA ADC
unchanged in [50] yearsdoes not provde a usable frameworl86 Al O AOAI OAOET ¢ O
performance, because mail classes and products contain disparate types of mailers who

OOA OEA 1 AEl AEAEEAOAT O1 U AT A EAOA AEEEAOAT O 11}
class level obscures differencgein performance and hinders a meaningful evaluation of

OAOOEAAIdGSOPB]I @DH6 OEAOA OAAOGI T Oh 01 00#1T 1 ABDPOAC
DOl AAOGO EAO 110 AAAT AEEAAOEOA ET AOEOEIT ¢ EI BC
approach is neededld. A0 18 01 O00#i 1 AOOAOOO OEAO Of OYI EA
mail that is measured, the Postal Service should make available pidegel data for pieces

OEAO AOA AgAl OAAAd £O0T i 1 AAOGOOAI A1 0856
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PostCom notes that none of the Higuality Serviceperformance indicator ontime
targets for FY2022 are set at or above 95 percent, despite 95 percent d@ime delivery

being the stated longOA O Ci Al | £ OEXeadStraigibPland. #6.0EAAG O pm
01T O0#1T 1 AOOAOOO OEAO OondhatessdmemvillimgheBsGon&ldthe | OO0 A/

0T OOAI 3AOOEAA AAAT O1 OAAT A &£ O POT OEWET ¢ OEA |
While PostCom states that it finds the F2022 targets more realistic than targets in

previous years, PostCom nevertheless asserts thatthe E¥t¢ ¢ OAOCA OO OOOEI 1T O
apparent effort to craft a pleasing narrative rather than achieve improved perforda T A A 8 6

Id.at 6-7.

PostCom notes that F2022 performance indicator scores will be based on reduced

service standards for FirstClass Mail and Periodicals due to the service standard revisions
implemented at the beginning of F2022, and it states that, & a result, comparisons with

POET O UAAOO OxElIl DOAOGAT O A AEOOI @A DPEAOOOA
01 00#1 1 AOOAOOO OEAO Or xYEEI A OEA #1111 EOOEITT |
prohibit degradation of service standards, the Commissn must require that the Postal

Service report on service performance fofM] arket [D]ominant products relative to the

standards inplace [prior to FY¢ 1t ¢ ddv 8 6

In its reply comments, the Postal Service argues that in evaluating Higduality Service

results for FY2021 two overarching considerations must be taken into accounti{

service performance in FY2021 was undeniably impacted by the effects of the COVI®

pandemic, and service performance improved over the course of the fiscal year as the

Postd Service worked to overcome those negative effects; and)(during FY 2021 the

Postal Service publishedits 1® AAO 3 OOAOACEA 01 AT h xEEAE OOAOGO
AAT AT AAA OAO 1T £ ET EOEAOE OA &tarihg fidaAckidnize® OEA 07 (
AT A T PAOAOGETT AT AEAITT AT CAO862.01 OOAT 3AO0OOEAA 2/
7TEOE OAOPAAO O 01 OO#11 60 AOEOEAEOI O T &£ OEA 01
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.Rart 3055.1d.at4v 8 7EOE OAODAdntner®si 01 OO#1
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
AGEOOR ET Al QA énbude thaEndeas@rémber dnd repating remain

statistically accurate, reliable, and representativé 8ldAO v8 7EOQOE OAOPAAO Ol
comment that quarterly service performance data are filed weeks after the end of each

quarter and are highly edited, the Postal Service responds thab&tCom offers no reason

to question the veracity or completeness of the quarterly datdd. 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 withthe Cé | EOOET 1 80 0OOI AOh -xEEAE ¢
day period following the end of the quarter; and that the 4@lay period is necessary to
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provide the Postal Service with sufficient time to gather the relevant data and ensure that
they are final and accurateld.

The Postal Service disputes the assertion thaervice performance measurementioes not

account for delays in unloading, asserting that business rules do account for such delays.

Id.at5¢ 8 7EOE OAOPAAO O 01 OO0O#11 60 Adudali AT OO AT T A,
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 eventtiat were not the

case, changes to its geographic operational structure do not alter the substance of the

DAOAI Oi AT AA OAPT OO6AAR AT A OfrEYO 1 AEAO 1 EOOI A ¢
Ei DOl OAI A1 OO0 OOET ¢ AAOA OWA&UANsePeastalSeiicd® OAAOAA Tt
OAOPTITAOG OI 01 O00#11 80 Ai i1 AT O OEA4velrd®on0oT OOAI
mail not in measurement by stating that it already reports quarterly on the amount of mail

ET T AAOOOAT AT Oh AT A OIi A Eebele@ebscah HatadoAmaB everA OA A A A/

if not in measurement{ ] OEOT OCE OEA 01 O0OAT 3 AaiOmEaékhd O ) 1 &l Oi
f AT Ay 2 ADTIdDdET. The Pobtdl $edide argues that given the extensive data

collection and reporting that the Postal Service already performs, additional reporting is

unnecessary and would be counterproductiveld.

7EOQOE OAOPAAO O1T o071 OO0#1 12620 pekdrmancd indizaor rpeisA A OT ET C
the Postal Service responds that, pursuant to its 2¥ear Strategic Plan, it intends to

transition to 95 percent on-time targets over several years as it implements the necessary
infrastructure and network changes.d. 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.S3658(d). Id. at 12.

In SectionA.3, infra, the Commission addresses issues raised by camnters that are

relevant to the Commission carrying out its duty under 39 U.S.C3853(d). The

Commission finds that many of the issues raised by PostCom in its comments fall outside

OEA OATPA T &£ OEA #1111 EOOET 1 8001 Aodddmeport. 1 £ OEA 01
Section 2803 requires the Postal Service to prepare annual performance plans for each

upcoming fiscal year thatjnter aliah OA OOAAT EOE ®& O Hi AAABA LI AOB
performance indicators8 8 ¢ w 23D (¥)g4).Section 2804 rewires the Postal

Service to prepare annual performance reports reviewing performance for prior fiscal

years. 39 U.S.C.804(a)-(b). These reports mustjnter aliah OOAO A OOE OEA DPAO
indicators established in thd performance plan, along with theactual8 performance

achieved compared with the performance goals expressed in the pBB8 ow 5838#38
scyntj AQj pgq8 4EA OADPTI OO0 1 OOO OET Al OAA AAOOAI
UAAOOBS6 gunnidR@st 84 BA OADI 000 | Gle@pebongick AET AT A

goal hasnotbeenmétx EU OEA Ci Al xAO 110 1 AOrhyd AT A OE/
OAEAAOI AO &I O AAEEAOETI ¢ OEA AO0&aMaL)BE-AA DPAOA
i "q8 wAAE UAAO OEA #1111 Bonethdr the PEstal Sendide s OAA O ¢
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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
DI 1 EAU T AEAAOEOAO OAO3653@Y ET fr4EOI A ocwY86 ow

For purposes d sections 2803 and 2804then, 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.3683(b)-(c), where the
Commission is directed as part of t&ACDOT O A A CsAwbeithEriany BeWice standards

ineffect8x AOA 11 O 1 AO0rhydo AT A xEAOA OEA #1111 EOOETI

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.Rart 305546- AT U T &£ 01 OO0#1 |
comments? particularly those concerning the granularity and frequency of required

service performance reporting and the reporting of mailpieces excluded froreervice
performance measurement appear 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
BAOOEAABS O AT P021AThe Eomrissionds cOrretlP considering revisions to
update these reporting requirements in a rulemaking docket? In addition, any interested
DAOOUNKh ETAI OAET C 01 O00#1 1 h 1 AuS8tEmprdvethe DAOEOET 1
quality, accuracy, or completeness of Postal Service data required by the

Commissior8 whenever it shall appear tha8 the quality of service data has become
significantly inaccurate or can be significantly improve8& 8See39 U.S.C. 8652(e)(2)(B);

39 C.F.R. 8050.11. The Commission invites any interested party, including PostCom, to
submit such a petition if they believe that changes to periodic reporting requireenmts are
warranted. Likewise, the proper venue for proposing changes to the curreservice
performance measurementsystems and/or methodologies, including issues pertaining to
how time is calculated for purposes o$ervice performance measurementwould be a
rulemaking proceeding. Any interested party, including PostCom, may file such a petition.
39 U.S.C. 8652(e)(2)(B); 39 C.F.R. 8050.11. The proper venue for comments pertaining
to the effectiveness of the ACR process is in response to the ACR itSelf.

46 SeeDocket No. RM20021, Order Establishing Final Rules Concerning Periodic Reporting of Service Performance Measurements and
CustomerSatisfaction, May 25, 2010 (Order No. 465).

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

ldul

(0]

48 See, e.gDocket No. ACR2021, Notice of Pofté&d NIBA OSQa CAfAYy3I 2F !l yydadt /2YLIEAFIYyOS wSLRNI | yR

2022 (Order No. 6079).
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01 00#11 AOOAOOO OEAO OOEA AiT1 01O T £ OPAAEEEAE(
OZOOOCEAd@6 OABOAAOOAOOOAT AEAT CAO ET OEA 01 OO0AI

in FY2020. PostCom Comments at 5. The changes PostCom refers to inviiee
OAOOOOAOOOET ¢ T &£ OEA 01 OOAI 3AOOEAAGO EEAT A T ¢
business units: (1) Retail and Delivery Operations; (2) Logistics and Processing

Operations; and (3) Commerce and Business Solutior®eeFY 2020 ACD at 14041. Asthe

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 revisadreflect its

new organizational structure, then it must file a petition requesting either to change the

rule(s) and/or for reporting exception(s).4° The Postal Service has indicated that it

understands this, and that it will submit a petition at a futuretime.° If and when the

Postal Service does file such a petition, PostCom, along with the rest of the public, will

EAOA OEA 1 pPT OOOT EOU OF ATIT T AT O 11 OEA 01 OOAI
reporting requirements. Until such time, service performage reporting should be

O1 AEEAAOGAA AU OEA 01 OOAT 3AOOEAAGO OOOOAOOOAI
In order to promote greater transparency and accountability with respect to the Postal
3AO0OEAA8O OAOOEAA DPAOA Oi AT AAh CGiEvAlopingani EOOET 1
online dashboard with visual data and interactive tools to allow the public to view

national-l AOAT OAOOEAA DPAOAEI Oi ATAA OAOGOI 6O &I O i AT L
Dominant mail products (and product levels)y! The United States Postal Seice Office of

Inspector GenerallOIG also has an online dashboard with nationaj division-, and

district -level service performance result$2 Moreover, the Postal Service Reform Act of

2022 (PSRA) which was enacted on April 6, 2022, requiresthe | OOAT 3 AOOEAA O1 ¢
and maintain a publicly available Website with an interactive wekool that provides

performance information for market-dominant products that is updated on a weekly

A A O¥Thi8 dashboard is required to include, among otherti] COh ODPAOAI O AT AA

ET &£ O ACET 1T &£ O AEAEAOAT O CAT COAPEEA AOAAOr hyd
DAOET AOh ET Al OAET ¢ AT 1T OAl h NOAOOAOI Uh 111 OEI U
of service performance information for marketdominant products to performance

ET £ Oi AOCETT &£ O POAOET 60 OEIi A DPAOEI A0 O1 AEAAEI

Id., §3692(c)(2)(B) -(D).

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

50 SeeRespnses of the United States Postal Service to Questionsil 2 ¥ / KIF A NX | Yy Q& L yiangaNois, Z022ugstiowZslj dzS&a G b2 @
(Response to CHIR No. 1).

51 SeeDocket No. P12022, Notice and Order Providing an Opportunity to Comment or&evice Performance Dashboard, February 10,
2022 (Order No. 61048. KS o6 Sl @SNRAZ2Y 2F GKS [/ 2YYA & ahkpRifn@a.preghiidasfideploR a Ko 2 NR OF y

52The OIG dashboard can be accessetttas://www.uspsoig.gov/servicgerformance.

53 SeePostal Service Reform Act of 2023692c)1), Pub. L. 117208, 136 Stat1127,1145(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 yeayto provide the Commission with service performance targets

for the upcoming fiscal yearld., §3692(a)(1)8 7 EOEET wn AAUO 1T £ OEA #1
receipt of service performance targets under 8692(a)(1), the Commission is required to

providethe Posh 1 3 AOOEAA xEOE OANOEOAI AT OO &£ O OEA oi
AAOEAT AOA xEOE OAOPAAO OI OEA AAOEAT AOABO 1T OCH
granularity, and temporal coverage, as well as recommendations for any corresponding

modificaOET T O OI1 OE Aseite@p&fbrinande AneadutemdndySiems that the

Commission finds to be necessaryd., 83692(b). The Postal Service is required to release

the dashboard within 60 days after receiving requirements and recommendations from

the Commissionld., 83692(c)(8). The Commissiorhas initiated a docketto consider, inter

alia,what OPAAEZEA AAOA OET OI A AA kil pafaodahceEl O OEA
dashboardandx EAOh EZ AT Uh 11T AEZEAAOQET T O O1 OEA 01 0OC
should berecommended.SeeOrder No. 6160.

3. Commission Analysis

In FY 2021, the Postal Servicachieved only oneof its targets for the public performance
indicators related to Market Dominant products that measure progress toward the High
Quality Service performance goaFY 2021 Annual Repost 34. It also missed its target for
the sole non-public performance indicator related to Competitive products>*

The Commission finds that the HigQuality Service performance goal was partially met in
FY2021, with the Postal Service meeting only a single performance indicator

Below, the Commission provides observations and recamendations related to thePostal
3 A O O expldaatians for its failure to meet the HighQuality Service performance goah
FY2021>? notably, thecontinuing COVID19 pandemic andrelated network disruptions.
The Commission also provides discussion and regonendations concerning the Postal
BAOOEAASG O DI AT-QualiyiseriicA peforntaicd godl i EYE2(2

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 theHigh-Quality Service performance indicators. Prior to F2021, on
time targets were historically set in the mid90s for all performance indicators. In

FY2021, they were reduced by anywhere from 2.81 to 26.61 percentage points, as shown
in Table III-1.

54 CompareDocket No. ACR2020, Library Reference WSR8t onX FTA{ S db h b tFy2eytlLo n d LNEEREDLOK Kip.{nt {
ACR2020, Library Reference USP3bt onX FAE S da b h b tFY20 tLa n d wWSAFd pOiSwith dibtafHReEréncelUGPSN
FY2INP30, Preface at §he Commission notes that the Postal Service would have met28Zvtargets under th legacy nospublic
performance indicators for Competitive products that the Postal Service relied on prior2@2FYSeel ibrary Reference USIFS2INP30, file
GNONPUBLIC Preface USIQINP30.pdE ¢ -8. G T
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Table 1111
Public HighQuality Service Performance Indicators
Comparison ofTargets

High-Quality Service FY FY ;\:58;;1
Performance Indicators 2022 | 2021 EY 2020
) ) 2-Day 90.25 | 87.81 | 96.50
SinglePiece
FirstClass Mail 3-5-Day | 90.00 | 68.64 | 95.25
Presorted Overnight | 94.75 | 93.99 | 96.80

2-Day 93.00 | 89.20 | 96.50
3-5-Day | 90.50 | 84.11 | 95.25
FwstCIa&_:s Mail Letter and Flat 91.00 | 8488 96.00
Composité
USF_’S _Marketlng Mail and 9150 | 8662 9180
Periodicals Composite
Market Dominant Composite 91.25 | 85.86 N/A°

FirstClass Mail

2The Postal Service did not begin udhiigtClass Mail Letter and Flat Compositel USPS Marketing Mail and

Periodicals Compositentil FY 2017Docket No. ACR2017, Library Referedd&®3$-Y1717, December 29,

HAMTSYS FAIdT @m{ oY yydz 5(FW OLRANTuabRARPFEE ¢ | G ™

5The FY 201@SPS Marketing Mail and Periodicals Compdaitgetwas 91.001d. at 14.

¢The Postal Service did not begin using the Mab@ninant Composite as a performance indicator until

FY2021.FY 2020 Annual Repat 34.

SourcefY2021 Annual Repost 33;FY2020 Annual Repost 33; Docket No. ACR2019, Library Reference

USPSY1917,5 SOSYOSNI HT X wnmdI FAL S aC,an2pEY01yg dnndal®RepditJ2 NI ! { t { D
FY2018 Annual Repost 17;FY 2017 Annual Repatt 14;Docket No. ACR2016iprary Reference USIFS B-

17,F A EY36.12016 Annual Reporpdfs Becember 29, 204, at 15 (FY2016 Annual Repoxt

The Postal Service explained the change in targets by stating that, historically, it has been

O1T AAT A O T AAO OAOOEAA OAOCAOO A O 1100 -AOEAC
requested [that] the Postal Service establish realistic targets instead ofhat were
AAOAOI ET AA O AA AOPEOAOEITAI 86 2AO0DPI T OA
Postal Service,its F¢ mt¢p OAOCAOO xAOA AAOCGAA 11 EEOOI
performance improvement factor predicated on known network and operationa

A E AT QAgOestibn 24.b. The Postal Service explained that when the B§21 targets

were established they were expected to be only singlgear targets to take into account

the exceptional circumstances surrounding the COVHDO pandemic> The PostalService
AOOAOOAA OEAO Ofr OYEEO xAO Ai1T A xEOE Al AobAAO/
FY 2022 with the continued implementation of the 10Year Strategic Plan, which will

ultimately provide an opportunity for the Postal Service to achieve excelle® by meeting

or exceeding 95 percentofOE | A A ARedpddnde @CBIIR No. 6, question 15.a.

55 Responses of the United States Postal 8erid QuestionsMp 2F / KI ANXYIFYyQa Ly F2NXI A2y wSljdSad b2eo c.
(Response to CHIR No. 6).
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The Postal Service will be changing all of its performance indicator targets once again in
FY2022.FY2021 Annual Reporat 35-36. The Postal Service descrilsethe FY2022 targets

AO OAI AEOGET 006 ET AOIi O Atke FR2021 Gl 8lD 4 86AThO T U AGAA
01 OOAT 3AOOEAA AT 1 OAT AO OEAO OEA TAx OAOCAOO (
from the [10-Year Strategic Plan] and will position thd?ostal Service to achieve 95 percent

on-time service performancesil T AA OEA D1 AT EQd. £01 1 U Ei bl Al AT O/

It is true, as the Postal Service asserts, that the Commission has in the past recommended

OEAO OEA 01 OOAI 3AOOEAA alancedhe keddto itspire AAOAT T B OAC
AT 1T OET Ol 6O EI bOI OAI AT O xEOE OEA EI DI OOAT AA 1 £
xEEAE OOAEA ET O AA Aigdde,@.gHYAIAAysisit BOATHhis OAAT EOE A(

finding has typically been made in the context of arguents by the Postal Service that it

was unable to achieve performance indicator targets due to network disruptions caused

Au 1T AOOOAT AEOAOOAOO AT ArX¥T1 O ET AOOOOEATI AAAEAAT
is important that targets not be set so hip that they leave the Postal Service with little

i AOCET /$ebidah230d. Saking the correct balance between aspiration and

realism in setting targets is a highly factand contextspecific 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 HigDudity Service

performance goal was achieved. For a typical fiscal year, a target of 68.64, as the Postal

Service set for the Singldiece FirstClass Mail 35-Day performance indicator,

approaches the lower bound of what is reasonabl&Y 2021 Annual Reporat 34.

. AOAOOGEAT AGOh OEA #1111 EOOEIT AAAAERE@DODwaSEA 01 OO/
EECEI U AAAOOAT O UAAO ET xEEAE OEA 01 OOAIT 3A0O0E
by the COVIBP19 pandemic and other exceptional circumstances. The Camssion is

satisfied that the targets for FY2022 have been increased and have been set closer to their

historic levels.

Due to the implementation of the internal SPM system in FX019, the FY 2019 results for

the public performance indicators were not conparable to prior years, which limited the

#7111 EOOEiI 1860 AAE] EOU -Quality Sdrvicé inrEb10Ans £2@8. O ET  ( E
FY2020 Analysisat 41. FY2021 was the third year that HighQuality Service performance

indicator results were measured usimg internal SPM, so comparable Higuality Service

performance indicator results now exist for3 years? FY2019, FY2020, and FY2021.

Table I1I-2 comparesFY 2021 performance indicator results with FY2021 targets and

shows the percentage point performane gap between the target and the result. It also
displays the results from FY2020 and FY2019.
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Table 142
Public HighQuality Service Performance Indicators
Comparison of FY 20ZMargets and Resuland FY 2019Y 2020 Resul{86)

. . . FY 2021 FY 2020 | FY2019
High-Quality Service Percentage Point
Performance Indicator Target Result 9 Result Result
Performance Gap
SinglePiece 2-Day 87.81 -1.37 91.47 92.05
FirstClass Malil 3-5-Day 68.64 -5.44 78.83 80.88
Presorted Overnight 93.99 -0.61 94.72 95.46
FirstClass Mail 2-Day 89.20 -0.91 92.77 94.10
3-5-Day 84.11 -3.24 89.89 91.95
FlrstCIags Mail Letter and Flat 84.88 219 89.73 91.36
Composite
USPS Marketing Mail and 86.62 +0.50 88.38 88.73
Periodicals Composite
Market Dominant Composite 85.86 -0.56 89.00 89.86

B8 Target Met B Target Not Met
aThe Postal Service did not begin using the Market Dominant Composite as a performance indicato202tl. FYie Postal Service
provided FY2020 and F'2019 results for comparison purposes oriy2021 Annual Repost 33 n.4.
SourceFY 2021 Annual Rex at 33-34.

As Table II}F2 shows, only one of the F2021 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 standaratategories. Within FirstClass Malil, the
Presorted categories generally outperformed their Singliece analogs. For both
First-Class Mail and USPS Marketing Mail and their respective composite performance
indicators, High-Quality Service results declinedrom FY 2019 to FY2021. Only the USPS
Marketing Mail and Periodicals Composite performance indicator achieved its target in
FY2021. However, as discussed above, the targets for these indicators were lowered
considerably for FY 2021. In fact, all the pesfmance indicators in FY 2020 would have

met their targets if FY2020 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 ontime level, whichisOEA 01 OOAI 3 AadkEgodidis OOAOAA
10-Year Strategic PlanSeelO-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 othe COVIB19 pandemic

AT A T OEAO EAAOT OO0 11 OB Aist@italydesults dirkh@teE ARG O T DA
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 duto seasonal trendsSee, e.gFY2019

ACD at 105. However, beginning in FX020 that historic pattern was disrupted.

% See F'2020 Analysiat 36:37;see alsd-Y2021 ACD at 145; 2020 ACD at 1685.
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Tables 113 to 111-5 show results for each HighQuality Service performance indicator
disaggregated by quarter for FX2019, FY2020, and FY2021.

Table 143
Public HighQuality Service Performance IndicatoFsY 201%y Quarter (%)

) ; ; FY 2019 Results
High-Quality Service FY 2019 Targets
Performance Indicators Q1 Q2 Q3 Q4
2-Day 96.50 89.53 | 91.55 | 93.90 | 93.97
SinglePiece
FirstClass Mail 3-5-Day 95.25 72.11 | 79.67 | 86.55 | 87.78
Overnight 96.80 94.68 | 94.80 | 96.30 | 96.20
Presorted
FirstClass Mail 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
FirstClass 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 Composite N/A N/A N/A N/A N/A

@The Postal Service did not begin using the Market Dominant Composite as a performance indicato20atl. 6 targets or quarterly

results exist for this performance indicator for EY19.

SourceFY2019 Annual Repost 20, 21; Docket No. ACR20P8sponses of the United&es Postal Service to Questionsir
Information Request No. 24, March 18, 2021, questi¢gpacket No. ACR20&esponse to CHIR No..p4
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Table 114
Public HighQuality Service Performance Indicators FY 202@warter (%)

High-Quality Service FY 2020 Results

FY 2020 Targets

Performance Indicators Q1 Q2 Q3 Q4

] . 2-Day 96.50 91.88 93.00 92.38 88.24
SinglePiece

FirstClass Mail 3-5-Day 95.25 78.18 83.31 81.37 72.06

Presorted Overnight 96.80 94.41 95.87 95.70 92.75

FirstClass Mail 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

FirstClass Mail Letter and Flat Composite 96.00 90.37 92.18 90.82 85.58

USPS M_arketmg Mail and Periodicals 91.80 88.90 91.18 88.70 85.34
Composite

Market Dominant Composite N/A 89.50 91.66 89.73 85.43

aThe Postal Service did not begin using the Market Dominant Composite as a performance indicato202tll. FiYie Postal Service provided

FY2020 quarterly results for comparison purposes ofly2020 Annual Repoet 33 n.5; Docket No. ACR20&Responsg of the United States Postal

Serviceto Questionsdn 2F / KFANXYI Y Q& LYTF2N¥YIGAZ2Y wDodkBtNG. AGRRGREsponde toeaCHIRRK) 22 HAHMI |
SourcefY2020 Annual Repost 33, 35; Docket No. ACR2020 Response to CHIR Nmie2fipn 23.

Table 145
Public HighQuality Service Performance IndicatoFsY 202 by Quarter (%)

FY 2021 Results

High-Quality Service FY 2021 Targets

Performance Indicators Q1 Q2 Q3 Q4
) . 2-Day 87.81 81.60 85.90 90.80 90.90
SinglePiece
FirstClass Mail 3-5-Day 68.64 54.60 57.90 73.80 75.10
Presorted Overnight 93.99 91.30 92.70 95.20 94.60
FirstClass Malil 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
FirstClass Mail Letter and Flat Composite 84.88 78.40 78.10 87.60 88.50
USPS M_arketmg Mail and Periodicals 86.62 83.90 84.50 90.50 91.90
Composite
Market Dominant Composite 85.86 81.70 81.60 89.30 90.70

SourceFY2021 Annual Repost 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 FY2021. As the Commission has found previously, the timing of the service
performance declines in late F2020 generally correspond with the onset of the

~

Covibpw DAT AAT EA AT A OAT A O1T AT OOT AT OAOA OEA 07 «
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CoVvibpw DAT AAT EA OECT EAZEAAT Ol U A £EFBeyithdin OEA 0T O«
FY2021 Quarte 2, performance indicator results began to improve, and that pattern

continued through the end of FY2021. It remains to be seen, however, whether this

represents real yearover-year improvement or simply a return to the typical pattern of

seasonal variaion.

In the FY2020 Analysisthe Commission recommended that the Postal Service discuss how

combining different Market Dominant products with potentially different service

performance results affected the F2021 result of the Market Dominant Composite

performance indicator, includinC AU ET AEAAOET C xEEAE POl AOAOOGS
primarily reflected in the results. FY2020 Analysisat 52-53. The Commission also

recommended that the Postal Service consider creating composites based strictly on

PDOi AOAO OEADPA 1T O AihhdvdrefitsdisinplifcatidntaAd fdcus BoughtA O

AU OEA 01 OOAI 3AOOEAA xEEI A AT OOOEI ¢ OEAO ETAI
Id.

In response to an information request, thie 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 highestolume caegory represented in the Market Dominant

Composite is USPS Marketing Mail.4 EA 017 OOAI 3 AO0O0OEAA OOAOGAA OEA
creating composites based strictly on product shape but has concluded that because the

category of shape includes items with arying service standards, a composite score for

OEAO CcOi OPET ¢ x1 OI ld quashon Lok Orerefork,Ahle Edstql Sdics 0

OEAO AAAEAAA O1 OOA i1 OA ACCOACAOGAA Al i bl OEOAC
Periodicals Composite and the Markes T | ET AT O #11d. PEDLEDA0B8FA AAOEOA,
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 thd @D AT OA TldE T OEAOO806

The Commission continues to have concerns about the use of higlalggregated

composites as performance indicators that incorporate disparate mail classes, shapes, and

products. Whatever merits such composites might have interms® OAT 1T AAT OOAOET ¢ .
AT A OOOOAAITETET C OAPT OOET che EO EO ANOGAIT U Oc
previously, that such composites inherently obfuscate results for lowevolume

components within the composite while simultaneously overemphasizing the

performance of components with greater volumesSee, e.gFY2020 Analysisat 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 iiggit into the full

extent to which High-Quality Service is being achieved, which is the relevant inquiry with

57SeeFY2021 ACD at 166Y2020 ACD at 16%:Y2020 Analysiat 36-37. It should be noted, howev, that thePostal Service acknowledged
that COVIBEL9-related operational disruptions were not tfemlecause of service declines over this period, which were also attributable, at
least in part, to Postal Service operational initiativeee generallf#Y2020 ACD at 9350.
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respect to the Highl OAT EOU 3 AOOEAA DPAOAI Oi ATAA Cl Al 8 4EA
category of shape includes items with varying service stalards8t+ h Y6 xEEAE x1 Ol A
OA Al i DI OEOA OAISDA OB O AGE A IGEEYGEyEIEJf not

more so, with respect to the USPS Marketing Mail and Periodicals and Market Dominant

#1 1 b1 OEOAO8 4EOOh OEA eftwelyisAnifavad & addegladuid 1T xT A OC
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 prothwa! differences between
mailpieces in terms of service standards and how they are processed and delivered. If the
Postal Service intends to continue using higldggregated composites as performance
indicators, then the Commission recommends that the Postal Service also devela m
granular performance indicators, such as it currently uses for Fi3ass Mail, to supplement
the highly-aggregated composites. Finally, the Commission also continues to recommend
that the Postal Servicencludewith each Annual Report supporting wopapers containing

the inputs for, and the calculation of, the HigQuality 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 FirgElass Mailand Periodicals at

the beginning of FY2022 and for FirstClass Package Services during FY 2022 Quarté? 3

may affect the meaningfulness of comparing HigQuality Service performance indicator

results for FY 2022 to prior fiscal years. The Commission nes that reports prepared
pursuantto39U.S.C.éypymnt | OOO OET Al OAA AAOOBAT OAOGOI 66 £
UAAOOr hyo AT A OEA #1111 EOOCEIT EAO DPOAOEIT 601 U A
comparable across all three preceding fiscal years. 39 LLS§804(c); FY2015 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 FY2022 Annual Reportthe Postal Service should address whether service standard
changeamplementedin FY2022 impacted the comparability of performance indicator
results. Ifcomparability has been affectedhe Postal Service should propose a way for the
Commission t@wompare FY 202High-Quality Service performance indicator results
results from priorfiscal yearslf the Postal Service asserts that comparability is unaffecgted
the Postal Service shoufdlly explain the rationale and supporting basis for this assertion.

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

59 SeeUnited States Postal ServitdS. Postal Service Implements Newftass Package Service Standardsldpdhtes Priority Mail Service

StandardsApril 18, 2022, available https://about.usps.com/newsroom/nationakleases/2022/041&ispsimplementsnewfirst-class
packageservicestandards.htm(announcing implementation date of May 1, 2022). Additionalig, Postal Service announced that it may

implement its planned changes to service standards for two additional Competitive products, Retail Ground (RG) anddea@ed el

(PSG), on or after June 19, 2082eDocket No. N2022, United States PostaSNIIA 0S5 Qa wSljdzS&d TF2NJ Iy ! RGA&2NE h LA
Nature of Postal Services, March 21, 2022, at 5.
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b. Explanations for Missing Tatg in FY 2021

As a general matter, the Commissionotes that although the Postal Service discusses four

reasons for the failure to meet HighQuality 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.FY2021 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 beebee, e.g.

Fy¢megp !'#$ AO ptyh poeoh pxch pwos8 -1 O0AT OAOh Al
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 waé the Postal

3AOOEAAGO OAOET OO0 EIi POT OAT AT O ET EOEAOEOAOh EAC
a result there has been a lack afeteris paribus OAT 1 T OEAO OBEI CcO AAEI C A
conditions.

() Poor Peak Season Performance

The Postal Service statehitthe FYc m¢p DAAE OAAOI 1T OxAO OECI EZAEA
OEAT Al OEra@bshdd Reparat 35. The Postal Service explains that while it

plans each fiscal year for the level of increased mail and package volume expected during

peak seasonthe Postal Service received a record level of package volume between

November 2020 and January 2021d. This increase in demand for package delivery was a

result of the public, in response to the COVHD9 pandemic, substantially increasing its

reliance on e-commerce and mail orderingt® A backlog arose because of package volumes

AAET ¢ ET AOGAOAA ET OI OEA 071 OOA1l 3AOOEAAGO 1T AOxI
this resulted in gridlock due to a lack of space to stage the backlogged volumgse

Regonse 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 shipmentd. The Postal

3AO0EAA OADPI OO0 OEAO Or i YAT U -mAREQUERADAO x AOA (
I OAAOh 1T AAAET ¢ O ET AOAAOAA AUAT A OEI A AT Ah Al
Id.

4EA 01 OOAT 3AOOEAA OOAOAO OEAO Or OYEA O1 POAAAI
entire delivery industry8[h Y6 xEOE OEA 01 OOA1 3AO0OOEAABO 1 EI E
their customers, resulting in a substantial diversion of their package volume to the Postal
ServiceandcAAOET ¢ COEAI T AE AT A AAABWVIOZL@GnNnGE OT OCET OO
Reportat 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, gestion 27.

60 SeeDocket No. ACR202Besponses of the United States Postal Service to Quest®@h®flCommission Information Request No. 1,

January 15, 202huestion 3.a(Docket No. ACR20Response to CIR N9; Docket No. ACR2020, Responses of the United States Postal

Serviceto Questionsdc 2F / KFANNIY Q& LYF2NNIGA2Y wSljdSaid b2o Regponyeht@HIR NBE HH I HAH
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 longterm and peak season annexes treate 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 ratéé1 According to the Postal Servicghese changes occurred in the

second half of FX2021, leading to improved service performance iriscal Quarters 3 and

4. Response to CHIR No. 1, question 18ba

Additionally, for FY 2021, the traditional Quarter 1 peak season volume continued into
Quater2.62) T OAODBI T OA O1 AT EIT &£ Oi ACET1T OANOAOGO AT
seasonal employment, the Postal Service explained that seasonal employment is governed
by various collective bargaining agreements with labor unions, and the period oéasonal
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 3d.

guestion 13.b.ii.The Postal Service asserts thatny 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 redmt

labor unions. Id. question 13.b.iii.

The Commissiononsiderghat 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 seasdue to the extreme strain that the COVID

pandemic placed on the entire shipping industry. The Commission expects that the Postal
SAOOEAA8O AAAEOQCEIT 1T &£ OPAAA AT A DPOI AAOGOET ¢
and 4, will put the Postal Serege 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

#1 11 EOOETT OAAT I 1 ATAO OEAO OEA 071 OOAT 3AOOEAAEC
whether additiond flexibility is needed to align labor with expected volume beyond Quarter

1 in order to meet the applicable service standards.

—_
p>N
N~

61 Response to CHIR No. 1, question 18.a.; Responses of the United States Postal Service to Qaestior3T / K ANX I yQa LYy F2NXI| GA
No. 2, January 25, 2022, question 26.a. (Response to CHIR No. 2).

62See, e.gFY2021 Annual Repoet 38-39 (noting the record package volume received by the Postal Service from November 2020 through
WIHydzE NBE HnumE KAOK aLJ ya C, Logistics Hiriny SisgeNduasi@Holiday Bys\RSeweainBtregt doal, h Qb S| £ =
(February 4, 20B), available ahttps://www.wsj.com/articles/logisticehiring-surgeoutlastsholiday-busyseasor11643997477 Similarly,

there have been publiclseported concerns of residual mail delays from peak season continuing into FY 2022 Quarter 2 &ftetdhe

Service has ceased using most seasonal emplogees.e.g.Justin Wm. Moyeifrustration builds in D.C. region over mail deldys

Washington Post (January 11, 2022), availablgtas://www.washingtonpost.com/dend-va/2022/01/11/dcmail-delayssnowcovid/;

Rachel SchneideSPS says mail delivery issues due to "unforeseen circumgtabds)7 (January 21, 2022), available at
https://www.wdbj7.com/2022/01/21/neighborsardy-dealingwith-mail-deliverydilemma/; Katharine Huntleyinconsistent rail deliveries

have some USPS customers frustra#®@CAX3 (January 19, 2022), availabletat://www.wcax.com/2022/01/19/inconsistenmail-
deliverieshavesomeuspscustomersfrustrated/; Postal service: COVID pandemic causing delays in delivery ahgonail, package&KTBS3
(January 18, 2022), availabletatps://www.ktbs.com/postalservicecovid19-pandemiecausingdelaysin-deliveryof-somemail-
packages/video_af6d6adD19a5b5¢876d233a3bdal9f5.html
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(2) Employee Absenteeism

The Postal Service states that high levels of employee absenteeism due to the CENID

pandemic negativelyaffected its ability to staff its operations appropriately during

FY2021.FY2021 Annual Reporat 35. Specifically, the Postal Service explains that

significant COVID19-OAT AOAA Ai DI T UAA AAOAT OAdpedii¢c T AAOOOA.
geographic areas or failities? which led to problems processing, transporting, and

delivering mail volumes not only in those areas or facilities, but also in downstream

operations 83 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

OEAT xmn DAOAAT O Rvbiteffdchve [dRdisthduioning gaitidulbrly +

- z A N s~ A =z

P PRV N s o~ - - s e - PRV

001 AAOOET ¢ $SEOEOEITT O po , I CEOOEAO $EOEOEIT T Oh
organizational structure, 22 had at least one month during F2021 in which employee

availability fell below 70 percent. Response to CHIR No. 8, question 4. In its2021 ACD

the Commission found that challenges with respect to employee availability were greater

for mail processing than for delivery services or customer service. 2021 ACD at 110.

The Postal Service reports that the average length GOVID19 pandemicrelated 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 Servicpoets 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 naareer
positions.%5> The Postal Service states that by the end of 2921, its total career workforce
had increased by over 25,000 employees compared to R%20. Response to CHIR No. 1,
guestion 13.c.The Postal Service asserts that this larger workforce resulted in increased
service performance, which the Postal Service believesll be sustained in FY2022. Id.
qguestion 13.cf. The Postal Service states that it plans to continue to monitor employee
availability and staffing levels through employee availability metrics and employeen-
rolls data and will adjust staffing as neededtb ensure adequate employee availability in
FY2022.1d. question 13.e., g.

The Commission has found that employee availability, on average, increased fromZo{9
to FY2020, and decreased from F2020 to FY2021. FY2021 ACD at 109. Service
performance results, meanwhile, generally declined in both F£020 and FY2021. Id.

63 SeeResponse to CHIR No. 1, question 1&Rasponses of the United States Postal Serviceto Questenga 1 2 T / K ANX I yQa LYy T2 NN |
Request No. 11, Februatyt, 2022, question 16.aRgsponse to CHIR No,)11

& Docket No. ACR2020, Responses of the United States Postal Service to Quastionsa2 ¥ / K ANXYF Yy Q& LYy FTF2N¥F A2y wSlj dZ
11, 2021, question 13.b.

6 Response to CHIR No. 1, question 13.c.; Library ReferenceF¥3E9, December 29, 2021f iS5 &dt NB-FWR2® & ZE{ tH{i n ®
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at141, 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 timeSeed. at 111. Low

employee availability in specific geographic areas or for specific job functiomsn have

substantial downstream effects on other geographic areas and/or job functions due to the

ET OAOAT 11T AAOCAAT AGO 1T £ OEA 0I1dOOAI 3A0OOEAAGO DPOI

The Commission finds that the measures the Postal Service has undertaken to improve
employee availability appear reasonable. Given that further COXtfEDsurges 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 bettéicipate
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 FX021, the COVID19 pandemic continued to negatively

impact air and surface transportation contractors on whom the Postal Service relies for
transportation of mail between processing phased:Y2021 Annual Reporat 35.

Reductions in commercial air lift resultedfrom airlines reducing the number of flights,

changing schedules, and using smaller airplanes with less capacity for mail and package

cargo spaceld.; Response to CHIR No. 1, question 15The Postal Service reports that it

attempted to mitigate these mpacts by shifting mail from the air to the surface

transportation network. . NOAOOET 1T p¢e8A8 4EA 01 OOAI 3AO0OOEAA
T AAAG AT A OOADPEA OAODPI 1T OA6 OOOZLZAAA OOAT OPT OOAC
volume or volume that needed tde 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 redtithe ability to dynamically transfer mail from air to surface

transportation to achieve service standards is limite#$

The Postal Service tracks surface trips that arrive more than 4 hours late, referred to as
Critically Late Trips (CLTs)7 In the FY2021 ACDQthe Commission found that the number
of nationwide First-Class Mail CLTs associated with Highway Contract Routes (HCRS)
increased from 8,995 in FY2020 to 30,070 in FY20217? a more than threefold increase.
FY2021 ACD at 114. Of the CLTs in 2021, 52.9 percent were attributable to contractors,
a distribution comparable to that observed in FY2020. Id. at 116.In order to attempt to
mitigate CLTs attributable to contractors, the Postal Service reports that it now tracks and
evaluates CLTs basedmowhether they were attributable to the contractor, the Postal
Service, orto outside factors.SeeResponse to CHIR No. 1, question 28. The Postal Seryvice

66 FY2021 Annual Repott 35; Response to CHIR No. 1, question.15¥2021 ACR at 50.

67 Docket No. ACR2015, Responses of the United States Postal Serviceto Questionsad ¥ / K ANX | Yy Q& LYy F2NXIF A2y wSlj dZ
15, 2016, question 12.b.i. (Docket No. ACR2015, Response to CHIR No. 22).
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alsoin FY 2021, conducted training sessions with relevant managemeran the topic of
developing andimplementing supplier performance improvement plans and removing
contracted suppliers from surface routes whose performance is unsatisfactorand the
Postal Service created a dashboard to track omitted and late service by contracté¥s

The OlGhas documented the significant challenges the Postal Service faces in recruiting
and retaining truck drivers as a result of the current nationwide truck driver shortage®®
There are both service and cost implications to this: on the one hand, the lackavhilable
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 driver01G Reort No. RISEWVP-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 tractortrailers. 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 otheindustry 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.”0 Furthermore, industry sources described how focusing on the driver
experience is a powerful way to improve driver recruitment and retentionOIG Report
No.RISCWP-22-002 at 1.

The Postal Service has also been working to expand its base of contractediers, which
decreased by approximately a thirdrom FY2018 through FY2021.Id. at 2. The OlGhas
identified best practices to attract new carriers, which include regularly communicating
with carriers, including providing transparency around performanc metrics, and utilizing
awards and incentive programs for high performersld.

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 productivibyt of

the drivers available.ld. 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| ibrary Reference USIFS2129, file dPrefae USPSY21H chat 4; Response to CHIR No. 1, question 16.e; Response to CHIR No. 1, question
29;Response t€HIR No. 11, question 15.

69 SeeUnited States Postal Servj@@ffice of Inspector GenerdReport No. RIS&P-22-002 The Truck Drive8hortage: Implications for the
Postal ServigeMarch 7, 2022available ahttps://www.uspsoig.gov/sites/default/files/documedibrary-files/2022/RIS@VP-22-002.pdf(OIG
Report NoRISGNR-22-002).

01d. at 1. A highprofile retailer has reportedly utiled similar tactics to augment its internal trucking resour@==Sarah Nassauewalmart
Dangles $110,000 Starting Pay to Lure Truck DriVéadl Street Journal, April 7, 202%ailable ahttps://www.wsj.com/articles/walmart
raisespay-to-attract-truck-drivers11649336400
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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 Servicaslimited 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 Comnsision notes, however, that 34.8
percent of CLTs in F2021 were attributable not to contractors, but to processing failures
by the Postal Service. F2021 ACD at 116, TableL. The Postal Service has stated that it
has attempted to remediate these CLTs Hbyiring more employees, acquiring more space,
installing more packagesorting machines, and creating more STC&l. at 116. Because

#, 40 AOOOEAOOAAIT A OI OEA o1 OOAT 3AOOGEAABO 1 x1
3AOOEAAB O AEIlRdAiFba ofkddicidgfisitype oO®E Ris arguably greater than
the likelihood of reducing CLTs caused by contractors.

The Commission notes that, as depicted Figure 1ll-1, thenumber of CLTs associated
with First-Class Mail varied widely by Districtm FY2021.
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Figure IH1
FirstClass Mail Percentage of Critically Late Trips, By Distf¢t202

Critically Late Trips
[]33-114
O 115- 280
W 231-55%
M 560-2,580

Source: Library Reference USP@IH b= 9 EOSt FAES 4C,Hm C/la vo /[ ¢COEf AE®DE

The colors on the map represent different quartiles of data with eactolor grouping (i.e,
each quartile) containing approximately 25 percent of the 67 districtsvhen broken down
by the numberof CLTs As reflected in Figure 1lt1, thedistrict with the lowest number of
CLTs in FY2021 was SierraCoastal(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 certaimlistricts represents an
opportunity for the Postal Service to achieve substdial reductions in overall CLTs by
focusing its efforts on thosedistricts 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)  Weaher and Natural Disasters

The Postal Service states that it experienced significant challenges in #2321 due to

natural disasters and weather eventskFY2021 Annual Reporat 35. The Postal Service
OOAOAO OEAO Or EY1 Oi i A Adhddphlels andledtcrdducddvA i OO
OEiI A OAOOE A Ald. Dh& Podihl Sdrvité pholided the top 10 natural disaster

and/or weather events from FY2021 that had the most significant negative impact on
High-Quality Service results, which are presenteth Figure IlI-2.
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Postal Service Identification of the Top 10 Most Impactful Natural Disasters and Weather

HURRICANE DELTA
October 4 — October 12,2020
Louisiana

WINTER STORM VIOLA
February 15 - February 20, 2021
Texas, Oklahoma, Louisiana,
Arkansas, Mississippi, Tennessee,
Kentucky, North Carolina, Virginia,
West Virginia, Maryland,
Pennsylvania, New Jersey

STRUCTURAL ISSUE AT SAN JUAN
PROCESSING
August — September, 2021
Puerto Rico

Figure IH2

Events ofFY 202

WINTER STORM GAIL
. December 16 — December 17, 2020
New York, Pennsylvania, Virginia

WINTER STORM XYLLA
March 13 — March 14, 2021
Colorado, Wyoming, Nebraska, South
Dakota

HURRICANE HENRI
August 15 — August 25, 2021
New Jersey, Pennsylvania, New
York, Rhode Island, Connecticut,
Massachusetts

HURRICANE NICHOLAS
September 12 — September 18,
2021

Evaluation of Performance Goals

WINTER STORM URI
February 13 - February 17, 2021
Ne\'/v Mexico, Texas, Oklahoma,
Louisiana, Arkansas, Mississippi,
Tennessee, Kentucky, lllinois, Indiana
Ohio, Pennsylvania, New York, :

Vermont

DIXIE FIRE
July 13 — October 25, 2021
California

HURRICANE IDA
August 26 — September 4, 2021
Louisiana, Mississippi, Kentucky,
West Virginia, Virginia, New York
Pennsylvania, New Jersey ’

Texas, Louisiana

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

The Commission recognizes that while theccurrence ofadverse 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 baimized,

but not entirely prevented. In the FY2020 Plan the Postal Service stated its intention to

1 AOTAE A TAx O$SEOOOPOEOA %OAT 606 ET EOEAOEOA Ol
quantify impacts from, and diagnose service failures caused bynforeseen events outside

of management control, such as weatherelated emergencies and natural disasters

FY2019 Annual Reporat 23.In Docket No. ACR2020, the Postal Service asserted that

Or OYEA $EOOOPOEOA %OAT OO0 E urke@dndraimisadd x AO OOODAI
AT 1T PAOET C "IePos@IESEénkcA @moided that the Disruptive Events initiative

remained suspended as of the end of RX021, again due to resource constraints and

competing priorities. Response to CHIR No. uestions 7.a., 7.d. As stated in theY 2020

Analysis the Commission recognizes that the existence of the COMI® pandemic forced

the Postal Service to make difficult decisions regarding the allocation of its resources and

attention. See F2020 Analyssat 49. Nevertheless, the Disruptive Events initiative with

7*Docket No. ACR2020, Responses of the United States Postal Service to QuestionsZ
18, 2021, question 11.a.

I KEANYIYQa LYF2NXIdGAZY w$ljdzZ
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its purpose of accurately quantifying the effects of network disruptions and diagnosing

corresponding service failure® would have presumably proven useful in responding to

the COVID19 pandemic and developing appropriate targets that account for foreseeable

AT 1T OAl AEOOODPOEIT O 1 OOOEAA 1T £ OEA 01 OOAT 3AO0O0E
The Commission again recommends that the Postal Service restart the Disruptive Events

initiative and report on its progress inlte FY2022 Report. If it does naestart the initiative,

then the Postal Servicghouldexplain why it has not done so in the R¥22 Report.

C. Plans for Improving HigQuality Servicen FY2022

(1) Continued Implementation of 18Year Strategic Plan

The Postal Service reports that in FZ022 it will continue implementing elements of its
10-Year Strategic PlanFY2021 Annual Reporat 36. These efforts generally involve
reviews to optimize processing operations, planning for the peak seasoand financial
outlays for additional employees, equipmentand facilities.

First, the Postal Service states that Postal leadership will conduct a review of processing

locations and establish sitespecific operating plansid. This represents a continuation of

work that was begun in FY2021 by the Headquarters InPlant Support Letter and Flat,

Planning and Implementation Group, which worked with sites in F2021 to develop and

test site-specific operating plans for letters and flats. Response to CHIR No. 8, quesficm

4EA 01 OOAT 3AOOEAA -dHeidopekaiing plads tadditie©ganc YEOE OE OA
optimize processing windows and rightsize staffing based on processing capability,

AOEOEAAI AT 6ou OEIi Abh AT A OOAT OPi wapodtvé T OAEA/
impact on High-Quality Service by setting achievable goals that align with the clearance

AT A AEOPAOAE OEI A0 T AAAAAd #duesiio)Af80 OAOOEAA A@b]

Second, the Postal Service reported that it would proactively plan for the 022 peak

OAAOT T h OAAOAA 11 OEA 20RF gebkisdasoq) AnO in &ebokdAnke r AOOET (
with the [the 10-9 AA O 3 O O A GY2Q¢H Ann@alReportwts36. The Postal Serice

OAPT OOAA OEAO EOO DI AT O ET Al OAAA OEEOEIT ¢ 1T OAO
expanding its facility footprint by leasing 7.5 million additional square feet in more than

40 multi-year annexes, and installing new processing equipment stccommodate the

AAT EOGAOU T AAAG T £ AOOOT I A0O86

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 proess.ld. 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: {) enabling the Postal
Service to have highlytrained, 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 nogareer employees; andJ)

-50-



Analysis of FY 202 Performance Report Evaluation of Performance Goals
and FY 202 Performance Plan

providing the necessary omplement 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 provie training to prepare them for their peak season dutiedd.

In response to an information request, he Postal Service reported that it successfully

executed the foregoing plans duringthne FY mt¢ ¢ DAAE OAAOT 1T AT A OEAO O
these changes positiely impacted service performance by providing necessary resources,

space, and capacity to handle Ry mt¢ ¢ DAAE OAld étlgdestidnil3.adi A8 6

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 10Year Strategic PlanFY2021
Annual Reportat 36. The Postal Service states that it will continue installations of new
package sorting machinedd.; Response to CHIR No. 2, question 27.a. The Postal fgerv
states that these investments will increase processing capacity by more than 4.5 million
additional packages dailyFY2021 Annual Reporat 36. The Postal Service asserts that the
installation of additional package sorting machines will have a positaseffect 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 GRINo. 8, question 15.

Fourth, the Postal Service reports that during the first Quarter of FX022 it completed its

processing network redesign, which expanded the STC network to add several hundred

thousand additional square feetFY2021 Annual Reporat 36; Response to CHIR No. 8,

guestion 16.The Postal Service states that the mulyear processing network redesign

Al 01 0 A OAT OA AQIAPAIG RICGHAGAEEGFEDIpAd AT-A EO OAO
NOAT EOU OA 00 ERYAR02brhiiaEReporth 36 AedPdstal Service further

OOAOAO OEAO OEA DPOI AAOGOGET ¢ 1T AOxi OE OAAAOGECT 0>
AOA 11T AAOT EUAA AT A T POEI EUAA Olld. ThetPbstal AOOOT i AO
Service reports that STGacility space was increased 265 percent from 594,700 to

2,170,950 square feet while dock doors for transportation increased 54 percent from

204 to 315. Response to CHIR No. 8, question 16. The Postal Service expects this, in

conjunction with the expansimn of Package Support Annexes, to allow for better

management of FIFO orderd. question 11. The Postal Service asserts that this should be

expected to improve service resultsld.

Fifth, the Postal Service reports that at the beginning of X022, as pat of the Postal

3 A O O E ArAad Sxrategic Plan, it implemented the new service standards for Fir€lass

Mail and PeriodicalsFY2021 Annual Reportt 36. The Postal Service asserts that these

AEAT CAO OAOA A TAAAOGOAOU O @Aimesénice AOAO AAEEAOET
DAOAI O ATAArhyo AT A xEIl OET AOAAOGA AAI EOAOU O
AOOOT 1 AOOGrhyd OEAOAAU DPi OEOCEOATI my22imiudl OET ¢ OAC
Reportat 36; Response to CHIR No. 8, question 17/aAt the sane time, however, the

Postal Service maintains that most FirsClass Mail and Periodicals will be unaffected by
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the service standard changes, which apply primarily to longlistance mail.FY2021 Annual

Reportat 36. The Postal Service asserts that with thenplementation of these service

OOAT AAOA AEAT CAOh EO AAT OAAOECT EOO cOI1 01T A O«
#1 AOO - AE1T h AATAEEOOET ¢ AOOOI i1 AOO8O

In the FY2020 Analysisthe Commission recommended that the Postal Service develop

metrics to measure and evaluate whether and how the organizational restructuring

O1 AAOOGAEAT DOOOOAT O (éar Sradlic Pldn Orpravied sBrBl®@ OEAABS O p 1
performance, accountability, and communicationg=Y 2020 Analysisat 50. The Postal

Service explaing that it did not develop new metrics but did leverage its existing National

OAOA&I Of ATAA 1 OOAOGOI AT O j.01q POT AAOGO 00T 1T AAO(
through a variety of factors measuring processing, transportation, delivery and customer
servicA DAOA&EI Of AT AA8B8o6 2AO0PITOA O1 #()2 .18 yh NOA

NPA indicators for FY2022.1d.4 EA 01 OOA1 3 AOOEAA AOOGAOOO OEAOD
administrative restructuring, the anticipated results were that service performance wold

improve as there was increased emphasis on liref-sight accountability and streamlined

decisioni AEETdC8 06

The Commission has analyzed the changes to service standards and service performance
improvement initiatives associated with the Postal Servi8 G@®Year Strategic Plan in

prior dockets’2) T CAT AOAT h AOOAOOGETI ¢ OEA AEEEAAAU 1 £ (
Ei pOT OAI AT O ET EOEAOEOAO EAO AAAT AT i bl EAAOAA |
inability to quantify the expected impact of any of these &brts on service performance

results. SeeFY 2021 ACD at 145148, 171-172, 178, 182183, 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 bepremature to assess the results of any ofthe T OO AT iBdViWAEAAS O

Ei pOT OAI AT O ET EOEAOEOAOh OEA-Yéai PooQrdst Repot OOEAA S O
would seem to indicate substantial service performance improvement during thEY 2022

peak sexson’3 Specifically, the Postal Service reports a 10.4 percent improvement for all

First-Class Mail compared to thé&Y 2021 peak season, a 7.7 percent improvement for all

USPS Marketing Mail, and an 11.1 percent improvement for all PeriodicaPostal Sevice

Delivering for Americaat54 EA 01 OOA1T 3 AOOEAA Adtigii OADPT 000 OC

72SeeDacket No. N20241 Advisory OpinionDocket No. N2022, Advisory Opinion on the Service Standard Changes Associated with First
Class Package Service, September 29, 2020021 ACD at 14548, 171172, 178, 18283, 188.

7 SeeUnited States Postal Servigelivering for America: First Year Progress Repprt] 7, 2022, at 5, available at
https://about.usps.com/what/strategigplans/deliveringfor-america/assets/uspsfa-one-yearreport.pdf(discussing improvements observed
from October through December 2021, which correspond with FY 2022 Quaifeodinl Service Delivering for America)
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performance improvement with First# 1 AOO OAAEACA 3AO0OOEAAIJAT A 0OE’
The Postal Service states that

These service improvements have been, in pathe 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 FirstClass Mail || and Periodcals that went
into effect October 1, 2021.

Id. As noted in the Docket No. N2021 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 Mailand Periodicals Mail SeeDocket No. N20211 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

%l AAOETT -AEl #7111 EOOAA O 1T OAOOAAhR OAOGEAxh Al
for the CY 2022 primary and general elections and make recommendations to thedsd

on electionrelated issuesFY2021 Annual Reporat 23, 36. The Postal Service asserts that

Or OYEA AQGEOOAT B& amamfesiafioh of the highl&v€ Qrdadizational

AT T TEOI AT O O AAT EOAOET ¢ %l AAOEICHRNAET ET A OEF
question 19.a. The Postal Service explains that while to date it has not identifedany
specific projections regarding Election Mail volumes forthe Cy m¢ ¢ Al AAOET T AUATI /

01T OOAT 3AOOEAAGO 1T AOxI OE E CElesbnd/Bifvolkie® AAT AAE(
AT OOOA OEI Ad.NUOARDEIOA OUBHA8 4EA 01 OOAT 3AOOEAA
the Postal Service can scale, process, and deliver Election Mail volume increases as it

xT O A AOOEIT Cldmdedtien 1DA heOBstal Seérvice states that it will

OAT 1 OET OA O1 OAEA OOADPO O1 DOEI OEOGEUA I111E
Al 1 OEOOAT O xEOE + OEA 01 OOAI 3AO0OO0EAABOY 111
AT AAOCETId. AUAI A8o

[ Of

With respect to any potental impact of the ongoing COVIEL9 pandemic on Election Mail

011 6i Abh OEA o1 OOA1I 3AOOEAA OOAOAOG OEAO EO xEI
evaluate dynamicCOVIp w EI DPAAOO AT A AAEOOO EIT x @EAU xEI I
question 19b. The Postal Service states that it will follow its existing Continuity of

Operations (COOP) Plan, which includes contingencies for COMIQ) including new

variants, and other established COVH29 protocols.ld. question 19.d. The Postal Service

maintains that the newly-implemented service standard changes for Firs€lass Mail and

Periodicals in FY2022 should have little effect on Election Mail volumes, because the

OAOOGEAA OOAT AAOA AEAT CAO TT1U Ei PAAO 1T AET OOAC
majority of Election Mail, particularly completed ballots returned by voters, travel

between where they originate and destinate in three hours or legs8Id. 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 @022 election
cycle.ld.

As a recent report by theOlGdetailed, the voteby-mail process, which is decentralized

and widely varied because it is administered statdy-state, poses a numér of challenges

ET OAOI O T £ OEA 01 OOAT 3AOOEAA8O AAEI EOU O1 Al
officials by election day.”# 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 ballotspecific Intelligent Mail Barcode (Mbs) or designing ballot envelopes

wit h optimal physical characteristics for efficient processingOIG Report No. RIS®/P-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 AT U OOAOA OGS 1 Ax O
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 Firs€Class Mailld. This difficulty is further

compounded by the fact that the ballots and the envelope vendors who often send the

outgoing ballots to voters can be located far from the election jurisdictions where the

ballots will be cast, causing the outgoing ballotsothave to travel further through the

0T OOAT 3AOOEAAGO 1T AOxI OE 10&#AT EA OEAU xAOA | AE

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, altough many ballots are not the
type of mail that would ordinarily be postmarked during postal processingld.

In order to address these challenges, the Postal Service commits extra resources and
Ei DI AT AT OO xEAO EO OAOI O OAdidnoykslésOvhiEninglae 1 AAOOC
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 procedure 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 befortection day, and transporting ballots via the
express network.ld. at 1, 1516. As statedn Sectionlll.A.1.,supra, these efforts were
largely successful during the=Y 2020 election cycle.

The OlGrecommended that the Postal Servickeverage its partnerships with state and
local election officials to work towards creating a separate, simplified mail product

74 SeeUnited States Postal Servj¢@ffice of Inspector GenerdReport No. RIS&P-21-004, Voteby Mail and the Postal Service: A Primer
June 1, 2021available ahttps://www.uspsoig.gov/document/votenail-and-postatservice
primer#:~:text=1n%20the%202020%20general%?20election,the%20Postal%20Service%20and %06 tRersort No. RISTP-21-004).
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exclusively for Election Mail that would supportuniform mail processing, including

mandatory mailpiece tracking and proper mailpiece desigrOIG Report No. RIS®W/P-21-

004 at 17. TheOIlGfurther recommended that the Postal Serviceontinue to educate state

and local election officials on mailing deadling for requesting and receipt of ballots that

AAAT 01T O &£ O OEA 01 OOA1T 3AOOEAAGOIOEI A OI bDOT Al

The Commission concurs with the€@#Grecommendations. Although the Postal Service lacks
AEOAAO AT 1T 00T 1 leléxdod précédivésOripledehting theGokeQoin® 6
strategies to the extent possible should make the vbyemail process run more smoothly

and help ensure that ballots are delivered within the deadlines established by states

(3) Service Performance by Districand/or Area

Beginning in FY2019, the Commission recommended that the Postal Service examine the
AAAO OEAO OAOOGEAA DPAOAEI Oi ATAA AAOI 0O OEA 01 00/
geography.See F2019 Analysisat 35-37; FY2020 Analysisat 57-59. The Postal Service
reports that it focused service performance improvement efforts on lowperforming
organizational units in FY2021 and will continue to do so. Response to CHIR No. 8,
question 12. The Postal Service states that Processing Operations Divisiupport

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 oprocessing failures and
implement action plans.ld. 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 idrigure IlI-3, which presents

FY2021 on-time service performance resultsfor Single-Piece FirstClass Mail Letters and
Postards with a 3-5-Day service standard.
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Figure IH3
OnTime Servicé’erformance By District, 35-Day SinglePiece Letters/Postcard$Y 202

On-Time Delivery Percentage by District
3-5-Day First-Class Mail

W 42.5-603
60.4-63.8
[ 63.5-686
[]e8.7-79.8

- &ix;,, o Mr '?%
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SourceUnited States Postal Service, FY 2021 Quarter 4 Service Performance Measurement Data, November 10,\2021, ZIP folder
éQuartPerf FY21 QUi ZIREZf RSNJ a¢C, Hm vn {ta-/v3LEANIAE AL ORIALISEZ (OEONf 6 GMNESH a{t C/ [/

The data reflected in this mapillustrate the percentage of mailpieces that were delivered
within the expected service performance window, measwed at the District level. The
Single-Piece FirstClass Mail 35-Day service performance target for F2021 was 68.64
percent. FY2021 ACD atl41, Table V4. The colors on the map represent different
quartiles of data, with each color grouping containing 2percent 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’> Nevertheless, Figure lIl-3 continuesto clearly demonstratethat

>VVolume data are a component of service performance reportBggUnited States Postal Service, FY 2021 Quarter 4 Service Performance
aSladNBYSyid 51 iGF32 b2 @iatBeNIFY2a XPH iZIBE#ES RGING a2 HRSNInG { & @ AQuESh]2 NI azé %Lt 7
al Af ®l ALIZE 9EOSt FAf SgHHa Cca{ t{C/ wn[mwn HIOBNBEA vSdi2 NAI2EEEE RI GF | NB LINE OA |
https://www.prc.gov/dockets/quarterlyperformance
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discrepancies in service performance results exist at the District level, with a gap38.9
percentage points separating the lowest and highest performing Districts.

A similar level of variation in service perfomance can also be seen with respect to specific
products. Forexample, Figure 114 depicts service performance for Outside County
Periodicals by Area for FX2021.

Figure 144
On-Time Servic&’erformance By Area, Outside County Periodicalsy 202

Difference from National Average

-6.01 [ o <2

Eastern

73-0 %

Pacific .
Capital Metro

84.5
Southern 69.0
,e 77.4
‘~
T
*»
{2dNDSY | yAGSR {GFraSa tz2adlrf {SNBAOS: C HAHM vdzl NI SN in A LIS NI
T2(RSNJ Gt SNA2RAOFE AT ALISE O9EOSt FALS Gt SNA2RAOFEA HMnN {OQN;S

Figure IlI-4 demonstrates tha significant product-discrepancies in service performance
between Areas for this particular product.

The Commissiogontinues torecommend 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-fmevforming Areas and/orDistricts.
Thus, the Commsion recommends the Postal Service study the reasons for service
performance issues in the lowest performidgeas/Districts. For example, the Postal Service
shouldrequire 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) identifiéithe Postal Service should also require
Areas/Districts with low service performance scores demonstrate éfiiicacy of action plans

for improving service performance using quantitative metrics of operational improvement.
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B. ExcellentCustomerExperience
1. Background

a. CustomerExperience Surveys
The Postal Service measures customer experien(@X)by conducting surveys of
residential, small/medium business, and large business customer8in FY 2021, the
Postal Service measure€X using the following eighsurveys:
Business Service Network (BSN)
Point of Sale (POS)
Delivery
Customer Care Center (CCC)
Customer 360(C360)
Business Mail Entry Unit (BMEUY
USPS.com

Large Business Panel

=4 =4 4 A4 A4 -4 -5 -

The Postal Service provides copies of these surveys in the 021 ACR’8 Each survey
measures a customer touchpoint or interaction between the customer and the Postal
Service.Each of the eight surveyss summarized below.

The BSN provides nationwide support to qualified business customers related to service
issues, informaton, and requestsFY 2021 Annual Reportat 38. The BSN survey measures
AOOET AOO aiidfadidn wik thé dverall experience provided by thaBSN.Id.
Customers who initiate a service request within the BSN receive an email invitation to
take the BSNsurvey online within 30 days. Library Reference USPSY21-38, Preface at 3.
The BSN survey consists of 14 evaluation questions addpen-ended customer supplied
responses.ld. These questions ask business customers about their satisfaction with their

¢ Residential customers live in United States lehedds that receive mail delivery. Small/medium business customers have fewer than 250
employeesat one location Large business customers h&@9 or more employeed.ibrary Reference USIFS24-38, December 292021,
folder USPFY2138,filed ! {-EYRloy t NB ¥ I O §(dbrdR Refaérende WSP8I-38Preface).

"¢KS t2aldlf {SNDAOS NBTFSNAR (2 GKS . a9! &dzNISeSeeRy 2022 finkualiRepit 1 al Af 9y
38; LibraryReference USPEY2-38,Preface (i H® ¢ KS & dz2NBSe yI YS A& a&. dza A y-Bvals faldles t 9y i NEB ! yAl
a! {-FYg38¢ TFAL S G/ LdofxdzNE(Sudvéyg)C, H

BSeeSurveysThe/ 2 YYA & & A 2y Qa NI ifciude MBo ofzéatRusipided sutvgy description of the customer type targeted
by the surveythe number of surveys initiated and receiyeohd in the case of multiplehoice questions, the number of responses received
for each question, disaggregated by each of the possésponses. 39 C.F.R. § 3055.92.
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overall experience with the BSN and interaction with the BSN representativEeeSurveys
at9.

4EA 0/ 3 OOOOAU 1 AAOOOAO AOOOI T AOOGS 1T OAOAI T OA(
locations that use POS equipmert®. 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 USP&1-38, Preface at 3. The

POS survey is conducted through a welbased survey platform and consist of 12

evaluation questions and2 open-ended customer supplied responsedd. These questions

ask retail customers to evaluate their visit to the retail location, their interaction with the

sales associate, and their wait time in liné?

The Delivery sumvey measures thdevel of satisfaction of residential and small/medium
business customers withsending and receiving mail and package® There are different
Delivery surveys for residential and small/medium business customers. Randomly
selected residentid 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
USPSFY21-38, Preface at 3. Residential customers are ask&fl evaluation questions and

2 openended awistomer supplied responsesld. Small/medium business customers are
asked?20 evaluation questions and 2 operended customersupplied responsesid. These
guestions ask customers to evaluate their experience receiving mail and packages as well
as sending donestic and international products.SeeSurveys at 2632.

The CCC survey measures customer satisfaction with calls made to the CCC, which handles
AOGOOT T A0 AAI 1 O Ol -fleechstomér eedvidd lineB Buetditerd i Gall OT 1 1

the CCC may usée Interactive Voice ResponsélVR) system or speak to a live agent.

Library Reference USPEY21-38, Preface at 4. There are two different CCC surveys that

i AAOOOA AOOOI I AOOG 1T OAOATIT OAOEOZAAOEITT xEOE !/
the live agent (Live Agent survey)ld. For the IVR system survey, customers who call the
toll-free numberand only interact with the IVR system are asked at the beginning of the
call if they would like to complete a survey after the calld. For the Live Agent survey,
customers who call the tollfree number and speak with a live agent receive phone
invitatio ns to take the surveyld.4 EA ### OOOOAUO AOE AAT OO
provided by the IVR system or the live agenSeeSurveys at80-81.

>
(@]
(@)
O

PFY 2028Annual Reporat 38;Library Reference USIFS2-38, Preface at 3.
80 SeeSurveys aP-8. The Commission sltussd wait time in line in the FY 2028CD SeeFY 2021 ACD at 214.

81FY 202Annual Reporat 38;seeSurveys at 237. The Delivery survey also measures residential and small/medium business customer
satisfaction with Market Dominant products, whittte Commission discussed in theZD21ACD See~Y2021ACD aR19-27.

82 FY 2028Annual Reporat 38;Library Reference USIFS2-38, Preface at 4
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The C360 survey measures satisfaction with issue resolution for customers wpen a
service ticket through a CCC live agent, via USPS.com, or at a local Post Gfidee C360
survey is sent to customersvho provide an email addressafter their cases have been
closed. Library Reference USPISY21-38, Preface at 4Customers who only provide a
phone number receive a call from the IVR systenid. The C360 survey consists of 13
evaluation questions and 2 operended customer supplied responsedd. 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 issueSeeSurveys at38-48.

The BMEU is the area of a postal facility where business mailers present bulk, presorted,

and permit mail for acceptanceé*4 EA " - %5 OOOOAU | AAOCOovAal AOOET A
satisfaction with their experience at the BMEW? 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 onsists of nine evaluation questions anthree open-ended

customer supplied responses. Library Reference USIFS21-38, Preface aR-3. These

NOAOOET 1 O AOGE AAT OO AOOET AOGO 1 AEI AOOGG 1T OAOAI I
BMEU, as well as their expéence with acceptance employees at the BMEBeeSurveys

at 71-79.

The USPS.com survey measures the level of satisfaction for customers who visit the Postal
3 AOOE A A 880rhexsbnepig difékedl to a random sample of 2 percent of customers
who acces the website through a desktop computer or tablet and click through 3 or more
web pages. Library Reference USHSY21-38, Preface at 4. The survey is also offered to a
random sample of 5 percent otustomerswho access the website through a mobile device.
Id. The survey consists of four evaluation questions and one opamded customer

supplied response Id.; seeSurveys at 82These questions ask about customer satisfaction
with the overall experience provided by the website and whether customers accomplished
what they wanted to on the website SeeSurveys at82.

The Large Business Panel survay a relational panel survey thaimeasures customer
satisfaction of large business customers, which are those with 500 or more employeg@#
third -party vendor manages customers that sign up to participate in the pandlibrary
Reference USREY21-38, Preface at 5ln FY 2021, he Large Business Panesurvey was
conducted monthly to account for seasonal variatiom customer satisfaction withMarket

8 FY 202Annual Reporat 38 Library Reference USIFS2-38, Preface at 4The C360 survey waseviously called the Enterprise Customer
Care surveyFY 2020 Annual Rep@T.

By . dzaAySaa al At 9y (NE | y&ldsiady of PeslT&Rs (Rulilitatios 3aly 2023aviilatile af SNIJA OS =
https://about.usps.com/publications/pub32/pub3ferms.htm

85FY 202Annual Reporat 38;Library Reference USIFS2-38, Preface at 2
8 FY2021Annual Reporat 38;Library Reference USIFS2-38, Preface at 4.
87 Library Reference USIFS24-38, December 29, 202Preface at 5seeSurveys a#t9-70.
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Dominant products88 The survey consists of 21 evaluation questions and 2 opended
customer supplied responses. Library Reference USIFS21-38, Preface at 5These
guestions 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. SeeSurveys at49-70.

b. Performance Indicators

In FY2021, 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 toone of theCX surveys described above®

Results of these seven CX survey performance indicators are calculated as the percentage

I £ AOOOI T AOO xET OAOPTI T AAA 06 AOUpoBts@E®EEAADL
guestion about overall satisfaction on the patrcular survey.90 The overall satisfaction

question for each of the seven CX surveysshown in Table II}-6.

8 Library Reference USIFS2-38, Preface at 5The Commission discusses large business customer satisfaction with Market Dominant
products in the F2021ACD SeeFY2021ACD at 22985.

89FY 2021 Annual Repat 38. The Large Business Panel suivélye exception. The Postal Service introduced the Large Business Panel as a
performance indicator in FY 2018 but discontinued this performance indicator in FYS2#BY 2018 AnalyatsA5. In FY 2019, the Postal
Service explained that it discontindeising the Large Business Panel performance indicator because buSkveas already measured by the
BSN and BMEU survef 2018 Annual Rep@tt21. The Postal Service has continued to administer the Large Business Panel survey since
FY2019.

9OFY 202 ACR at 57; Response to CHIR No. 15, question 2.a.
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Table [16
Customer Experience Surveys
FY20210Overall Satisfaction Questions

Customer Experience Surveys Overall Satisfactio@uestions
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 thBost Office overall,
how satisfied were you?
Delivery Thinking about youoverall experience with receiving

mail and/or packages delivered by the Postal Servi
recently, how satisfied are you?

Customer Care Center Live Agent surveyPlease tell us how satisfied you
were with the overall experience provided by the
Customer Car€enter

Interactive Voice Response survey: Please tell us h
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 iresponse to the issue?

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

USPS.com How satisfied are you with the overall experience

provided by the USPS.com website?

SourcelibraryReference USPSY2-38, Preface at &.

The Postal Service usethe 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 CustomeExperience performance goal-Y2021 Annual
Reportat 38. The CX Composite Index is a weighted composite based on results of the CX
survey performance indicators.ld. While each survey measure€Xbased on specific
touchpoints or interactions with the Pogal Service, the CX Composite Index measures
overall CX across the most frequently used customdacing channels Methodologies for
calculating results for the Excellent Customer Experience performance indicators are
discussed in Section B.3.anfra.

In FY 2021, results of the CX Composite Index, POS, Delivery, G368PS.com, and BMEU
performance indicators did not meet their respective targetsFY2021 Annual Reportat 38.
The Postal Service explains that the CX Composite Index result did not meetaiget
becauseresults of thePOS, Delivery, C360JSPS.com, and BMEédrformance indicators
missed theirrespective FY 2021 targetsld. Explanations for not meeting FY2021 targets
are shown in Figure IIl-6. SeeSection 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 wilmprove the way employees engage with

customers, measure CX in a timely manner, and provide consistent customer service

across all touchpants. FY 2021 AnnualRepoA O 18 ) O 11 OAO EO OxElI 1 A
workforce to prevent undesirable CXsby providing actionable data to help them resolve

customer pain pointsAT A Ei DOl OA AOOOIId. Alaniér mdegny RY2E2R 1T AAO8 6
targets are shown in Figure IlI-6. SeeSection B.3.binfra.

2. Comments

The Public Representativeobserves 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 conpared to FY 20201d. 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 2021d.

The Prison Policy Initiative (PPl) comments that the Delery survey excludes people

without ready access to a phone or Internet service because the survey requires

participants to respond either by phone or online. PPl Comments at 2. It notes that

incarcerated people and other groups including low-income houselolds, residents in

rural areas, and senior citizeng disproportionately rely on First-Class Mail, and

incarcerated people are unable to access the Internet or call tdliee telephone numbers.

Id. PPI observes that some people living in group quarters, sues incarcerated people

and nursing home residents, may not have access to the phone or Internet.at 3. It

OAT AT OOACAOG OEA #1 11 EOOGEI1T O1I OANOEOA OEAO AT
customers include groupquarters residents in the sampledld. at 4.

In its reply comments, the Postal Service responds that although it delivers mail and

DAAEACAO O1 POEOI T Oh OEA DPOEOIT 068 1 AEIT OITI EO
and packages to incarcerated individuals. Postal Service Reply Guents at 12. It asserts o
OEAO ET AAOAAOAOGAA ADOOI I AOOS6 OAOEOAAADQEIT xEOE

body that is responsible for delivering mail and packages directly to incarcerated
individuals. Id. Thus, it concludes that changing the Delivg survey respondent pool is not
necessaryld.

3. Commission Analysis

The Postal Service exceeded 2021 targets for the BSNand CCQerformance indicators
but missed FY2021 targets for the other Excellent Customer Experience performance
indicators (CX Corposite Index, POS, Delivery, C36Q0SPS.com, and BMEFY 2021
Annual Reportat 38.
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The Commission finds that the Postal Service partially met the Excellent Customer
Experience performance goal in 2021 because it missesixtargets and metor exceeded
two targets.

PPI asserts that future CX surveys that target individual customers shid include in the
respondent pool group-quarter residents and other customers who lack phone or Internet
access. PPl Comments at2 The Commission observes that the Delivery survey is mailed
to a random sample of residential and small/medium business siomers. Library
Reference USREY21-38, 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 Sergicide 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 2021 targets and results.
The Commissionalsh | | PAOAO OEA mddash®mient ofTX 0 &reAuded 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 thmethodologies for calculating results of the CX
Composite Index and thesevenCX survey performance indicator® from FY 2018 through
FY2021.

(1) Customer Experience Composite Index

The CX Composite Index is a performance indicator th&D OT OEAA O Avevidwi POAE AT
I £ OEA AOOOI i A06O A@PAOEAT AA A AfgzingxBan@®A 11 00
FY2021Annual Reportat 38. The result is a weighted composite based on results of the CX

survey performance indicators.ld. Figure 11+5 shows how each perfomance indicator

was weighted to calculate the FY 2021 CX Composite Index result. As Figuré lshows,

the performance indicators are grouped into three core areas: Consumer, Business, and

Delivery experience.

91The CX Survey performance indicators are the BSN, POS, Delivery, CCC, C360, USPS.com, and BMEU.
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Figure IH5
CustomerExperience Composite Index
Weights of Performance Indicators in 2021

Business Experience

Consumer Experience

SourceFY2021Annual Reporat 38.

The Postal Service calculated the F2021 CX Composite Index result 838.49in three

steps. First, the Postal Service determined the 2021 result for each CX survey
performance indicator92 Second, the Postal Service multiplied the result of each CX survey
performance indicator by its respective weight listed in Figure IH5. Third, the Postal
Service added the weighted resultsogether to arrive at the FY 2021 CX Composite Index
result of 68.49. Table 1147 illustrates the steps for calculating the F2021 CX Composite
Index result.

92 SeeFY 2021 Annual Repat 38;Docket No. ACR2018esponss of the United States Postaérvicgo Questionsly 2 F / KIF ANXY I y Qa
Information Requeso. 18 March 3, 2020question 3FY 202%esultsfor the CX survey performance indicatevere calculatedas the

LISNDSy i3S 2F Odzal2 Y3 NB 45K RN 21N2 yoErdpaintistabSotBe dvarall Satista&ién qaegtionlfor the
corresponding CX survey showriTable I1H6. SeeSection B.1.bsupra
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Table 1147
Customer Experience Composite Index
Steps for Calculating the RX021Result

Custaoner
Experience . .
Survey FY2021Result G e
(Percent) Result
Performance

IndicatoP
Business Servic 97.89 X 10 _ 9.79
Network
Point of Sale 84.39 X 15 = 12.66
Delivery 70.41 X 20 = 14.08
Customer Care 61.85 X 20 = 12.37
Center
Customer 360 33.34 X 20 = 6.67
Business Mail B
Entry Unit 95.66 X 10 = 9.57
USPS.com 67.13 X 5 = 3.36
FY2021Customer Experience Composite Indeore 68.49

aTargets for each of these performance indicators are listed in Talde, Ififra.

b Results are rounded to the nearest hundredth.

¢ The CX Composite Index score differs slightly from the sum of the weighted results (68.50) due to rounding.
SourceFY 2021 Annual Repat 38.

Table I1I-8 compares the weights used to calculate CX Compiasindex results from
FY2018 through FY 2021.

Table 148
Customer Experience Composite Index
Weights of Each Customer Experience Survey Performance Indicator
FY 208-FY2021

: Weight of CustomeExperience Composite Index
Customer Experience Survey
Performance Indicator
FY 2018 FY 209 FY 2@0 FY2021
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 360 15% 20% 20% 20%
Business Mail Entrynit 10% 10% 10% 10%
USPS.com 5% 5% 5% 5%
Large Business Panel 10% Not Included Not Included | Not Included

aThe C360 survey was called the Enterprise Customer Care survey from FY 2017 through FY 2019.
SourceFY 2021 Annual Repat 38; FY 202@\nalysisat 67.
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Table I1I-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
FY2018. 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.?3 Results of the CX Composite Index from FY 2018 through FY 2021 are shown in
Table F1. SeeChapter I, Section Asupra.

The FY 2022 CX Composite Index target?2.99, which is3.91 points lower than the FY

2021 target (76.90). FY 2021 Annual Reort at 33. The Postal Service previously explained

that it sets the CX Composite Index targdéiasedon the targets set for each CX survey

performance indicator®4 For the CX surveyperformance indicators that missedtheir

respectivetargetin FY 2021, FY 2022 targets are set at or below FX021 targets.See

Section B.3.,infra. As a resultthe FY 2022 CX Composite Index targdecreased

comparedto FY 20214 EA 01 OOAI 3 AOOEAAGO | AOGET A &£ O OAOO

the Commissio® O DAOO OAAHARTOEAOWITTIOOAT 3AOOEAA AiI10O

OAOOI O xEAT OAOOET ¢ OGebryodAyNigd 4214 UAAOGO OAOC
(2) Customer Experience Survey Performance Indicators

Table 111-9 shows the methodologies for calculatingesults of each CX survey performance
indicator from FY 2018 through FY 2021.

91d. question 2b.ii; FY 2018 Annual Repat 21.CX Composite Index results from FY 2018 through FY 2021 are not ablapar
Comparability issues are discussed in Chapter I, Section Bupia,

% SeeDocket NOACR2019, Responses of the United States Postal Service to Question® F / KF ANX I yQa Ly F2NXFGA2y wSld
28, 2020, questiof.a.
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