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Housekeeping

� PDF of presentation and webinar 
recording will be available on 
PostCom’s Web site in …

� Approx. 48 hours

� Two ways to ask questions

1. Enter in the question box, or

2. Ask your question

� Click the “Raise Hand Tool”

� Questions answered during Q & A 
at end of webinar

� Please complete the 6 question exit 
survey when you leave the webinar to 
help us improve our webinars

Type Question here and press Send 
… 



Introduction

� President, Postal Consulting Services, Inc. (PCSi)

� Provides consulting, editorial, and subject-matter 
expertise on postal issues.
� Consulting work for PostCom and former PostCom Vice President

� Parcel Shippers Association

� National Association of Presort Mailers

� Envelope Manufacturers Association

� Decision Analysis Partners 

� The Renaissance Group

� The U.S. Postal Service

� Many others

� Worked at the USPS for 11 years
� Special Achievement Award from PMG Tony Frank for letter 

automation initiative

� Served in the Office of Classification and Rates at USPS HQ

� Industry Co-Chair for MTAC workgroup
� Tasked with forming recommendations for modern service standards 

and performance measurement under the PAEA

Representing those who use or support the  use of Mail for Business Communication and Commerce

Kathleen J. Siviter
President, Postal Consulting Services, Inc.

And now, please give me a 

moment while I turn screen 

control over to Ms. Siviter …
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Agenda

� USPS Service Standards

� Current USPS Service Performance Measurement 

� USPS’ Proposed Changes to Service Performance 
Measurement

� PRC Proceeding to Consider SPM Changes

� Also Percolating on Service…

� Resources for More Information
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USPS Service Standards

� 1970’s – 2007

� Service standards only existed for First-Class Mail (FCM)

� “great circle” service guidelines for Periodicals and Standard 
Mail

� Zone-based service guidelines for Package Services Mail

� Limited service performance reporting/measurement

� FCM:   EXFC began 1990s

� Pers/Std Mail:   EX2C/EX3C efforts (mid-1990s, discontinued)
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USPS Service Standards
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USPS Service Standards and
Performance Measurement

� 2007
� PAEA (Postal Accountability & Enhancement Act) signed into law

� Required USPS to establish modern service standards

� Required USPS to “provide a system of objective external performance 
measurements for each market-dominant product…” (internal 
measurement ok with PRC approval)

� Development & adoption of “modern” service standards for all Market 
Dominant mail categories (MTAC WG 114)

� 2008
� USPS implements hybrid internal/external service performance 

measurement systems (with PRC approval):  combination of EXFC 
reporters and IMb Full-Service mail data



Representing those who use or support the use of Mail for Business Communication and Commerce

� 2009
� USPS starts publishing quarterly reports on its web site with service 

performance broken out by mail class

� 2010-2011
� IMb Full-Service systems and incentives developed, adoption grew, 

service performance data increased

� 2012
� USPS starts filing reports with PRC broken out in finer detail by 

processing/presort category (FY2012 start)

� Phase 1 Network Rationalization implemented; FCM/Pers service 
standard/CET changes

� 2014
� Load Leveling implemented; service standard changes for Standard Mail

USPS Service Standards and
Performance Measurement
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� 2015
� 1/5:  Phase 2 Network Rationalization implementation; service 

standard/CET changes

� 1/29:  USPS submits proposal to PRC to change its service performance 
measurement systems 

� 5/21:  USPS announced delay of remaining facility consolidations from 
Phase 2 Network Rationalization (until 2016)

We’ve made much more progress in the past 8 years

than in the previous 37+! 

BUT…

USPS Service Standards and
Performance Measurement
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A question…has the current measurement/reporting 
driven service improvements?  

USPS Service Standards and
Performance Measurement
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� The “pros” of what we have today…
� We have meaningful service standards and measurement!

� Pace of change is accelerating

� It took 37+ years and a change in law to get service standards and 
measurement for all market dominant products

� In the 8 years since then:  IMb Full-Service, data, systems, usage have seen 
aggressive growth, USPS developed internal diagnostic systems, etc.

� Improved customer service discussions on service issues

� Common data and systems (and reports?) – reduced the “he said,” “she said”

� IMb adoption has grown = more data

� IMb Full-Service adoption grew from 42% of eligible commercial mail at the 
end of FY2011 to 85% in Feb 2015

� USPS now getting over 1 billion tracking events/day

� IMb has brought us much more than service performance measurement

USPS Service Standards and
Performance Measurement



Representing those who use or support the use of Mail for Business Communication and Commerce

� The “pros” of what we have today…
� USPS using the data to improve service; drive efficiency

� USPS in 2010 implemented its first internal service performance diagnostic 
system, which continues to grow in terms of the amount and type of data and 
the ways the USPS finds to use the data

� USPS now sees the extreme value of the data (and we’ve only touched the tip of 
the iceberg!)

� Next step:   Informed Visibility

USPS Service Standards and
Performance Measurement
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� The “cons” of what we have today…
� Lack of Visible Information

� Hard to find what the service standards are

� Service standards change every quarter; hard to tell what changed

� No user-friendly tools to determine service standards, performance 
expectations

� Service performance reports to PRC not published by USPS

� Lack of Actionable Information

� Only aggregate data reports are published by USPS and quarterly, at least 45 
days after the quarter end

� IMb Planning Tool not user-friendly, easy to understand or use

� Individual business data may be actionable, but little aggregate comparison 
available so are issues systemic, geographic, or due to mail prep/entry 
practices?

USPS Service Standards and
Performance Measurement
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� The “cons” of what we have today…
� Conflicting Service Policies

� Requested In Home Dates vs. Service Standards

� Color Coding, USPS “Guidelines” for Mailers, Std Mail Deferability

� Lack of USPS Data Expertise

� Lack of USPS “data experts” can lead to incorrect conclusions

� Data overload vs. meaningful business enterprise analytics

� Data Accuracy, Completeness, Latency

� IMb Full-Service data and systems – not yet perfected for other initiatives, so 
why do we think SPM is immune?  

� Data Exclusion – High Percentage of IMb Full-Service mail data NOT in SPM

� Mail Exclusion – categories not included yet in SPM (non-auto, mail 
forwarding, etc.)

USPS Service Standards and
Performance Measurement
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Where can you find the current Service Standards?
RIBBS:   https://ribbs.usps.gov/index.cfm?page=modernservice

USPS Service Standards and
Performance Measurement
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Where can you find the current Service Standards?
https://ribbs.usps.gov/modernservicestandards/documents/tech_guides/Orig
inating_Service_Standards.xls

Sample of Excel file (data also available as Text file):

USPS Service Standards and
Performance Measurement
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Where can you find the current Service Standards?
https://ribbs.usps.gov/modernservicestandards/documents/tech_guides/Com
mFCM_ON_Pairs.xls NEW

FCM Overnight Service pairs for Qualifying FCM (post-Jan 2015 service 
standard changes)

Sample of Excel file (data also available as Text file):

USPS Service Standards and
Performance Measurement
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USPS Service Standards Map Tool
https://ribbs.usps.gov/modernservicestandards/ssmaps/find_map.cfm

USPS Service Standards and
Performance Measurement
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USPS Service Standards Map Tool
https://ribbs.usps.gov/modernservicestandards/ssmaps/find_map.cfm

USPS Service Standards and
Performance Measurement
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USPS Service Standards Tools on RIBBS
https://ribbs.usps.gov/modernservicestandards/documents/tech_guides/Mail
EntryPlanningGuidelines.pdf NOT CURRENT !!!

USPS Service Standards and
Performance Measurement
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USPS Service Performance Quarterly Reports
http://about.usps.com/what-we-are-doing/service-performance/

USPS Service Standards and
Performance Measurement
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USPS Service Performance Quarterly Reports
http://about.usps.com/what-we-are-doing/service-performance/

USPS Service Standards and
Performance Measurement
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USPS Service Performance Quarterly Reports
http://www.prc.gov/usps-reports

USPS Service Standards and
Performance Measurement
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USPS Service Performance Quarterly Reports
http://www.prc.gov/usps-reports SEARCH, but not ALL reports will come up

USPS Service Standards and
Performance Measurement
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USPS Service Standards and
Performance Measurement
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USPS Service Performance Quarterly Reports
o Number of reports posted by USPS on its web site (per quarter):   14

o Number of reports filed by the USPS at the PRC (per quarter):    35

o Reports to PRC break out categories more finely (e.g., by shape, by presort 
level, etc.)

o PRC reports break out quarterly data geographically (e.g., by USPS District, 
Area) unless not enough data in a category (which then is not reported)

o PRC reports hard to find unless you check the daily listings every day, or 
sign up for daily listing alerts

o PRC reports good for seeing difference in service by mail processing 
category (letters vs flats) and by presort level for those reported (e.g., 
Saturation/High Density, Carrier Route, etc.)

USPS Service Standards and
Performance Measurement
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� USPS Proposed Changes to SPM (filed at PRC in Jan 2015)
� Replacement of existing EXFC measurement for FCM Single Piece 

with internal USPS measurement system

� FCM/Pers/Std/BPM: Last mile factor calculations to change to carrier 
scan at delivery of randomly selected pieces (today external reporter scans 
used)

� Std Mail Parcels:  Changes to how Last Mile and Stop-the-Clock are 
calculated

� Business Rules/Exclusions:  Changes in some of the business rules 
that determine how service performance is calculated, as well as some 
changes to SPM exclusion rules

� No Changes for Some Categories:  No change to measurement for:  
FCM SP Intl, FCM SP Parcels, Std Mail non-auto letters/flats, or Package 
Services parcels

PRC Proceeding to 
Consider SPM Changes
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� FCM Single Piece Letters/Flats
� Replace current EXFC with internal system

� New system will measure SP FCM mail through coll box, office building 
chute, USPS coll points

� 3-components to new system:  First Mile, Processing Duration, Last Mile

� First Mile:  use composite score calculated using USPS pick-up time data and 
mailpiece scan info from random coll points

� Processing Duration:  piece must have at least one processing scan; USPS to 
use FPO and LPO (could be same event)

� Last Mile:   calculated based on randomly selected delivery point scan info

� New Business Rules and Exclusions

PRC Proceeding to 
Consider SPM Changes
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� FCM Presort Letters/Flats, Periodicals, Standard Mail & 
BPM Flats
� Replace current Stop-the-Clock/Last Mile calculation methodology 

(currently combination of external reporter data and processing scan 
data)

� Last Mile to be calculated on carrier scan of randomly selected pieces at 
delivery

� Some changes to business rules/exclusions

PRC Proceeding to 
Consider SPM Changes
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� Market Dominant Parcel Categories
� No changes for FCM Parcels (USPS has requested this category be moved 

to Competitive Services)

� No changes for Package Services parcels

� Standard Mail Parcels changes:  for parcels with no barcode, carrier will 
scan wall barcode at delivery unit for Stop-the-clock.  Last mile for Std 
Mail parcels with USPS tracking to be based on carrier sampling (carrier 
scans randomly selected pieces at delivery to measure Last Mile

PRC Proceeding to 
Consider SPM Changes
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Comments/Reply Comments Filed at PRC

� PostCom/IDEAlliance/NAPM

� PRC Public Representative

� National Newspaper Assn (NNA)

� APWU

� Greeting Card Assn (GCA)

� National Postal Policy Council (NPPC)

� USPS

� Douglas Carlson & David Popkin

PRC Proceeding to 
Consider SPM Changes
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PostCom/IDEAlliance/NAPM Asks vs. USPS Reply Comments

� USPS Should run new system in parallel for a time to ensure 
data accuracy & comparability in results with existing 
systems
� USPS agreed to operate both old and new systems in parallel 1st 2 

quarters of FY2016 (if when new is implemented).  PRC on 6/17 ordered 
USPS to run both systems in parallel (no specific time period ordered)

� USPS should clarify and use consistent terms (e.g., “next 
processing day,” “next delivery day,” “next applicable 
acceptance day,” etc.)
� USPS “non-answer” response.  Said different terms appropriate for 

different entry (BMEU vs dest. Facility, etc.) but did not explain what 
each term means (e.g., “applicable” or when next “business” day is).

PRC Proceeding to 
Consider SPM Changes



Representing those who use or support the use of Mail for Business Communication and Commerce

PostCom/IDEAlliance/NAPM Asks vs. USPS Reply Comments

� Clarify when CSAs determine Start-the-Clock for SPM; 
USPS should conduct periodic reviews of CSAs
� USPS:   CSA NOT used for STC for BMEU-entered mail; CSA is used for 

STC for DMU-entered mail.  USPS is conducting CSA reviews

� Explore improvements in use of container unload scans for 
STC (mail excluded if container not scanned; scans not 
necessarily accurate measure of arrival at facility)
� USPS:  for DMU USPS-transported mail, if no container scan, uses 

mailer-provided data (scheduled ship date) to STC.  For DMU mailer-
transported mail, if no container scan but FAST appt, uses mailer-
provided FAST appt to STC.  USPS working to improve container scan 
rates.

PRC Proceeding to 
Consider SPM Changes



Representing those who use or support the use of Mail for Business Communication and Commerce

PostCom/IDEAlliance/NAPM Asks vs. USPS Reply Comments

� Review and improve business rules that rely on FAST 
appointment/arrival data to Start-the-Clock
� USPS:  We are continually assessing business rules, want industry 

collaboration on areas that can be improved in measurement

� Data exclusion validation and improvement
� USPS:  Strives to include as much mail as possible in measurement; 

validates integrity/accuracy of existing data exclusion rules through a 
third-party who validates EXFC (which it says will continue)

� Oppose “High Delivery Days” SPM data exclusion (mail over 
45 days old excluded)
� USPS: Not new rule– was put in place in 2012 “on recommendation of 

third party auditor.” Rule put in because of 45-day IMb uniqueness 
requirement

PRC Proceeding to 
Consider SPM Changes
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PostCom/IDEAlliance/NAPM Asks vs. USPS Reply Comments

� Recommend periodic independent audit of SPM 
data/measurement
� USPS:  Enterprise Analytics group uses IT, postal ops experts, and 

statisticians to develop, manage and protect integrity of measurement 
systems; routinely collaborates with SMEs at hq/field including USPIS; 
outside consulting firms also sometimes used – all will continue.  Third-
party contractor is developing and will implement audit plan for 
maintaining high level of integrity.  Also subject to audit by OIG, GAO 
and PRC annual review, as today.

� Make public the level of detailed SPM reported to PRC
� USPS:  PRC reporting designed for “expert” agency review; reports 

published on USPS web site for general public who has less need for in-
depth data; USPS gives mailers granular data on their own mailings (and 
noted many don’t understand that level of data)

PRC Proceeding to 
Consider SPM Changes
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PostCom/IDEAlliance/NAPM Asks vs. USPS Reply Comments

� Consider more frequent (e.g., monthly) SPM reporting to 
improve service performance
� USPS:  Outside scope of proceeding; USPS meeting PRC reporting 

requirements, anything else is at USPS discretion.  Any changes should be 
proposed in separate rulemaking. 

� “Such a rulemaking also would be the appropriate forum for debunking 
the misguided implication that quarterly service performance reports 
currently generated to meet the requirements of 39 C.F.R. Part 3055 serve 
as either the exclusive or primary source for postal management’s 
evaluation and diagnosis of daily operations and attention to service 
levels.”

PRC Proceeding to 
Consider SPM Changes
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PostCom/IDEAlliance/NAPM Asks vs. USPS Reply Comments

� Need USPS sampling methodologies for new Stop-the-Clock 
delivery event in order to comment on those 
� USPS:  Has contracted with third-party to develop, expects to provide info 

to PRC in June/July (and PRC 6/17 interim order mandates that)

USPS Responses to Concerns Raised by Others

� FCM SP test pieces not confidential to USPS employees
� USPS:  issue would be insignificant; also is developing third-party 

designed auditing system to ensure integrity

� New system has bias towards automation mail
� USPS:   So does existing EXFC (sampled pieces must be auto-

compatible).  Processing/service performance differences between 
barcoded and non-barcoded mail are insignificant

PRC Proceeding to 
Consider SPM Changes
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USPS Responses to Concerns Raised by Others

� Concerns around costs of new measurement system
� USPS:  new system not being justified on basis of being less costly; 

costing questions addressed in PRC ChIRs

� Periodicals SPM (newspapers – NNA comments)
� USPS:  Outside scope of proceeding; will continue to work with NNA to 

improve Periodicals SPM for rural areas and will consider a “Rural Mail 
Report” as requested by NNA

� New FCM SP measurement system does not sample ALL 
FCM SP mail (e.g., no stamped mail, no mail in residential 
receptacles for collection, etc.)
� USPS:   new system will sample more FCM SP than EXFC does today; 

CRM is stamped mail; processing leg will be tracked once mail coded by 
USPS; no difference in processing between barcoded and non-barcoded

PRC Proceeding to 
Consider SPM Changes
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� April 8, 2015:  Reply comments were due to PRC on USPS 
proposed changes

� May 18, 2015:  USPS filed 56-pages of reply comments at 
PRC (2 deadline extension requests granted)

� June 17, 2015:   PRC issued interim order requiring USPS to 
run new and existing measurement systems in parallel; 
provide additional info (sampling methodologies, etc.)

� June/July 2015:   USPS to provide PRC with additional data

� X?   PRC to issue decision

� Oct. 1, 2015:  USPS proposed that changes would be 
implemented (start of FY2016)

PRC Proceeding to 
Consider SPM Changes
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USPS Jan 2015 Service Standard Changes

o Quarter 2 FY 2015 service issues (Jan 1-March 31) caused by weather 
and USPS Jan 2015 operational changes

o USPS on 5/21/15 announced it would delay until 2016 remaining facility 
consolidations to stabilize service

Congressional activity around service issues

o House Appropriations Committee on 6/17/15 approved FY2016 
Financial Services Bill (including amendment to restore mail delivery 
standards to the July 1, 2012 level) 
http://appropriations.house.gov/news/documentsingle.aspx?Document
ID=394280

o USPS on 6/18/15 issued statement in opposition; said amendment 
would cost $1.5 billion/year not including implementation costs 
(http://about.usps.com/news/recent-statements.htm) 

Also Percolating on Service…
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Congressional activity around service issues (cont’d)

o 5/1/15 Senate approved a motion that instructed Congressional budget 
conferees to insist on a deficit-neutral fund to halt mail processing 
center closures, restore overnight mail delivery, and protect rural 
services

APWU Court Case

o Sept 2013:  APWU filed complaint at PRC on USPS’ failure to meet 
service standards established in July 2012 (PRC Docket No. C2013-10).

o Nov 2013-May 2015:  PRC dismissed complaint 3 times (APWU re-filed 
complaint with amendments twice)

o May 2015:  APWU filed petition challenging PRC’s order with the U.S. 
District Court of Appeals

More info:  http://www.savethepostoffice.com/apwu-takes-prc-court-
over-service-standards

Also Percolating on Service…
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APWU Court Case

o Sept 2013:  APWU filed complaint at PRC alleging USPS’ failure to meet 
its service standards established in July 2012 (PRC Docket No. C2013-
10).

o Nov 2013:  PRC dismissed complaint (in part).   

o Dec 2013:  APWU filed amended complaint.

o Feb 2014:  PRC dismissed the amended complaint.

o March 2014:   APWU filed motion for reconsideration

o May 2015:   PRC dismissed complaint for the 3rd time

o May 2015:  APWU filed petition challenging PRC’s order with the U.S. 
District Court of Appeals

More info:  http://www.savethepostoffice.com/apwu-takes-prc-court-
over-service-standards

Also Percolating on Service…
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� USPS Proposed Changes to SPM

� PRC Web Site (Docket PI-2015-1):   
http://www.prc.gov/dockets/showdocket/PI2015-1

� USPS Plan (most recent version):   
http://www.prc.gov/docs/91/91822/2015-03-24-Revised-SPM-
Plan.pdf

� Comments submitted by PostCom/IDEAlliance/NAPM

http://www.prc.gov/docs/92/92001/PCom-IDEA-
NAPM%20PI2015-1.pdf

� USPS Reply Comments:

http://www.prc.gov/dockets/document/92293

� PRC 6/17/15 Interim Order

http://www.prc.gov/docs/92/92552/Order%20No.%202544.pdf

Resources for More Information



Representing those who use or support the use of Mail for Business Communication and Commerce

Service Performance Quarterly Update Report
Subscription info:  
http://postalconsulting.com/ServicePerfUpdateQ2FY2015Promo.pdf

Resources for More Information
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Questions & Answers

� Two ways to ask questions

1. Enter in the question box, or

2. Ask your question

� Click the “Raise Hand Tool”

� Organizer will un-mute your line

� PDF of presentation and webinar 
recording will be available on 
PostCom’s Web site in …

� Approx. 48 hours

� Please complete the 6 question exit 
survey when you leave the webinar to 
help us improve our webinars 

Type Question here and press Send 
… 



PostCom Education Events

� PostCom “Radio” – Podcasts

� http://postcom.org/public/general/podcasts.htm

� PostCom “Webinars” 
� http://www.postcom.org/public/general/education

Representing  those who use or support the  use of Mail for Business Communication and Commerce
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This education event was free; 

explore the significant value of 

PostCom membership … 

Please complete the 6 question exit 
survey when you leave the webinar to help 
us improve our webinars 

Contact us:
Association for Postal Commerce
1800 Diagonal Rd., Ste 320
Alexandria, VA 22314-2862

Phone:  703-524-0096
Web:  http://postcom.org

PostCom Staff:
Gene A. Del Polito, Ph.D., President

Jessica Dauer Lowrance, Executive Vice President

Caroline Miller, Director, Administrative Services

Ian D. Volner, Esq., Venable, LLP, PostCom General Counsel

Matthew D. Field, Esq., Venable, LLP, PostCom General Counsel


