
~ UNITED STJJTES 
~ POSTJJL SERVICE 

May 18, 2020 

Mr. Mark Dimondstein 
President 

Certified Mail Tracking Number: 
7018 1130 0000 0643 5436 

American Postal Workers Union, AFL-CIO 
1300 L Street, NW 
Washington, DC 20005-4128 

Dear Mark: 

As part of the response for the COVID-19 pandemic, on March 24, the Postal Service suspended 
the Retail Customer Experience (RCE) shops (formerly referred to as Mystery Shopper Program). 

Effective May 26, the RCE shops will resume. The use of the mobile Point of Sale (mPOS) and 
Lobby Assistants will continue to be suspended where it requires close customer contact. 
Additionally, the RCE survey has been revised to allow an additional response option to the 
shopper to support COVID-19 concerns as they relate to the customer display unit (CDU). 
Specifically, the question and response options related to hazardous material will be as follows: 

Q: Did you personally enter your answer to the hazardous material question on the CDU display? 
Please select NA-Technical Issues if there was a technical issue with the CDU. 

R: Yes 
No-I was not given the opportunity to answer on the screen 
No-the clerk answered on the CDU display for me 
NA-Technical Issues 
NA-I personally opted not to touch the CDU. I asked the clerk to input my response. 

The last response option has been added. 

Finally, micro shops will be conducted to review COVID-19 related processes in place in retail 
units. The areas of focus for the micro shops include cough/sneeze guards, retail COVID-19 
signage, and social distancing. 

Please contact Shannon Richardson at extension 5842 if you have any questions concerning this 
matter. 

Sincerely, 

Rick y R. Dean 
Manager 
Contract Administration (APWU) 

(CA2020-181) 
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May 18, 2020 

Mr. Brian J. Wagner 
President 

Certified Mail Tracking Number: 
7018 1130 0000 0643 5450 

National Association of Postal Supervisors 
1727 King Street, Suite 400 
Alexandria, VA 22314-2753 

Dear Brian: 

As part of the response for the COVID-19 pandemic, on March 24, the Postal Service suspended 
the Retail Customer Experience (RCE) shops (formerly referred to as Mystery Shopper Program) . 

Effective May 26, the RCE shops will resume. The use of the mobile Point of Sale (mPOS) and 
Lobby Assistants will continue to be suspended where it requires close customer contact. 
Additionally, the RCE survey has been revised to allow an additional response option to the 
shopper to support COVID-19 concerns as they relate to the customer display unit (CDU). 
Specifically, the question and response options related to hazardous material will be as follows: 

Q: Did you personally enter your answer to the hazardous material question on the CDU display? 
Please select NA-Technical Issues if there was a technical issue with the CDU. 

R: Yes 
No-I was not given the opportunity to answer on the screen 
No-the clerk answered on the CDU display for me 
NA-Technical Issues 
NA-I personally opted not to touch the CDU. I asked the _clerk to input my response. 

The last response option has been added. 

Finally, micro shops will be conducted to review COVID-19 related processes in place in retail 
units. The areas of focus for the micro shops include cough/sneeze guards, retail COVID-19 
signage, and social distancing. 

Please contact Shannon Richardson at extension 5842 if you have any questions concerning this 
matter. 

Sincerely, 

J,,,J Ric ey R. Dean 
""\ V' Manager 

Contract Administration (APWU) 

(CA2020-181) 
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May 18, 2020 

Mr. Daniel Heins 
President 

Certified Mail Tracking Number: 
7018 1130 0000 0643 5443 

United Postmasters and Managers 
of America 

8 Herbert Street 
Alexandria, VA 22305-2600 

Dear Daniel : 

As part of the response for the COVID-19 pandemic, on March 24, the Postal Service suspended 
the Retail Customer Experience (RCE) shops (formerly referred to as Mystery Shopper Program). 

Effective May 26, the RCE shops will resume. The use of the mobile Point of Sale (mPOS) and 
Lobby Assistants will continue to be suspended where it requires close customer contact. 
Additionally, the RCE survey has been revised to allow an additional response option to the 
shopper to support COVID-19 concerns as they relate to the customer display unit (CDU). 
Specifically, the question and response options related to hazardous material will be as follows: 

Q: Did you personally enter your answer to the hazardous material question on the CDU display? 
Please select NA-Technical Issues if there was a technical issue with the CDU. 

R: Yes 
No-I was not given the opportunity to answer on the screen 
No-the clerk answered on the CDU display for me 
NA-Technical Issues 
NA-I personally opted not to touch the CDU. I asked the clerk to input my response. 

The last response option has been added. 

Finally, micro shops will be conducted to review COVID-19 related processes in place in retail 
units. The areas of focus for the micro shops include cough/sneeze guards, retail COVID-19 
signage, and social distancing. 

Please contact Shannon Richardson at extension 5842 if you have any questions concerning this 
matter. 

Sincerely, 

A/ Rickey R. Dean 
r)V' Manager 

Contract Administration (APWU) 

(CA2020-181) 



bee: Mr. Tulino 
Mr. Dean 
Mr. Acker 
Ms. Attridge 
Mr. Devine 
Ms. Deja-Nicholson 
Mr. Mills 
Mr. Nicholson 
Ms. Perron 
Ms. Cutchember 
Mr. Lloyd 
Ms. Mealy 
Mr. Ocasio 
Ms. Reeder 
Ms. Richardson (CA2020-181) 
Ms. Catherine Knox 
All Area Labor Relations Managers 

File: Resumption of RCE Shops - Notice to APWU and Mgmt Assocs 

Z:\APWU Administration\STAFF FOLDERS\Richardson\General I nterest\RCE Shops\Resumption 
of RCE Shops - Notice to APWU and Mgmt Assocs 
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