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Analysis of FY 208 Performance Report Executive Summary
and FY 20D Performance Plan

EXECUTIVE SUMMARY

Each year the Postal Service must submit to the Commission its most recent annual

performance plan and annual performance report. 39.S.C. § 3652(g). On Decemi#8,

2018, the Postal Service filed its fiscal year (F2019 annual performance plan £Y2019

Plan) and FY2018 annual performance report FY2018 Repori in Docket No. ACR018.
TheFY2019PlanOAOEAx O OEA 071 OO0AI2019. AreRyROadRemrt D1 AT O /&l
AEOAOOOAO OEA 01 OOAI 20480dErd ik 0@ pefdmag® do@®® A OOET

High-Quality Service

Excellent Customer Experiences

Safe Workplace and Engaged Workforce

= =4 A =

Financial Health

In this Analysis, as required by 39 U.S.C. § 3653(d), the Commission evaluates whether the
Postal Service met these performance goals. This Analysis contains four chapters. In
Chapter 1, the Commission provides background information about thHeY2019 Planand
FY2018Report In Chapter 2, the Commission evaluates whether tl¢y2019 Planand
FY2018Reportcomply with 39 U.S.C. 88 2803 and 2804. The Commission finds that the
FY2019Plancomplies with 39 U.S.C. § 2803, and tike/2018 Reportmeets most ofthe
requirements of 39 U.S.C. § 2804.

Last year, the Commissioiound that the FY 2018annual performance plan and FY 2017
annual performance report improved significantly compared to past years. The Postal
Service retained many of theseamprovementsin the FY 2019Planand FY 2018 Report
However, there are several legal compliance issues with th€ 2018 Repontelated to the
comparability of FY 2018 targets and results, the comparability of the results from the past
three fiscal years, and the explanatins for why goals were not met. Theeissues are
discussed in Chapter 2.

In Chapter 3, the Commission evaluates whether the Postal Service met each performance
goal in FY2018 as required by 39 U.S.C.3553(d). The Postal Service did not meedr only
partially met each performance goal in F'2018. The Commission provides related
observations and recommendations for each performance goal to help the Postal Service
meet theperformance goal and better assess its performance in future years.

In Chapter 4, the Commission makes observations and recommendations about the Postal

SAOOEAAS8 O OOOA O AdpRokt th&RosiaDFeAICBED AMO AGEGRHEA Ci1 Al O
to the performance goals.



Analysis of FY 2018 Performance Report Introduction
and FY 2019 Performance Plan

CHAPTER INTRODUCTION
A. Background

The Postal Service is required by title 39 of the United States Code to submit to the
Commission an annual performance report for the previous fiscal year and an annual
performance plan for the current fiscal yeak The Postal Service includeds FY 2019 Plan
and FY 2018 Reporin its FY2018 Annual Report to Congressvhich the Postal Service filed
as a library reference in Docket No. ACR20Z8.

TheFY 2018 ReporR EOAOOOA O OEA 01 OOAIT 3tdpeddinankd® O P OT CO
goals duringFY 2018 TheFY2019PlanOA OEAx O OEA 071 OOAI 3 AOOEAAGO
performance goals in FY 2019. DA O A&l O AT AA Cci Al EO OA OAOCAO
expressed as a tangible, measurable objective, against which adtaeahievement shall be

compareAh ET Al OAET C A Ci Al AQGDPOAOOAA AOUASCNOAT OF
§ 2801(3). Inthe FY 2018 Reporthe Postal Service identifiests four performance goals

1 High-Quality Service

1 Excellent Customer Experiences

1 Safe Workplace andEngaged Workforce
1 Financial Healt?

Eachperformance goal usstwo or more performance indicators to measure output or
outcome.39 U.S.C8 2801(4). For example, the performance indicators for HigiQuality
Service measure the percentage ofirious categoies ofmail delivered ontime. As
discussed in Chapter 2, the Postal Servigell continue using the same performance goals
in FY2019, but is adding or changing some of the performance indicatorSeeChapter 2,
section C.4, infra.

Table F1 lists the four performance goals, their corresponding performance indicators,
results from FY 205 through FY 2018, and targets for FY 2018 and FY 20Besults of
some performance indicators were recast to be comparable across$2015 through
FY2018.

139 US.C. §§ 2803, 2804, and 3652(g); 39 C.F.R. § 3050.43.

2United States Postal ServiceZY8Annual Report to Congreas15-32;seeLibrary Reference USEFEY 1817, December 282018(FY 2018
Annual Repoit This Analysis cites to pages from thé 201&nnual Reporivhen referring to theFY 2018 RepoandFY 2019 Plan

3FY 201&nnual Reporat 15. These are the same performance goals the Postal Service used in R¥n2@etiBtates Postal Servie& 2017
Annual Report to Congreas13; seeDocket No. ACR2017, Library Reference JSPIS17, December 29,7 Y 201Annual Repoit

-2-



Analysis of FY 208 Performance Report Introduction
and FY 20D Pefformance Plan

Table {1
Performance Goals berformance Indicatas
Targets and Results

Performance : FY TARGET A=
Performance Indicator
Goal 2019 2018 2018 2017 2016 2015
SinglePiece 2-Day 96.50% | 96.50% 93.78% 94.74% 94.71% 93.3%%
FirstClass Mélll 3-5-Day 95.25% | 95.25% 82.48% 85.5%% 83.6%% 76.58%
Overnight 96.80% | 96.80% 96.00% 96.48% 96.16% 95.74%
High-Quality Presorted
. . . 2-Day 96.50% | 96.50% 94.92% 95.58% 95.05% 93.56%
Servicé FirstClass Mail
3-5-Day 95.25% | 95.25% 91.96% 93.16% 91.68% 87.78%
FirstClass Mail Letter andlat Composite 96.00% | 96.00% 92.07% 93.2%% 92.34% 89.4%%
USP3/arketing Mail and Periodicals Composite 91.80% | 91.80% 89.26% 91.44% 90.01% 86.7™0
CustomelExperience Composite Index 80.00 80.93 67.47 88.30 87.62 85.73
Business Service Netwérk 96.73% | 96.73% 96.68% 96.25% 95.13% 94.32%
Point of Sale 90.42% | 90.42% 87.98% 88.53% 86.38% 86.28%
Excellent Delivery 86.33 86.33 80.47 83.22 76.26 77.49
Customer CustomerCare Center 55.00 | 69.17% 39.19 86.80% 85.18% 76.00%
Experiences | ¢ erprise Customer Cdre 7000 | 70.00 36.73% 35.89% N/A N/A
Business Mail Entry Unit 95.13% | 95.00% 95.33% N/A N/A N/A
USPS.com 65.00% | 66.33% 57.54% N/A N/A N/A
Large Business N/A 78.00% 72.34% N/A N/A N/A
Safe Total AccidenRate 15.00 15.00 15.24 15.74 16.12 16.28
Workplace g, ey Response Rate 51% 7% 42% 46% 30% 47%
and Engaged
Workforce Grand Mean Engagement Scbre N/A N/A 3.34 3.25 3.24 3.16
Financial Deliveries per Total Workhours @hange 1.4% 2.1% (0.5% (0.5% 0.1% 0.2%
Health Controllable Income (Los$)n billions ($3.10) | ($1.40) ($2.0 ($0.81) $0.61 $1.19

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

aTable 11 lists targets and results for public performance indicators measuring®ligitity Service for Market Dominant products. The Postal Service f|
under seal information for performance indicators measuring Hjgtality Service for certain Compete products.Seelibrary Reference USEFY 18
NP30, December 28, 2018.

bSinglePiece FirsClass Mail @ay and 3H-Day) results were recast based on performance data for letters, postcards, and flatarmhigxcluding
parcels SeeResponses of thenited States Postal Service to Questionrs 1 2 ¥ / K ANXF Yy Q& Ly FT2NXIFGA2y wSljdsSa
(Responses to CHIR No. 10).

¢Results of these performance indicators are comparablegxior the Customer Experien€omposite Idex, Dalvery, and Customer Care Center
performance indicators. Methodologies and comparability issues for performance indicators measuring progress towardlére Exsedbmer
Experiences performance goal are discussed in Chapter 3, sectioimfBa3.,

dTheCustomer Experiend@omposite Index was formerly called the Customer Insights Composite B¥d2618 Annual Repat 19 n.2.

e, dzaAAySaa {SNBAOS bSiég2N] NBadzZ Ga 6SNB NBOIald ol & BisingySewicziNéngork S NA ¢
representative SeeResponses to CHIR No. 10, question 3.b.
"OYGiESNLINRAS /dzAG2YSNI /I NB NBadzZ Ga ¢SNBE NBOIAld o0F &SR eBpinsérdibelisBuGEeNA
Responses of thertited States Postal Service to Questioms it 2 F / K ANXIF Yy Q& LYy TFT2NNIFGA2y wSljdSaid b2
CHIR No. 2FY 2017 results reflect Quarter 4 data odly.

9The Total Accident Rate results in Tahblediffer fromthose provided in thé-Y 201&nnual Reporbecause humbers change weekly due to late reporti
SeeResponses of the United States Postal Serviceto Questigns 2 ¥ / K ANX I y Q&8 Ly FT2NXIF A2y wSljdzSad b4
CHIR Nal3).

h SeeChapter 3, section C.3.b.(dpfra. The Grand Mean Engagement Score was not used as a performance indicator in Y ZIIB Annual Repart
22. The Postal Service explained that it does not set targets for the Grand Mean Engagement Score because targetsriivizetrimmeagers to
encourage honest survey feedbaéky 2017 Annual Rep@t 20 n.3.

Source FY 201&nnual Reporat 17, 26;Responses to CHIR No. 2, question 7.b.ii; Responses to CHIR No. 10, questions 3lanited.8tates Postal
Service Reply Comments Regarding FY 2018 Performance Report and FY 2019 Performance Plan, February 22, 2019, ati¢e(Regplsl Camnmes).

-3-



Analysis of FY 208 Performance Report Introduction
and FY 20D Pefformance Plan

Each year, the Commission must evaluate whether the Postal Service niteperformance
goals.39 U.S.C. § 3653(d)t considers the Postal Service to have met a performance goal if
the results of each performance indicatorfor that performance goalmeet or exceedhe
targets established in the applicable performance plan. The Commission may also provide
recommendations to the Postal Service related to protecting or promoting public policy
objectives in title 39.1d.

B. TheFY 2019 Plan and FY 2(R8port

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-gepth andysis of

OEA 01 OOA1I 3AOOEAAGO POI COAOO O1 xAOA 1 AARAOET C
performance in future years.The Commissioncontinues this current practice by issuing its

analysis of theFY 2019 Plarand FY 2018 Reporseparately from theFY 2018ACD?

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 a1 public policy
recommendations, strategic initiatives, and other relevant matters. Order No. 4967 at2.

Several CHIRs were issued seeking clarification dfhe FY 2019 Plarand FY 2018 Report

4 SeeDocket No. ACR2013, Postal Regulatory Commideview of Postal Service FY 2013 Performance Report and FY 2014 Performance Plan

July 7, 2014Docket No. ACR2014, Postal Regulatory Commissigr, f @ 82 & 2 F (KS t ey PeffornjabcRaEpaArtdEIQa C, HAamn
FY2015 Performance Pladuly 7, 2015Docket No. ACR2015, Postal Regulatory Commissigr, f @ A &4 2F GKS t2&0Ff { SNIAOS
Performance Report and FY 2016 Performance ®ag 4, 2016; Docket No. ACR2016, Postal Regulatory Csionméshalysis of the Postal

{ SNBAOSQa C, wHnwmc ! yy d2bi7Petfofmafice MNawiprl 27 301 WY R dNdalysl3, yDéckeONo. ACR2017, Postal

Regulatory Commissioh,y I t @aAa 2F GKS t2adlt { SNDawFna18Performanverhapriy26,@018 t SNIF 2 NY | y (
(FY2017 Analysijs

5 SeeAnnual Compliance Determinatidteport, Fiscal Year 2018pril 12, 2019FY2018ACD).

6 Notice Regaling the Postal Service FY 2@réhud Performance Report and FY 2048nual Rrformance Plan, January 3, 2019 (Order
No.4967).

7 Chaiman's Information Request No. 2, January 10, 2019 (CHIR Xhdtinan's Information Request No. 1Bebruary 72019 (CHIR No. %0
Chairman's Information Request No. 13, Februa@n2019 (CHIR No. 13Jhairman's Information Request No. 16, Febrzdny2019 (CHIR
No.16);/ K| A NXY | y fipa Relguést RN March 8019 (CHIR No. 20hairman's Information Requelsip. 26, April 5, 2019 (CHIR
No. 26).

-4-



Analysis of FY 208 Performance Report Introduction
and FY 20D Pefformance Plan

The Postal Service filed responses to all informatiorequests The Public Representative
submitted comments?® which the Postal Serviceaddressedin reply comments.SeePostal
Service Reply Comments.

The Commission analyzeshe FY 2019 Plarand FY 2018 Reporin the following chapters:
1 Chapter 2 analyzeshie FY2019Planand FY2018 Reportfor compliance

with legal requirements.

1 Chapter 3 evaluates whether the Postal Service met its four performance
goals in FY2018 and cantains related observations and
recommendationsfor each performance goal.

1 Chapter4AEOAOOOAO OEA 01 OOAI 3AOOEAAGO OOOAOD.

The Commission also provides an appendix listing the Commission findings and
recommendations contained in this Analysis.

8 Responses to CHIR NoR&sponses to CHIR No.; Responses to CHIR No. R&sponses of the United Stat@estal Service to Questionsil
2F / KIANXYIYyQa Ly fe2Redflanpz 2049 (RespdinseSta GHIFbNBYPResponses of the United States Postal Service to
QuestonstH 2F [/ KIANXIYQa LYFT2NXIGA2Yy wSljdzSald bResponsewfine dritedSttesPosEl HaAMdp O wS:
{ SNBAOS (2 vdzSadaAizy m 2F [/ KFEANNVIYQE LYF2NNVILGA2Y wSljdzSad b2d wcX ! LINJ

9 Public Representate Comments on the FY 2018 Performance Report and FYPzffb@mance Plan, February 8, 2019 (PR Comments).
-5-



Analysis of FY 2018 Performance Report Compliance with Legal Requirements
and FY 2019%erformance Plan

CHAPTER COMPLIANCWITHLEGAL
REQUIREMENTS

A. LegalRequirements

TheFY 2019 Plarand FY 2018Reportmust meet the requirements of 39 U.S.C. 303 and

2804103 AAOET T ¢quymo AOOAAI EOEAO OANOEOAI AT 66 &1 O
plans.Annual performance pland OO0 AT OAO OAAAE btioihtgedPAstal AAOEOE
Service budget[,f'! and 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 forms used?!?2

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

1 Establish performance indicators to measure or assess each program
A A OE OE O WauputsOskrivide (@vels, and outcomes.

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

91 Describe the means to be used to verify and validate measured values.

39 U.S.C. § 2803(apnnual performance plans may aggregje, disaggregate, or
consolidate program activities as long as doing so does not omit or minimize the

10 Chapter 28 of title 39, which includes sections 2803 and 2804, was added by the Government Performance and Results &ict9GPRA)
Pub. L. 1862, 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. 11-B52, 124 Stat. 3866 (2011).

B GLINBANFIY OGABAGEE A& aF ALISOAFAO FOGAGAGE NBf I didhiiscibes 6 KS YAaarzy
program activitiedbelow. SeeChapter 2, section C.Infra.

12See39 U.S.C. 8803b). The Postal Service may ume alternative form if it determines that it is not feasible to express the performance goals

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

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

I OO0dzNI 1Sz AYRSLISYRSY(ld RSGSNN¥YAYIGAZ2Y 2F 6KSGKSNI GKS |awdedd2f | OGA GA G & ¢
GadlrasS sKe AG A& AYTFSIFEAAOES 2N AYLINF OGAOLE (8 s BIAMBRMBERE LISNF2ZNYIyOS



Analysis of FY 2018%erformance Report Compliance with Legal Requirements
and FY 2019Performance Plan

significance of any program activity constituting a major function or operationld.
§2803(c).

Sectiong ymt OAOO A& OOE OAOAOAI OANOEOAI AT OO0 &I O C
reports. First, annual performance reportanust evaluatewhether the Postal Servicehas

met the performance goals previously established by the performance plan for that fesic

year. Id. § 2804(d)(1). Secondannual performance reports mustDOOA O &I OOE OEA
performance indicators established in the Postal Service performance plan, along with the

actual program performance achieved compared with the performance goals expressed in

OEA Dl AT Al OB Tnkd\ddnuaERetidkniance kefoasD®OO ET Al OAA OAAO
OAOOI OO0 &A1 O OEA OE OA 8 28au@R Fodvih,&nhu@l peEandahdel UAAO0OS
reports must evaluate the performance plan for the current fiscal year (in this case, the

FY2019 Plar) relative to the performance achieved toward those goals in the year covered

by the performance report (in this case, thé&Y 2018 Repoit Id. 8§ 2804(d)(2). Fifth, if the

Postal Service does not meet a performance goahnual performance reportsmust explain

why the goal was not met andlescribe plans and schedules for achieving the performance

goal4 Sixth, aanual performance reportsmust also include summary fndings of program

evaluations completed during the fiscal year covered by the repord. § 2804(d)(4).

B. Comments

The Public Representative comments that thEY 2019 Plammeets the requirements of

3905838#8 5 cyno AAAAOOA E&inGERYRI1IDIEEERERD Al 1 DOI
Financial Plan[IFP] and explains how theFY 2019 Plartovers each one by relating each

POl COAi AAOEOEOU O DPAOA&E OI ATAA Ci AT O 10O EITAE
She asserts that thé=Y 2018 Reporincludes almog all information required by 39 U.S.C.

§ 2804 except for actual results for the three preceding fiscal years for the Excellent

Customer Experiences performance indicatordd.

The Postal Service measuresverall progress toward the Excellent Customer Expriences
performance goal using theCustomer Experience (CX) Composite Indexs one of the
performance indicators.FY 2018 Annual Repodt 19. The CX Composite Index is a
weighted composite of several component performance indicators that also measure
progress toward the Excellent Customer Experiences performance gaaln its reply

131d. § 2804(b)(1)If performance goals are specified in an alternative form by descriptive statemeatmafimally effective program activity
and a success program activity, annual performance reports must describe results of these program activities in refeggmdatégories,
including whether the performance failed to meet the criteria of eithetegary.ld. § 2804(b)(2)seeid. § 2803(b)

141d. § 2804(d)(3)(A) and (B). If the performance goal is impractical or infeamiloieal performance reportiust explain why and recommend
further action.ld. § 2804(d)(3)(C).

15 SeeChapter 3, section B.1.bnfra.



Analysis of FY 2018%erformance Report Compliance with Legal Requirements
and FY 2019Performance Plan

comments, he Postal Service explains that because the CX Composite Index is a composite,

each component performance indicator may change yedo-year based on the best

available customer touchpoints. Postal Service Reply Comments at 6. For example, the

USPS.com anBusiness Mail Entry Unit (BMEU) subcomponents were added to the CX

Composite Index in FY 2018d.4 EA 01 OOAI 3 AOOEAA | AET OAET O OE/
comparability in performance measurement, while working to improve the effectiveness of

performAT AA AOAd. OAOEI T 86

The Postal Service asserts that theY 2018 Reportioes meet the requirements of section

2804 because it includes CX Composite Index results for FYs 2015 through 20#7at 6.

The Postal Service states that it has maintained compility for the CX Composite Index

£l O OEAOA EEOAAT UAAOO AAAAOO-ALel AaviREIN WAHROS O OA
response, the Postal Service provideSX Composite Index resudtfor FYs 2015 through

FY2018 mappedto a 15-cell matrix, which are shown in Table I+1. Responses to CHIR

No.21, question 1.Results for FY015, 2016, and 2017 ae highlighted in yellow. The

FY2018 result (67.47) is not highlightedbecause the Postal Service states that the result

ended the year below the valudor Cell Block 1 (68.46)Id.

Table 11
Customer Experience Composite Index
Mapping of Result$o 15-Cell Matrix FY 2015 through FY 2018

FY 2018 | 68.46 | 69.35 | 70.30 | 73.88 | 77.38 | 80.90 | 81.95 | 83.01 | 83.94 | 84.89 | 85.88 | 86.89 | 87.90 | 88.93 | 90.02

FY 2017 | 80.00 | 83.00 | 86.00 | 87.70 | 88.30 | 89.00 | 90.00 | 92.00 | 93.00 | 94.00 | 95.00 | 96.00 | 97.00 | 98.00 | 99.00

FY 2016 | 85.70 | 85.80 | 85.90 | 86.00 | 86.35 | 86.70 | 87.45 | 88.20 | 88.95 | 90.00 | 91.00 | 92.00 | 93.00 | 94.00 | 95.00

FY 2015 | 72.00 | 76.00 | 79.00 | 82.00 | 84.00 | 86.70 | 89.20 | 91.60 | 93.60 | 95.00 | 96.00 | 97.00 | 98.00 | 99.00 | 99.50
Source: Responses to CHIR No. 21, question 1.

C. Commission Analysis

In the FY 2017 Analysighe Commission found that the FY 2018 annual performance plan

(FY 2018 Plapand FY 2017 annuaperformance report (FY 2017 Repojtimproved

significantly compared to past yearsFY 2017 Analysiat 9. TheFY 2018 Plarand FY 2017
Reportaddressed major issues identified by the Commission in past analysés.at 8. The

0T OOAT 3AOOEAA Al 01 AAT DPOAA OI T A T &£ OEA #1111 E
same performance indicators and targets from the prior annual performance plan and

describing changes to performance indicators and methodologies for caleting results. Id.

161d.; seeResponses to CHIR No. 2, question 6.b. (explaining the methodology for calculating the CX Composite Index result).



Analysis of FY 2018%erformance Report Compliance with Legal Requirements
and FY 2019Performance Plan

These efforts promoted clarity and consistency between annual performance plans and
annual performance reports as well as improved transparency by helping interested
persons identify and understand when performance indicators changedd.

The FY 2018 Plarand FY 2017 Reportontained almost all information necessary to

demonstrate compliance with 39 U.S.C. §§ 2803 and 280d. This helped facilitate the

#1 11T EOOET 180 OAOEAxh OECI EEAEAAT O U OABOAAA OE
thorough annual performance plan and annual performance reportd. The FY 2018 Plan

was the first annual performance plan the Commission reviewed that met all the

requirements of 39 U.S.C. 8§ 2808l. at 9. TheFY 2017 Reporaddressed two major legal

issues that had been problematic in past annual performance reportlsl. at 12. The

Commission recommended that the Postal Service retain teechanges in future annual

performance plans and annual performance reportdd. at 9.

This year, the Postal Seice retained many of these changes in theY 2019 Plarand

FY2018 Report They contain almost all the information required for the Commission to

evaluate compliance with 39 U.S.C. 88 2803 and 2804, which reduces the number of CHIRs

and results in a morethorough annual performance plan and annual performance report.

As discussed below, th&Y 2019 PlaiA T | B1 EAO xEOE ocw 5838#8 9 cyYm
directive to identify program activities and relate them to the performance goals.

The FY 2018 Repontetains some improvements made last year, such as listing the same
performance indicators and targets as th&Y 2018Plan” and describing changes to
performance indicators and methodologies for calculating resultsSeeFY 2018 Annual
Reportat 17 nn. 47,21. However, theFY 2018 Reportontains several legal compliance
issues related to the comparability of FY 2018 targets and results, the comparability of the
results from the past three fiscal years, and the explanations for why goals were not met.

1. FY 202Plan

The FY 2019 Plans the second annual performance plan the Commission has reviewed that
meets all requirements of 39 U.S.@.2803. The Commission appreciates that th€Y 2019
Planincludesall information required for the Commission to evaluate ompliance with
39U.S.C. § 2803.

s o~ A s s s AN

First, theFY2019Plani OO0 OAT OAOr ¥ AAAE DPOI COAIi AAOEOEOQU
AOACA®SEoUS.C.§2803@ EA #1 11 EOOETT DOAOGET 001 U A& OT .
AODACAO6 ET OAAOGEIT cynmoj Aq T AAT O OEA o1 OOAT 3

7 CompareFY 2018 Annual Repat 17with FY 2017 Amual Reporat 14.
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IFP.SeeFY 2016Analysisat 13. In theFY 2017Analysis the Commission stated that to

comply with 39 U.S.C. 8803(a), theFY2019Plani OO OEAAT OEAU Al 1l DOI CO
the FY2019 IFP and explain how theFY 2019 Plancovers each one by relating each

program activity to one or more performance goals or indicatorgté

In the FY2019Plan, the Postal Servicexplains that FY2019 targets for each performance

indicator are aligned with the FY2019) & 0h xEEAE E1T A1 OAAO OEA 01 0O/
revenue and expenses for FY 201¢Y 2018Annual Reportat 15. The Postal Service states

that it set all performanceET AEAAOT O OAOCAOO 001 AA AAEEAOAAI
OE A Id.&He @dstal Service explicithlA A FET A O ODP O1 C (bhdget hemMOE OEOUG6 A
contributingto AT T OOT 1 1 AAT A ET AT i A wiConGddavle inddrdel ET AA ET
(Loss) is aperformance indicator for the Financial Health performance goand is

calculated as total revenue less controllable expenses and etime accounting

adjustments. ld. The FY 2019 Plandentifies the program activities contributing to the

Controllable Income (Loss)ascontrollable expenses such as compensation and benefits;
transportation; depreciation; supplies and services; and rent andtilities. Id. The FY2019
Planincludes information for each program activity in a table listingactual revenue and

expenses for FY 201&nd planned revenue and expenses for FX019. Seed. at 25. Also,

the Postal Service states that it developed the IFP budget to be consistent with planned
workhours, which are used to calculate targets for the Deliveries per Total Wkinours %

Change (DPTWH % Change) performance indicator for the Financial Health performance

goal.ld. at 16.

TheFY2019PIlanAE OAOOOAO OEA ) &0h AAZET AO ODPOI COAI AZ
activities in the FY 2019 IFP. The Postal Servicecoriph O x EOE OEA #1011 EOOEI
to relate the program activities to the performance goals because it links the program

activities to the performance indicators under the Financial Health performance goal

(Controllable Income (Loss) and DPTWH % Change).

Thus,the Commission finds that the 019 Plan complies with 39 U.S.C2803(a) by

OAT OAOET ¢ AAAE DPOI COAI AAOEOEOUc hilywmi OOE EI
39U.S.C. § 2803(a) next year, the Zo20 annual performance plan (F2020Plan) must

identify all program activities in the F2020 IFP and explain how the RA020Plan covers

each one by relating each program activity to one or more performance goals or indicators.

Second theFY 201Planmust OA OO A AT EOE b A O Ainéxtiedebeloh CT AT O Ol
performance to be achieved by a program activitp39 U.S.C. § 2803(a)(1). Section

BFY 2017 Analysa 10. Alternatively, the Postal Service could identify all program activities in the applicable congressional budget
submission, explain how tHeY 201%lancovers each one, and provide a crosswalk relating the program activities between the FY 2019 IFP and
congressional budget submissidd. at 10 n.17.
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2803(a)(1) requires the FY 2019Planto set forth the performance goals and establish
targets for each performance indicator to be used to evaluate perforamce during FY 2019.
SeeFY 2016Analysisat 10. The FY2019 PlansetsFY 2019 targets for eachpublic
performance indicator the Postal Service will use tevaluate performance during
FY2019.19

Although no target is set forthe Large Business Panel performance indicator, thHeY 2019
PlanA@bl AET O OEAO OEEO PAOA& Oi ATAA ET AEAAOI O
OACi AT O OO000AU RyZois@mndaARepoiai2d Fhe Bastal Service points

out that business custoner experiences are already captured in the Business Service

Network (BSN) and BMEU performance indicatordd. This explamtion improves the
transparency of the FY 2019 Plarby providing further insight into how the Postal Service
establishes and sets targts for performance indicators.

TheCommission finds that theY 2019 Plarromplieswith 39 U.S.C. § 2803(a)(because the
FY2019Plansetstargets for each performance indicator the Postal Servicelwge in
FY2019or explains why a target is not sein future annual performance plans, if the Postal
Service does not set a target for a performance indicatbe Commission recommends that
the Postal Serviceontinue to provide a reasoned explanation for not setting a target.

Third, theFY 201%Plani OO O O Ap@rddnAnodDgoalsin an objective, quantifiable,

and measurable form unless an alternative form is used undeséction¢ Y Tt 0 Y jSBe(f 8 Y 0
39 U.S.C8 2803(a)(2). Section 2803(a)(2) requiresthe FY 2019Planto express

performance goals agjuantitative 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 2019 Plammeets this requirement by setting a
measurable FY 209 target for each performance indicator the Postal Service will use in
FY2019. SeerY 2018 Annual Repost 17.

Fourth, theFY 2019Planmust O A O Eéséabelthe operational processes, skills and
technology, and the human, capital, information, or other resources required to meet the
DAOAI Oi AT ASke390J.SACE 28033 TheFY 2019Planmeets this requirement
by explaining what resources are necesry to meet each performance goaFor example, to
meet the HighQuality Serviceperformance goal inFY 2019 the Postal Service stateis will
implement operational, technological, and training initiatives; use an internal Service
Performance Measuremensystem(SPM)as the official measurement for service

19SeeFY 2018 Annual Repat 17. The Postal Serviosesseveralnon-public performance indicators for Competitive produttisneasure
progress toward the HigRuality Service performance go8keeChapter 2, section C.3nfra. FY2019 targets are included in a ngublic
annex filed with the FY 2018 Annual Compliance Report (8€&FY 2018 Annual Repirl7 n.1;Library Reference USEY1§NP30.
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performance; and prioritize capital investments on key infrastructure upgradesFY 2018
Annual Reportat 19.

Fifth, theFY 201Planmust OA OOA AT EOE DAOA&EI Of AT AA ET AEAAOI 00
asOAOOET ¢ OEA OAI AGAT O 100POOOh OAOOEAdeel AOGAT O
39 U.S.C. § 2803(a)(4'he FY 2019Planmeets this requirement because eacperformance

goal has at least two performance indicators that evaluate outputs, servicevels, and

outcomes. For example, th&inancial Healthperformance goal useswo performance

indicators to measurefinancial performance and overall efficiencySeerY 2018Annual

Reportat 23-30.

Sixth, theFY 2019PlanmustOBD OT OEAA A AAOCEO &£ O AT i PAOET ¢ AA
OEA AOOAAI EOEAA B3 HIS.0.i18R80HA(5).CrheX RodwPIanhéets

this requirement by listing the performance indicators thatwill provide a basis for

comparing FY 2019results with the targets established in theFY 2019Plan. SeeFY 2018

Annual Reportat 17.

Seventh theFY 201PlanmustOAAOAOEAA OEA 1 AAT O O AA OOAA ¢
i AAOOOA A seé3d U.6.882808(a)(6). Section 2803(a)(6) requires thePostal

Serviceto explain howit verifies and validatestargets andresults for each performance

indicator using objective measurement systemslhe FY 2019Plan meets this requirement

by, for example,explaining that it uses customer survey scores to verify andalidate

targets and results for the performance indicatorsnmeasuring progress toward the

Excellent Customer Experiences performance go&eeFY2018 Annual Reportat 19-21.

The Commission finds that the 019 Plan complies with 39 U.S.C. § 2803

2. FY 2Q8Report

TheFY 2018 Reponneets some requirements of 39 U.S.C. § 2804e FY 2018 Report
reviews the Postal Service's success in achieving the performance goals in FY 2018,
compares FY 2019 targets with FY 2018 results for each performance indicator, and
includes summary findings of program evaluations completed during FY 2018 as required
by sections 2804(d)(1), (2), and (4).SeeChapter 2, section C.2.dnfra. However, there are
several issues related to the comparability of FY 2018 targets and results, comparability of
results from the past three fiscal years, and explanatiorfsr why a paformance goal was
not met. These issues are discussed in detail below.

a. Comparable FY 2018 Targets and Results

Annual performance reportsmustOOA O £ OOE OEA DPAOA&A O AT AA ET Al
Postal Service performance plan, along with the actuat@gram performance achieved
Al Il DPAOAA xEOE OEA PAOA&EI OiI ATAA CI Al GOUAI®OAOOAA
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§2804(b)(1). Section 2804(b)(1) requires results expressed irthe annual performance
reports to be comparable with targets set in the anual performance plan for that fiscal
year.FY 2016Analysisat 16. In theFY 2017 Analysighe Commission stated that to comply
with section 2804(b)(1), the FY2018 Report@nust set forth the sameperformance
indicators and targetsin the FY2018Planand compare FY2018 results with FY 2018
targets for each performance indicatoloFY 2017 Analysiat 13. The Commission also
directed that the FY2018 Reportexpress results for each performance indicator that are
comparable to the targets the Postal Service set in ther 2018 Planid. As an alternative, if
a comparable result cannot be provided, th€Y 20B Reportmust explain why and either
(1) explain how to compare results between the current and former methodologiesr (2)
explain why making this comparison is not feasibleSee idat 15.

The FY 2018 Reporiists the same performance indicators and targetas theFY 2018 Plan
and compares FY 2018 targts and results for each performancéndicator. Seen.17, supra
In a CHIR response, the Postal Service confirms that the FY 2018 target and result tarhe
performance indicator are comparable except for the Customer Care Center (CCC)
performance indicator, which measures progress toward the Excellent Customer
Experiences performance goaResponses to CHIR No. 10, questionThe FY 2018CCC
target was based on saisfaction with live agents onlywhile the FY 2018 resultwas based
on both satisfaction with live agents and the Interactive VoicResponsgIVR) system.Id.
The Postal Service explains that providing comparable FY 2018esult is not feasibke
because of significant changes made to the CCC survey and methodology in FY 2848.id
guestions 2., 3.c.However, this information was not included in theFY 2018 ReportThe
Commission previously stated that annual performance planand annual perfamance

O A BT rauét©ont@in all information necessary to show compliance ith 39 U.S.C. §§ 2803
AT A ¢ Bracd®Adalysisat 9.As a result, to comply with 39 U.S.C. § 2804(b)(1), the
FY2018 Reportshould have stated that the FY 2018 CCC target anduésare not
comparable and explained why providinga comparable FY 2018esult was not feasible.

The FY 2018 CCC target and result listed in the FY 2018 Report are not compaaatléhe
FY 2018 Report does not explain why providing a comparable FY 2848lt is not feasible
Thus, theCommission finds that the FX018 Reportdoes notcomplywith 39 U.S.C.
§2804(b)(1) for the Excellent Customer Experiences performance goal

The Postal Serice is changing the methodologiefor calculating several perfamance
indicators that may affect the comparability ofsomeFY 2019targets andresults. For the
High-Quality Service performance indicator, the Postal Service states it will use a new SPM
system as its official measurement systenwhich the Commission appoved.20 It is unclear

20FY 201&\nnual Reporat 19;seeDocket No. 0151, Order Approving Use of Internal Measurement Systems, July 5, 2018 (Order No. 4697);
seeDocket No. P12014%, Errata to Order No. 4697, August 21, 2018 (Order No. 4771).
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whether targets in theFY 2019 Plamwere set based on the new SPM system or former
measurement systemFor the Excellent Customer Experiences performance goal, the Postal
Service is changing the methodology for calculating results tfe CXComposite Index and
Enterprise Customer Care (eCC) performance indicatarSeeChapter 3, section B.3.anfra.
The FY 2019 target for the CX Composite Index performance indicator is expressed using
the FY 2018 methodologySee FY 2018 Annual Repait 17.

To comply with 39U.S.C. § 2804(b)(1) next year, th¥ 2019 annual performance report

(FY 2019 Repor) must set forth the same performance indicators and targeisthe FY2019
Plan and compare F2019targets and resultdor each performanceéndicator. The FY 2019
result for each performance indicator must be comparable to the target set in the FY 2019
Plan.

For the Excellent Customer Experiences performance goal, the FY 2019 result for the eCC
performance indicator must be expressed usindith & 9 ¢@tov 0 | AOET AT 11T CU
overall satisfaction with the quality of service received in response to their issue and an
improvement rate.The FY 2019 result for the CX Composite Index performance indicator must
be expressed usingpththe FY2018and FY 2019nethodologes to ensure that the FY 2019
target and result are comparable

As an alternative,fia comparable FY 2019 seilt cannot be provided, the FX019 Report
must explainwhy and either:(1) explain how to compare results betweendlturrent and
former methodologiesor (2) explain why making this comparison is not feasibléne
Commission recommends that the Postal Service not change performance indigcators
methodologiesor targets once they are set in the applicable annual performance plan.

b. Comparable Thre¥ear Results

Annual performance reports must alsd E1T A1 OAA A A h&three pededr@ fisCad Al O
yearsdas required by 39 U.S.C. §2804(@).EA #1 1 1 EOOEI T BHOAOEI OOl U £l
OAOGOI 666 O1 AAO OAAOET T cuwymrtj Atfeeipréoéding fisdaldOT AA A

years.SeeFY 2016Analysisat 18. The Commission stated that to comply with 39 U.S.C.
§2804(c), the FY2018 Reportmust include comparable results for each performance
indicator for, at a minimum, FYs 2015, 2016, 201&nd2018. FY 2017 Analysiat 15.To be
comparable, results for each fiscal year must be calculated and expressed using the same
performance indicator or metiodology.ld. If comparable results cannot be provided, the
Commission directed that thePostal Serviceexplainin the FY 2018 Reponivhy results are
not directly comparable across these fiscal yeartd. ThePostal Service was also directed to
explain howto compare results between thecurrent and former methodologies or explain
why making this comparison is not feasiblen the FY 2018 Reportd.
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In FY 2018, the Postal Service changed the methodologies for calculating results of several
performance indicators.SeeFY 2017 Analysiat 18-19. Consequently, thé-Y 2018 Report
does not contain comparable results for FYs 2015, 2016, 2017, and 2018 fewsral
performance indicators that measure progress toward the HigiQuality Service andhe
Excellent Customer Experiences performance goals.

For the High-Quality Serviceperformance goal the Postal Service changed the
methodology for calculating resuls of theSingle-Piece FirstClass Mail (2Day and 35-Day)
performance indicatorsby using data for letters, postcards, and flats onjJyand excluding
parcels?? In the FY 2017 Analysighe Commission directed thathe FY 2018 Reporéxpress
Single-Piece Fist-Class Mail (2Day and 35-Day) performance indicators results for
FYs2015, 2016, 2017, and 2018 usinghis new methodology.23

The FY 2018 Reportloes not contain comparableSingle-Piece FirstClass Mail (2Day and
3-5-Day) performance indicatorresults for these fiscal yeardecausethe results were
calculatedusing different methodologies.Results for FYs 2015, 2016, and 2017 were
calculated based on the former methodology (including parcel performance data), whereas
the FY 2018 results were calculateé based on the new methodology (excluding parcel
performance data).SeeResponses to CHIR No. 10, question 3.&ia CHIR response hie
Postal Service does provide comparabl8ingle-Piece FirstClass Mail (2Day and 35-Day)
results for FYs 2015 through 2018 that were calculated based on the new methodolody.
guestion 3.a.ii.However, the Commission previously stated that annual performance plans
AT A AT T OA1 DAOMEN Oi AT AA OAPT O0Garyddsio O AT T OAET
compliancewith 395 8 3 8# 8 99 ¢ GYo16MAAIsaIP Tt 8 0

As previously discussedthe Postal Service states it wilheasure FY 2019 HigkQuality
Service performance indicator resultsusing a new SPMsystem.This methodology change
may affectthe comparability of results for the High-Quality Service performance indicators.
To comply with 39 U.S.C. 8804(c) next year, theFY 2019 Reponnust include comparable
results for each HighQuality Service performance indicator or provide an explanationas
described below.

21 For the Financial Health performance goal, the Postal Service changed tihvedwlegy for calculating the DPTWH % Change performance
indicator in FY 2016Y 2017 Analysi 15, 6768. TheFY 2018 Repocbntains comparabl®TPWH % Changesults for FYs 2015, 2016, 2017,
and 2018. Responses to CHIR No. 10, question 3.d.i.

22FY P17 Analysiat 27; Responses to CHIR No. 10, question 3.a.i. This change reflects the transfeCtd$arstail Parcels to the
Competitive product listcY 2017 Analysig 27.

23FY 2017 Analysig 27-28. If comparable results cannot be provided, emmission directed that theY 2018 Repott SE LI | Ay ¢ K& NB & dzf |
are not directly comparable across these fiscal years. In that casE2918 Repomust either explain how to compare results between the
old and new methodologies or explain why makingl A & O2 YLJ NA a2dyat2Ba y20G TSI &arof Soé
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For the Excellent Customer Experiences performance goal, the Postal Service updated
customer surveys and performance indicator methodologies FY 2018to help improve
customer experiences in FY 2019 Although these changes will pranote comparability in
future years, they affected the comparability of results for severdxcellent Customer
Experiencesperformance indicators in theFY 2018 ReportSpecifically, the Postal Service
changed the methodology for calculating results of thBSN, Delivery, CCC, and eCC
performance indicators2> Because the FY 2018 resultfor these performance indicators
were calculatedusing different methodologiesfrom the prior fiscal years, theFY 2018
Reportdoes not contain comparable results foFYs2015, 2016, 2017, and 2018
Comparability issues with the Excellent Customer Experiences performance indicators are
discussed in further detail inChapter 3, section B.8., infra.

In its reply comments, he Postal Service asserts that it complied with 39.S.C§ 2804
because the~Y 2018 Reporincludesthree years of comparable results for the CX
Composite Index. PostiaService Reply Comments at 6. However, the Commission
DOAGET 601 Uto Cotplydnikhi39 0.8.8. @804c), the FY2017 Reportmust include
comparable results for each performance indicatd® BY®017 Analysiat 13.For the
Excellent Customer Experiences performance goal, the Postal Service must provide three
years of comparable results foeachcomponent performance indicator.

TheFY 2018 Report does not contain comparable results for FYs 2015, 2016, 2017, and 2018
for several performance indicators that measure progress toward the H{@hality Service

and Excellent Customer Experiences performance gddis. FY 2018 Report doestrexplain

why providing comparable results is not feasiblEhus, the Commission finds that the FY 2018
Report does not comply with 39 U.S.C. § 2804(c) for these perfornguels.

To comply with 39 U.S.C. § 2804(c) next yélae, FY 2019 Report mustclude comparable
results for each performance inditor for, at a minimum, FYs 2016, 2012018, and 2019To

be comparable, results for each fiscal year must be calculated and expressed using the same
performance indicator or methodologyAs an alternaive, f comparable results cannot be
provided for any performance indicator, the FY 2019 Report must explain why results are not
directly comparable across these fiscal years. In that case, the FY 2019 Report must either
explain how to compare results bewen the current and former methodologies or explain

why making this comparison is not feasible.

24 Responses to CHIR No. 2, question 9; United States Postal Service FY 2018 Annual Compliance Report, December 28 2Q@IR,&t 48
ACR).

25SeeFY 2018 Annual Repat 17 nn. 5, 6; FY 2018 ACR ab49In FY 2018, the Postal Service also changed the methodology for calculating
the CX Composite IndeiXY 2017 Analysig 43-44. Although thé=Y 2018 Repodoes not contain comparable CX Composite Index results, the
FY2018 Reportloes contain results of each component performance indicator, which can be compared across these fisc¢g€hepter 3,
section B.3.infra.
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Specifically, for the HigiQuality Service performance goal, if comparable results cannot be
provided using the new SPM system, ¢ 2019 Reponnust explainwhy results are not

directly comparable across FYs 2016, 2017, 2018, and 2019. In that case, the FY 2019 Report
must either explain how to compare results between the new SPM system and the former
measurement systerar explain why making this comparisors inot feasible.

For the Excellent Customer Experiences performance goal, the FY 2019 Report must include
comparable results for each component performance indicatGhapter 3 explains how the
Postal Service may provide three years of comparable resultsrfeachcomponent

performance indicator in the FY 2019Report SeeChapter 3, section B.3.binfra.

C. Goals Not Met

The Commission determines whether the Postal Service has met a performance goal by
comparing results of each performance indicator to targetset in the applicable
performance plan for that fiscal yearSeeFY 2017 Analysiat 4. The Commission considers
the Postal Service to have met a performance goal if the results of each performance
indicator for that goal meet or exceed the targets estaished in the applicable performance
plan.Id.

If a performance goal has not been met, annual performance reports 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)(3pecause the Postal Service missed one or more targets in

FY 2018, theFY2018 Reportmust explain why and describe plans and schedules for

meeting FY 2019 targetsSeead.; Table 111, infra. The FY 2018Reportdoes not provide
complete information for the High-Quality Service and Safe Workplace and Engaged
Workforce performance goals. Tie Postal Service does not explain why missedFY 2018
targets for the nonpublic performance indicators meauring progress toward the
High-Quality Serviceperformance goal. SeeChapter 2, section C.3nfra. For the Safe
Workplace and Engaged Workforce performance indicatorghe Postal Service asserts that
EO OAO OACCOAOOEOAG ARYR01HAOUAIREPAHE 2. Howeveg thep ¢ OA O
FY 2018 Reportioes rot provide specific explanations for why these targets were not met.

The Commission finds that the FY 2018 Report does not comply witd.SSC. § 2804(d)(3) for

the High-Quality Service an&afe Workplace and Engaged Workforce performance godlo
comply with 39 U.S.C. § 2804(d)(3) next year, €ach FY 2019 target that is not methe

FY2019 Report must both explain why arakscribe plans and schedules fomeeting FY 2020
targets. If the Postal Service misses a FY 2019 target for a-pohlic performance indicator,

the Postal Service must provide the explanation, plans, and schedules for meeting the FY 2020
target in a nonpublic annex. Se€hapter 2, section C.3., infra.
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AEA #1011 EOOETT OAEOAOAOAO OEAO ODbpoasuddeAl A OAE
39 U.S.C. 8804(d)(3)(B) must be designed to meet applicable performance indicator targets.

FY 2017 Analysiat 17. These plans and schedules must also include specific timelines if they

fall outside of the fiscal year covered by the annpafformance planid.

d. Other Annual Performance Report Requirements

The FY2018 Reportmeets other requirements 0f39 U.S.C. § 2804irst, annual

performance reports mustreview OEA 07 OOA1T 3 AOOEAAGO OOAAAOGO EI
goalsby stating whether the Postal Service met targets foeach performance goal in

FY2018.39 U.S.C. § 2804(d)(1)TheFY 2018 Reporprovides this information both in a

table comparing targets and results and in the text of the repor6ee~Y2018 Annual Report

at 17, 1920, 26, 29.

Second, & T OA1 DAOA&I Oi AT AA OADPT OO0 1 66O OAOAI OAOA
fiscal year relative to the performance achieved towards the performance goals in the fiscal
UAAO AT OAOAA AU O%2804@Q)8LP $ectioresdad)(2) cequires i 8 # 8

FY2018 Reportto evaluate theFY2019 Planrelative to the performance achieved toward

the performance goals during F2018. This requires theFY 2018 Reporto compare

FY 2019 targets with FY2018 results for each performance indtator the Postal Service will

use during FY2019. SeeFY 2016 Analysiat 15.The FY2018 Reportprovides this

information in a table comparing results and targets for each performance indicatoEee

FY2018 Annual Reportat 17.

Third, annual performance reports mustO E T A1 Gunkarpfiadings ofthose program
evaluations completed duringthe fiscal year covered by the repor639 U.S.C8§ 2804(d)(4).
0001 COAI AOAI OAGCEI T 06 AOA OAOOAOGOI A1 O0fr ©6Yh OEO
analysis, of the manner and extent to which Postal Service programs achieve intended

I AE A A GEBQIGR.Section 2804(d)(4) requires theFY2018 Reportto include
summary findings of program evaluations completed during FY 2018 that evaluatew
programs helped the Postal Service meet targeis FY 2018 SeeFY 2017 Analysiat 16. For
example,the FY 2018 Reporincludes summary findings ofa program evaluation describing
how the Postal Servicanet the FY2018 target for the BMEUperformance indicator. See
FY2018 Annual Reportat 20. The FY 2018 Reporstates that the Postal Service focused
training efforts on low-performing units and instructed them on bestin-class business mail
acceptance workflow proceduresld.

The Commission finds that the 2018 Report complies with 39 U.S.C. 88 2804(d)(1), (2), and
(4).
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3. Non-Public Performance Indicators

Annual performance plans may include a noipublic 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. § 41Q(c)
39 U.S.C8 2803(d). For the High-Quality Service performance goal, the Postal Service uses
severalnon-public performanceindicators to measureservice performance for some
Competitive products?é In the FY 2017 Analysts OEA #1 1 1 EOO&énsure OOA OA A
compliance with 39 U.S.C. 88 2803 and 2804 in future years, the Postal Service must file
under seal with the[ACR targets and three years of comparable results for each nen
public performance indicatordFY 2017 Analysiat 18. Specifically, for the=Y 2019 Plarand
FY 2018 Reporto comply with sections 2803 and 2804, respectively, the Commission
directed that the Postal Service file nder seal with the FY 2018 ACR¥1) FY 2018 and

FY 2019 targets; and (2) comparable results from FY 2015 through FX018 for each non
public performance indicator6ld. The Commission further directed thatO ¢f therPostal
Service doe not meet a FY2018 target, the Postal Service must explain why and describe
the plans and schedules for meeting FY 2019 targeddd. The Commission stated that the
Postal Service may include this information with theAnnual Report to Congress submit

this information in a non-public library reference. Id.

TheFY 2019 Plarand FY 2018 Reporstate that the Postal Service is providing noipublic
service performance data for certain Competitive products as part of the ngoublic annex

of the ACRFY 2018Annual Reportat 17 n.1. The Postal Service filed this ngpublic service
performance data in Docket No. ACR2018 in Library Reference USP®%1&NP3027 For

each nonpublic performance indicator, this library reference includegargets for FY 2018
and FY 2Q9 as well ascomparableresults from FYs 2015 through 2018. Seelibrary
Reference USP&Y1&NP30. Although the Postal Service describes plans and schedules for
meeting FY 2019 targets, the Postal Service does not explain why it did not meet FY 2018
targets for the non-public performance indicators. See id.

The Commission finds thatibrary Reference USRBY 1&NP30 complieswith the

Commissn's directive to file under seal with thEY 2018ACR (1) FY 2018 and FY 2019
targets; and (2) comparable resultsrom FY 2015 through~Y 2018 for each norpublic
performance indicator.The FY 2019 Plan complies with 39 U.S.C. § 2803 by setting
measurable FY 2019 targets for each npublic performance indicator the Postal Service will
use in FY 2019. Sé&hapter 2, setion C.1.supra. The FY 2018 Report complies with 39 U.S.C.

2%6See FY 2017 Analyaisl7. FY 2018 Annual Repatt 17 n.1.
27FY 2018 AC& 3 n.4 seelLibray Reference USPSY18NP30.
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8§ 28@1(b)(1) and (c) by setting forth comparable FY 2018 targets and results and including
comparable results from the past three fiscal years. See Chapter 2, sections C.2.a., b., supra.
The FY2018 Report does not comply with 39 U.S.C. § 2804(d)(3) with respect to the non
public performance indicators because the Postal Service does not explain why it did not meet
FY 2018 targets. See Chapter 2, section C.2.c., supra.

To ensure that the FY 2@2Plan and FY 2019 Report comply with 39 U.S.C. 88§ 2803 and 2804,
respectively, th&Commission recommends that th€& 2019 Report include a similar footnote
stating that the Postal Service is providing nguublic service performance data for certain
Compeitive products as part of theon-public annex of thé-Y 2019 ACHEor each norpublic
performance indicator, he Postal Service must file under seal with the FY 2019 ACR:

FY2019 and FY2020 targets; and (2) comparable results from 52016 through 2019. If the
Postal Service does not meet a FY 2019 target, the Postal Service must explain why and
describe the plans and schedules for meeting FY 202Qtarget. The FY 2019 AGSould

continue toidentify the library referencehat contains this informaion.

4. FY 201%erformance Indicator Changes

The Commissionpreviously recommended that the Postal Service describe any
performance indicator or methodology changes in thédnnual Report to Congresnd

analyze the impact of methodology changes on resultSeeFY 2016Analysisat 18. The
FY2018 Reportadopts this recommendation bystating that the Postal Service isisinga

new SPM system to measure progress toward the HigBuality Service performance goah
FY 2019 FY 2018 Annual Reposdt 19.The FY 2018Reportalso explains changes to the
Excellent Customer Experienes performance indicators in F\2019. First, the Postal

Service will calculate the CX Composite Index differently from previous years by measuring
the aggregate variance of customer satisfacin scores across each touchpoint relative to
the performance target established for each touchpointd. at 21. Second, the Postal Service
is removing the Large Business Panel performance indicator to reduce customer segment
survey redundancies because buisess customer experiences are already measured by the
BSN and BMEU performance indicatorsd. Third, the Postal Service is changing the
methodology for calculating the eCC performance indicator result by measuring both
overall satisfaction with resolution quality received and yeafto-date overall satisfaction
improvement as compared to the same period last yeald. The FY 2018 Reporalso

includes footnotes explaining methodology changes in a table listing FY 2018 and 2019
targets as well as resultsrbom FY 2015 through FY 2018SeeFY 2018 Annual Repost 17

nn. 47, 21.

The Commission appreciateshese descriptions ofperformance indicator and methodology
changesbecause theypromote transparency by helping interested persons understand
when performance indicators and methodologies change and how they impact results.
the FY2020 Planand FY 2019 Reporithe Commission recommends that thostal Service

-20-



Analysis of FY 2018%erformance Report Compliance with Legal Requirements
and FY 2019Performance Plan

continue to describe future performance indicator and methodology changes as well as
analyze the impact of these changes on results.

The Commission recognizes that changes to performance indicators and the methodology

for calculating results may be necessary for driving innovation and growth. However, as
previously discussed, these changes hampeEtA #1 1 i EOOET 16 O AAEI EOQU
responsibility under 39 U.S.C. § 3653(d) to evaluate whether the Postal Service has met its
performance goalsSeeFY 2016Analysisat 20. They also decrease transparency and make

it difficult to evaluate progress yearover-year and over time.ld.

After implementing a change, the Postal Service will need time to evaluate whether the
change was beneficial or effective. Implementing a change for a thrgear period will also
help future annual performance reports comply with 39 U.S.C. § 2804(c) by g=ating
three years of comparable resultsSeeChapter 2, section C.2.lsupra.

To ensure meaningful comparisons across fiscal years, the Commission recommends that the
PostalServicdimit the number of performance indicator or methodology changes matdke
Commission recommends that the Postal Seriwoplement a performance ind@tor or
methodology change for threeonsecutive fiscal years before revising it unless the change is
clearly not beneficial or effectivef the Postal Service decides to addew performance

indicator or changethe methodology for an existing performance indicator, the Commission
recommends that the Postal Serviegplain these changes and provitlee rationale for

making themin future annual performance plans and annual permance reports.
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CHAPTER BVALUATION OF
PERFORMANGOALS

4AEA 071 OOAI 3AO0OOEAAB8OC & OO0 PAOAI Oi AT AA CciT Al O EI

High-Quality Service
Excellent Customer Experiences

)l
)l
1 Safe Workplace and Engaged/orkforce
)l

Financial Healtr8

In this chapter, the Commission evaluates whether the Postal Service met each

performance goal in FY 2018 as required by 39 U.S.C. § 3653{d)e Commission

OAT T OEAAOO OEA 01 OOA1 3AOOEAA s@tbofeadhOA 1 A0 A b/
performance indicator for that performance goal meet or exceed targets established in the

APpbl EAAAT A AT 1 OAFY DIanaRsigai 4ATThé\PostabSeditesnissed

FY 2018 targets for each performance indicator except thBMEUperformance indicator,

which measures progress toward the Excellent Customer Experiences performance goal.

See FY 2018 Annual Rep@att17.

The Commission finds thahe Postal Service either did not meet or only partially met its
performance goals in FY 2@&L

If a performance goal has not been met, annual performance reports must explain why the

Postal Service did not meet th@erformance goal and describe the plans and schedules for

achieving theperformance goal. 39 U.S.C. § 2804(d)J3Table II-1 lists each performance

goal, whether the goal was met in FY 2018, reasons provided by the Postal Service for not

i AAOET ¢ OEA Cci Aih ATA OEA 071 OOA1l 3AO0OOCEAAGO DI 4
performance goal in future years.

28 FY 201&nnual Reporat 15 These are the same performance goaks Bostal Service used in FY 2@&eFY 201 Annual Reporat 13.
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Table 141

Evaluation of Performance Goals

FY 2018rogressToward Performance Goals

Performance | Goal Met t2adkt {SNBAOSQ| t2ailt { SNBIANGEEN:
Goal in FY 2018 Meeting Goal Schedules for Meeting the Goal
Service disruptions because of extreme | Implement operational, technobical,
weather andnatural disasters across the | and training initiatives to improvthe
nation; network-wide job realignment and| mail delivery process; leverage data
. . bidding process, which will benefit future | analytics and deploy other tools such as
ngh_Quallty Not Met operations but limited the ability to quickly Lean Six Sigmase a more accurate
Service normalize operations and return service | internal Service Performance
performance to standards Measurement system; prioritize capital
investmentson key infrastucture
upgrades.
Low Enterprise Customer Care and EstablistVice President of Customer
Customer Care Center performance Experience positioas part of
indicator results. Postmaster General leadership team
Excellent
Customer PartiallyMet | Chapter 3 provides explanations for why | Chapter 3 provides plans and schedule:
Experiences each performance indicator except the for meeting FY 2018erformance
Business Mail Entry Unitissed FY 2018 | indicator targetsSeeChapter 3, section
targets SeeChapter 3, section B.1.infra. | B.1.d.,infra.
Safe Workplacegocuson prevention
strategiesand take a proactive approact
to safety; establish effective accident
reduction plans; address motor vehicle
accidents through training, engineering
Safe Workplace FY 201Reportdoes not explain why controls, and consistent communication
and Engaged Not Met
Workforce performance goaias not met. Engaged Workforcemprove efforts to
communicate the importancef
employee participation in the survey;
provide employees with training and
tools; showcase employee success
stories.
Deliveries per Total WorkholDPTWH% | DPTWH % Changeapture workhour
Change overrun in workhour plan from reductions from declining mail volume
using additional overtime hourdue to and from operational initiatives to
increase in package volume and decline | improve efficiencies in mail processing,
letters and flats volume. delivery, and customer service.
Financial Health Not Met

Controllable Income (Los$ligherthan-
expected compensation and benefit
expenses and transportation costs.

Controllable Income (Los#&)creased
revenue from packages, international
mail, and USPS Marketing Mail; increas
in compensation and benefitsxpenses.

SourceFY 201&nnual Reporat 18-29.

aRefers to public Market Dominant performance indicators only.
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In the rest of this chapter, the Commission discusses each performance goal individually. It
evaluates the Postal Servide By 2018 performance and plans for meeting each
performance goal in FY 2019. The Commission also makes observations and
recommendations for each performance goal.

A. HighQuality Service
1. Background

In FY 2018, the Postal Service measuregrvice performance ly randomly sampling and
measuring the time between when mail is deposited in a postal facility and when mail is
delivered to a home, business, ord3t Office Box.FY 2018 Annual Repott8. For most
Market Dominant products, the Postal Service sets a serdctandard for the number of
daysallowed for delivery of a mailpiececonsidered to be ontime. Service performance
results are expressed as the perceageof mail meeting the applicable service standard.

The Postal Service uses the perctage of selected and combined mail products delivered
on-time to assess whether its performance meets the HigQuality Service performance
goal?® To evaluate progress toward the HighQuality Service performance goal in FY 2018,
the Postal Service usedeyenpublic performance indicators measuing service
performance for some Market Dominant products

0 SinglePiece FirstClass Mall
o 2-Day
o 3-5-Day
0 Presorted First-Class Malil
o Overnight
o 2-Day
o 3-5-Day
First-Class Mailetter and Flat(FCLF)Composite
USP3Marketing Mail and PeriodicalsComposite

O«

O«

2 The Postal Service also reports service performance on all Market Dominant produetAiBR39 U.S.C. 8562(a)(2)(B)(i)Service
performance measurement reporting in the ACR is independent of service performance measurement reporting in annual perfodananc
and annual performance reports under 39 U.S.C. 88 2803 and 2804. The repbttinge service performance measurements in 2018
Annual Reportloes not meet the same classr groupspecific granular reporting criteria as the service performance measurements required
AY GKS /2YYA&aaA2yQid NSzSSGF.R 8518055 Riykiaigh $55.22 The SRigte FirsClas$Mail and the

Presorted FirsClass Mail performance indicators in th¥ 201&nnual Reportombine service performance results for different products. By
contrast, the ACR requires the$al Service to disaggregate service performance results by mail subject to the Overiiglyt, & 35-Day
service standards by Fir€lass Mail producSee, e.g39 C.F.R. § 3055.20(a).
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The SinglePiece FirstClass Mail performance indicatorsneasure the performance of
Single-Piece FirstClass Mail letters, postcards, and flats throughout the fiscal year.
FY2018 Annual Reporat 18. Results are expresed aghe estimated percentgeof
Single-Piece FirstClass Maiby service standard (2Day and 35-Day) delivered ontime.
Id.

The Presored First-Class Mail performance indicatorsneasure the performance of
commercial Presorted FirstClass Malil letters, postcards, and flats delivered throughout
the fiscal year.ld. Results are expressed as the estimated percentage of total mail
delivered on-time by service standard(Overnight, 2-Day, 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. In a CHIR response, the Postal Service provided
workpapers showing how the FY 2018 result was calculated. Responses to CHIR No. 13,
guestion 1.a.

The USP3Marketing Mail and Periodicals Composite performance indicator measures the
percentage of all USPBlarketing Mail and Periodicals mailpieces that were delivered
within the applicable service standard during the fiscal yeaf-Y 2018 Annual Repost 18.
This performance indicator is a composite measuring USPS Marketing Mail Letters, USPS
Marketing Mail Hats, and Periodicalsld. Approximately two-thirds of the volume in this
composite indicator consists olUSP3Marketing Mail Letters; the remainder is made up of
USP3Marketing Mail Flats and Periodicalsld.

The Postal Service also uses three ngrublic performance indicators to measure service
performance for some Competitive products® The Postal Service filed undeseal targets
for FY 2018 and FY2019 and results from FY 205 through FY 2018 for these nonpublic
performance indicatorsin Library Reference USP&Y18zNP30.31

The Postal Service failed to meet any of itsY 2018targets for the public Market Dominant
performance indicators.FY 2018 Annual Repost 18.Results for eachof these
performance indicators declined between FY 2017 and FY 2018ee idat 17. The Postal
Service also did not meet FY 2018 targets for the ngoublic Competitive products
performance indicators.Seelibrary Reference USP&-Y 18zZNP30.

A4EA 01 OOAI 3AOOEAA Agpbpi AET O OEAO EO IEOOAA &9
AT A TAOOOAT AEOAOOAOOSG Wit EignifcandyraffecteBfh@O O EAT £ |
postal areas and disrupted operations across the networkY 2018 Annual Repost 18.

1T 0T h OEA 01 OOAT 3 A 0O méwvorkviddjdhAe@lignmEndadd EO OAT T Al

S0FY 2017 Analysi 17; seeChapter 2, section C.Zupra
31 e FY 2018 Annual Repattl7 n.2 FY 2018 ACR at 3 n.4
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AEAAET ¢ POiI AAOO6 AOOEI ¢ OEA OAATT A NOAOOAO 1 &
normalize operations and return service performance to standardéld. Explanations for
missing FY 2018 targets are discussed in more detail belo®eeChapter 3, section A.3.a.,

infra.

In the FY 20DB Plan, FY 2019 targets are the samealuesas FY 2018 targetsSeeFY 2018

Annual Reportat 17. First, to meet FY 2019 targets, the Postal Service asserts it will

OAT 1 OET OA EIi Pl Al AT OEGEA AP AMOAIOEG O AAAThETORA AEEITE GHA O
step of the maithandling process, and proactively identify potential root causes of lower
OAOOEAA b AdaEiISechrid AnFREG19,the Postal Service states it will use its

new SPM system as the official service performance measurement systemmich will

Al 11T x £l OBITAAKREERAh OEA 01 OOAT 3 AO0OOEAA OOAOA«
capital investmentson key infrastructure upgrades that best achieve improvements in

service, processing capacityabor A £AEAEAT AEAOh AT H 2018 ahuv@AT AT AA A
ReportAO p w8 &1 OOOEh OEA 071 OOAT 3AOOEAA AOOGAOOO ¢
engageemployees to implement these process changes and technologies to better serve

f EOOY A GdP@hsifoAimma®ing High-Quality Service in FY 2019 are discussed in

more detail below.SeeChapter 3, section A.3.binfra.

2. Commens

The PublicRepresentative concludes that the Postal Service failed to meet the High

Quality Service performance goal in FY 2018 becaudeetPostal Service missed all

Fycmpypy OAOCAOO8 02 #iI i1 AT OO AO oh uvs8 3EA 11T O0OAO
Postal SelE AAG O DAOEI Oi AT AA A A ktBISAc/obsEres thababdU A AOAC
previous years, the highest gap between the target and result was for the Singleece

First-Class Mail (35-Day) performance indicator.ld. She asserts that although the Poast

Service discusses HigiQuality Service results in the=Y 2018 Reportit does not provide

adequate explanations for missing FY 2018 targetkl. at 5. She notes that the Postal

Service identified extreme weather and natural disasters as oneason why t missed

FY 2018 targets.ld. She comments that it is impossible to determine whether the Postal

Service is improving its operations because the Postal Service cannot quantify the impact

of weather-related disruptions on results.ld.

Inits reply commentsh OEA 071 OOAI 3AOOEAA AOOAOOO OEAO EO
Ol O1TT O AAOOAO T &£ ATU T &£ EOO OAOOEAA DPAOAE Oi
at 2. It states that mitigation plans for FY 2019 include working to better ensure that field

sites understand and can adhere to established processes; and using tools within Informed

%21d,; seeDocket No. PI12018, Order Conditionally Approving Modifications to Market Dominant Service Performance Measurement Systems,
November 5, 2018 (Order No. 4872).
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Visibility (IV) to help identify sites with the highest opportunity for improvement.33 With
respect to thelarger gap between the target and result for th&ingle-Piece FirstClass Mail
(3-5-Day) performance indicator, the Postal Service discusses potential delays that are
due to the distance traveled by these mailpieceRostal Service Reply Comments at 2.
Specifically, 35-Day mailpieces may be required to move viaeseral transportation
channels and travel through more than one processing plant, which creates more potential
for mail not moving to its next handling on timeld. at 2-3. The Postal Service notes that it
Is now using the IV application to identify the r@t causes of these failures and focus on
ensuring results meet established targetdd. at 3. It states that it is working on an
initiative in FY 2019 to identify mail impacted by unforeseen events outside of its control.
Id.; seeChapter 3, section A.3.binfra.

The Public Representative also comments on FY 2019 targets. $éierates concerns
ADOAOGOAA ET DPAOGO UAAOO AT TAAOT ETC OEA ADPDBOI B
particularly for the Single-Piece FirstClass Mail (35-Day) performance ndicator. PR

Commentsat 6.She notes that in FY 2017, the Public Representative identified the large

gap between the target and result for this performance indicator and commented that the

Postal Service would have to improve its performance substantialtlp meet the FY 2018

target. Id. She points out that in theFY 2017 Analyss OOEA #1 1 1 EOOET 1T OAAT I |
OEA 01 OOAI 3AOOEAA OAOEOEO OEEO DPAOA& OI AT AA EI
i AAO OEA &9 c¢mpy OAOCAOhe AT A OOA@PI AET EIT x EC
if it chooses to retain the same taf A @8She observes that the Postal Service retaithe

same target for this performance indicator in FY 201%lthough performance did not

improve in FY 2018.1d. She notes that the Postal Serviadid not explain how it will

improve results for this performance indicator. Id.

The Postal Service maintains that stretch targets are not only achievable, but are set
appropriately high enough to inspire continuous improvement. Postal Service Reply
Comments at 2. It asserts that in FY 2019, it will focus omllaering to processing and
transportation schedules to meet FY 2019 targets for th&ingle-Piece FirstClass Mail
(3-5-Day) and other performance indicators.Id.

3. Commission Analysis

In FY 2018, the Postal Service missadl FY 2018 targets for both the pubt and the
non-public performance indicators measuringprogress toward the High-Quality Service
performance goal

The Commission finds that the Postal Servilié not meetthe High-Quality Service
performance goal in FY 2@

BId.Thelva e a4 SY at SHSNI FiBdito Readiie andl giagnoeIsedicd) frédict workload, and manage inventory, while
providing near reatime endto-end tracking of mai.SeeDocket No. RM2018&, Response of the United States Postal Service to Coiomiss
Information Request No. 1, question @dDecember 4, 2017).
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As discussed in Chapter 2here are two legal compliance issues related to the High
Quality Service performance indicatorsFirst, the Postal Service changed the methodology
for calculating FY 2018results of the SinglePiece FirstClass Mail (2Day and 35-Day)
performance indicators by using data for letters, postcards, and flats onlgnd excluding
parcels34 However, theFY 2018 Reportioes not contain comparable results for these
performance indicators because it expresses results for FY 2015 through FY 2017 using
the former methodology. SeeChapter 2, section C.2.bspypra.Consequently, the FY 2018
Report does not comply with 39 UCS.8 2804(c) for the Higluality Service performance
goal.

In FY 2019, the Postal Service states it will use a n&&PMsystem as its official
measurement systemFY 2018 Annual Reposdt 19.1t is unclear whether FY 2019 targets
were set based on the new SPM system or formereasurementsystem.This methodology
changemay affect the comparability d FY 2019 targets andesults, as well as results for
the past three fiscal yeardor the performance indicatorsmeasuring progress toward the
High-Quality Service performance goal

To comply with 39U.S.C. § 2804(b)(1) next ye#ne FY 2019 result for each performance
indicator must be comparable to the target set in the FY 2019 Pkas analternative, if
comparable FY 2019 mltscannot be provided, the FX019 Report must explaiwhy and
either: (1) explain how to compare results between thew SPM systeand former
measurement systenor (2) explain why making this comparison is not feile.

To comply with 39 U.S.C. 8§ 2804(c) next year, the FY 2019 Report must include comparable
results for each performance indicator for, at a minimum, FYs 2016, 2017, 2018, and 2019.
To be comparable, results for each fiscal year must be calculatedexpdessed using the

same performance indicator or methodologgs an alternative, if comparable results cannot
be provided for anyHigh-Quality Servicgperformance indicator, the FY 2019 Report must
explain why results are not directly comparable acrosgese fisal years. In that case, the
FY2019 Report must either explain how to compare results betweenrtbey SPM system

and formermeasuremensystemor explain why making this comparison is not feasible.

Second, theFY 20B Reportdoes not explain why it did not meet FY 2018 targets for the
non-public performance indicators for Competitive products, as required by 39 U.S.C.
§2804(d)(3). SeeChapter 2, section C.3supra.

To complywith 39 U.S.(8 2804(d)(3) next year, if the Pstal Service misses one or more
FY2019 targets forthe nonpublic performance indicatorsneasuringprogress toward the
High-Quality Servicgperformance goal the Postal Servicamustexplain why and describe
plans and schedules for meeting 920 targets.

34FY 2017 Analys# 27-28; Responseto CHIR No. 10, question 3.a.i. This change reflects the transfer e€Risst Mail Parcels to the
Competitive product listFY 2017 Analysig 27.
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In the sections below, the Commission makes observations on results, and targets and
explores plans for improving HighQuality Service performance indicator results in
FY2019.

a.  Observations on Results and Targets

Table I1I-2 compares results for each pulic performance indicator for FYs 2016, 2017,

and 2018. Results improved slightly between FY 2016 and FY 2017, but declined between
FY2017 and FY 2018For these seven indicators, after experiencing the largest
percentage point improvement between FY 201@nd FY 2017, SinglPiece FirstClass

Mail (3-5 Day) declined the most between FY 2017 and FY 201&ver 3 percentage

points? losing all previous gains and falling below FY 2016 level$he smallest decline
nearly half a percentage point occurred for Presoted First-Class Mail (Overnight).

Table 11F2
Public HighQuality Service Performance Indicators
Resultsfor FYs 2016, 2017, and 2018

Percentage Point Difference
Public HighQuality Service R EY 2016 agd EY 2017 and
Performance Indicator
I FY 2016| FY 2017 FY 2018 FY 2017 FY 2018
SinglePiece 2-Day| 94.71 94.74 93.78 0.03 -0.96
FirstClass Mail 3-5-Day| 83.69 85.57 82.48 1.88 -3.09
Overnight| 96.16 96.46 96.00 0.20 -0.46
Presorted 2-Day| 9505 | 9558 94.92 0.53 -0.66
FirstClass Mail y : : : : '
3-5-Day| 91.68 93.16 91.96 1.48 -1.20
F|rstCIa§s Mail Letter and Flat 9234 93.29 9207 0.95 122
Composite
USP®Marketing Mail and 90.01 | 91.44 89.26 1.43 218
Periodicals Composite

aResults othe SinglePiece FirsClass Mail (Day and 3%b-Day) performance indicators are expressed using performance data for letters,
postcards, and flats onland exclude parcels.
SourceFY 201&nnual Reporat 17; Responses to CHIR No. 10, question 3.a.ii.

Table I1I-3 compares FY 2018 results with FY 2018 targets and shows the percentage
point performance gap between the target and resultNone of the FY 2018 targets was
met. The largest percentage point performance gapalmost 13 percentage points
occurred for SinglePiece FirstClass Mail (35-Day). The smallest percentage point gap
just less than one percentage point occurred for Presorted FirstClass Mail (Overnight).
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Table 11}3
Public HighQuality Service Performance Indicators
Comparison of FY 2018 Targets and Results

FY 2018

High-Quality Service Percentage Point

Performance Indicator Target Result
Performance Gap

SinglePiece 2-Day 96.50 93.78 -2.72
FirstClass Malil 3-5-Day 95.25 82.48 -12.77
Presorted Overnight 96.80 96.00 -0.80
FirstClass Mail 2-Day 96.50 94.92 -1.58

3-5-Day 95.25 91.96 -3.29
FirstClass Mail Letter and Flat Composite 96.00 9207 -3.93
USP3®/arketing Mail and Periodicals 91.80 89.26 254

Composite
SourceFY 201&nnual Reporat 17.

In the FY2018 Report the Postal Service explains that considerable service disruptions

~ o~ o~ X

I AAOOOAA AOOET ¢ OEA EEOOO EAI £ 1T £ &9 c¢mpy AAA/

AEOAOOAOOrhys ETAI OAET C OEOAA [ AET O EOOOEAAT A<

AT A  OFY20a8Amnual Reportat 18. It is during the first quarter of each fiscal year

(which includes the December holiday shopping season) that the Postal Service processes

its highest mail and parcel volumesld. The Postal Service notes that these natural

disasteOO OECT EEAEAAT Ol U AZEZAAOAA OEOAA 1T £ OAOAI
organizational areas, and disrupted operations across its networkd. In a CHIR response,

the Postal Service identifies specific weather events and natural disasters resulting in

service disruptions, including the areas of the United States that were affected. Responses

to CHIR No. 2, question 1.a. However, it asserts that it has been unable to determine

exactly how these weather events and natural disasters have impacted resulid. question

1.b. As discussed below, the Postal Serviadl be working on an initiative in FY 2019 to

EAAT OEAU | AEI EiIi PAAOAA AU OT1 £ OAOGAAT AOAT 60
control. SeeChapter 3, section A.3.binfra.

Moreover, noting thatits annual service performance metrics are cumulative and
volume-weighted, the Postal Service asserts thaerformance during the first half of the
fiscal year, when volume is highest, sets the pace for the remainder of thecal year.
FY2018 Annual Reprt at 18. The Postal Servicassertsthat service performanceresults
improved for the USP3Marketing Mail and Periodicals Composite performance indicat
during the second half of F2018, and exceededhe target. Id. In a CHIR response, the
Postal Service confirms that result$or the FCLF Composite also improved during the
second half of FY 2018. Responses to CHIR No. 13, question 1.b.

The Commission acknowledges that service performance results during the secondftel
the fiscal year generally exceed the service performance results observed for the
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preceding first half of the fiscal year. However, historically, the Postal Service has not
sustained the improvement observed in the second half of the fiscal year thrgh to the
1 A0 EEOAAI 3WAAOBO 10A00A0 ps8

Given the continuous recurring nature of this issue, the Commission recommends that the
Postal Service explore how to adapt its operations to account for seasonal demand changes
in a way that does not negatively ipact service performance.

The Postal Service asserts that it also missed FY 2018 targets becauseradtevork -wide

job realignment and bidding process conducted during the second quarter of FY 2018.

FY2018 Annual Report at 18The Postal Service explainghat it conducted this

network -wide job realignment and bidding procesdo respond to the continued decline of

First-Class Mail volume, doublaligit growth in package volume, and an increase of over

one million new delivery points.ld. The Postal Servicenaintains that this effort limited its

OAAEI EOU O NOEAEI U 11 Oi AT EUA T DBDAOAOQGEI O AT A (
However, the Postal ServicassertsOEAO OEEO A£&A 00 OxEl 1l AAT AEEOD
AAUT IdA8d

In a CHIR responsehe Postal Service states that theetwork -wide job realignment and

bidding ®rocess begins withthe Function 1 Review, a modeling toolvhich is used to

determine appropriate and authorized staffing levels by employee categogResponses to

CHIR No. 2, gestion 2. This modeling toolwhich is used by all processing plantsccounts

for several components such as mail critical entry times, mail availability, volumeicility

equipment, and target productivities. Id. Once a review is approved, th8 T OOAT 3 AOOEAAG
goal is to realign workforce bid jobsbased on results of the reviewld.

The Postal Service explains that networkvide job realignment and bidding is an ongoing
processthat involves placing different people in different jobs and require a period of
adjustment. Responses to CHIR No. 13, question 2. The Postal Service states that service
performance may be impacted during this adjustment period because the process takes
several bid cycles to post, bid, award, and train employees, and eroytes are often

required to change schedules and tours as well as positiorid. The Postal Service
discusses how these events may impact employee productivity and work effectiveness,
which affects service performanceld.

The supplemental information provided in the CHIR responses clarifiethe explanation in
the FY 2018 ReportSpecifically, the descriptions of the networkvide job realignment and
bidding process help illustrate the impact of this process on productivity and, by
extension, service perfomance results.

35 See, e.gDocket No. ACR2015, Annual Compliance Determination Report, Fiscal Yeal@@h328, 2016, at06-07, 111, 1120, 12526;
Docket No. ACR2016, Annual Compliance Determination Report, Fiscal Yedl@eh&8, 2017, at 132
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In the FY 2019 Report, the Commission recommends that the Postal Service exptaore
detail the impact of anynetwork-wide job realignment and bidding processidertaken n
FY2019 onHigh-Quality Service performance indicator results ¥ 2019

The Public Representative asserts that the Postal Serviskould set more realistic
High-Quality Service targets, while the Postal Service maintains that its targets are
appropriate and attainable.

The Commission recommends that the Postal 8erstrive to develop targets that balance
the need to inspire continuous improvement with the importance of setting targets that are
realistic and achievable.

In addition to evaluating whether targets are met, the Commission also analyzes service
performance trends, which can forewarn of potential issues and affect the development of
Commission recommendations for the Postal Service. The Commission is concerned not
only that the Postal Service missed each of its FY 2018 targets, but also that resaftsach
performance indicator declined between FY 2017 and FY 2018. Because the legacy and the
new SPM systems use different methodologies, trend analysis may become more difficult.
Asdiscussed above, th&Y 2019 Repomnust address the issue of comparabilitypf results
across fiscal yearsSeeChapter 3, section A.3supra. As discussed below, th€ommission
recommends that theFY2019 Reportalso address the impact of any Postal Service
initiatives identified in the FY2018 Report(such as leveraging of data analytics to
proactively identify and address the root causes of lower performance) on the High
Quality Service performance indicator results for FY 201%eeChapter 3, section A.3.b.,
infra.

b. Plans for Improving HigQuality $rvice

The Postal Service anticipates further significant weather events in FY 2010y2018

Annual Reportat 19. In theFY 2019 Planthe Postal Service states that to meet FY 2019

targets, it will incorporate lessons learned from FY 2018 weather disruptins into its

response efforts to normalize operations quickly with the least amount of disruptiondd.

In a CHIR response, the Postal Service describes its development of a Hurricane

Preparedness Guide to help postal management provide necessary directi@moordination,

and support to ensure that facilities are prepared and are able to respond to and recover

from a hurricane. Response to CHIR No. 2, question 3. The Postal Service asserts that the

Hurricane Preparedness Guide will help ensure the continuatn of Postal Service

functions and crucial servicesld. The Hurricane Preparedness Guide was last updated in

*OT A ¢mpuywh AT A OATT OAET O All AOAEMAAT A 1 AOGOIT ¢
A4EA 01 OOAT 3AOOEAA EIT AEAAOAvideshe dodice Ortley AAOE A £ET
1 AGOTT O 1 AAOT AA6 ET OEA Id AecdoiBghditiie RostlGdrBcd, OA AT A O
prior to a pending event, postal leadership will meet with management employees from

areas that have been previously impacted in order teehrn best practicesld. The Postal

Service also notes that additional information now available from the National Hurricane
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Center provides it with the ability to monitor storm surges, as well as the ability to provide

a forecast track map for postal fadities lying within the possible path of a projected

storm.ld.4 EA 01 OOAT 3A0O0OEAA AOOAOOO OEAO Ofr AYO A O.
begin the process of mobilizing equipment sooner and defining a larger span of offload

sites, which helpstoE AAD OEA 1 AOd.T OE 11T OET C¢c86

In FY 2019, the Postal Service will also work on an initiative to identify mail impacted by

O1 £ OAOAAT AOGAT OO OEAO AOA 1T OOOEAA T &£ OEA 01 OC¢
question 1.b. This initiative will utilize a datadriven approach to identify and flag

mailpieces impacted by uncontrollable events, such as major weather evenid. Using this

AAOAh OEA 01 OOAl 3A0O0OEAA AOOAOOO OEAO EO OxEIlI
from these events and diagn®@ A O A O O E Add\In a8ditien, tBePhtaBService notes

that the ability to categorize impacted mailpieces will enable it to alternately report on

service performance both with the impacted mailpieces included, and with the impacted

mailpieces exclided. Id.

Also, n FY 2019, the Postal Service will also use the new SPM system as the official
measurement system for service performancd=Y2018 Annual Reportat 19. It will replace
the External FirstClass Measurement system, which the Postal Service used through the
end of FY2018.1d.4 EA 01 OOAT 3 AOOEAA AOOAOOO OEAO OEA 3¢
accurate, reliable and representative service performance reporting by gathering data
from multiple sourcesl,] including live scans of the billions of [mail]pieces moving through
the postal network, rather than relying on samples of test pieces and [sent to] test

O A A E b B AThe@®@s&l6Service maintains that the SPM system will more accurately
reflect service performance in neafreal time and will better use data analytics to identify
systemic or localized areas for improvementd. Furthermore, it asserts knowing where in
the process an error occurred ice, during the first mile, processing, or lasinile) allows the
Postal Service to put corrective actions in place sooner. Resposse CHIR No. 2,

question 4.

In conjunction with the development of the SPM system, the Postal Service reports that it

implemented a new mail condition reporting system inJanuary 2019 called Mail Condition

Visualization (MCV)Id.4 EEO OT 11 AEODPI AUO A AAdAEmeE OUSO | AE]
using scanning to determine where mailpieces and containers are within the network and

to calculate whether delays occur duringprrocessing or transportation.ld. The Postal

Service maintains that this tool provides the ability to view current processing operations

and identify which mailpieces within the network are atrisk of missing their service

standard, thereby reducing servie failures.l|d.

Inthe FY 2018 ReportOQEA 01 OOAT 3 AOOEAA Al 0T OOAOAO OEAO
ET OAOOI ATOO 11 EAU ET Z£#OAOOOOAOOOA OPCOAAAO OE/
AT A xEI 1T OAT1OET OA r EOOY A /&b ofpdnedthesA AOEOAT U /
PDOT AAOO AEAT CAO AY 20180AnAaERepokti1CTHARDSal Bervice

plans to invest $1.85 billion in parcel sortation, acceptance, and dispatch equipment; IT
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systems and scanning capabilities; facility repairs and atations; programs for
addressing space deficiencies for handling package growth; building purchases; material
handling and transportation efficiency solutions; and service vehicles, small programs,
and other initiatives. Responses to CHIR No. 13, questi8n

The Commission findsth@d EA 01T OOAIT f& Aprovibd\HighQualiyISérlic®are
reasonable stepfor improving High-Quality Service performance indicator resulits A A A
FY2019.The Commission observesth@E A 01 OOAT 3 AGéfded O ET EOEAOE

Ei PAAOAA AU O1 £ OAOGAAT AOAT OO0 OE Afpearsikdly | OOOE A/
to help the Postal Service moeecurately determine the extent to which weatheelated

events affect its service performance resultsthe FY 209 Report, theCommission

recommends that thé?ostal Servicexplain the outcome ahis and other initiatives

designed to improve HigiQuality Service andiscusghe impact that these initiatives have

on FY 2019 results.

B. Excellent Customer Experiences
1. Background

a. Customer Surveys

The Postal Service measures customer experiences by conducting surveys of residential,
small/medium business, and large business customep8.In FY 2018, the Postal Service
measured progress toward the Excellent Customer Experiers performance goal using
eight customer surveys:

Business Service Network (BSN)
Point of Sale (POS)

Delivery

Customer Care Center (CCC)
Enterprise Customer Care (eCC)
Business Mail Entry Unit (BMEU)
USPS.com

=4 =4 4 4 -4 A5 A5 -2

Large Business

36 Residential cstomers live ifJnited States households that receive mail delivery. Small/mediusmbss customers havewer than 250
employees. Largeusiness customers have more than 250pdoyees. Library Reference UgP®%180y 3 5SOSYOSNJ H¥¥I8 HAmMy T FAE S
38t NB F I O S8 (rdfaed) | (
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The Postal Service providesapies of these surveys in the FY 2018 AGREach survey

measures a customer touchpoint or interaction between the customer and the Postal

Service. The BSN provides nationwide support to qualified business customers related to

service issues, information, ad requests.FY 2018 Annual Reposdt 19. The BSN survey

i AAOOOAO AOOET AOO AOOOI i AOOGGE 1 AOGAT 1T £ OAOEOEA]
who initiate a service request within the BSN receive an email invitation to take the BSN

survey online.ld. The survey consists of 12 evaluation questions and 4 opeanded

customer supplied responses?

A4EA 0/3 OOOOAU I AAOOOAO AOOOI I AOOG 1T OAOAT T OAC<
locations that use POS equipmenf. After completing a retail transaction, customers

receive a receipt that invites them to take the POS survey via website, telephone number,

or Quick Response (QR) Code. Preface at 3. The PQ&yus conducted through a

web-based survey platform and congts of seven ealuation questions and two

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 line. SeeSurveysat 2-10.

The Delivery survey measures the overall satisfaction of residential and small/medium
business customers with their delivery experiencé® Randomly selected residential and
small/medium business customers are mailed a letter survey invitation on weekly basis,
and given the option of completing the survey by phone or online. Preface at 3. There are
different Delivery surveys for residential and small/medium business customersSee
Surveys 2637. The Delivery survey asks customers to evaluate theawverall satisfaction
with receiving mail and packages delivered by the Postal Service, as well as their
experiences with letter carriers.See id.

The CCC survey measures customer satisfaction with calls made to CCCs, which handle

customer callstothe PO OAT 3 AOOEAASG O O1 1 14 CEdondsfilsDOOT I A0 O,
interact with an IVRsystem, which resolves approximately twethirds of the calls received

annually 42 If the IVR system does not resolve the issue, customers then speak to a live

agent. Prime of Four Surveys at 11.

3 Seelibrary Reference USEFY180 y = CF SuivEys &Y2008IR T ¢  GThedzB@IF A &G R 2 Yy Q& NM26 ibciudeMBopydah NE G KS | / w
each customer survew description of the customer type targeted by the surwég number of surveys initiated and receivezhd in the

case of multiple choice questions, the number of responses received for each question, disaggregated by each of theeppeniids.

39C.F.R. 8055.92.

381d.; seeSurveys at 1-P5.

39FY 2018 Annu#teportat 19; Preface at 3.
40FY 2018 Annual Repart 19; Preface at 3.
41FY 201&\nnual Reporat 19; Preface at.4

42United States Postal Service Office of Inspector Gerfeoatal Customer Satisfaction: A Primer of Four SurRRaVR17-010, Augus
28, 208, at 11 (Primer of Four Surveys)
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AEAOA AOA OxI AEEZAOAT O ### OOOOAUO OEAO I AAOC
either the IVR system or live agent. Preface at 4. For the IVR system survey, all customers

who only interact with the IVR system are asked ahe beginning of their call if they are

willing to complete a survey after the callld. For the Live Agent survey, all customers who

speak with a live agent receive a phone invitation to take the survelgd. The CCC surveys

AOE AAT OO A OO Qpérienbepdided b theD¥AR siysted @r the live agenBee

Surveys at 7179.

The eCC is a case management system the Postal Service uses to manage customer
complaints#3 The eCC survey measures resolution satisfaction of customers who file a
complaint through either a CCC live agent or on USPS.c6.2018 Annual Repost 19;

Preface at 4. Customers who provide an email address receive an eCC survey after their
case has been closed as long as the customer has not already been surveyed during the last
60 days#4 The eCC survey consists of 12 evaluation questions and 1 opemded customer
supplied responseld. These questions ask customers to evaluate the quality of service

they received in response to their issue, as well as their experience with the custem

service representative.SeeSurveys at 3845.

The BMEU is the area of a postal facility wheteusinessmailers present bulk, presorted,

and permit mail for acceptance54 EA " - %5 OOOOAU 1 AAOOOAO AOOET A
satisfaction with the BMEU, intuding BMEU employees and the service receivéél After

mailers produce and finalize a postage statement at the BMEU, they receive a viaised

survey consisting of nine evaluation questions and three opeanded mailer supplied

responses. Preface at 2. The¢¢ OAOOET T O AOE AAIT OO 1 AEI AOOGB8 T OAC
experience at the BMEU, as well as their experience with acceptance employees at the

BMEU4/

A4EA 53038AT 1 OOOOAU 1 AAOOOAO AOOOI I AO OAOEOEAI
and solicits cu®©®T | AOOS 1T PET ET 1T O FY ZR18xAAnNaDEepolit 24 Thei AT O O8
survey is offered to a random sample of 2 percent of users who access the website through

a desktop or tablet and click through 3 or more web pages. Preface at 5. In addition, the

survey is offered to a random sample of 5 percent of users who access the website through

43 Docket No. ACR2014, United States Postal Service Responses to Questions 6, 7-9plf, 21 = onX on< FyR op 2F [ KI AN
wSljdz§ai b2d MoXI al NDK MoX HnmMpIDHAHREUOAZFFAaPLIRFDE FAfB@nd®/ KLwMOoDHNF &/ 2Y

4 Preface at 4. Customers who only provided a phone number receive a call from the IVR klistem.

45 United States Postal Servicglossary of Postal Terms (Publication 3@y 20134vailable at
https://about.usps.com/publicadbns/pub32/pub32_terms.htmn

46 FY 2018 Annual Repat 19; Preface at 2.
471d.; see Surveysat 62-70.
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a mobile deviceld. The survey consists of two evaluation questions and one opended
customer supplied response supplied®

The Large Business survey measures customsatisfaction of large business customers,
which are those with 250 or more employeeg? The Large Business survey is managed by
a third-party vendor who solicits customers to sign up to participate in the survey. Preface
at 5. The survey was conducted quaerly during FY 2018.1d. The survey consists of 14
evaluation questions and 2 operended customer supplied responsedd.

b. FY 2018 Performance Indicators

The Postal Service uses these customer surveys to develop performance indicators that
measure progresgoward achievement of the Excellent Customer Experiences
performance goal. Each customer survey corresponds to a performance indicator. For
example, the BSN customer survey corresponds to the BSN performance indicator.

In FY 2018, the result of each perfonance indicator was calculated as the percentage of
AOGOOT T AOO xEIT OAODPTITAAA O6AOU 3AOEOEEAAS
guestion on the corresponding customer survey? The Overall Satisfaction questions for
each customer survey areisted in Table IlI-4.

48 Preface ab; seeSurveys at 80
49FY2018ACR at 52Preface at 5seeSurveys at 461.
S0FY 2018 ACR at 49; Responses to CHIR No. 2, question 6.e.
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Table 114
Customer Surveys
FY 2018 Overall Satisfaction Questions

Customer Survey Overall Satisfaction Question
Business Service Network How satisfied are you with the overall experience
provided by the Business Servidetwork?
Point of Sale Thinking about this visit to the Post Office, overall,
how satisfied were you?
Delivery Thinking about your overall experience with receivi

mail and/or packages delivered by USPS recently,
satisfied are you?

Customer Careddter” Live Agent surveyHow satisfied are you with the
overall experience provided by the contact center?

IVR system surveyPlease tell us how satisfied you
were with the overall experience provided by the
USPS automated system.

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

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

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

Large Business First of all, thinking about all aspects of recent

experiences your business has had with the USPS,

how satisfied are you with us?
aThe FY 2018 Delivery performance indicator resultlioes responses from both residential and small/medium business customers into one

unweighted score. Library Reference USPR8oy £ 9 EOSt FAES a4/ L /2YLRAAGSW! [ [ {! w9, { Wt NEINI Y
Delivery performance indicator resultas a composite afeightedresults from the Delivery (Residential) and Delivery (Small/Medium

Business) surveys. Preface at;Responses to CHIR No. 2, question 8.b.

bThe FY 2018 CCC performance indicator result is a composite of overall custoneestisatisfith a live agent (25 percent) and the IVR

system (75 percent). FY 2018 ACR a50

Source Responses to CHIR No. 2, question 6.e.; Prefac&atiprary Reference USfEY18oy = 9 EOSE FAE S &4/ L / 2YLRaAGSy!
{' w9, { Yt NPANI YhOSNIBASGYHAMYy DEf A E ¢

In FY 2018, all eight survey performance indicators.€.,the BSN, POS, Delivery, CCC, eCC,
BMEU, USPS.com, and Large Business performance indicators) were components of the CX
Composite Index, which the Postal Service uses as a performance indicator faasuring
overall customer experience’ The CX Composite Index is a weighted composite of the
component performance indicators. Methodologies for calculating the results of the CX
Composite Index and component performance indicators are discussed@hapter3,

section B.3.a.nfra.

S1FY 2018 Annual Repat 19. The CX Composite Index was called the Customer Insights Composite Index in padtaebdsn.2.
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C. Comparison of FY 2018 Targets and Results

Table IlI-5 compares FY 2018 targets and results for each Excellent Customer Experiences
performance indicator. AsTable IlI-5 shows, the Postal Service missed FY 2018 targets for
each performance indicator except for the BMEU.

Table 145
Excellent Customer Experiences Performance Indicators
Comparison of FY 2018 Targets and Results

Performance Indicator FY 2018 Target P AU RS
TargeiNot Met

Customer Experience Composite Index 80.93 67.47
Business Service Network 96.73 95.90
Point of Sale 90.42 87.98
Delivery 86.33 80.47
Customer Care Center 69.17 39.19
Enterprise Customer Care 70.00 36.73
Business MalEntry Unit 95.00 95.33
USPS.com 66.33 57.54
Large Business 78.00 72.34
aThe FY 2018 Customer Care Center target and result are not comparable. Responses to CHIR No. 10,
2. This issue is discusseddhapter 2SeeChapter 2, section C.2.aypra

SourceFY 2018 Annual Repat 17.

The FY 2018 Reporéxplains that the two primary contributors for missing the CX

Composite Index target were the FY 2018 results for the eCC (36.73) and the CCC (39.19)
performance indicators, which were considerably below their respective FY 2018 targets

(70.00 and 69.17 espectively).FY 2018 Annual Reposdt 20.For the eCC performance

ET AEAAOT Oh OEA 071 O0OAT 3AOOEAA OOAOAO Or OYEA DI
EOOOAOG xAOA 11 0 AAANG@SERosta SetvikeekplaidshidataN OEAET U8 6
analysisof eCC performance indicator results has shown that the largest drivers of

customer satisfaction are contacting the customer within 24 hours and successfully

resolving the issue. Responses to CHIR No. 2, question 11.

For the CCC performance indicator,the | OOAT 3 AO0OOEAA OOAOAOG Ofr OYEA
identified by customers were long wait times before speaking to a [Postal Service]

representative and the inability to resolve their issues at first contact with [the IVR]

O U O ORYi 2818 Annual Repodt 20. The Postal Service explains that in FY 2018,

approximately 66 percent of CCC calls were not resolved on the first attempt, which drove

overall satisfaction downwards. Responses to CHIR No. 2, question 11. The Postal Service

also notes that to increasesurvey response rates, it changed the CCC survey by reducing

the number of questions ancautomatically routing customers to take the surveyFY2018
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Annual Report at 20These changes resulted in a sifold increase in survey responses, but
decreased the ¥ 2018 result>?

The Postal Service also explains why it missed FY 2018 targets for the other component
performance indicators. Thesexplanations are provided inTable IlI-6.

Table 1116
Excellent Customer Experiences
Component Performance Indicators
Reaons for Missing FY 2018 Targets

Component Performance Indicator Reason for Missing FY 2018 Target
Business Service Network Business Service Network was not adequately staff
throughout FY 2018, creating inconsistencies in
territories where there was noegular representative

Point of Sale Need for additional training of front line retail
employees

Delivery Significant service disruptions including weather an
natural disasters during the first half of the year

USPS.com Website functionality andlesign

Large Business Ease of contacting a representative and issue/clain
resolution

SourceFY 2018 Annual Repat20-21; Responses to CHIR No. 13, question 4.

d. FY 2019 Plan

In the FY 2019 Planthe Postal Service states that it will improve customrexperiences in

FY 2019 by establishing the Vice President of Customer Experience position to provide

leadership, coordination, and focused attention on customer experience issués’ 2018

Annual Reportat 21. To improve the eCC performance result, the tal Service explains

OEAO EO xEIl OEIDOI OA ET EOEAI Ai 1T OAAO OEI AO Ot
AAOGAT 1T PET ¢ AAOA 1T AT ACAT AT O OEEIT1 08 806 2A0ODI 1 O
Service will also provide frequent customer experiencesedback reports to area and

district level management, as well as focus on initial contact and issue resolutidd.

To improve the CCC survey result, the Postal Service describes upgrades made to the IVR
system in FY 2018, specifically upgrading IVR sysh speech recognition and enhancing

the menu, to increase the likelihood that customers will remain on the call through

transfer to a live agent and thereby help customers resolve their issues during their first
call to the CC@3 The Postal Service also ates that in FY 2019 it will focus on optimizing
staffing schedules based on call arrival patterns and implementing technology solutions to

52]d.; Responses to CHIR No. 2, question 10
%31d.; FY 2018 ACR at 55.
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help customers with seltservice options.Responses to CHIR No. 2, question 11. To improve
the quality provided by live agents, supervisors, and analysts on calls, tRostal Service has
conductednew and enhanced training to CCC personné

The Postal Service also describes plans and schedules for meeting FY 2019 targets for the
other component performanceindicators, which are listed inTable 1lI-7.

Table 147
Excellent Customer Experiences
Component Performance Indicators
Plans and Schedules for Meeting FY 2019 Targets

Component Performance Indicator Plans and Schedules for
Meeting FY 2019 Target
Business Service Network Implement process improvements to improve the

number of respondents; deploy the Single Package|
LookUp tool to enable representatives to better
assess and resolve package delivery issues

Point of Sale Training and retrainingetail employees on work
efficiency, courtesy, and knowledge of products ang
services

Delivery Implement operational, technological, and training

initiatives to improve mail delivery process; use a
more accurate internal service performance
measuremensystem; prioritize capital investments
and actively train and engage employées

Business Mail Entry Unit Implement training and certification processes to
become Business Solutions Centers; pilot Mail and
Shipping Solutions Center to provide centralized
support, first contact solutions and standardized
responses across the country; develop automated
solutions for package pricing and payment methodg
USPS.com Refresh USPS.com website with new user interface
better navigation, and improved functionality
throughout the year

aPlans and schedules for improving the Delivery performance indicator result are discussed as part of-@edtiiglService performance

goal SeeChapter 3, section AR, supra
SourceFY 2018 Annual Repa@tt20-21; Responses to CHIR No. 13, question 4; FY 2018 AC&7at 54

In the FY 2019 Planthe Postal Service describes several changes to the Excellent

Customer Experiences performance indicators and methodologies for calculating results.
First,inFY2npw Of OYEA #8 #1101 b1 OEOA )1 AA@ xEI1 1 AAGOD
customer satisfaction scores across each touchpoint relative to the performance target

fr AOOAAT EOEAAY /EFYQR01A Ankdal Rédodd A1ERdoR] the & arge

Business performance indicator will be removed because business customer experiences

541d,; FY 2018 ACR at 55.
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are already captured in the BSN and BMEU surveyd. Third, the Postal Service is
changing the methodology for calculating the eCC performance indicator result by
measuring both customersatisfaction with resolution quality received and yeafto-date
overall satisfaction improvement compared to the sameeriod last year.ld. These changes
are discussed belowSeeChapter 3, section B.3.anfra.

2. Comments

The Public Representative commentthat in FY 2018, the BMEU performance indicator
was the only Excellent Customer Experiences performance indicator to meet or exceed its
FY 2018 target. PR Comments atB She notes that FY 2018 was the first year the BMEU
performance indicator was used taevaluate progress toward this goalld. at 7. She asserts
that without several years of results, no useful conclusions can be drawn from the Postal
Service meeting the BMEU performance indicator targeid. She observes that the FY 2019
BMEU performance mdicator target is lower than the FY 2018 result and that the Postal
Service does not provide an explanationid. She urges the Postal Service to reconsider the
FY 2019 targetld.

The Public Representative notes that FY 2018 results for the CX Compositeéex and the
other component performance indicators did not meet FY 2018 targets and declined from
FY 2017.1d. Thus, she concludes that the Postal Service did not meet the Excellent
Customer Experiences goal in FY 201Rl. at 8.

In its reply comments,the Postal Service explains that it sets targets using a standard
methodology based on data from the most localized level. Postal Service Reply Comments
at 4. For the BMEU performance indicator, the most localized level was the district level,
where the maldian score was 95.13ld. Although the national score was higher, the Postal
Service states that it set the FY 2019 target based on performance at the district level.

3. Commission Analysis

The Postal Service exceeded the FY 2018 target for the BMEU performance indicator, but
missed FY 2018 targets for the other Excellent Customer Experiences performance
indicators. Thus, the Commission finds that the Postal Service partially met the Exdellen
Customer Experiences performance goal in FY 20i8meeting only one of the nine targets

In the FY 2018 ACR, the Postal Service provides copies of each customer survey and other
information required by 39 C.F.R. 8§ 3055.9%. The Postal Service also includes additional
information by describing changes made to the customer surveys and performance
indicator methodologies, as well as discussing the impact of the methodology changes on
FY 2018 results. FY 2018 ACR at 4. Library Reference USP&Y1&38 also includes a
helpful table containing detailed information on the survey methodology and data

5 Seelibrary Reference USEFY1838.
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collection for each customer survey$¢ This additional information facilitates the

#1 1 1 EOOETT1 60 OAOEAx |1 £ foreds perdaiaide hollllt@lsor OOOT i AO
helps interested persons understaqd the customer survey and methodqlogy cAhanges as
xAl1l AO OEA 01 OOAI 3AOOEAAB8O OAOETTAI A &£ O I AE

The Commission recommends that the Postal Service continue to providadhkisonal
information in the FY 2019 ACR by describing any changes made to customer surveys and
performance indicator methodologies, providing the rationale for making these changes, and
discussing the impact of these changes on FY 2019 results. The Gsimmalso recommends
that the FY 2019 ACR include a similar table to the onduded in Library Reference
USPSY1&38 that contains detailed information on the survey methodology and data
collection for each customer survey.

The FY 2018 Reporéxplainswhy FY 2018 targets were not met and describes plans and
schedules for meeting FY 2019 targets as required by 39 U.S.C. § 2804(d)&&e FY 2018
Annual Reportat 20-21. The Postal Service provides further details on these explanations,
plans, and scheduls in the FY 2018 ACRSee FY 2018 AGR53-57. The Commission
appreciates the information provided in the FY 2018 ACR and finds that it enhances the
explanations, plans, and schedules in theY 2018 Reporand FY 2019 PlanThe additional
information facilit atescrossreferences among thd=Y 2018 ReporttheFY 2019 Plapand
the FY2018 ACR and may help future annual performance reports and annual
performance plans comply with section 2804(d)(3).

In the FY 2019 Report and FY 2020 Plan, if the Postal 8emviisses one or more targets for
the Excellent Customer Experiences performance indicators, the Commission recommends
that the Postal Service consider including a crasference to the FY 2019 ACR explaining
why FY 2019 targets were not met and descriggiplans and schedules for meeting FY 2020
targets.

In the sections below, the Commission describes customer survey and performance
indicator methodology changes and discusses comparability issues related to the Excellent
Customer Experiences performance iicators.

a.  Survey and Methodology Changes

In the FY 2018 Reportthe Postal Service states that it evaluated each survey for
effectiveness in measuring overall customer satisfactiofY 2018 Annual Repost 20. The
Postal Service explains that to enhancésiunderstanding of customer satisfaction and
improve results for FY 2019, it significantly revamped its processes for measuring
customer experiences during FY 2018. FY 2018 ACR at 48. These changes included
revising customer surveys and methodologies focalculating results.ld. at 49-57.

S |jbrary Reference USEEY180y = 9 EOSE FAES &/ L /2YLRAAGSW! [[ {'wzx9, { Pt NEINI YhOBSNIA S
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4EA 01 OOAI 3AOOEAA OOAOAO OEAO ET &9 c¢mpxh
customer survey portfolio to better understand and document the current state of the

OO00OAUO806 2A0ODPT 1T OAO Asipartof thiskvaludtiah, the Postll S&V@O E T 1

examined several metrics for all surveys, such as the number of questions, the response
rates, and the number of surveys distributedld. It also assessed the consistency of
comparable metrics across survey$o determine whether the surveys were using the
same scales and wordindd. Based on these findings, the Postal Service updated all
customer surveys to use consistenthworded Overall Satisfaction questions and a-foint
scale to ensure more comparable llts across the surveys in FY 2018.

The Postal Service also changed the CCC survey by reducing the number of questions and
automatically routing customers to take the surveys8 This change resulted in a sifold
increase in survey response compared tde previous yearFY 2018 Annual Repost 20.

The Commission commends the Postal Service for evaluating and updating the current
customer surveys and performance indicator methodologies to ensure quality and
consistency and for improving CCC survey resmmorates. The Commissions finds that using
consistentlyworded Overall Satisfaction questions and g6int scale will promote
comparability of results in FY 2019 and beyond.

However, as discussed below, the survey and methodology changes affected the
comparability of results for several Excellent Customer Experiences performance

indicators in the FY 2018 ReporiSeeChapter 3, section B.3.binfra. Specifically, in

FY 2018, the Postal Service changed the methodology for calculating results of the CX
Conposite Index, BSN, Delivery, CCC, and eCC performance indicators. These methodology
changes are discussed below.

(1) Customer Experience (CX) Composite Index

The CX Composite Index is a performance indicator that measures overall customer
experience®® The resut is a weighted composite of the component performance
indicators. Table 11I-8 illustrates how the methodology for calculatingCustomer
Experiencecomposite index results changed between FY 2014 and FY 20109.

EO

W €&

SIdA6LRZAY G alOltS YStya GKIG GKSNB INB &AE LlRaarot$ NBHRRYAESAlIGRABAOROD:
Seelibrary Reference USEFY180y = 9 EOSt FAE S a/ L /2YLRAAGSW! [[ {!wx9, {wt NEINI YhBSNDA

58 FY 2018 Annual Repat 20; Responses to CHIR No. 2, question 10.

%9 The CX Composite Index was formerly called the Customer In€igivtposite Scord=Y 2018 Annual Rep@tt 19 n.2.

-44 -



Analysis of FY 2018 Performance Report Evaluation of Performance Goals
and FY 2019 Performance Plan

Table 1148
Customer Experience Compositedex
Component Performance Indicator Weights

Weight of Customer Experience Composite Index
Component Performance
Indicator FY 2014, FY 2015,
and EY 2016 FY 2017 FY 2018 FY 2019
Business Service Network 40% 30% 10% 10%
Point of Sale 20% 20% 10% 15%
Delivery 20% 20% 20% 20%
Customer Care Center 20% 20% 20% 20%
Enterprise Customer Care Not Included 10% 15% 20%
Business Mail Entry Unit Not Included Not Included 10% 10%
USPS.com Not Included Not Included 5% 5%
Large Business Not Included Not Included 10% Not Included

Source: Docket No. ACR2016, Library Reference®6B8y 5 5 S0OSY0 SNJ Hb¥IBB nmc I 1
t NB T OS ¢tAVROALZAnnubl RepatT7-18; Responses to CHIR No. 2, questionsd.b.

Table I1I-8 shows that from FY 2014 through FY 2016, the Postal Service calculated the CX
Composite Index result using the same methodology. In FY 2017, the Postal Service
changed the methodology by adding the eCC as a component performance indicator and
adjusting the weights of the other performance indicators accordingly. In F2018, the

Postal Service added three new component performance indicators (BMEU, USPS.com, and
Large Business) and adjusted the weights of the other performance indicators accordingly.
See F2017 Analysisaat 42-43. In FY 2019, the Postal Service proposes to remove the Large
Business component performance indicator and adjust the weights of the POS and eCC
component performance indicators upward to account for the removal of the Large
Businesscomponent performance indicators?

(@ FY 2018 Methodology

The Postal Service described the FY 2018 CX Composite Index performance indicator
OAOOI 6 AOGO OA OEIiPI A xAECEOAA AOAOACA 1T £ OEA
FY 2017Annual Reportat 18. The Postal Service calculated the FY 2018 CX Composite

Index result in three steps. First, the Postal Service determined the FY 2018 result for each
component performance indicatoré! Second, the Postal Service multiplied the result of

each component performace indicator by its respective weight listed inTable 111-8, supra.
Responses to CHIR No. 2, question 6.b. Third, the Postal Service added the weighted

results together to arrive at the FY 2018 CX Composite Index result of 67.4d.Table I11-9

illustrat es the steps for calculating the FY 2018 CX Composite Index result.

80FY 201&\nnual Reporat 21; seeTable IH8.

61 Responses to CHIR No. 2, question Bhie FY 2018 result for eacbmponentperformance indicator was calculated using the Overall
Satisfaction question for the corresponding customer survey listddile 1H4. SeeChapter 3, section B.1.ksupra
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Table 149
Customer Experience Composite Index
Methodology for Calculating FY 2018 Result

Component ; .
Performance | FY 2018 Result UL BB
. (Percent) Result
Indicator
Business$ervice 95.90 X 10 _ 959
Network
Point of Sale 87.98 X 10 = 8.80
Delivery 80.47 X 20 = 16.09
Customer Care 39.19 X 20 = 7.84
Center
Enterprise _
Customer Care 36.73 X 15 B 551
Business Mail _
Entry Unit 95.33 X 10 = 9.53
USPS.com 57.54 X 5 = 2.88
Large Business 72.34 X 10 = 7.23
FY 2018 Customer Experience Composite Index Result 67.47

Source: Responses to CHIR No. 2, question 6.b.

(b) FY 2019 Methodology

In FY 2019, the Postal Service will again change the methodology for calculating the CX
Composite Index result. It will remove the Large Business performance indicator and
adjust the weights of the other component performance indicators accordingly as show

in Table 111-8.52 The Postal Service will also calculate the FY 2019 result using a mapping
scale and express the result as a number between 1 and 15. Responses to CHIR No. 21,
question 2.b. The steps for calculating the FY 2019 result are described below

First, the Postal Service will determine FY 2019 results for each component performance
indicator. SeeResponses to CHIR No. 2, question 6.c. The Postal Service will use the same
methodology used in FY 2018 to calculate FY 2019 results for each compohen
performance indicator except for the eCC performance indicatoGeeResponses to CHIR

No. 2, question 6.d.ii. For this performance indicator, the Postal Service will calculate: (1)

Al A## | OAOAI T 3 AOEOAAAOE] IsatigfabtiorOsth thedy@iyA 1 1

of service received in response to their issue; and (2) an eCC Improvement Rate as
compared to the same period last yedi& In a CHIR response, the Postal Service provides
the following hypothetical FY 2019 results to show howt plans to calculate the FY 2019
CX Composite Index result:

62FY2018 Annual Repost 21; Responses to CHIR No. 2, question 6.c.
83FY 201&\nnual Reporat 21; Responses to CHIR No.diestion 2.a.
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Table 410
Component Performance Indicators
Hypothetical FY 2019 Results

. Hypothetical
Performance Indicator FY 2019 Result

Business Service Networ 95.90
Point of Sale 91.02
Delivery 84.96
Customer Care Center 45.28
eCC Overall Satisfaction 3750
Score

eCC Improvement Rate 10.65
BMEU 95.33
USPS.com 57.54

Source: Responses to CHIR No. 2, question 6.c.

Second, the Postal Service will map each FY 2019 result listedliable 111-10 to a 15-cell

matrix to determine a Cell Value between 1 and 15. Responses to CHIR No. 2, question 6.c.
The Postal Service provides the 18ell matrix in a CHIR responseSee idEach FY 2019

result will be mapped to the Cell Value that has the number clest to the result without
exceeding it.See idTable IlI-11 shows how each hypothetical FY 2019 component
performance indicator resultlisted in Table 11-10 would be mapped to the 15cell matrix.

For example, a F2019 Delivery performance indicator resut of 84.96 would have a Cell
Value of 564 The eCC Overall Satisfaction Score of 37.50 would have a Cell Value of 2, and
the eCC Improvement Rate of 10.65 would have a Cell Value of 6.

64 The Deliveryperformance indicatoresultof 84.96would be mapped to the number 84.32 in the matrix, which is the number closest to the
Delivery result without exceeding it.
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Table 411
FY 201%ustomer Experienc&€omposite Index Methodology

Mapping of Hypothetical FY 2019 Results to-T8Il Matrix

Cell Value 1 2 3 4 5 6 7 8 9 10 | 11 | 12 | 13 | 14 | 15
Delivery 72.95 | 76.82 | 81.55 | 82.75 | 84.32 | 86.33 | 86.58 | 86.93 | 87.40 | 88.00 | 88.64 | 89.32 | 90.08 | 90.96 | 92.00
eCC Overall

Satisfaction | 35.00 | 36.65 | 38.67 | 46.50 | 56.84 | 70.00 | 70.25 | 70.55 | 70.90 | 71.30 | 71.80 | 72.40 | 73.10 | 73.95 | 75.00
Score

eCC

Improvement | 2.50 | 3.70 | 4.98 | 6.40 | 8.05 | 10.00 | 11.00 | 12.20 | 13.60 | 15.20 | 17.20 | 19.60 | 22.40 | 25.80 | 30.00
Rate

Business

Service 93.85 | 94.31 | 94.80 | 95.35 | 95.98 | 96.73 | 96.85 | 97.01 | 97.22 | 97.50 | 97.82 | 98.16 | 98.54 | 98.98 | 99.50
Network

Eﬁ;’;‘fﬁit’\ﬂa” 94.60 | 94.68 | 94.77 | 94.88 | 94.99 | 95.13 | 95.28 | 95.49 | 95.76 | 96.12 | 96.58 | 97.07 | 97.62 | 98.25 | 99.00
Point of Sale | 83.71 | 85.91 | 88.59 | 89.05 | 89.65 | 90.42 | 90.57 | 90.77 | 91.05 | 91.40 | 92.46 | 93.58 | 94.83 | 96.28 | 98.00
Customer 40.00 | 41.46 | 43.24 | 46.18 | 50.06 | 55.00 | 55.75 | 56.80 | 58.20 | 60.00 | 61.60 | 63.30 | 65.20 | 67.40 | 70.00
Care Center

USPS.com | 5500 | 56.15 | 57.55 | 59.41 | 61.87 | 65.00 | 66.50 | 68.60 | 71.40 | 75.00 | 76.60 | 78.30 | 80.20 | 82.40 | 85.00

Source: Responsés CHIR No. 2, question 6.c.

Cell Values for the eCC Overall Satisfaction Score and eCC Improvement Rate will be
averaged to obtain an eCC Composite Score, which will be used to calculate the FY 2019 CX
Composite Index result. Responses to CHIR No. 21eqtion 2.a.The eCC Improvement

Rate will only be applied if it helps the eCC Composite Scolek. Applying the hypothetical
results, the eCC Composite Scowmuld weigh the Cell Values for the eCC Overall

Satisfaction Score (2) and eCC Improvement Rate) @qually, and the hypothetical eCC
Composite Score would have a Cell Value of4.

Third, the Postal Service will multiply the Cell Values of the eCC Composite Score and each
component performance indicator by their respective weight listed inrable IlI-8.

Responses to CHIR No. 2, question 6.c. This calculation results in Weighted Cell Values for
the eCC Composite Score and each component performance indicatldrFourth, the

Postal Service will add the Weighted Cell Values together to arrive at a numhmtween 1

and 15, rounded to the nearest whole numbef® This number will be the FY 2019 CX
Composite Index resultld. The third and fourth steps are illustrated inTable IlI-12, which
arrives at a hypothetical FY 2019 CX Composite Index result of 5.

8 See id.SeeReponses to CHIR No. 2, question 6.c.
8 Responses to CHIR No. 2, question 6.c.; Resptn&34IR No. 21, question 2.b.
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Table 412
FY 2019 @stomer Experienc&€omposite Index Methodology
Mapping of Hypothetical FY 2019 Results

Component ; :
Performance Cell Value UL G
. (Percent) Cell Value
Indicator
Business Servic _
Network 4 X 10 = 0.4
Point of Sale 8 X 15 = 1.2
Delivery 5 X 20 = 1.0
Customer Care 3 X 20 _ 06
Center
Enterprise
Customgr Care 4 X 20 - 08
Composite
Score
Business Mail _
Entry Unit ! X 10 B 0.7
USPS.com 2 X 5 = 0.1
FY 2019 Customer Experience Composite Index Result 5
(rounded to the nearesiwhole number)

Source: Responses to CHIR No. 2, question 6.c.; Responses to CHIR No. 21, question 2.

The FY 2018 Reporstates that the Postal Service will calculate the CX Composite Index
AEEAEAOAT OT U ET &9 ¢mpw AU Oi AAOOOr ET CcY OEA
scores across each touchpoint relative to the performance target [established] for each
touchpoint.0FY 2018 Annual Repodt 21. However, theFY 2018 Reportioes not explain
how the FY 2019 CX Composite Index result will be calculated. Also, it was unclear from
OEA 071 O0OAT 3 A0OO0OE AX2008 Rapgomat thé FY QEY resultBvouldd& A
expressed as a number between 1 and 15, instead oftas sum of weighted results of the
component performance indicatorsas it has been in previous years. Although CHIR
responses clarified the methodology for calculating the F2019 result, it would have
increased the transparency and quality of th€Y 2018 Reporif the Postal Service included
more detailed information in the report itself.

As discussed in Chapter 2, continual changes to performance indicators and

methodologies for calculating results hampe©EA #1 I I EOOET 160 AAEI EOU

statutory responsibility under 39 U.S.C. 8§ 3653(d) to evaluate whether the Postal Service
has met its performance goalsSeeChapter 2, section C.4supra. These changes also
decrease transparency and make it diffult to evaluate progress yeaover-year and over
time. Id.

If the Postal Service decides to add a new performance indicator or change the methodology
for an existing performance indicator, the Commission recommends that the Postal Service
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explain these lsanges and provide the rationale for making them in future annual
performance plans and annual performance reports.

(2)

Component Performance Indicators

Table I1I-13 shows the methodologies used to calculate results of each component
performance indicator from FY 2015 through FY 2018.

Table 413

Excellent Customer Experiences
Component Performance Indicator Methodologies

FY 2015 through FY 2018

Component
Performarce
Indicator

FY 2015

FY 2016

FY 2017

FY 2018

Business
Service
Network

Overall satisfaction
with representative

Overall satisfaction
with representative

Overall satisfaction
with representative

Overall satisfaction with
the Business Service
Network

Point of Sale

Overall satisfaction
with Post Gfice visit

Overall satisfaction
with Post Ofice visit

Overall satisfaction
with Post Gfice visit

Overall satisfaction with
Post Qfice visit

Delivery

Overall satisfaction
with recent delivery
(weighted}

Overallsatisfaction
with recent delivery
(weighted}

Composite score
based on satisfactior
with letter carrier

and Post Office Box

Overall satisfaction with
recent delivery of mail o
packages (unweighted)

Customer Care
Center

Overall satisfaction
with liveagent

Overall satisfaction
with live agent

Overall satisfaction
with live agent

Composite of satisfactior
with live agent and IVR
system?

Enterprise
Customer Care

Not Used

Not Used

Percentage of Case
Reopened

Overall satisfaction with
quality of service
received

Business Mail
Entry Unit

Not Used

Not Used

Not Used

Overall satisfaction with
experience at the
Business Mail Entry Unit]

USPS.com

Not Used

Not Used

Not Used

Overall satisfaction with
experience provided by
the USPS.com website

Large Business

Not Used

Not Used

Not Used

Overall satisfaction with
recent experiences with
the Postal Service

Source Preface at 5; FY 2018 ACR at-8%; Responses to CHIR No. 2, questions 6.d.ii., €8e., 7
Not Used; performance indicator was not used to measuseé@lent Customer Experiences.

aFY 2015 and FY 2016 Delivery performance indicator results were weighted 50 percent residential customers and 50 péroediwmal
business customers.

bThe Live Agent survey result is weighted 25 percent, and the IVR system survey result is weighted 75 percent. Theseabatestoa
relative call volumes. FY 2018 ACR at 50.
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Table I1I-13 shows that the POS performance indicator was the only one \wita consistent
methodology used to calculate results since FY 2085The Postal Service introduced the
BMEU, USPS.com, and Large Business performance indicators in FY 20T8e Postal
Service states that it is removing the Large Business performance indicator in FY 2019 to
reduce customer segment survey redundancies, noting that business customer experience
Is already captured in the expanded BSN and BMEU survely¥. 2018 Anual Reportat 21.

The Commission recommends that the Postal Service continue to use the same methodology
for calculating results of the POS, BMEU, and USPS.com performance indicators in FY 2019
and beyond, unless changing the methodology would signiftbaimprove the metric. If the
Postal Service decides to change the methodology for calculating a performance indicator
result, the Commission suggests that the Postal Service describe the change and provide the
rationale for it in future annual performane plans and annual performance reports. The
Commission also suggests that the Postal Service explain how the methodology change
improves the metric.

Table 11I-13 shows that the Postal Service did not use the same methodologies for
calculating results of he BSN, Delivery, CCC, and eCC component performance indicators
between FY2017 and FY 2018. These methodology changes are described in more detalil
below.

(&)  Business Service NetworKBSN)

For the BSN performance indicator, results from FY 2015 through 2@ were calculated

AAOGAA 11 AOOOT I AOOGS 1T OAOAI 1T OAOEOAZAAOQEI T xEOE
representative 89 In FY 2018, the Postal Service changed the methodology by calculating

OEA "3. DPAOAE Oi ATAA ET AEAAOT O OAinitthheAAOAA 11
BSN?0 This change was intended to provide an expanded view of how the Postal Service is

resolving customer issues serviced by the BSN. FY 2018 ACR at 50.

(b) Delivery

For the Delivery performance indicator, results from FY 2014 through FY 28 were
AAT AOI AGAA AAOAA 11 AOOOI T AOOG 1 OAOCAIN T AQPDAOE!

“¢KS NBadA & Aa dveéral sasfadtioh wihdhé BBFTOENB R JAAAG® ¢KS |j dzS& G A 2 yabdatitsRk (2 OF ¢
gAaAG G2 GKS t2ad hFFA OS@Suﬂ/@$agJGmi§r§ry Réfarenced ISEEAL §oTyAZS RO E6OSONEB TeA(dSK €6/ L [/ 2 Y LI2 2
{t w9, { Wt NPANI YhOSNIBASGYHAMYy PEf AEDE

68 FY 207 Analysisat 38.The questions used to calculate results of these performance indicatofstein Table H4, supra

6 Preface at 3; FY 2018 ACR at 50; Responses to CHIR No. 2, question 6.d.ii n.2. The question used to calculate tidelre8ut was | G A & FA SR
areyous A UK GKS 2@0SNrft aSNWAOS LINEBGARSR RdzBdeSOFeysiakBA Ay GiSNI OGAzy wgAGK
Preface at 3; FY 2018 ACRaps@ ® ¢ KS [jdzSaliA2y dzaSR G2 OFtOdzA I GS G(KS NBadf G é6+a a1l 26
provided byl KS . dzaAy Saa { SNOIA éébr&y@?éf@@@p%&/lﬂo@zmﬁ)@_@él{G FTMTETS a/ L /2YLRaAAGSY! [
{' w9, { gt NPANI YhOBSNBASGYHAMYy DEf AE £

LFY 2016 Analysisi noT wSallyaSa (2 /1 Lw b2d HXI I dz84ad A sl eyperenbe witikthed |j dzSad A2y
YEAE 2NJ LI O1F3Sa &2dz NBOSyidfte w9/ 9L+ F8MI6MAalyseddried.a TASR I NB &2dz gAGK !
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Results were weighted 50 percent residential customers and 50 percent small/medium

business customers. Responses to CHIR No. 2, question 8.b. In FY 2017, the Delive

performance indicator result was a weighted composite measuring satisfaction with

AOOOT I AOOBd 1 Adthice BokesIOEYRME, the Pbstdl Service again

changed the methodology by calculating the Delivery performance indicator result bed

IT AOOOI i AOOS 1T OAOAI 1T OAOEOEAAOETT xEOE OAAAEC
Service’3 The Comm|SS|on discussed Delivery performance indicator methodology

changes in past analyss of annual performance reports and annual performance plars.

(c) Customer Care Center (CCC)

For the CCC performance indicator, results from FY 2015 through FY 2017 were based on
ADOOI I AOOE OAOEOEAAOQEIT 1 4EE®E NOBROOER 1T C ADIE AM hi EX
about the agent who handled your recent call. On &ae from 1 to 9, how would you rate

OEA ACAT 6060 1 OA OAd. ResulisGvare calCulated ofEa-fDiRtQCAIE #nd ¢ 6

expressed as the percentage of customers who selected the top four survey respories.

In FY 2018, the Postal Service made seatchanges to the CCC survey and performance

indicator methodology. First, the Overall Satisfaction question on the Live Agent survey

AEAT CAA O1T 001 AAGA OAI 1T OO Ei x OAOEOEEAA UI O »
the contact centeB 876Secondthe Postal Service introduced the IVR system survey,

which measures customer satisfaction with the overall experience provided by the IVR

system’8 Third, the metric for calculating results of both the Live Agent and IVR system

surveys changed to a 4oint scale, with results expressed as the percentage of customers

who selected the top two surveys response®.The FY 2018 CCC performance indicator

result is a composite of theveighted results from the Live Agent survey (25 percent) and

IVR system survey (75ercent). FY 2018 ACR at 5G1.

72FY 2017 Annual Repat 16, 18; FY 2018 ACR a#319 Responses to CHIR No. 2, question 8.b. The Comnuxios®d the methodology
for calculating the FY 2017 Delivery performance indicator result ifth2016 AnalysiSeeFY 2016 Analysi 43-47.

7FY 2018 Annual Repat 19; Preface at 4; FY 2018 ACR & B0 he question used to calculate th& 2018 Blivery performance indicator
NB & dzt Thinking @boutiyour overall experience with regeiving mail and/or packages delivered by USPS recently, how satisfiedl are you?
SeeSurveys at 2@;ibrary Reference USEFY180y = 9 EOSt FAE S &/ Wt NBRYNRYAASNBDL $oYr we P PET A E D&

74 See FY 2016 AnalyatsA3-47;FY 2017 Analysig 4546.

> Preface at 4; Responses to CHIR No. 10, question 3.c.

78FY 2016 Analysi 34-35; Preface at 4; Responses to CHIR No. 10, question 3.c.

"7 Preface at 4; Responses to CHIR No. 10, questios@aSurveys at 71.

8 Preface at 4; Responses to CHIR No. 10, questiod &t & [ dzS&a A2y | &a14&as atfSFHas (GStf dza K2g &l GA&T
provided by the USPS automated systém l@.éseeSurveys at 75.

" Preface at 4; Responses to CHIR No. 10, questiohld?ostal Service also describes changes in the survey vendors and number of
questions asked. Preface at 4 n.1; Responses to CHIR No. 2, question 10; Responses tdlGH]&elsiions 2, 3.c.
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(d) Enterprise Customer Care (eCC)

The Postal Service introduced the eCC performance indicator in FY 2017. In FY 2017, the

eCC performance indicator result was calculated as the percentage of cases resolved

during any particular month and reopened within 90 daysFY 2017 Annual Repost 16-

17. In FY2018, the Postal Service changed the methodology by basing the result on

AOOOT 1 AOOGS 1T OAOAI 1T OAOEOAEAAOEIT xEOE OEA NOAI E
issueso

In FY 2019, the Postal Service will again change the methodology for cddting the eCC

performance indicator result. As in FY 2018, the Postal Service will calculate an eCC

| OAOAT T 3AOEOEZAAOETT 3AT OA AAOGAA 11 ADOOOIT I AoO¢
service received in response to their issudt The Postal Service will also calculate an eCC

Improvement Rate as compared to the same period last ye&Y 2018 Annual Repost 21.

The Postal Service will use the eCC Overall Satisfaction Score and eCC Improvement Rate

to calculate the FY 2019 CX Compite Index result82

b.  Comparability Issues

As discussed in Chapter 2, the customer survey and performance indicator methodology
changes described above resulted in two legal compliance issues related to the Excellent
Customer Experiences performance godtach issue is discussed below.

(1) Target and Result

The FY 2018 Reportioes not comply with 39U.S.C. 8804(b)(1) because the FY 2018 CCC
performance indicator target and result listed in theFY 2018 Reporare not comparable.

The FY 2018 target was based oratisfaction with live agents only, whereas the FY 2018
result measured satisfaction with both live agents and the IVR system. Responses to CHIR
No. 10, question 2. Th&Y 2018 Reportloes not explain why providing a comparable FY
2018 result is not feasibe.

The Postal Service is changing the methodology for calculating FY 2019 results of the CX
Composite Index and eCC performance indicatarSeeChapter 3, section B.3.asupra.The
FY 2019 eCC performance indicator target is expressed using th¥ 2019methodology.
FY2018 Annual Reportit 17 n.6. However, the FY 2019 target for the CX Composite Index
performance indicator (80.00) is expressed using the FY 2018 methodolodyee idat 17.

% Preface at 4; FY 2018 ACR a640The question used to calculate the FY 26081JS NJF 2 NY | Y OS A y Rved@ll, lio® datisieB & dzf G 61 &
FNE &2dz gAGK GKS ljdzrf AGe 27T =EeRIEYS& 38 DEH %&@ncé\gﬁﬂmmdy_ﬂ yaBOode TKES A&/MAld:
I 2YLRAAGSYW! [[ {!wx9, {Wwt NPANI YhOSNBASSGYHnmy DEf A E PE

81FY 2018 Annual Repat 21; Responses to CHIR No. 21, question 2.a. This is the same methodology used to calculate the FY 2018 eCC

performance indicatoresult.

82 SeeChapter 3, section B.3.a.(13upra.ThePostal Service states that the eCC Improvement Rate will only be appliedlgfstimprove the
eCC Composite Score. Responses to CHIR No. 21, question 2.a.
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To comply with 39U.S.C. § 2804(b)(1) next ye#ne FY 2019 resultor each performance
indicator must be comparable to the target set in the FY 2019 Plambe comparablethe
FY2019 result for the eCC performance indicator must be expressed using the FY 2019
methodologybased T AOOOT | AOOGE 1 OA édublity of$2AiCeHa0emAAOET 1T x E
response to their issue and an improvement ratée FY 2019 result for the CX Composite
Index performance indicator must be expressed usbhmgh the FY 2018&nd FY 2019
methodologes to ensure that the FY 2019 targets argbkults are comparableAs an
alternative, if a comparable FY 2019 result cannot be provided, th&BY¥9 Report must
explain why and either: (1) explain how to compare results between the current and former
methodologies; or (2) explain why making this comparison is not feasible.(3empter 2,
section C.2.asupra.

(2) Comparable ThreeYear Results

The FY 2018 Reportioes not comply with 39 U.S.C. § 2804(c) for the Excellent Customer
Experiences performance godbecause it lacks comparable results for FYs 2015, 2016,
2017, and 2018 for the BSN, Delivery, CCC, and eCC performandeeators. SeeChapter 2,
section C.2.bsupra.In the FY 2017 Analysighe Commission stated that comparable
results must be calcuhited and expressed using the same performance indicator
methodology.FY 2017 Analysiat 15.1f comparable results cannot be provided, the
Commission directed that theFY 2018 Reporéxplain why results are not directly
comparable across these fiscal yearkl. In that case, theFY 2018 Reportvas required to
either explain how to compare results between the old and new methodologies or explain
why making this comparison is not feasibleld.

Although the FY 2018 Reportioes notprovide comparable CX Compote Index resultsfor
FYs 2015 throughFY 2018, the FY 2018 Reportioesprovide results of each component
performance indicator, which may be compared across these fiscal yeaHowever, the
FY2018 Reportdoes not provide comparable results for the BSN, eery, CCC, and eCC
componentperformance indicators. Italsodoes not explain whyproviding comparable
results is not feasible.

To comply with 39 U.S.C. § 286¥(ext year for the Excellent Customer Experiences
performance goal, the FY 2019 Report mustlude comparable resultfor eachcomponent
performance indicator. Comparable results must be calculated and expressed using the same
performance indicator and methodology. If comparable téts cannot be provided, the

FY2019 Report must explain why refts are not directly comparable across these fiscal

years. In that case, the FY 2019 Report must either explain how to compare results between
the current and former methodologies or explain why making this comparison is not feasible.

Specifically, the ¥ 2019 Report must include comparable FY 2018 and FY 2019 results for
the BMEU and USPS.com performance indicatord comparable POS performance
indicator results for FYs 2016 throughY2019. For the Delivery and CCC performance
indicators, the FY 2019 &port could comply with 39 U.S.C. § 2864fy explaining why

-54-



Analysis of FY 2018 Performance Report Evaluation of Performance Goals
and FY 2019 Performance Plan

providing comparable results for these performance indicators is not feasibkor the BSN

performance indicator, the F2019 Report could include comparable results based on
customeOdverall satisfaction with the service providely the BSN representativiéé For the

eCC performance indicator, the FY 2019 Report could include compaf@blg017, FY 2018,

and FY 201D A 001 00 AAOGAA 11 AOOOI 1 AOOGS 1T OAOAI 1T OAOQE
received in response to their issée.

The Commission observes that the FY 2018 ACR discusses the impact of methodology
changes on FY 2017 and FY 2018 results for the BSN and Delivery performance indicators.
FY 2018 ACR at 555. To comply with 39 U.S.C. 28Qc) next year, if comparable results

for a performance indicator cannot be provided, the Postal Service may include the
required explanations in the FY 2019 ACR and include a cressference in theFY 2019
Report

C. Safe Workplace and Engaged Workforce
1. Background

In FY 2018, the Postal Service used two performance indicators to evaluate progress
toward its performance goal to ensure a Safe Workplace and Engaged Workforce: the
Total Accident Rate and the Survey Response Rate. The Total Accident Rate nreasu
progress toward improving employee safety. The Survey Response Rate measuhes
adjusted percentage of employees who returned thBostal Pulse Survey.

Total Accident Rateln FY 2018, the Postal Service continued using the Total Accident Rate
as a peformance indicator to measure progress toward improving employee safety.
FY2018 Annual Reportt 21. The Total Accident Rate is calculated by multiplying the total
number of accidents for the year by the approximate number of annual workhours per
employee (2,000), multiplied by 100. This number is then divided by the annual number

of exposure hoursld. The Total Accident Rate formula is:

Total Number of Accidents x 200,000

Exposure Hours

Id.; Responses to CHIR No. 13, question 5.

83 The Postal Service provides these arplions in CHIR respons&geResponses to CHIR No. 2, question 8.b.; Responses to CHIR No. 10,
questions 2, 3.c.

84 SeeResponses to CHIR No. 10, question; J.abled1, supra.

85 SeeResponses to CHIR No. 2, questioniiZ.Bable 11, supra ThePostal Service does not need to inclube FY 2016 result because the
eCC performance indicator was introduced in FY 2017.
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The Total Accident Rate result yields an annual accident frequenpgr 100 employees.
FY2018 Annual Reportat 21. A lower result is a better outcome. The Total Accident Rate
uses the same formula as the Occupational Safety and Health Administration Iliness and
Injury Rate (OSHA 1&I Rate), which the Postal Service useslits employee safety
performance indicator until FY 2016.1d. Unlike the OSHA 1&I Rate, the Total Accident Rate
includes accidents that do not result in medical expenses, days away from work, or
restrictions from performing full work duties. 86

The Total Accident Rate result improved from 15.43 in FY 2017 to 15.09 in FY 2018.

FY2018 Annual Reportat 17. The Postal Service reports that it reduced the total number

of accidents for the fourth year in a rowld. at 21. The Postal Service asserts that the total

1 O AAO T £ AAAEAAT OO OA&I O &9¢f Ycgmpy AAAOAAOGAA i
FY[ ]2017, while the employee base declined by 1.5 percerid. at 22. Also, the number of

recordable and norrecordable accidents declined by 5.08 and 2.33 percent,

respectively 87 However, the Postal Service did not meet the FY 2018 target of 15.00.

FY2018 Annual Reporat 22.

The FY 2019 Total Accident Rate target is the same as FY 2Qdi8at 17. The Postal
Service explains that it will meet this target by continuing tdocus on prevention
strategies and taking a more proactive approach toward employee safety through efforts
designed to address the most frequent workplace hazards, such as dog bites, extreme
weather, distracted driving, and improper lifting.ld. at 22. ThePostal Service states it will
focus on the importance of leadership and maintaining a culture of safetlyl. It describes
safety initiatives such as establishing effective accident reduction plans, enlisting the
cooperation and support of its employees, rad addressing motor vehicle accidents
through training, engineering controls, and consistent communicatiorid. The Postal
Service also states it will continue to recognize postal leaders who demonstrate
exceptional commitment to creating a safe work envonment. Id.

Survey Response Rafehe Postal Service measures employee engagement using the Postal
Pulse survey, which evaluates overall satisfaction and 12 elements of employee
engagements Figure IlI-1 is a copy of the FY 2018 Postal Pulse survey.

81d. The Total Accident Rate also includes accidents that result in only property damage, as well as all motor vehicle Bozilents.

No.ACR2016, Responses of the United States Postal Serviceto Quegtions y R T 2F [/ KFANXIyQa LYF2NNIGA2Y wSl
2017,questions 4.3 4.b. Specificallythe Total AccidenRate includes: accidents that resulted in damage of$&0more to Postal Service

property regardless of whether an injury was involved; motor vehicle accidents that result in death, injury, or only plepeage,

regardless of cost, who was injured (if anyone), or what property was damaged; and imjasg, ittr death of a Postal Service employee on

Postal Service premises or on the jth.TheTotal Accident Rate excludes other accidghtt do not involve Postal Service employees;

damage of $500 or more to customer property without injury, unless siachage involves a motor vehicle accident; and fire damage of $100

or more without injury, unless such damage involves a motor vehicle accident.

g GwSO2NRI o6t S¢ | OOARSyida INB (K2asS (KIG NBwrlziedtrictons onréBdr ol t G NBF G YSy
another job, death, or loss of consciousness. Recordable accidents must be reported t&S8@8&HX.2016 Analyats0 n.66.
88|d. The Postal Pulse survesas developed by Gallup, Inc. aisdalsccalledii K S & DI GurvdglSeelt MU € f dzLJ v mu |
9y 3F3ASYSyid Clvay CNBIljdSyidte !a1SR vdzSadAazya ! o62dzi 9vYLX 288
https://liteblue.usps.gov/emgngagement/pdf/Employe&ngagemenfAQs.pdf

YR 9YL}X 2&S8S
S 9y3alr3asSysy
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Figure IH1
FY 2018 Postal Pulse Survey

THE POSTAL PULSE

SURVEY INSTRUCTIONS

Please carefully follow the steps below when completing this survey. TX AN 0
+  Use only a blue or black ink pen that does not blot the paper R‘[&[;” W:i_(:;{;
*  Make solid marks inside the response boxes 4 v
* Do not make other marks on the survey X

Please complete your survey at your workplace in order to receive on-the-clock time to take the survey.

Begin the survey by answering the following question regarding Extremely Extremely ,

vour level of satisfaction with the Postal Service as a place to work. Dissatisfied Satisfied g" L

1 2 3 4 5 0w
0. Onafi i le, where 5 tremely satisfied and 1 t | vyvyy M

. On a five-point scale, where 5 means extremely satisfied and 1 means extremely

dissatisfied, how satisfied are yon with the Postal Service as a place to work? ............ . OgOoOooand O

Don’t

Strongly Strungly Know/

. _— ! - i ) . Disagree Agree”  Does Not

On a five-point scale, where 5 means strongly agree and 1 means strongly disagree, 1 2 3 4 3 Apply
please rate your level of agreement with the following items. YyVvYyVvyYywyy v
1. | know what 1s expected of me at Worki. ..o D I:I D D D D
2. [ have the materials and equipment [ need to do my work right.........ccccoeviceiriecennnn L agoaood |
3. At work. I have the opportunity to do what I do best every day. ... iiiiiiiicnninnnns D D D D D D
4. In the last seven days, | have received recognition or praise for doing good work. ...... L gOoOoonO O
3. My supervisor, or someone at work, seems to care about me as a perso..........cccvew. D I:I D D D D
6. There 1s someone at work who encourages my development...............cn L OOoooan O
7. At work, my Opinions SEEM f0 COUME. .o..eeutuiiees e st eae et ems st e ssn s ben st D D D D D D
8. The mission or purpose of my company makes me fesl my job is important. ................ OOoOoonOo |
9. My fellow employees are committed to doing guality work. ..o D I:I D D D D
10. | have & best friend at WOrk. ..........eeecooeeensscoeemssesssosssesonsssssansesessssssee s 1 1 (1 [1 D
11. In the last six months, someone at work has talked to me about my progress. ................ oo L]
12. Thas last vear, | have had opportunities at work to learn and grow........c.ccoeeevievecnnennn D D D D D D

Gallup content on this page is covered by Limited Rights protections. Plesse refer to the Limited Rights notification at the end of this document for more informeation.
Copyright © 1993-1998, 2015-2017 Gallup, Inc. All nzhts mserved.
THANK YOU for your participation!

SourceResponses to CHIR No. 10, question 4.a.

As shownin Figure 1l1I-1, the Postal Pulse survey asks participants to rate their level of
agreement with 12 statements concerning the workplace on a scale of 1 to 5, with higher
numbers reflecting either a greater level of employee satisfaction or stronger agreement
with a survey staement. The first question (Question 0) ask employees to rate their level
of satisfaction with the Postal Service as a place to work. The remaining questions
(Questions :12) measure elements of employee engagement. Engaged employees are
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OET O1 1 O Audiastie ldout &bl édmEmitted to their work and contribute to their

I OCAT EUAOGET T ET 8Kk FB2018,EME Pdstal PulsA sulvey d@udled a
comment box to increase the opportunity for employees to voice their opinions and to
help identify additional employee engagement insights and actionBY 2018Annual Report

at 22.

The Postal Service measures progress toward improving employee engagement using the
3000AU 2A0DPT 1 0A 2A0AR xEEAE I AAOOGOAOG éOEA 1 AG/
FY 2018, more than 47,000 executives, managers and Rbargaining employees across

the Postal Service participated in the employee engagement training, which included an

instructor-l AA- OOAET ET ¢ O#OAAOET ¢ AIb. In%YZpJéSQ.HEI c 71 OEE)I
3000AU 2AO0DI T OA 2A0A OAOGOI O xAO t¢ PAOAAI x
percent.ld.

The FY 2019 Survey Response Rate target is 51 perceddt.To meet this targd, the

FY2019 Planstates that the Postal Service will continue to improve efforts to

communicate the importance of employee patrticipation in the survey and provide postal

employees with the necessary training and tooldd. The training and tools will hdp

employees best identify, evaluate, and address engagement strengths and areas of

opportunity specific to improving their local work environments. Id. The Postal Service

OOAOAO OEAO EO OxEI1l AT1T OET OA O OEIrxAAOA Al Pl
Engagement Leader of the Year award recipients, recognizing teams that have created

great work environments, and sharing employee work team tips in daily news articles

DOAIl EOEAA AAOT OOIOEA 01 OOAI 3AOOEAAS8G

2. Comments

The Public Representative commentthat the Postal Service missed the FY 2018 targets
for both the Total Accident Rate and the Survey Response Rate, although she notes that
the Total Accident Rate result improved marginally from FY 2017. PR Comments at 7.
Thus, she concludes that the Post&lervice did not meet the Safe Workplace and Engaged
Workforce performance goal in FY 2018d.

In its reply comments, the Postal Service acknowledges that it did not meet the Safe
Workplace and Engaged Workforce performance goal in FY 2018. Postal Sexvieply
Comments at 4. However, it notes that it has continued making steady progress in
reducing accidents yearover-year.Id. It states that the FY 2018 Total Accident Rate result
improved by 7.3 percent compared to FY 2015, with nearly 3,000 fewer acedts overall.
Id. For the Survey Response Rate, the Postal Service asserts that it sets targets that are
challenging relative to baseline performance in an effort to continuously improved.

8 United States Postal Servi¢Brief Guide to the 12 Elements of Engagement” at 1 (availabletps://liteblue.usps.gov/emp
engagement/pdf/BriefEngagemeniGuide.pdy.
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3. Commission Analysis

In FY 2018, the Postal Service missed bothrgets set for the Total Accident Rate and the
Survey Response Rate performance indicatorBY 2018Annual Reportat 22. Thus, the
Commission finds that the Postal Service did not meet the Safe Workplace and Engaged
Workforce performance goal in FY 2018.

As discussed in Chapter 2, theY 2018 Reportloes not explain why the Postal Service did
not meet the Safe Workplace and Engaged Workforce performance goal in FY 2018 as
required by 39 U.S.C. § 2804(d)(3peeChapter 2, section C.2.csupra.To comply vith
39U.S.C. § 2804(d)(3) next year, if the Postal Service misses tB@1vtarget for the Total
Accident Rate or the Survey Response Rate, th20A'9 Report must explain why and
describe plans and schedules for meeting the FY 2020 targets.

In this section, the Commission examines issues related to workplace safety and employee
engagement. The Commission makes observations and recommendations for improving
performance in future years.

a. Safe Workplace

In the sections below, the Commission discusses thetal Accident Rate performance
indicator and explores issues related to motor vehicle accidents.

(1) Total Accident Rate

Table I1I-14 shows the total number of accidents, expure hours, and results from
FY 2015 through FY 2018, which the Postal Servigarovidesin a CHIR responsé?

Table 1414
Total Accident Rate Results
FY 2015 through FY 2018

Year Total Number of Accidents Exposure Hours Total Accident Rate Result
FY 2015 91,214 1,120,507,680 16.28
FY 2016 92,698 1,149,874,427 16.12
FY 2017 90,972 1,156,278,327 15.74
FY 2018 88,531 1,161,947,567 15.24

Source: Responses to CHIR No. 13, question 5.

AsTable IlI-14 shows, the Total Accident Rate result improved for the third year in a row.
Between FY 2015 and FY 2018, the total number of accidents decreased despite an
increase in exposure hours. The Postal Service states that to improve workplace safety in

% Responses to CHIR No. 13, question 5. The Postal Service notes that the Total Accident Rate results provided in itsdRekjpRrides13
differ from the results reported in th€Y 201&\nnualReportbecause numbers change weekly due to late reportidgeach data set is
current as of the date the data were pulldd. The Commission reiterates its recommendation that the Postal Service consider using a
workplace safety performance indicator for which results are final and not revised after the émalfisfcal yearSee FY 2018nalysisat 57.
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FY 2019, it reognizes postal leaders who have demonstrated exceptioneabmmitment to

creating a safe work environmentFY 2018Annual Reportat 22. In a CHIR response, the

Postal Service explains that to continue to make workplace safety a core value, it strives to

eliminate workplace hazards and embrace the philosophy that every accident is

preventable. Responses to CHIR No. 16, question 1. To monitor and recognize

DAOAI Of AT AAh OEA 01 OOAT 3AOOEAA OOAOAO OEAO EC
Recognition Programdesigned to assist the field to improve overall performance and

N s o~ A o~

4EA 01 OOAI 3AOOEAA Agbl AET O OEAO Ofr AYEOOOEAOO
Rate of less than 12 percent are commended for their efforts and play a greater role in

AT AAEET ¢ AT A 1 AT O1 OET ¢ OE A K.0o gatBeAimOvaivekdeas | AU A A
and engagement opportunities, the Postal Service states that its safety headquartetaff

will contact these highperforming districts and areas to complete a best practices

template. Id. This template will then be distributed to all locationsso that these practices

can be adopted and replicatedd. High performing areas and districts will also be featured

in internal news articles where safety culture ideas and best practices will be shared on a

national scale.ld. The Postal Service notes tit its safety headquarters will also arrange

for a certificate to be signed by the Chief Operating Officer and Chief Human Resources

Officer honoring successful safety leadershipd.

The Commission commends the Postal Service for improving the TotatlémicRate result

for the third year in a row despite an increase in exposure hours. The Commission finds that

the FY 2019 Total Accident Rate target of 15.00 is reasonable and achievable given the

0 OOAT 3AOOEAABO &9 ¢t1uvo DRYQUEDS Dhe EdmiidsioAfinds ET D OT
OEAO OEA 01 OOAI 3AOOEAABO PI AT O & O EiI POT OET C
performing districts and areas and sharing best practices, are reasonable steps to take to

improve the Total AccidenRate resultin FY2019.

(2) Motor Vehicle Accidents

The Total Accident Rate includes both motor vehicle and nemotor vehicle accidents.
Figure IlI-2 showsthe number of motor vehicle and noamotor vehicle accidents from
FY 2015 through FY 2018.
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Figure IH2
Motor Vehicle ard Non-Motor Vehicle Accidents
FY 2015 through FY 2018

100,000

75,000

50,000

Number of Accidents

25,000

FY 2015 FY 2016 FY 2017 FY 2018

Motor Vehicle Accidents .Non-Motor Vehicle Accidents

SourceFY 2018 Annual Repat 22; Docket No. ACR2017, Responses of the United States Postal Service to Quédtioins 1
Chairman's Information Request No. 9, question 9.a.i., February 1, 20ai8etdo. ACR2017, Responses of the United States
Postal Service to Questions7lof Chairman's Information Request No. 16, question 5, February 15, 2018.

AsFigure 1l1-2 shows, motor vehicle accidents represented approximately 28 percent of
the total number of accidents in FY 2015, increasing to 34epcent of total accidents in
FY2018. The number of nonmotor vehicle accidents declined significantly from 67,907 in
FY 2015 to 57,715 in FY 2018. The number of motor vehicle accidents increased slightly
between FY 2017 and FY 2018, and has increased over each prior fiscal year since FY
2015. In a CHIR response, the Postal Service attributes this increase to a number of factors,
including an increase in newer or less experienced drivers, an increase in nsldriven for
delivery, and an increase in drivers struck by customer vehicles while stopped to make
delivery. Responses to CHIR No. 16, question 3.a. Another factor contributing to the
overall increase in FY 2018 was an increase in instances related tolifag to check proper
clearance, which resulted in sideswiping accidents and property damage to the vehicle
fleet. Id.
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To reduce the number of motor vehicle accidents in FY 2019 and beyond, the Postal

Service states that it continues to evaluate new methadof initial driver training and

refresher training. 1d8 NOAOOET T o08A8 )OO 11 0AO0 OEAO EO EO ¢
xEIll DOl OEAA OAZAOU AdRY Asin@dxistibgrdlivesztndnageémentA OAT O
tools and outside data sources,the | OOAT 3 AOOEAA AOOAOOO OEAO EO
proactive in addressing risk by reviewing driver behaviors, road conditions, and other

AAi T COAPEEA DPITET OO 1T &£ ET OAOCAGO O1 @AOA OEA bBI ¢

The Postal Service also descthO A Ofr 0 YOI £ZAOOCEIT T Al f $YOEOEI C ¢!
the length of training and employ more handson experience with each vehicle, as well as

OOA OEOOOAI OAATEOU OiT1 0 OOAEIMAMOPAIGMEOAO OEI Ol
Service notes thait completed a course content and skills assessment in late FY 2018 as

well as piloted a testing with safety instructors and newly hired employees in early

FY2019.1d. question 4.a. Pilot test results and findings are being incorporated into course

materEAT O AT A xEiI 1 AA DPOAOAT OAA &I OEA o1 O0AIT 3A
FY 2019, Quarter 3.Id. The target implementation date for the new Professional Driving

Academy is set for FY 2019, Quarter #d. The final training will include knowledge and

OEEI |1 O OAOGOEI ¢ OF AOAI OAOA OEA AOEOAOBO O1 AAOC
those teachings into practice behind the wheel of a vehiclil. Educational psychologists

will be monitoring each graduate of the Professional Driving Academyver time to assess

their accident history and to ensure that these training efforts help reduce the number of

motor vehicle accidentsld.

The Commission commends the Postal Service for continued development of the Professional
Driving Academy to help raaste the number of motor vehicle accidents. The Commission
recommends that the FY 2019 Report describe the implementation of the Professional

Driving Academy and discuss any impact that it has had in FY 2019 on preventing or

reducing the number of motor vable accidents.

Once drivers are behind the wheel, the Postal Service asserts that it will increase its focus
on quality driver observations by management to address unsafe driving behaviors before
accidents occurld. question 3.b. The Postal Service d&s that it is leveraging information
technology solution services to automate these quality driver observation$d. question

4.b. It explains that quality driver observations are currently done in paper form and
provide little access for analysisld. In FY 2018, this information was retained in folders at
each local facility with no national database, analytics, tracking, or reporting of the
required observations.lId.

The Postal Service describes a new database that will be used to input data and responses

from quality driver observations and provide a hybrid or native mobile application that

would automate the observation processld.! 1 OT h EO 11 OA Gne®ftorlh e OEA OA/
I TAEI A ApPI EAAOGEIT xEIl DBOT OEAA 11 OEZEAAQEITT O
reporting metrics and observation tracking on any Postal Service electronic device
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j xT OEOOAOQET T h OA Ad. Bedrhinaiy field @étidgisCdbdeliildd foq 8 6
FY 2019, Quarter 2 with an estimated release date of April 201%d.

The Commission commends the Postal Service for creating a quality driver observation
electronic database. Replacing driver observations recorded on paper appears likélglfo
address unsafe driving behaviors and prevent or reduce the number of motor vehicle
accidents by making it easier to track information and share best practices. The Commission
recommends that the FY 2019 Report describe the process and implementatitre o
automated quality driver observations and discuss any imp#tat these observations have

on preventing or reducing the number of motor vehicle accidents in FY 2019.

b. Engaged Workforce

In FY 2018, the Postal Service measured employee engagement usirggSurvey Response
Rate performance indicator. The Postal Service also measures employee engagement
using the Grand Mean Engagement Score. Each metric is explored below.

(1) SurveyResponse Rate
4EA 3000AU 2A0DPT 1 OA 2A0A O AdipddthiGesgdritdntsi AOAT i
Postal Service explains how the Postal Pulse survey was administered during FY 2018. It
OOACAYG®OAUO xAOA AE OO O &ohkdodakioh fotoh-thédiodk Al D1 T UAAS O
AAI ET EOOOAOETThd AT A OEAO A OOAAITTA AibpU | &£ OEA
Responses to CHIR No. 10, question 4.b.

The Survey Response Rate was calculated by diwig the number of returned surveys

(with duplicates removed) by the number of employees who received a survéyThe

number of employees who received a survey was adjusted after the survey administration
period ended to subtract the number of employees who separated from the Postal Service
during the survey administration period. Responses to IR No. 10, question 4.c. In

FY 2018, the Postal Service states that the number of returned surveys was 245,458 and
the adjusted number of employees was 588,025, which yielded a Survey Response Rate of
42 percent. Response to CHIR No. 26.

AEA #1171 EOOEIT Z£EETAO OEAO OEA 01 OOAI 3AO0OOEAAGC
survey was administered and how the Postal Service calculates the Survey Response Rate

results. The Commission recommends that thetBloService include this information in

future annual performance reports.

Figure 111-3 shows the Survey Response Rate results from FY 2015 through FY 2018. In
FY 2018, the Survey Response Rate result was 42 percent, which is 4 percentage points
less thanthe FY 2017 result.

91d. question 4.c.; Response to CHIR No. 26.
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Figure IH3
Survey Response Rate Results
Postal Pulse Survey, FY 2015 through FY 2018

N S [e2]
o (@] o

Survey Response Rate (Percent)

o

FY2015 FY2016 FY2017 FY2018

SourceFY 2018 Annual Repat 17.

The FY 2018 Survey Response Rate result did not meet the FY 2018 target of 75 percent.

See FY 2018 Annual Repatt17. In theFY 2017 Planthe Postal Service stated that the
FY¢cmpy OAOCAO xAO OA OOOAOGAE c¢i Al ET A@AAROO
I £ OEE O FV 20A70\0rDd\ Bepoat 14 n.6. In theFY 2017 Analysisthe Commission
recommended that if the Postal Service does not meet the FY 2018 target, the Postal

Service should set a more realistic and achievable target for FY 20EX. 2017 Analysis

at61.

For FY 2019, the Postal Service set a target of 51 percdrY. 2018 Annual RepoHt 22.
This target is more reasonable and achievable considering the results in FY 2017 and
FY2018. The Commission commends the Postal Service for setting a more realistic and
achievable Survey Response Rate target in the FY 2019. Pla

The Survey Response Rate performance indicator can be compared to response rates from
the Federal Employee Viewpoint Survey, which measures employee engagement and
satisfaction among federal agencies. In FY 2018, 598,003 federal employees took the
survey for a governmentwide response rate of approximately 41 percent, which is similar

to the FY 2018 Survey Response Rate result of 42 percé&htn FY 2018, the response rate

of Large Agencies (those with between 10,000 and 74,999 employees) was 51 pege

which is the same as the FY 2019 targdd.

92 See2018 Federal Employee Viewpoint Survey Governmentwide Management Re®available at:
https://www.opm.gov/fevs/reports/governmentwideeports/governmetwide-managementreport/governmentwidereport/2018/2018
governmentwidemanagemenireport.pdf.
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(2) Grand Mean Engagement Score

Besides the Survey Response Rate, the Postal Service uses the Grand Mean Engagement
Score to measure employee engagement, although it is not a performance indicator for the
Safe Wirkplace and Engaged Workforce performance godtY 2018 Annual Repost 22.

The mean score is the average score for each question on the Postal Pulse survey,
expressed on a scale of 1 to 5. The Grand Mean Engagement Score is the average of the
mean scores for Questions 1 through 12 on the Postal Pulse survey, expressed on a scale of
1to 5.FY 2017 Annual Repost 20.Table I1I-15 depicts the Grand Mean Engagement

Score results, as well as the mean scores for each question on the Postal Pulse survey, for
FYs 2015, 2016, 2017, and 2018.
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Table 11115
Postal Pulse Survey
Mean Scores and Grand Mean Engagement Scores
FY 2015 througlrY 2018

Postal Pulse Survey Question FY 2015| FY 2016| FY 2017| FY 2018
QuestionSpecific Mean Score
QO. How satisfied are you with the Postal Service as a place to 3.44 3.52 349 359
work?
Grand Mean Engagement Sco|
. 3.16 3.24 3.25 3.34
(Average of Mean Scoré$or Questions 112)
QuestionSpecific Mean Score

Q1. I know what is expected of me at work. 4.20 4.22 4.22 4.28
:iggzr.]tl have the materials and equipment | need to do my work 352 355 353 358
Q3. At work, | have thepportunity to do what | do best every day 3.63 3.68 3.68 3.77
Q4. In the last seven days, | have received recognition or praise 260 270 275 286
doing good work.
Q5. My supervisor, or someone at work, seems to care about n 3.29 333 3.37 3.46
as a person.
Q6. There is someone at work who encourages my developme| 2.86 2.93 2.98 3.08
Q7. At work, my opinions seem to count. 271 2.84 281 2.92
Q8 The mission or purpose of my company makes me feel my 3.42 354 350 3.60
IS Important.
Q9. My fellow employees are committed to doing quality work. 3.40 3.46 3.38 3.42
Q10. | have a best friend at work. 2.84 2.94 3.02 3.07
Q11. In the last six months, someone at work has talked to me 262 271 273 285
about my progress.
Q12. This lasgtear, | have had opportunities at work to learn and 292 304 303 314
grow.
2The mean score is the average score for each question usinggbmbtsurvey scale, with 5 being the highest score and 1 being the lowe!

Source Responses to CHIR No. d0estion 4.d.; Docket No. ACR2017, Responses of the United States Postal Service to Qubsidns 1
Chairman's Information Request No. 9, question 12, February 1, 2018; Docket No. ACR2016, Responses of the United |SSateicBdsta
Questions2and 2F / KFANNIYyQa LYF2NNVIGA2Y wSljdzSad b2d mMdpX CSONHzZ NBE HTS HAMT

Table IlI-15 showsthat both the Grand Mean Engagement Score and mean score for each
guestion improved between FY 2015 and FY 2018.The mean score for Question 1 was
the highest and was also the only question to have a mean score more than four points.
This indicates that Postal Service employees are clear about what is expected of them at

% Mean scores for some questions dropped slightly between FY 2016 and FY 2017 before increasing in FY 2018.

-66 -



Analysis of FY 2018 Performance Report Evaluation of Performance Goals
and FY 2019 Performance Plan

work. High mean scores for Questions 0, 2, 8nd 8 indicate that Postal Service employees
are satisfied overall with the Postal Service as a place to work, feel that their jobs are
important, and have the resources and opportunity to do their work right and perform
their best every day.

In FY 2017 the lowest scores on the Postal Pulse survey were for Questions 4, 7, and 11

concerning employee recognition or praise, the importance of employee opinions, and

receiving feedback on progress. These elements of employee engagement are important

A A A A G)@i&iduéls who receive recognition and praise increase their individual

productivity, boost engagement among their colleagues, are more likely to stay with their

I OCAT EUAQOET T h AT A OAAARAEOA EECEAO 1 1WAl OU AT A (
Employeeswho feel involved in making decisions typically have a greater sense of

responsibility or ownership of the process, which can lead to better result$d. at 114.

Also, regular feedback is important so that employees can better understand how their

contributions make a difference to the organizationd. at 122.

In FY 2018, these questions continued to have the lowest mean scores, but were improved

by at least 0.11 points. In thd=Y 2017 Analysighe Commission recommended that the

Postal Service consideOx EAOEAO AEAT CAO OI EOO PAOA Of AT AA
AAAEOEI T Al OOPAOOEOI O OOAETEIC 1 AUFRAIZTD EI BDOT ¢
Analysisat 63. In FY 2018, the Postal Service reports that it provided employee

engagement training to morethan 47,000 executives, managers, and other leadefBY

2018 Annual Reporat 22. This training may have helped improve the mean scores for

these questions. Also, as discussed below, the Postal Service introduced a comment box

feature to the Postal Pulsewvey in FY 2018.d. This feature may have helped improve

the mean score for Question 7 by helping employees feel as though their opinions and

input matter.

The Commission commends the Postal Service for improving both the Postal Pulse survey

Grand MearEngagement Score and the mean scores for each question between FY 2015 and

&9 @tuvo8 4EA #1111 EOOET 1T AAET T xI AACAO OEA 01 00/
scores for the lowest scoring questions on the Postal Pulse survey and encourages the Postal
SeOEAA OI Ai1 OET OA OAEEI ¢ OOADPO O EIDOI OA |1 AA
plans for recognizing Engagement Leader of the Year award recipients and teams that have

created great work environments may improve the mean score for Questioziated to

recognition or praise for doing good work.

In FY 2018, the Postal Pulse survey included a comment box to increase the opportunity
for employees to voice their opinions and to help identify additional employee
engagement insights and actiondd. In a CHIR response, the Postal Service describes the
three most common types of comments received:

“l vAGSR { G (S Lreatingnid EfgaginBolkiace xS ISP S The 12 Elements of EngagEraemd8(available at
https://liteblue.usps.gov/iemgngagement/pdf/EngagemerResourcesuide. pdf).
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1 Work Environment z perceptions about facilities, ceworkers, and conditions
conducive to a positive workflow.

1 Leadershipz positive and negative impresgons about immediate supervision
and upper management.

1 Operational Concerng suggestions about how to improve the efficiency or
effectiveness of work processes.

Responses to CHIR No. 13, question 6.a. Comments in these areas were separated by

district, arA Ah AT A EAAAANC)AAOOAOOH x EACE AT T 1 ATpO DAC‘)'I' A(")E
manager or vicepresident.ldAO ¢8A8 4EA 01 OOAT 3AOOEAA OOAOAC
AAAE 11T AAI EUAA 1T AAAAOOCEED OAAI OF OPOAAA AxAO!

commenO &6To help with these efforts, the Postal Service also created a leadership
coaching platform offering leaders advice, tips, and tools for making and executing actions
plans.Id.

The Commission recommends that the Postal Pulse survey continue tadimel comment

box to provide another forum for voicing employee opinions and gathering employee
engagement insight. Acknowledging and addressing employee comnraatghelp improve

the mean score for Question 7 concerning employee opinions. The Commisgigesss that

the FY 2019 Report describe the most common types of comments received in FY 2019 and
how the Postal Service will use them to improsployee engagement in R2020.

D. Financial Health
1. Background

In FY 2018, the Postal Service used two performaa indicators to measure progress
toward its Financial Health goal: Deliveries per Total Workhours % Change
(DPTWH% Change) and Controllable Income (LossyeerY 2018 Annual Repost 17.

DPTWH % Changd&he Postal Service calculates Deliveries per Tat&/orkhour (DPTWH)
by multiplying the total possible deliveries by the number of delivery days and dividing
that product by total workhours. Id. at 29. The Postal Service adjusts workhours to reflect
changes in workload compared to the prior yeand. This adjustment accounts for changes
in the network size (such as the addition of delivery points), changes in the number of
non-Sunday delivery days, and changes in the mix of mail typéd. This adjustment
ensures that DPTWH results are comparable acrossass. Id.

The Postal Services uses DPTWH to calculate DPTWHChange, which measures the

0T OOAI 3AOOEAAGO AZEEFEAEAT AU AO OEA DPAOAAT OACA
compared to the prior year.ld. The Postal Service calculates the DPTWH % Changsulé

AO OEA PAOAAT OACA AEZAZAOAT AA AAOxAAT OEA AOO0OO!
x| OEET 60O0q AT A OEA POET O UAAOBO s@a®m@&( j AAGAA 1
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Commission explains the methodology for calculating the DPTWH % Change result in the
FY2016 Analysig>

Controllable Income (Loss)The results of this performance indicator are calculated as the

0i OOAT 3AOOEAABO Oi OA1 OAOAT Othne bckourir@ AT T OOT 1 1 /

adjustments.FY 2018 Annual Repost 15. Revenue includes funds received from the sale
of postage, mailing and shipping services, passports, Post Office Box rentals, gains from
the sale or outlease of property, and interest and investment incomil. at 26.

Controllable expenses consisbf compensation and benefits; Postal Service Retiree Health
Benefit Fund (RHBF) normal cost; transportation; depreciation; supplies and services; and
rent, utilities, and other controllable expensesld. at 15, 26:27. Controllable expenses

exclude noncontOT 1 1 AAT A Ag@GPAT OAOh T O AGPAl OAO OEAO Al

operational decisions and are subject to large fluctuations that are outside of the Postal
3 AOOE A A 8ldat 23i24. Ron-dontrdllable expenses include:

1 Reevaluations of the RHBF normal cost by the Office of Personnel

Management
T T OOEUAOEIT1T 1T &£ OEA 01 OO6A1T 3A0OOGEAABO
i T OOEUAOGET1T 1T &£ OEA 01 O6AT 3AO0OOEAABO

the Federal Employees Retirement System (FERS) and Ciwhsce
Retirement System (CSRS)

1 Non-cash expenses related to changes in liability for participating in the

AAAAOAT x1 OEAOOGS AT i PAT OAGETT BOT COAI
1T OET Czpl@a@El AGA T £ 0% A
I

T cmtpe AEAT CA ET AAAI
bl OOACA 1T EAAEI EOUO®

0
A
Id. at23-24, 28.

Consistent with historical practice, the Commission has published a separate financial

analysis of the Postal Service's FY 2018 financial results and-KOstatement? That
analysis provides a detailed evaluation of the Postal Service's finaatstatus by

O &I OAOGAO OOAI PO

AgAi ETET C Oi 1 O6i Ah OAOGAT OAh AT A AT OO0 OOAT AO Ac

liquidity, activity, and financial solvency.

9% FY 2016 Analysi 70-71. This performance indicator was previously called DPTWH %FSP20l Annual Reporat 24 n.5.

% Docket No. ACR2018, Financial Analysis of the United States Postal Service Financial ResttStatdriént, Fiscal Year 2018, April 19,
2019.
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2. Comments

The Public Representative makes three observations with regard to the Financial Health

performance goal. First, she notes that the Postal Service failed to meetZ0{ 8 targets for

both the DPTWH% Change and Controllable Income (Loss) performance indicators. PR

Comments at 78. She, therefore, states that the Postal Service failed to méas

performancegoal.ld. at 8. Second, she notes a discrepancy in th¥ 2018 Repontegarding

the FY 2019 target for the DPTWH % Change performance indicattt. Third, specific to

OEA 071 OOAI 2000PTOMEAAE AT &« A OAOCAOh OEA AOOAOOO OE
after two years of 0.5 percent decreases, the Postal Service would increase DPTWH by

OOAE A OECT EIEERAAT OEBEOI OR A Pdstal SEnECA to s O
OAOCAO8 O1T A i1 0d OAAOGITAAT A 1 AOAI 86

yl EOO OADPI U ATii AT 6O6h OEA 01 OOAI 3AOOEAA AAAC
observation by asserting that the failure to meet its target for the Controllable Income

(Losbq DPAOAEI Oi ATAA ET AEAAOT O x Athan@peéted AOETI U AOOC
AT i AT OACETT AT A AATAZEO AobAl OAOG AOEOAT 1 AETI
2APIT U #1011 AT OO AO vs )1 AAAEOEITh OEA 01 O0AI =
increases primarily for highway routes, further contributed to the higher-than-planned
AopbATIORABOE OACAOA O OEA 0OAIT EA 2APOAOGAT OAGEOD!
Service acknowledges the existence of a typographical errtor the FY2018

DPTWH% Change target listed in theFY 2018 Reportandconfirms the correct targetof
l.4percentld.) T OAPI U O OEA 0OAIT EA 2ADPOAOAT OAOEOABO
AOOAOOO OEATIorDRTANBAEAAQRAOr EOY AAOAA 1d OEA A+
&ET AT AEAT 01 AT j)&0Q A O &9 c¢cnpwfhYd xEEAE OO/
primarily from increased operational efficiencies in mail processing, delivery, and

ADOOI 1 AO IOABOERAOBAT 3AOOEAA | AEIT OA)Phaydor OEAO Or
OAOA&EI Of AT AR OAOCAOO + Ol Y OAEl AAO r OEAY ADPDOI O/

3. Commission Aalysis

In FY 2018, the Postal Service missed the targets set for both the DPTWH % Change and
Controllable Income (Loss) performance indicators.

The Commission fubs that the Postal Service did not meet the Financial Health performance
goal in FY 2018.

In the FY 2017 Analysighe Commission recommended that the Postal Service continue to
use full year Sunday delivery stops when calculating the DPTWH % Change redtit.2017
Analysisat 68. The Commissiorstated that for the FY 2018 Reporto comply with 39 U.S.C.

8§ 2804(c), the Postal Service mustalculate and express DPTWH % Change results using the
same methodology, including full year Sunday delivery stogdsr, at a minimum, FYs 2015,
2016, 2017, and 2018Id. If comparable results could not be provided, the Commission

directed that theFY 2018 Reporéxplain how to compare results between the old and new
methodologies, or explain why making this comparison is not feasibléd. The Postal Service
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addressed this issue by providing comparable results for all of these fiscatarsin the FY
2018 Repor#?

Below, the Commission analyzes the DPTWH % Change and Controllable Income (LosS)
performance indicators in more detail.

a. Deliveries per Total Workhour % Change
As stated above, DPTWH % Change is calculated by comparing the 8urrO UAAO08 O $04 7

1
i AAOAA 11T AAEOOOAA x1 OEEI O0O0OQq xEOE OEA DOET O U
workhours). %8 Table 1lI-16 illustrates how the Postal Servicecalculates DPTWH % Change:

Table 416

Deliveries per Total Workours, %Change Calculation
Results and Targets

FY 2015 FY 2016 FY 2017 FY 2018 FY 2018 FY 2019
Result | Result | Result | Target | Result | Target
Workhours (millions) 1,127.9| 1,157.6| 1,163.9| 1,141.0| 1,169.6 | 1,161.0

Less adjustment to workhours based on earng
workload (millions)

154 | 180 | (5.4) | (4.0) | (5.4) | (4.9

Adjusted workhours (millions) 1,112.4| 1,139.6| 1,169.3| 1,145.0| 1,175.0| 1,165.9
Total deliveries (millions) 46,829 | 47,366 | 47,604 | 47,835 | 47,825 | 48,358
Deliveries per total workhours (unadjusted) 41.5 40.9 40.9 41.9 40.9 41.7
Deliveries per total workhours (adjusted) 42.1 41.6 40.7 41.8 40.7 415
Deliveries per total workhours, % change 0.2% 01% | (0.5% | 2.1% | (0.5% | 1.4%

SourceFY 2018 Annual Repat 29; Postal Service Reply Comments at 5.

The FY 2018 target for the DPTWH % Change performance indicator was an increase of
2.1 percent over the FY 2017 resul&Y Annual Reporat 29. The FY 2018 result is a
decrease of 0.5 percent from the FY 2017 resalt2.6 percentage points lower than the
FY2018 target.Id.

In its FY2018 Plan the Postal Service asserted that it intended to meet the R¥18 target

AU OAADPOOOfrEICY x1 OE ETI OO OAAQAOQEIT O mOI 1T AA
ET EOEAOEOAO Oi FE200r@hnidhRefodED BE AIADBDOET ¢ OEAO
AOA A AOEOEAAI PDPAOO T &£ OEA 3$047( b #EATCA A&

Al
O
o]

97 Responses to CHIR No. 10, question 3stée;FY 2018 Annual Repairtl7.

9% FY2018 Annual Repost 29. The Commission has recommended in the past that the Postal Service measure productivity improvements
using the Total Factor Productivity (TFP) index, rather than DPTWH % SemgegFY 2016 Analysi 73 The Postal Seice has

indicated that it favors the DPTWH % Change metric over TFP because DPTWH % Change can be calculated in a more tiamelysmanner
easier to understand and target at the area and district le€¥s2018 Annual Rep@t 29 n.4.
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to deploy multiple initiatives to achieve workhour targets by the end of FY 201® The

01 OOAT 3 AO0OOEAA 0O0A GAbfooddedwitihthexgeabof rdeeti@gtie O OD A A E /F
particular DPTWH% # EAT CA OAOCAOho OEAOA ET EOEAQOEOAO x1
AAT AFEOOhS6 ET Al OAET ¢ OPOT CoABPAT QAX NOAOCRABOET ¢
Specifically, the Postal Service identified itglans to deploy: new workhour scheduling

software to better align workhours to workload; the realignment of equipment to match

workload and volume; new plant material handling systems and enhancements; new

machines to improve delivery unit package sortingfficiencies; and new software and

operating procedures to increase carrier vehicle package loading efficiencidd. These

ET EOEAOEOAO xAOA PAOO T & A OxEWMA OAT CA T £ A£EA
In the FY 2018 Reportthe Postal Service explains that it missed the FY 2018 DPTWH %

Change target because it overran its workhour plarcY 2018 AnnuaReportat 29. It

observes that in FY 2018, package volume and delivery points increased while letters and

flats volumes deceased.d. In a CHIR response, the Postal Service acknowledges that, in

contrast with the FY 2017 volume changes, the FY 2018 changes in volume were neither

sudden nor unexpected. Responses to CHIR No. 13, question 8.a. The Postal Service

explains that inFY 2018 the volumes of more highly automated letterand flat-shaped

mailpieces declined, while the volumes of more labor intensivpackageshaped

mailpieces increasedld. question 8.b. The Postal Service states that the simultaneous

ET AOAAOA OET DAAEACA Oi1O6Ii A ATA Al A@PAT AET ¢ /
use of] overtime and low cost norcareer [work]hours, in an attempt to improve

O A O O'® Jw Adglition, the Postal Service notes that rural carrier hours increased in

Fy¢mpywh AOAT OET OCEFYDDESRlathad@ddiérhpla@PaQvorEndud 6 O

reduction. Responses to CHIR No. 13, question 8.b.

The FY 2019 target for the DPTWH % Change performance ingior is a 1.4 percent

increase over the FY2018 result.10! This target would represent a reduction of

approximately 8 million workhours from the actual total workhours observed in FY

20181024 EA 017 OOAT 3AOOEAA AOOAOOO OHwideDWiIlOEEO OAOCA
capture work hour reductions from declining mail volume and from operational initiatives

Ol Ei bpOi OA AEAEAEAT AEAO ET - AEIl @OIOBBAOOET Ch $/
Annual Reportat 29. In response to a CHIR, the Postal Service acknogldes that its plans

for meeting the FY 2019 target are similar to its plans for meeting the FY 2018 target,

which it did not meet. Responses to CHIR No. 13, question 9. Nevertheless, the Postal

9 Docket No. ACR201Responses of the United States Postal Serviceto Questions2 ¥ / KF ANX I y Q& LY T2NXIF A2y wSlj dz§:¢
2018, question 5.

100|d,; FY 2018 Annual Repérti v dp® ¢ KS t2aGlt { SNBAOSQa RSt A GSNEY2018ld,s8MNR018INBE g o6& 20S
ACD at 20D4 (discussing changes in the number of delivery points ROES).

101FY 2018 Annual Repat 29. Although a different target is listed on page 16 offive2018 Annual Reppthe Postal Service confirms that
the FY2019 target is 1.4 percent. Responses to CHIR No. 13, question 7.

102FY 2018 Annual Repat 29; Responses to CHIR No. 13, question 7.

-72 -



Analysis of FY 2018 Performance Report Evaluation of Performance Goals
and FY 2019 Performance Plan

SAO0OEAA | AET OAET O OEAO OOEAcABPQAGI AAAIADDAE HoL
FY2019 [IFP] calls for a less aggressive workhour stretch target thanthe EYmp ¢ f ) &0Y h 6
AT A 001 OEA cApp@iicr GEHAMDAAKA O ET x1 OEET 00 OOAC
OOOAI ¢cOi xOEh OEA@ ZEZAAOI O EO AUAIETC 100806

Noting that the additional workhours used in FY 2018 were aimed at improving service

performance, the Postal Service asserts that continuing efforts to improve service

performance are refocused on datalriven processes designed to address issues without

significantly generating additional workhours.103& OOOEAOI 1 OAh EO AOOAOOO «
run rates are improving as the Postal Service better matches workhours to its mix of

O1 1 O Resmiises to CHIR No. 13, question 9.

The Commission recommends that the RbService continue its efforts to leverage
data-driven processes to improve service performance without having to use additional
workhours.In the FY 2019 Report, the Commission recommends that the Postal Service
explain the outcome of this and other efts designed to reduce workhours in FY 2048d
discuss the impact that these efforts have on FY 2DET'WH % Changessults.

The FY 2019 DPTWH % Change target of 1.4 percent is more realistic than the FY 2018
OAOCAO8 (1T xAOAORh O kAl pedidrnindcd with Bdafd @EWSAS O EEOOIT O
performance indicator suggests that meeting the FY 2019 target will present significant

AEAT 1 AT CAO8 4EA 01 OOAI 3AOOEAAGO DI AT O &I O i A}
DPTWH % Change result if the Postal Serviceable to effectively leverage datariven

processes to address service performance issues without generating a significantmber

of additional workhours. These processes may help detect potential problems before

additional workhours are required to resolve them. However, the Commission remains

AT T AAOT AA AAAAOOA OEA 01 OOAI 3AOOEAAB8O bI AT O 1
workhour overruns that are expected to continue into the foreseeable futuredeclining

letters and flats volumes, increasingrackages volumes, and increasing delivery points.

If the Postal Service does not meet the FY 2019 DPTWH % Change target, the Commission
recommends that the FY 2019 Report describe plans and timelines for meeting the FY 2020
target that are designed to adress the causes of workhour overruns identified by the Postal
Service: declining letters and flats volumes, increasing packages volumes, and increasing
delivery points.

Although not used as performance indicatorghe Postal Service also includesesults for

TFP and labor productivity.FY 2018Annual Reporiat 30. The Postal Service explains that

it uses DPTWH % Change as the applicable performance indicator because, compared with
the TFP index, DPTWH % Change is easier to understand and targahatarea and

district levels, and it can be calculated in a timelier manneld. at 29 n.4. The Commission

103|d. These datadriven processes, such RECVand the new SPM system, are describehapter 3, section A.3.lsupra.
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appreciates the Postal Service providing this information, as suggested in tR&¥ 2017
AnalysisFY 2017 Analysiat 67. Even though these two measas are not performance
indicators, they provide additional transpaency into productivity trends.

The Commission recommends thature annual performance reports continue to include
information on both the TFP index and other productivity measures.

b.  Contollable Income (Loss)

As with the FY 2017 Reportthe FY 2018 Repomprovides a thorough explanation of each
component that makes up the Controllable Income (Loss) performance indicatdee
FY2017 Analysisat 70. TheFY 2018 Reporincludes a helpful tdble showing revenue and
expenses from the IFP and describes each category of revenue and controllable expenses.
See FY 2018 Annual Repait 23-27. It explains why the FY 2018 Controllable Income
(Loss) target was not met and provides the rationale for séhg the FY 2019 targetSee id.
It also includes a section on nostontrollable expenses, which also impact the Postal
BAOOEAAS O ABteAdiatRE Fhis inforA&iéniinipOa:s the transparency and
utility of the FY 2018 Reporby helping interested persons better understand the
components of the Controllable Income (Loss) and how the Postal Service calculates
targets and results.

The Commission recommends that the Postal Service continue to include similar information
on Controllable Income (&ss) in future annual performance plans and annual performance
reports.

In FY 2018, Controllable Income (Loss) was $(2.0) billion, which wag®6) billion more

than the FY 2018 target of $(1.4) billionld. at 26. Figure 11I-4 shows the Controllable
Income (Loss) results for FY 2015 through FY 2018.
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Figure 144
Controllable Income (Loss) Results
FY 2015 through FY 2018

=

($ in billions)
o

Controllable Income (Loss)
AR

FY 2015 FY 2016 FY 2017 FY 2018
SourceFY 2018 Annual Repat 17.

The Postal Service states that it designs all performance indicator targets to be achievable
given the planned finances in the IFRd. at 15. TheFY 2018 Reporincludes a table listing

the components of Controllable Income (Loss)d. at 25. Table I1I-17 lists planned revenue
and expenses for FY 2018 and FY 2019, as well as results from FY 2015 through FY 2018.

-75 -



Analysis of FY 2018 Performance Report Evaluation of Performance Goals

and FY 2019 Performance Plan

Table 1417
Integrated Financial Plan
Revenue and Expense$if Billions)

Results and Targets

FY 2015| FY 2016 | FY 2017 | FY 2018 | FY 2018| FY 2019

Result Result Result Target Result Target
Revenue
FirstClass Mail 27.2 26.6 25.7 24.8 25.0 24.2
USPMMarketing Mail 16.9 17.6 16.6 16.2 16.5 16.8
Shipping and Packages 15.0 17.3 19.5 21.4 215 23.1
InternationalMail 2.7 2.7 2.6 2.7 2.6 2.9
Periodicals 15 15 1.4 1.3 1.3 1.2
Other 3.5 3.7 3.9 3.8 3.9 3.9
Subtotal Revenue 66.8 69.4 69.7 70.2 70.8 72.1
Temporary Exigent Surcharge 21 1.1 T T T T
Total Revenue 68.9 70.5 69.7 70.2 70.8 72.1
Controllable Expenses
Compensation and beneflts 51.8 53.2 50.5 50.7 51.4 52.5
RHBF normal cost T T 2.8 35 3.7 4.0
Transportation 6.6 7.0 7.2 7.3 7.9 8.3
Depreciation 1.8 1.7 1.7 1.7 1.7 1.7
Supplies and services 2.7 2.8 3.0 3.0 3.0 3.0
Rent, utilities and othér 4.8 5.2 5.3 5.4 5.3 5.7
Total Controllable Expenses 67.7 69.9 70.5 71.6 72.8 75.2
Controllable Income (Loss) 1.2 0.6 (0.8) (1.4) (2.0) (3.2)
Non-Controllable Expenses
RHBF préunding (5.7) (5.8) T T 1 T
RHBF normal cost actuarial revaluatiol T T (0.5) T (0.1 T
RHBF unfunded liability amortization T T (2.0) (1.2) (0.8) (1.2)
FERS unfunded liability amortization (0.2) (0.2) (0.9) (0.9) (2.0) (1.0
CSRS unfunded liability amortization T T a7 a7 (1.4) (1.49)
22N] SNBEQ O2YLId FI | (0.4) (1.3) 2.2 T 14 T
non-cash adjustments
Deferredrevenuet prepaid postage T 1.1 T T 1 T
change in estimate
Total NonControllable Expenses (6.3) (6.2) (1.9 (3.8) (1.9 (3.5
Net Income (Loss) (5.1) (5.6) 2.7) (5.2) (3.9 (6.6)
a|ncludes investment and interegicome,gain or loss on sale and income from the outlease of property.
b Excludes RHBF phending, normal cost, amortization, ardtuarialrevaluation; noROl 8 K | R2dza G YSy (i a
go[‘nperjsationﬂliabilities; anq FER§ apd CSRS unfunded Iiapilities amortization, which are ﬁmfuckmutrpllable
SELISyasad LyOfdzRSa wl . C LINBYAdzya o0C, Hnamp.lYyR C, HAN
¢Includes interest expense.

SourceFY 2018 Annual Repat 25.
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AEA O D | AOEAO Ai T ETAT O Al 1 OOEAOOI OO OI OEA o1
FY 2018 were First-Class Mail and USPS Marketing Mddl. at 23. Total revenue in FY

2018 was $70.8 bilion, which was $0.6 billion more than plannedld. at 26. FirstClass

Mail revenue was $25.0 billion, which was $0.2 billion above theY 2018 Plapnmainly due

to higher-than-expected presorted letters and postcards volumed. First-Class Mail

represented 35.4 percent of revenueld. at 23, 25.USPS Marketing Mail revenue was $16.5

billion, $0.3 billion above theFY 2018 Plandue to higherthan expected volumeld. at 26.

USPS Marketing Mail represented 23.3 percent of revenugee idat 25.

Shipping and Packages consists largely of Competitive products that can be priced to

reflect current market conditions, such as Priority Mail and Parcel Seledd. at 26.

Shipping and Packages revenue was $21.5 billion, $0.1 billion above ¢ 2018 Plah OA O A
to continued ecommerce growth and the successful implementation of various marketing

AT A OAIl AO IdZhippng &g Patkages represented 30.5 percent of revenue.

at 23.Smaller revenue sources included International Mail (which represeted 3.7 percent

of revenue), Periodicals (which represented 1.8 percent of revenue), and other revenue
sources (which represented 5.5 percent of revenueyee idat 25.

Total expenses in FY 2018 totaled $74.7 billiohd. at 26. Compensation and benefits
expenses totaled $51.4 billion, which was $0.7 billion above theYy 2018 Planid.
Transportation expenses totaled $7.9 billion, which was $0.6 billion above tHeY2018
Plan.Id. at 27. The RHBF normal cost totaled $3.7 billion, which was $0.2 billion@ke the
FY2018 Planld. Other, less significant, expense categories included depreciation (which
totaled $1.7 billion, in line with the FY2018 Plar), supplies and servicegwhich totaled
$3.0 billion, in line with the FY2018 Plan, and rent, utilities,and other expensegwhich
totaled $5.3 billion, $0.1 billion less than thé=Y 2018 Plaj Id.

With total revenue of $70.8 billion and total expenses amounting to $74.7 billion, the
Postal Service incurred a net loss in FY 2018 of $3.9 billidd. at 26. However, the Postal
Service only considers $2.0 billion of the $3.9 billion net loss to have been controllabli.

The Postal Service attributes its failure to meet its FY 2018 Controllable Income (LosS)

target to higher-than-expected compensation and énefits expenses and transportation

costs.ld. With regard to compensation and benefits expenses, the Postal Service asserts

OEAO OEAU xAOA EECEAO OEAT AoPAAOGAA OI AOCAI U |
additional work hours, driven by the more laba-intensive shipping and packages business

AO xAll AO CcOil xOE EIT r OEA niat@OAIwitBrdgard®E AAS OY A/
transportation costs, the Postal Service asserts that they were higher than expected

Ol AOCAT U AOA Oi1 agedflonghdulQrick driveks AihwayEcdn®edt rate

ET AOAAOAO Al A |10& EYEhePostEBariice Assetti@aBit@oes not

consider the portion of the RHBF normal cost that was above ther2018 Planto have

been a controllable expenseyecause the excess amount resulted from an actuarial

revaluation. Id.
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The Controllable Income (Loss) target for FY 2019 s$3.1 billion loss, which anticipates
OOAOAT OA CcOiI xOE 1 &£ Ap8c AEITEIT fAAETCY 11 0A (
cod increases and an anticipated increase in the controllable portion of the [RHBF]

I 7T 00 Al I1dAT 6086

The Postal Service states that it expects revenue to increase by $1.3 billion in FY 2019 due
primarily to increases in Shipping and Packages, Internationislail, and USPS Marketing
Mail. Id. However, the Postal Service also expects controllable expenses to incredde.
Compensation and benefits expenses are expected to increase by $1.1 billion, primarily
due to contractually-required wage increasesand costof-living adjustments of $0.6 billion
and increases in the RHBF normal cost of $0.5 billiold. The Postal Service plans to
mitigate the increase in compensation and benefits expenses by employing a larger
portion of newer, less expensive employees, amédducing workhours through increased
efficiency.ld. Planned increases in controllable expenses also include a $0.4 billion
increase in transportation expenses due to growth in packages volume and inflationary
pressures, as well as a $0.4 billion increase rent, utilities, and other expenses due to
normal inflationary pressures.Id.

The Postal Service anticipates that Firs€lass Mail volumes will continue to decline in the

future as a result of electronic diversionld. In response, the Postal Service asserts that it is

focused on providing new services and innovations in USPS Marketing Médl.at 23.
SDPAAEZEAAIT 1 Uh OEA 01 OOAI 3AOOEAA OOAOAO OEAOD ¢
Informed Delivery, which enablecustomers to preview mail and packages scheduled to

AOOEOA AO A TAATO T £ I ACREEX AECEANATI 3 ADBE ALK UDA
OEAOA OAOOGEAA 1 EEAOCET CO xEI 1 EAIR2@8 Anu@GAAEIT EU/
Reportat 23.

The Postad Service notes that while it continues to experience strong performance in
Shipping and Packages, this line of business constituted only 4.2 percent of the Postal
BAOO0OEAAG O O PoAg andihelcddis b préckss &8 deliver shipping and
packages services is higher peipiece than FirstClass Mailld. The Postal Service asserts

that it is focused on growing ecommerce and is implementing marketing campaigns to

grow its business.ld. The Postal Service identifies dasgpecific delivery, improved tracking
and text alerts, and up to $50 free insurance on most Priority Mail packages as examples of
its responsiveness to customerdd.

104FY2018 Annual Repodt 23;see alsdResponse to CHIR No. 2, question 13.b.
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CHAPTER &TRATEGIRNITIATIVES
A. Background

To provide reliable, efficient, trusted, and affordable universal delivery servicghe Postal
Service established four strategigoals:

1 Deliver aWorld-Class Customer Experience
1 Equip, Empower, and Engage Employees
1 Innovate Faster to Deliver Value
9 Investin Our Fuure Platformstos
417 EAI D AAEEAOA OEAOA OOOAOACEA cCci Al Oh OEA oI
strategic initiatives and a rigorousportfolio management process to apply strategicand
financial rigor to decisioni AEET ¢ AT A Ol 1T AOECAOA OECT EEZEAAT O
FY2018 Annual Reporat 31.

In FY 2018, the Postal Service implemented a portfolio of 8 strategic initiatives to achieve
its strategic goalsld. at 32; FY 2017 Analysist 75. TheFY2018 Reportincludes a table
comparing FY 2018 and FY 2019 strategic initiatives and explaining how they changed
between FY 2018 and FY 201%eeFY 2018 Annual Reposdt 32. This table also shows how
the strategicinitiatives align with the strategic goals and performance goaldd.

Table 21 compares FY 2018 and FY 2019 strategic initiatives and links each one to a

changedbetween FY 2018 and FY 2019

1 Continued? Strategic initiative continued into FY 2019 with minimal
changes from FY 2018.

1 Refined? Strategic initiative wasmodified to achieve greater alignment
with organizational goalsandthe current businessenvironment.

1 Combined? Strategic initiative was combined with one or more similar
strategic initiatives to more accurately reflect the current business
environment and provide greater alignment organizationally.

105FY 2018 Annual Repart 15;see Future ReadyUnited States Postal Service Fitear Strategic Plan, Fiscal Y&$8to 2021 (available at:
http://about.usps.com/strategieplanning/fiveyearstrategicplan-2017-2021.pdj.
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As shown inTable I\-1, the Postal Serviceeontinued three strategic initiatives, refined four
strategic initiatives, and combined one strategic initiative for FY 2019. The Postal Service
will implement seven strategic initiatives in FY 2019.

Table 11
Comparison of FY 2018 and FY 2@fategic Initiatives

Strategic Cligmge
9 FY2018Strategic Initiatives from FY2019Strategic Initiatives
Goal
FY2018
Deliver a Build a WorldClass Customer . Build a WorldClass Customer
. Continued .
World-Class | Experience Experience
Customer Build a WorldClasdnternational Combined
Experience | Platform
Equip,
Empower, Build z_‘;mWorIdCIass Employee Refined Improve Employee Experience
and Engage| Experience
Employees
Accelerate Innovation to Maximize . Acceleratdnnovation to Maximize
) Continued )
Innovate Business Value Business Value
Faster to Accelerate Innovation to Create Accelerate Innovation to Create
Deliver Value| Customer Value and Maximize Reven| Refined Customer Value and Maximize Reven
and Profit and Profitability
OptimizeNetwork Platform Continued | Optimize Network Platform
Invest in Our
Future Delivery Structure Rationalization Refined Delivery Structur®ptimization
Platforms
Build a WorldClass Package Platform | Refined BuildPlatform to Grow Profitable

Packages Business

aCombined with Accelerate Innovation to Maximize Business Value.

SourceFY 201&nnual Reporat 31-32.

In a CHIR response, the Postal Service provides a public description of each FY 2019

strategic initiative, which is listed in Table 1\-2.

-80-




Analysis of FY 2018 Performance Report
and FY 2019 Performance Plan

Strategic Initiatives

Table /2
FY 2019 Strategic Initiative Descriptions

Strategic Initiative

Description

Build a WorldClass Customer Experience

Improve customer experience by addressing key pa
points along the customer journey, fostering a
customer centric culture through employee
engagement, and using customer sentiment data to
provide actionable insights for operational
improvements. Key perfmance indicators including
overall satisfaction, customeeported, andselect
operational metrics will be used to monitor
performance and refine activities.

Improve Employee Experience

Improve organizational performance by creating an
environment where the employees are enabled,
involved in, committed, and motivated to do their bej
work. Aligns withthe Strategic Human Resources Pla
and contains activities to improve the employee
expelience and implement an organization that
attracts and retains a diverse, higierforming and
engaged workforce.

Accelerate Innovation to Maximize Business Value

Leverage technology, information, and insights to
improve or transform business operations or
processes. Identify and prioritize roadmaps to mana
a portfolio of business/industry partnerships that driv
speed and positive business impact.

Accelerate Innovation to Create Customer Value and
Maximize Revenue arfrofitability

Increase revenue, ctamer satisfaction, and
engagement through Sales, Brand Marketing, Pricin
Product Enhancements, and Innovations programs {
sustain the value of the mailbox, accelerate innovati
and grow Informed Delivery adoption by mailers and
households.

Optimiz Network Platform

Evaluate and righsize the mail processing
infrastructure to increase operating efficiency, reduc
costs, and provide reliable and consistent service

Delivery Structure Optimization

Redefine city and rural routes, improve first mile
acceptance processes, enhance the customer
experience with package delivery, and finalize
selection of the next generation delivery vehicles

Build Platform to Grow Profitable Packages Business

Build the product portfolio and supporting
infrastructure neeled to grow the packages business
of the future. Increase package revenue and
contribution by meeting evechanging customer
expectations, increasing efficiency while decreasing
costs, and keeping up with the competition.

Source Responses to CHIR NogBestion 14.c.

-81-



Analysis of FY 2018 Performance Report Strategic Initiatives
and FY 2019 Performance Plan

The Postal Service previously clarified that thetrategic goals differ from the four
performance goalsdiscussedin annual performance plans and annual performance
reports.106 To assess its efforts in achieving these strategic goals, the Rb$Service states
that it measures its performance through progress against the four performance godfs.
Besides illustrating the change between FY 2018 and FY 2019 strategic initiativelset
FY2018Reportalso explains how each strategic initiative relates to the four performance
goals.TablelV-3 and Table V-4 list the FY 2018 and FY 2019 strategic initiatives and show
how each one relates to the performance goals.

Table I\3
FY2018Strategic Initiativesand Related Performance Goals

g 2l Safe Workplace and Financial
FY 201&trategic Initiatives Quality Customer
. . Engaged Workforce| Health
Service Experiences
Build a WorldClass Customer
Experience i a i
Build a WorldClass International
Platform e 2 e
Build a WorleClass Employee
Experience i i
Accelerate Innovation to Maximize
Busines¥/alue ¢ ¢ ¢ i
Accelerate Innovation t@eate
Customer Value and Maximize 72 72 72
Revenue andProfit
Optimize Network Platform 7 E
DeliveryStructure Rationalization 72 7 E
Build a WorleClass Package Platfori E E 7

SourceFY 201&nnual Reporat 32.

16 Docket No. ACR2016, S & L2y 84S 2F GKS ! yAGSR {GldSa t2adlf {SNBAOS (201nvdSairzy
107FY 2018 Annual Reporti mp ® ¢KS t2adlf { SNBAOSE NBTSNE (2 (GKSIALSNF2NYIyOS 320 ¢
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Table V4
FY2019Strategic Initatives and Related Performanceo@ls

Rl Bl Safe Workplace and Financial
FY 201%trategic Initiatives Quality Customer
. . Engaged Workforce| Health
Service Experiences
Build a WorldClass Customer
Experience a a
Improve Employee Experience E
Accelerate Innovation to Maximize
Busines¥/alue e 2 2
Accelerate Innovation t@reate
Customer Value and Maximize 72 74 73
Revenue androfitability
Optimize Network Platform 72 Z
Delivery Structuré®ptimization 72 74 Z
Build Platform to Grow Profitable £ £ g
Packages Business

SourceFY 201&nnual Reporat 32.

(@}
O
@)
p>

AEA 01 OOAT 3AOOGEAA A@bil AET O sfekfit€et oDmedstirds AoE
track performance aligned to achieve both shorterm performance and build longterm

A A b A A ERYR@LE Andual Repoat 31. It states that Othe portfolio of [strategic]
initiatives is dynamic and changesas priorities and resources change, and as programs are
completed or adjusted based on external eventsld. In a filing under seal, the Postal
Serviceprovides the performance measuredor each strategicinitiative the Postal Service
will use to track performance in FY 2019, as well as FY 2018 targets and resdi&The
Postal Service als@xplains how the strategic initiatives relate to the performance
indicators. Id.

B. Commission Analysis

None of the comments discuss the strategic goals or strategic initiatives. Last year, the
Postal Service adopted two key Commission recommendations on strategic initiatives. The
Postal Service included information on strategic initiatives in thé&Y 2017 Reort and linked
them to both the strategic goals and performance goalSeeFY 2017 Analysiat 78. For each
strategic initiative, the Postal Service used performance measures uniquely linked to the
strategic initiative they support, with no overlap with performance measures of other
strategic initiatives. Id. The Commission found that adopting these recommendations
improved the discussion compared to past yearsd.

The Postal Service retained these improvements by describing the strategic initiatives in
the FY 2018 Reportlinking each FY 2018 and FY 2019 strategic initiative to the strategic

108 Response to CHIR No., 2uestionl4.a; seeLibrary Reference USEFEY18NP33, January 28, 2019
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goals and performance goals, and using unique performance measures for eathategic
initiative.

The Commission recommends that the Postal Service continue to describe strategic initiatives
in annual performance reports, link each strategic initiative to the strategic goals and
performance goalsand use unique performance meages for each strategimitiative.

In the FY 2017 Analysighe Commission observed that the relationship between the
strategic initiatives and performance goals was not clear and that the strategic initiatives
appear more related to the strategic goaldd. at 79. It recommendecthat the Postal Service
evaluate the current connection between strategic initiatives and performance goalsl.
The Commission stated that iftrategic initiatives continue to support the performance
goals, thePostal Service shuld continue including strategic initiatives in annual
performance reports.lId. In that case the Commission suggested thahe FY 2018 Report
Aobpl AET Ei x OOOAOACEA ET EOEAOEOAOGasadd AOA OI
performance indicators ard include a tableshowing changes between FY 2018 and

FY 2019 strategic initiatives that link each one to the performance goaléd. The
Commission also recommended that th@ostal Service briefly describe each strategic
initiative without revealing non -public information. 109

4EA 01T OOAT 3AOOEAA AAT POAA OEAY20i8IREépEIOOET 1 60
includes a table showing how the strategic initiatives relate to the strategic goals and
performance goals and how the strategic initiatives changed betwedfy 2018 and

FY2019.FY 2018 Annual Repost 32. In a filing under seal, the Postal Service explains the
connection between strategic initiatives and performance indicatorsSeelibrary Reference
USP3FY1&NP33 In a CHIR response, the Postal Service als@vides a public description

of eadh FY 2019 strategic initiative. Responses to CHIR No. 2, question 14.c.

Information about strategic initiatives provided in the FY 2018 Reporand in Docket
No.ACR2018 illustrate the connection among strategic initia¢es, performance goals, and
performance indicators. The public descriptions of strategic initiatives provided in the
Responses to CHIR No. 2, question 14 help explain what the strategic initiatives are and
how they relate to the performance goals and peofmance indicators. For example, the
Improve Employee Experience strategic initiative helps create an environment where
employees are enabled, involved in, committed, and motivated to do their best woi&ee
Table I\-2, supra.This strategic initiative relates to the Safe Workplace and Engaged
Workplace performance goal and the Engagement Survey Response Rate performance
indicator.

109]1d. The Commission also stated that if the Postal iBersetermines that there is minimal connection between strategic initiatives and
performance goals, the Postal Service should replace the discussion of strategic initiatives with a description of ipdigiduras supporting
the performance goaldd. at 79-80.
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The Commission recommends that the FY 2019 Reportipethe same information for

FY2019 by explaining how FY 2019 and R®20 strategic initiatives relate tahe strategic

goals and performance goals. Ti@mmission suggests that i€/ 2019 Report include a

table similar to the one in the FY 2018 Report showing changes between FY 2019 and FY 2020
strategic initiatives. Se&Y 2018 Annual Report at 37he Commission recommends that the
Postal Service include public descriptions of the strategic initiatives in the FY 2019 Report to
help interested persons understand what the strategic initiatives are and how they relate to

the performance goals.

The Commissioalsorecommends thain Docket No. ACR2018e Postal Service file FY 2019
performance measures, targets, and rewufor each strategic initiative, as well as a table
illustrating how the strategic initiatives relateto each performance indicatorSeelibrary
Reference USRBY1&NP33.
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Appendix: Commission Findings and
Recommendations

Chapter 2 - Compliance with 39 U.S.C. §82803 and 2804 :

T

The Commission finds that the FY 2019 Plan complies wiHJ).S.C. § 2803(a) by

s o~ A s s 2 oA N

OAT OAOET ¢ AAAE DOl COAI AAOEOEOU OAO &I OOE

with 39 U.S.C. § 2803(a) next year, the FY 2020 annual performance plan (FY 2020
Plan) must identify all program activities in the F2020 IFP and eplain how the
FY2020 Plan covers each one by relating each program activity to one or more
performance goals or indicator<hapter 2 at 10

The Commission finds that the FY 2019 Plan complies with 39 U.S.C. § 2803(a)(1)
because the FY 2019 Plan setsdats for each performance indicator the Postal
Service will use in F2019 or explains why a target is not set. In future annual
performance plans, if the Postal Service does not set a target for a performance
indicator, the Commission recommends that tRestal Service continue to provide a
reasoned explanation for not setting a targdd. at 11.

The Commission finds that the FY 2019 Plan complies with 39 U.S.C. § 28031.2d.

The FY 2018 CCC target and result listed in the FY 2018 Report areongparable,

and the FY 2018 Report does not explain why providing a comparable FY 2018 result
is not feasible. Thus, the Commission finds that the FY 2018 Report does not comply
with 39 U.S.C. 3804(b)(1) for the Excellent Customer Experiences performagoal.

Id. at 13.

To comply with 39U.S.C. § 2804(b)(1) next year, the FY 2019 annual performance
report (FY2019 Report) must set forth the same performance indicators and targets
as the FY 2019 Plan and compare FY 2019 targets and results for each peafare
indicator. The FY 2019 result for each performance indicator must be comparable to
the target set in the FY 2019 Plaid. at 14.

For the Excellent Customer Experiences performance goal, the FY 2019 result for the
eCC performance indicator must be expressed using the FY 2019 methodology based
IT AOOGOI I AOOGS T OAOAI 1T OAOGEOEAAOQEIT xEOE
their issue and an improvement ratdhe FY 2019 result for the CX Composite Index
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performance indicator must be expressed usingth the FY 201&nd FY 2019
methodologes to ensure that the FY 2019 target and result are comparalde

1 As an alternative, if aomparable FY 2019 result cannot be provided, theZo{9
Report must explain why and either: (1) explain how to compare results between the
current and former methodologies; or (2) explain why making this comparison is not
feasible. The Commission recomnas that the Postal Service not change performance
indicators, methodologies, or targets once they are set in the applicable annual
performance plan. Id

1 The FY 2018 Report does not contain comparable results for FYs 2015, 2016, 2017,
and 2018 for severgberformance indicators that measure progress toward the High
Quality Service and Excellent Customer Experiences performance gdas-Y 2018
Report does not explain why providing comparable results is not feasithes, the
Commission finds that the FX018 Report does not comply with 39 U.S.C. § 2804(c) for
these performance goal&d. at 16.

1 To comply with 39 U.S.C. § 2804(c) next year, the FY 2019 Report must include
comparable results for each performance indicator for, at a minimum, FYs 2016, 2017,
2018, and 2019. To be comparable, results for each fiscal year must be calculated and
expressed using the same performance indicator or methodology. As an alternative, if
comparable results cannot be provided for any performance indicator, the FY 2019
Repat must explain why results are not directly comparable across these fiscal years.
In that case, the FY 2019 Report must either explain how to compare results between
the current and former methodologies or explain why making tlsiesmparison is not
feasibk. Id.

1 Specifically, for the HigtQuality Service performance goal, if comparable results
cannot be provided using the new SPM system, the FY 2019 Report must explain why
results are not directly comparable across FYs 2016, 2017, 2018, and 2019. In that
case, the FY 2019 Report must either explain how to compare results between the new
SPM system and the former measurement system or explain why making this
comparison is not feasible. It 17.

1 For the Excellent Customer Experiences performance goal, the029 Report must
include comparable results for each component performance indicatdr

1 The Commission finds that the FY 2018 Report does not comply with.S9C.
§2804(d)(3) for the HighQuality Service and Safe Workplace and Engaged Workforce
performance goals. To comply with 39 U.S.C. § 2804(d)(3) next year, for each FY 2019
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target that is not met, the F2019 Report must both explain why and describe plans
and schedules for meeting FY 2020 targets. If the Postal Service misses a FY 2019
target for a nonpublic performance indicator, the Postal Service must provide the
explanation, plans, and schedules for meeting the FY 2020 target in apudntic

annex. Se€hapter 2, section C.3., infia.

T 4EA #1011 EOOEIT OAEOAOAOADeecthgprrtdormard gadlsO AT A
under 39U.S.C. 8804(d)(3)(B) must be designed to meet applicable performance
indicator targets. FY 2017 Analysis at 17. These plans and schedules must also include
specific timelines if they fall outside of the fiscal year eced by the annual
performance plan. Idat 18.

1 The Commission finds that the FY 2018 Report complies with 39 U.S.C. 8§88 2804(d)(1),
(2), and (4). Id

1 The Commission finds that Library Reference UgPSL&NP30 complies with the
Commission's directive to file under seal with the FY 2018 ACR: (1) FY 218
FY2019 targets; and (2) comparable results from FY 2015 through FY 2018 for each
non-public performance indicator. The FY 2019 Plan complies with 39 U.S.C. § 2803 by
setting measurable FY 2019 targets for each npuablic performance indicator the
Postal Service will use in FY 2019. See Chapter 2, section C.1., supra. The FY 2018
Report complies with 3%J.S.C. 8§88 2804(b)(1) and (oy setting forth comparable
FY2018 targets and results and including comparable results from the past three
fiscal years. See Chapter 2, sections C.2.a., b., supra. The FY 2018 Report does not
comply with 39 U.S.C. § 2804(8)(with respect to the nofpublic performance
indicators because the Postal Service does not explain why it did not meet FY 2018
targets. See Chapter 2, section C.2.c., sudrat 19-20.

1 To ensure that the FY 2020 Plan and FY 2019 Report comply witbt . 32C. 8§ 2803
and 2804, respectively, the Commission recommends that the FY 2019 Report include a
similar footnote stating that the Postal Service is providing npablic service
performance data for certain Competitive products as part of the roublic annex of
the FY 2019 ACR. For each npublic performance indicator, the Postal Service must
file under seal with the FY 2019 &RX(1) FY 2019 and F2020 targets; and (2)
comparable results from FYs 2016 through 2019. If the Postal Service does not meet a
FY 2019 target, the Postal Service must explain why and describe the plans and
schedules for meeting the FY 2020 target. The FY 2019 ACR should continue to identify
the library reference that contains this information. It 20.
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T

In the FY2020 Plan and ¥ 2019 Report, the Commission recommends that the Postal
Service continue to describe future performance indicator and methodology changes
as well as analyze the impact of these changes on resultat RD-21.

To ensure meaningful comparisons across disgears, the Commission recommends
that the Postal Service limit the number of performance indicator or methodology
changes made. The Commission recommends that the Postal Service implement a
performance indicator or methodology change for three consevatfiscal years before
revising it unless the change is clearly not beneficial or effective. If the Postal Service
decides to add a new performance indicator or change the methodology for an existing
performance indicator, the Commission recommends thag fRostal Service explain
these changes and provide the rationale for making them in future annual
performance plans an@dnnual performance reports. Idat 21.

Chapter 3 z Evaluation of Performance Goals:

T

The Commission finds that the Postal Service eittier not meet or only partially met
its performance goals in FY 2018hapter 3 at 22

High-Quality Service:

T

T

T

The Commission finds that the Postal Service did not meet the {Qighlity Service
performance goal in FY 2018. Idt 27.

Consequently, the FY 2018 Report does not comply with 39 U.S.C. § 2804(c) for the
High-Quality Service performance goal. laf 28.

To comply with 39U.S.C. § 2804(b)(1) next year, the FY 2019 result for each
performance indicator must be comparable to tharget set in the FY 2019 PlaAs an
alternative, if comparable FY 2019 results cannot be provided, the26¥9 Report

must explain why and either: (1) explain how to compare results between the new SPM
system and former measurement system; or (2) explaihy making this comparison is

not feasible. Id

To comply with 39 U.S.C. § 2804(c) next year, the FY 2019 Report must include
comparable results for each performance indicator for, at a minimum, FYs 2016, 2017,
2018, and 2019. To be comparable, resutis €ach fiscal year must be calculated and
expressed using the same performance indicator or methodology. As an alternative, if
comparable results cannot be provided for any Higuality Service performance
indicator, the FY 2019 Report must explain whystdts are not directly comparable
across these fiscal years. In that case, the FY 2019 Report must either explain how to
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compare results between the new SPM system and former measurement system, or
explain why making this comparison is not feasible. Id

1 Tocomplywith 39 U.S.G8 2804 (d)(3) next year, if the Postal Service misses one or
more FY 2019 targets for the nepublic performance indicators measuring progress
toward the High-Quality Service performance goal, the Postal Service must explain
why anddescribe plans and schedules for meeting FY 2020 targets. Id

1 Given the continuous recurring nature of this issue, the Commission recommends that
the Postal Service explore how to adapt its operations to account for seasonal demand
changes in a way that des not negatively impact service performance. atl31.

1 Inthe FY 2019 Report, the Commission recommends that the Postal Service explain in
more detail the impact of any networkvide job realignment and bidding process
undertaken in FY 2019 ohligh-Quality Service pedrmance indicator results in
FY2019. Id.at 32.

1 The Commission recommends that the Postal Service strive to develop targets that
balance the need to inspire continuous improvement with the importance of setting
targets that arerealistic and achievable. Id
T 4EA #1711 EOOCEIT &£ZETAO OEAO OEA -QiayOAl 3AO0O0E
Service are reasonable steps for improving HiGality Service performance indicator
EAAT OE&ZU | AEI Ei PAAOAA AU O1 &£ OAOGAAT AOGAT O
control appears likely to help the Postal Service more accurately determine the extent
to which weatherrelated events affect its service performea results. In the FY 2019
Report, the Commission recommends that the Postal Service explain the outcome of
this and other initiatives designed to improve HigQuality Service and discuss the
impact that these initiatives have on FY 2019 results.dt34.

Excellent Customer Experiences:

1 The Commission finds that the Postal Service partially met the Excellent Customer
Experiences performance goal in FY 201 meeting only one of the nine targetsl.
at 42.

1 The Commission recommends that the Postal Ssrdontinue to provide this
additional information in the FY 2019 ACR by describing any changes made to
customer surveys and performance indicator methodologies, providing the rationale
for making these changes, and discussing the impact of these chamgE¥ @019
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results. The Commission also recommends that the FY 2019 ACR include a similar table
to the one included in Library Reference USIPGL838 that contains detailed

information on the survey methodology and data collection for each customer survey.

Id. at 43.

1 Inthe FY 2019 Report and FY 2020 Plan, if the Postal Service misses one or more
targets for the Excellent Customer Experiences performance indicators, the
Commission recommends that the Postal Service consider including a-ceésience
to the FY 2019 ACR explaining why FY 2019 targets were not met and describing plans
and schedules for meeting FY 2020 targets. Id

1 The Commission commends the Postal Service for evaluating and updating the current
customer surveys and performance indicatorethodologiesto ensure quality and
consistency and for improving CCC survey response rates. The Commissions finds that
using consistentlyworded Overall Satisfaction questions and g6int scale will
promote comparability of results in FY 2019 and beyond.dtl44.

1 If the Postal Service decides to add a new performance indicator or change the
methodology for an existing performance indicator, the Commission recommends that
the Postal Service explain these changes and provide the rationale for making them in
future annual performance plans and annual performance reports.dtd49-50.

1 The Commission recommends that the Postal Service continue to use the same
methodology for calculating results of the POS, BMEU, and USPS.com performance
indicators in FY 2019 antbeyond, unless changing the methodology would
significantly improve the metric. If the Postal Service decides to change the
methodology for calculating a performance indicator result, the Commission suggests
that the Postal Service describe the change gmdvide the rationale for it in future
annual performance plans and annual performance reports. The Commission also
suggests that the Postal Service explain how the methodology change improves the
metric. Id.at 51.

1 To comply with 39U.S.C. § 2804(b)(1)et year, the FY 2019 result for each
performance indicator must be comparable to the target set in the FY 2019 Plan. To be
comparable the FY 2019 result for the eCC performance indicator must be expressed
using the FY 2019 methodology base T A O O Gverall Aadtadtion with the
guality of service receiwin response to their issue and an improvement ratbe FY
2019 result for the CX Composite Index performance indicator must be expressed using
both the FY 2018&nd FY 2019nethodologes to ensurghat the FY 2019 targets and
results are comparableAs an alternative, if a comparable FY 2019 result cannot be
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provided, the F2019 Report must explain why and either: (1) explain how to
compare results between the current and former methodologies; 2y €xplain why
making this comparison is not feasibl&ee Chapter 2, section C.2.a., sulgrat 54.

1 To comply with 39 U.S.C. § 2804(c) next year for the Excellent Customer Experiences
performance goal, the FY 2019 Report must include comparable redoiteach
component performance indicator. Comparable results must be calculated and
expressed using the same performance indicator and methodology. If comparable
results cannot be provided, the FY 2019 Report must explain why results are not
directly comparable across these fiscal years. In that case, the FY 2019 Report must
either explain how to compare results between the current and former methodologies
or explain why making thisomparison is not feasible. Id.

1 Specifically, the FY 2019 Report mustlude comparable FY 2018 and FY 2019 results
for the BMEU and USPS.com performance indicators and comparable POS
performance indicator results for FYs 2016 through FY 2019. For the Delivery and CCC
performance indicators, the FY 2019 Report could compith 39 U.S.C. § 280g)(by
explaining why providing comparable results for these performance indicators is not
feasible. For the BSN performance indicator, the 2049 Report could include
comparable results based on custon@@d | €xdlstadkioniwith the service provided
by the BSN representativé-or the eCC performance indicator, the FY 2019 Report
AT 01 A ET Al OAA AT i PAOAAT A &9 o@etuidh &9 e¢@tuoh
overall satisfaction with the quality of service resed in response ttheir issue.

(footnotes omitted) Id. at 54-55.

Safe Workplace and Engaged Workforce:

1 The Commission finds that the Postal Service did not meet the Safe Workplace and
Engaged Workforce performance goal in FY 2018.d059.

1 To comply with 39U.S.C. 8804(d)(3) next year, if the Postal Service misses the
FY2019 target for the Total Accident Rate or the Survey Response Rate, tR@ Y
Report must explain why and describe plans and schedules for meeting the FY 2020
targets. Id

1 The Commission commentise Postal Service for improving the Total Accident Rate
result for the third year in a row despite an increase in exposure hours. The
Commission finds that the FY 2019 Total Accident Rate target of 15.00 is reasonable
and achievable given the Postal S&EMMAG O &9 o@tuvo DPAOA&EI O AT AA A
&9 @otuvw8 4EA #1111 EOOETT EAETAO OEAO OEA 0710
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safety, such as recognizing high performing districts and areas and sharing best
practices, are reasonable steps to takeitnprove the Dtal Accident Rate result in
FY2019. Id.at 60.

1 The Commission commends the Postal Service for continued development of the
Professional Driving Academy to help reduce the number of motor vehicle accidents.
The Commission recommends thatetitrY 2019 Report describe the implementation of
the Professional Driving Academy and discuss any impact that it has had in FY 2019 on
preventing or reducing the number of motor vehicle accidents.atd62.

1 The Commission commends the Postal Service feating a quality driver observation
electronic database. Replacing driver observations recorded on paper appears likely to
help address unsafe driving behaviors and prevent or reduce the number of motor
vehicle accidents by making it easier to track infoation and share best practices.

The Commission recommends that the FY 2019 Report describe the process and
implementation of the automated quality driver obseations and discuss any impact
that these observations haven preventing or reducing the numbesf motor vehicle
accidents in FY 2019. ldt 63.

T 4EA #7111 EOOEIT #Z£ZETAO OEAO OEA 071 OOAI 3AO0O0E
Pulse survey was administered and how the Postal Service calculates the Survey
Response Rate results. The Commission renends that the Postal Service include
this information in future annual performance reports. Id.

1 The Commission commends the Postal Service for setting a more realistic and
achievable Survey Response Rate target in the FY 2019 Plaat. 6d.

1 The Commissin commends the Postal Service for improving both the Postal Pulse
survey Grand Mean Engagement Score and the mean scores for each question between
&9 ¢otuvw AT A &9 ¢otvo8 4EA #1171 EOGOETT AAETT x
improving mean scores fahe lowest scoring questions on the Postal Pulse survey and
encourages the Postal Service to continue taking steps to improve mean scores for all
NOAOOEIT 108 4EA 01 OOAI 3AOOEAAGO PI AT O A& O
award recipients and teamshat have created great work environments may improve
the mean score for Question 4 related to recognition or praise for doing good work. Id.

at67.

1 The Commission recommends that the Postal Pulse survey continue to include a
comment box to provide anothidorum for voicing employee opinions and gathering
employee engagement insight. Acknowledging and addressing employee comments
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may help improve the mean score for Question 7 concerning employee opinions. The
Commission suggests that the FY 2019 Reportdbs the most common types of
comments received in FY 2019 and how the Postal Service will use them to improve
employee engagement in R2020. Id.at 68.

Financial Health:

T

The Commission finds that the Postal Service did not meet the Financial Health
performance goal in FY 2018. ldt 70.

The Commission recommends that the Postal Service continue its efforts to leverage
data-driven processes to improve service performance without having to use
additional workhours. In the FY 2019 Report, the Commission recommends that the
Postal Service explain the outcome of this and other efforts designed to reduce
workhours in FY 2019 andidcuss the impact that these efforts have on FY 2019
DPTWH % Change results. h&t.73.

If the Postal Service does not meet the FY 2019 DPTWH % Change target, the
Commission recommends that the FY 2019 Report describe plans and timelines for
meeting the FY2020 target that are designed to address the causes of workhour
overruns identified by the Postal Service: declining letters and flats volumes, increasing
packages volumes, and increasing delivery points. Id

The @mmission recommends that futurannual performance reports continue to
include information on both the TFP index and other productivity measuresald@4.

The Commission recommends that the Postal Service continue to include similar
information on Controllable Income (Loss) in future annual fpfermance plans and
annual performance reports. Id

Chapter 4 - Strategic Initiatives:

T

The Commission recommends that the Postal Service continue to describe strategic
initiatives in annual performance reports, link each strategic initiative to the strateg
goals and performance goals, and use unigue performance measures for each strategic
initiative. Chapter 4 at 84

The Commission recommends that the FY 2019 Report provide the same information
for FY2019 by explaining how FY 2019 and FY 2020 strategitiatives relate to the
strategic goals and performance goals. The Commission suggests that the FY 2019
Report include a table similar to the one in the FY 2018 Report showing changes
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between FY 2019 and FY 2020 strategic initiatives. See FY 2018 Anepalrtat 32.

The Commission recommends that the Postal Service include public descriptions of the
strategic initiatives in the FY 2019 Report to help interested persons understand what
the strategic initiatives are and how they relate to the performanceai® Id.at 85.

1 The Commission also recommends that in Docket No. ACR2019, the Postal Service file
FY 2019 performance measures, targets, and results for each strategic initiative, as
well as a table illustrating how the strategic initiatives relate to eagerformance
indicator. See Library Reference USIFS1&NP33. Id



