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Highlights

Background

A post office suspension occurs when the U.S. Postal Service 
temporarily stops operations at a Postal Service-operated retail 
facility. A facility may be suspended due to a natural disaster, 
termination of a lease or rental agreement, lack of qualified 
personnel to operate the office, irreparable or severe damage to 
the retail facility, or the lack of adequate measures to safeguard 
the retail facility or its revenues. The Postal Service’s policy requires 
a post office suspension be resolved by either re-opening or 
permanently closing the facility, which is typically completed 
between 180 to 280 days.

Post office suspensions have long been an interest of the Postal 
Regulatory Commission (PRC), Congress, and other stakeholders. 
The PRC has publicly expressed concerns over the years about the 
number of unresolved post office suspensions. The Postal Service 
has been trying to clear a backlog of post office suspensions that 
developed over many decades. As of the end of fiscal year (FY) 2022, 
the Postal Service reported 381 unresolved post office suspensions.

Since FY 2020, the PRC has required the Postal Service to provide 
a detailed plan to resolve post office suspensions in its Annual 
Compliance Report (ACR). The Postal Service has used its Change 
Suspension Discontinuance Center (CSDC) system since 2012 to 
track information on facilities throughout the post office suspension 
process.

What We Did

Our objective was to assess the effectiveness of the Postal Service’s 
plans to resolve post office suspensions.

What We Found

The Postal Service lacked documentation to support implementation 
of its publicly reported plans to resolve post office suspensions. 
This primarily occurred due to changes in the Postal Service’s 
organizational structure and assigned responsibilities for the post 
office suspension process. In addition, the Postal Service’s system 
used for tracking post office suspensions had data reliability issues.

Recommendations

We recommended management (1) update policies and procedures 
applicable to the post office suspension process to reflect current 
organizational structure and assigned responsibilities; (2) develop 
a process to formally document and monitor implementation 
of current and future plans to resolve post office suspensions as 
reported in the ACRs; and (3) develop and implement formally 
documented quality assurance processes over the data in the post 
office suspension tracking system.
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Transmittal Letter

May 17, 2023

MEMORANDUM FOR:  ELVIN MERCADO 
VICE PRESIDENT, RETAIL AND POST OFFICE OPERATIONS

FROM:     Alan S. MacMullin 
Deputy Assistant Inspector General  
for Finance, Pricing, and Human Capital

SUBJECT:    Audit Report – U.S. Postal Service’s Plans to Resolve Post Office 
Suspensions (Report Number 21-239-R23)

This report presents the results of our audit of the Postal Service’s plans to resolve post office 
suspensions.

We appreciate the cooperation and courtesies provided by your staff. If you have any questions or 
need additional information, please contact JeVon Holland, Acting Director, Cost and Pricing, or me 
at 703-248-2100.

Attachment

cc:   Postmaster General 
Corporate Audit Response Management 
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Results

Introduction/Objective

This report presents the results of our self-initiated 
audit of the U.S. Postal Service’s plans to resolve 
suspended Postal Service-operated retail facilities, 
hereafter referred to as post office suspensions 
(Project Number 21-239). Our objective was to assess 
the effectiveness of the Postal Service’s plans to 
resolve post office suspensions. See Appendix A for 
additional information about this audit.

Background

A post office suspension occurs when the U.S. 
Postal Service temporarily stops operations at a 
Postal Service-operated retail facility. A facility may 
be suspended due to a natural disaster, termination 
of a lease or rental agreement, lack of qualified 
personnel to operate the office, irreparable or severe 
damage to the retail facility, or the lack of adequate 
measures to safeguard the retail facility or its 
revenues. The Postal Service’s policy requires a post 
office suspension be resolved by either re-opening 
or permanently closing the facility, which is typically 
completed in 180 days and potentially up to 280 days 
if a discontinuance study is required, looking for 
alternate quarters, or awaiting building repairs.

Post office suspensions have long been an interest of 
the Postal Regulatory Commission (PRC), Congress, 
and other stakeholders. The PRC has publicly 
expressed concerns over the years about the 
number of unresolved post office suspensions. The 
Postal Service has been trying to clear a backlog of 
post office suspensions that developed over many 
decades. As of the end of fiscal year (FY) 2022, the 
Postal Service reported 381 unresolved post office 
suspensions as shown in Figure 1.

1 The Postal Service developed and implemented the following policies and procedures applicable to the post office suspension process: Postal Service-Operated Retail 
Facilities Discontinuance Guide, October 2012 (PO-101); and Emergency Suspension (CSDC) Standard Operating Procedures, October 2018. Management stated that it 
is in process of revising PO-101, which should be tentatively completed in May 2023.

Figure 1. Trend of Unresolved Post Office 
Suspensions

Source: Total number of unresolved post office suspensions at the 
end of the fiscal year, according to the PRC’s Annual Compliance 
Determination reports from FY 2016 through FY 2022.

Since FY 2020, the PRC has required the Postal Service 
to provide a detailed plan to resolve post office 
suspensions in its Annual Compliance Report (ACR). 
The Postal Service has used its Change Suspension 
Discontinuance Center system since 2012 to track 
information on individual facilities throughout the 
post office suspension process.

Finding #1: Plans to Resolve Post Office 
Suspensions

Although the Postal Service has policies and 
procedures applicable to the post office suspension 
process1, it lacked documentation to support 
implementation of its publicly reported plans to 
resolve post office suspensions. This primarily 
occurred due to changes in the Postal Service’s 
organizational structure and assigned responsibilities 
for the post office suspension process. In addition, the 
Postal Service’s system used for tracking post office 
suspensions had data reliability issues.
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Documentation to Support Implementation of 
Reported Plans

The Postal Service has been publicly reporting 
in its ACR how it plans to resolve post office 
suspensions since at least FY 2018. The plans include 
administering field personnel educational sessions 
on the post office suspension process, which was 
implemented beginning in FY 2022; conducting 
teleconferences on how to submit documentation 
accurately, completely, and timely; providing data 
and instructions on how to resolve post office 
suspensions; and dedicating resources to tracking 
system and policy efforts.

Although the Postal Service has been publicly 
reporting plans to resolve post office suspensions 
in its ACR for several years, management could not 
provide documentation to support implementation of 
its plans prior to FY 2022. The lack of documentation 
can be attributed to changes in the Postal Service’s 
organizational structure and assigned responsibilities 
for the post office suspension process and the 
Postal Service’s lack of prioritization to resolve post 
office suspensions timely. The Postal Service’s 
tracking system contained some information on 
the status of individual post offices but did not have 
any records related to the Postal Service’s publicly 
reported plans.

A team within the Postal Service’s Delivery Operations 
business unit was responsible for the post office 
suspension process prior to August 2020. On 
August 7, 2020, the Postal Service announced an 
organizational restructuring that transferred the 
responsibility from its Delivery Operations business 
unit to its Retail and Post Office Operations business 
unit. Retail and Post Office Operations management 
did not assign a team responsibility for the post 
office suspension process until August 2021, which 
was approximately one year after the organizational 
restructuring. In addition, the new team could only 
provide documentation from FY 2022 forward to 
support implementation of the Postal Service’s 
publicly reported plans to resolve post office 
suspensions.

Starting in FY 2020, the Postal Service reported 
several challenges that disrupted its ability to 
address unresolved post office suspensions timely, 
including the COVID-19 pandemic, self-adopted 
policies that placed a pause on all unresolved 
post office suspensions’ customer-facing activities 
(e.g., community meeting to explain the proposed 

2 COSO’s Internal Control-Integrated Framework can help organizations develop and implement internal control.

change in service), and its decision to restructure. The 
Postal Service’s challenges to address unresolved 
post office suspensions timely were compounded by 
outdated policies and procedures applicable to the 
post office suspension process that reflected the prior 
organizational structure and assigned responsibilities.

According to the Committee of Sponsoring 
Organizations of the Treadway Commission’s 
(COSO)2 Internal Control-Integrated Framework, 
management and the board of directors are 
responsible for assigning responsibilities at various 
levels of the organization in the pursuit of objectives. 
Furthermore, documentation of policies and 
procedures being executed can provide evidence 
of internal control effectiveness, enable proper 
monitoring, and support reporting.

Although the Postal Service has made some progress 
resolving post office suspensions over the years, it 
reported over 380 unresolved post office suspensions 
as of the end of FY 2022. The Postal Service’s 
execution of its publicly reported plans to resolve post 
office suspensions was affected by changes in its 
organizational structure and assigned responsibilities 
for the post office suspension process, and its lack 
of prioritization to resolve post office suspensions 
timely. As a result, post office suspensions may be 
unresolved longer than necessary and can negatively 
impact the customer experience.

Recommendation #1
We recommend the Vice President, Retail 
and Post Office Operations update policies 
and procedures applicable to the post office 
suspension process to reflect current organizational 
structure and assigned responsibilities.

Recommendation #2
We recommend the Vice President, Retail and Post 
Office Operations develop a process to formally 
document and monitor implementation of current 
and future plans to resolve post office suspensions 
as reported in the Annual Compliance Reports.

Reliability of Suspension Data

Although the Postal Service has submitted 
quarterly statistical reports to the PRC on post office 
suspensions for several years, we found reliability 
issues with post office suspension data as of the end 
of FY 2022. The data reliability issues can be attributed 
to the Postal Service’s lack of quality assurance 
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policies and procedures to monitor the accuracy and 
completeness of post office suspension data.

The Postal Service uses the Change Suspension 
Discontinuance Center system to track facilities 
throughout the post office suspension process; 
however, we found reliability issues with the system’s 
post office suspension data. For example, we found 
53 out of 130 (41 percent) of the sample records we 
reviewed had suspension forms without complete 
information. Specifically, these forms did not have 
information within 90 days of the suspension, as 
required, on whether to restore service, secure 
suitable alternate quarters, or take other necessary 
corrective action to resolve the suspended post 
office. In addition, we found 25 out of 25 (100 percent) 
of the sites we visited had inaccurate suspension 
status information. For example, in one instance, 
the status of a facility we visited was recorded 
in the tracking system on October 6, 2005, as 
suspended when it should have been subsequently 
recorded as permanently closed. Specifically, the 
U.S. Postal Service Office of Inspector General (OIG) 
observed that the facility no longer even physically 
existed as shown in Figure 2.

Figure 2. Example of an Unresolved Post Office 
Suspension that Closed

Source: OIG photograph taken during an onsite visit to a facility in 
Norristown, GA, on December 6, 2021.

In another instance, the status of a facility we 
visited was recorded in the tracking system on 
April 12, 1984, as suspended when it should have been 
subsequently recorded as re-opened. Specifically, 
the OIG observed that the facility has resumed 
operations as shown in Figure 3.

Figure 3. Example of an Unresolved Post Office 
Suspension that Re-opened

Source: OIG photograph taken during an onsite visit to a facility in 
Layton, NJ, on December 1, 2021.

According to COSO’s Internal Control-Integrated 
Framework, management is responsible for selecting 
and developing control activities over the technology 
infrastructure, which are designed and implemented 
to help ensure the completeness, accuracy, and 
availability of the data.

Management stated that it monitors the accuracy 
and completeness of post office suspension data 
in practice; however, it does not have formally 
documented quality assurance processes to monitor 
the data and timely respond to unanticipated 
deviations.
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It is important that the system’s data is reliable 
because it can impact the efficiency and 
effectiveness of the post office suspension process. In 
addition, providing inaccurate post office suspension 
data can negatively impact customer service and 
hinder effective oversight by the PRC and Congress.

Recommendation #3
We recommend the Vice President, Retail and Post 
Office Operations develop and implement formally 
documented quality assurance processes over the 
data in the post office suspension tracking system.

Management’s Comments

Management agreed with the finding and 
recommendations. See Appendix B for 
management’s comments in their entirety.

Regarding recommendation 1, management noted 
it is reviewing and identifying necessary updates to 
Handbook PO-101, Postal Service-Operated Retail 
Facilities Discontinuance Guide, to include current 
organizational structure and assigned responsibilities. 
The target implementation date is October 31, 2023.

Regarding recommendation 2, management noted 
it will continue to deploy current systems, including 
Handbook PO-101 and accompanying software, to 
effectively resolve suspensions that are pending 
discontinuance. The target implementation date is 
January 31, 2024.

Regarding recommendation 3, management noted 
it is developing and implementing a dashboard 
using the data in the post office suspension 
tracking system to help inform other Postal Service 
Headquarters’ stakeholders of the status of 
suspended post offices. The target implementation 
date is October 31, 2023.

Evaluation of Management’s Comments

We consider management’s comments responsive to 
the recommendations and corrective actions should 
resolve the issues identified in the report.

All recommendations require OIG concurrence before 
closure. Consequently, the OIG requests written 
confirmation when corrective actions are completed. 
All three recommendations should not be closed 
in the Postal Service’s follow-up tracking system 
until the OIG provides written confirmation that the 
recommendations can be closed.
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Appendix A: Additional Information

Scope and Methodology

The scope of our audit included unresolved post 
office suspensions from FY 2016 through FY 2022. To 
accomplish our objective, we:

 ■ Visited the locations of facilities for the 25 oldest 
post office suspensions, which were confirmed by 
management at the time, to observe the physical 
condition and confirm their current suspension 
status of suspended, re-opened, or closed. The 
Postal Service subsequently closed nine of these 
facilities during the audit.

 ■ Analyzed post office suspension data in the 
Postal Service’s tracking system. In addition, we 
reviewed a sample of post office suspension 
records for completeness. To achieve a 95 percent 
confidence level, we selected a statistical sample 
of 130 of a universe of 372 post office suspensions 
that occurred, but were not resolved, between 
April 12, 1984, and September 30, 2021.

 ■ Interviewed management to gain a better 
understanding of the post office suspension 
process and its plans to resolve post office 
suspensions timely.

 ■ Reviewed Postal Service’s internal policies, 
procedures, and other guidance applicable 
to the post office suspension process and 
tracking system.

 ■ Reviewed publicly available reports 
(e.g., Postal Service, PRC) that describe 
Postal Service’s plans to resolve post office 
suspensions.

We conducted this performance audit from 
September 2021 through May 2023, in accordance 
with generally accepted government auditing 
standards and included such tests of internal 
controls as we considered necessary under the 
circumstances. Those standards require that we 
plan and perform the audit to obtain sufficient, 
appropriate evidence to provide a reasonable 
basis for our findings and conclusions based on 
our audit objective. We believe that the evidence 
obtained provides a reasonable basis for our findings 
and conclusions based on our audit objective. We 
discussed our observations and conclusions with 
management on April 6, 2023, and included their 
comments, where appropriate.

We assessed the reliability of CSDC tracking system 
data by observing management extract the raw 
data from the system, reviewing related supporting 
documentation, observing the physical condition 
and current status of suspended facilities in person 
during site visits, and interviewing knowledgeable 
Postal Service employees. We determined that the 
data were not sufficiently reliable for the purposes of 
this report.

Prior Audit Coverage

Report Title Objective Report 
Number

Final Report 
Date

Monetary 
Impact

U.S. Postal Service 
Emergency 
Suspension Process

To assess whether emergency suspensions 
of Postal Service facilities in the Eastern Area 
are executed in compliance with policies and 
procedures, including actions taken to reopen 
or discontinue facilities�

SM-AR-18-007 September 24, 2018 $0

https://www.uspsoig.gov/reports/audit-reports/us-postal-service-emergency-suspension-process
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Contact Information

Contact us via our Hotline and FOIA forms. Follow us 
on social networks. Stay informed.

1735 North Lynn Street, Arlington, VA 22209-2020 
(703) 248-2100

For media inquiries, please email press@uspsoig.gov 
or call (703) 248-2100

https://www.uspsoig.gov/hotline  
https://www.uspsoig.gov/general/foia
mailto:press%40uspsoig.gov?subject=
https://www.facebook.com/oig.usps
https://twitter.com/OIGUSPS
http://https://www.linkedin.com/company/usps-oig
http://www.youtube.com/oigusps
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