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July 6, 2007

TO:
First-Class Mail Subgroup (MTAC Workgroup #114)

FR:
Jim Callow

Ken Richardson, Acting Director, 

Office of the Consumer Advocate

RE:
Service Standards for Post Office Box and Caller Service

Pursuant to a request for proposals from the First-Class Mail Subgroup, MTAC Workgroup #114, the Office of the Consumer Advocate (OCA) proposes the following service standards and performance goals as the basis for measuring the service performance of Post Office Box and Caller Service (herein “PO Box/Caller Service”).  This paper revises a previous OCA proposal for PO Box/Caller Service, dated June 21, 2007, to shorten and clarify the ideas contained therein.
BACKGROUND


Post office box service is “a premium service offered for a fee to any customer requiring more than free carrier delivery or general delivery.”
  The service allows customers to obtain mail during the hours the box lobby is open or access is otherwise available.  Semi-annual fees are charged for post office box service that vary with the size of the box and location of the post office in which the box is installed.
  Separate fees are also charged customers that order duplicate (or additional, or replacement) box keys, or who request replacement of the lock on a post office box.

Caller service is also described as a “premium service” that allows business customers “requiring more than free carrier service or the largest installed box size . . . to pick-up mail at a post office call window or loading dock when the office is open.”
  There are two “service types” of caller service.

•
Destination caller service is provided at the postal facility to which the caller’s mail is addressed.  Customers using Destination caller service are assigned a caller service number, and mail addressed to the customer must use the designation “Post Office Box” or “PO BOX” followed by the assigned number.
  A caller service number is assigned for each “separation” used.
•
Origin caller service, referred to as Accelerated Reply Mail (ARM), is “provided at a postal facility other than the one to which the caller’s mail is addressed.”
  A customer using Origin caller service has the option to pick up ARM at the origin mail processing facility caller service window, or have it reshipped to another address, including the assigned Destination caller service address.


Semi-annual fees for caller service vary according to Fee Group, which number 1 to 7, and reflect the location costs of the postal facility to which the caller’s mail is addressed.
  Business customers may also reserve a caller number for future use by paying an annual reservation fee.
PROPOSED SERVICE STANDARDS—POST OFFICE BOX SERVICE


OCA proposes the following service standard and performance goal for Post Office Box Service.  More specifically, the proposed Box Up Time service standard is designed to promote the timely and consistent delivery of mail to post office boxes, and the measurement thereof.
  
Box-Up-Time Service Standard and Performance Goal

The Postal Service establishes for each post office (facility) offering post office box service a “Box Up Time,” which requires that delivery of mail addressed to all boxes in a post office be completed by the Box Up Time.
  Generally, the Box Up Time for each post office is fixed and is posted in the office lobby.
  However, the posted times vary by office but are generally between 9:00 a.m. and 12:00 p.m. (noon).
  The Postal Service’s posted Box Up Time for post offices should be used as a service standard and a basis for measuring delivery performance for Post Office Box Service. 


The Postal Service has not established a service standard performance “goal” for delivery of mail to post office boxes.  However, the Postal Service reports that “box mail is generally up by the PO Box Up Time 98 percent of the time.”
  Therefore, OCA believes a performance goal of 98 percent would be appropriate for the Box Up Time Service Standard for Post Office Box Service.


Additional Information Requested from the Postal Service:  The concept of Box Up Time is not clearly defined for measurement purposes.  The Postal Service should explain the derivation of the reported PO Box Up Time of 98 percent, referenced in the sources cited above.  Attachment A to this paper contains specific questions related to Box Up Time and measurement issues that deserve clarification.


To measure delivery to post office boxes, OCA proposes that the Postal Service report the time that the last piece of mail committed for delivery each day is delivered to a post office (or other facility) box section.  For each post office box section being measured, this reported actual “box up” time would be compared to the posted Box Up Time to produce a percentage for the period being measured.  By way of example, assume one post office box section is being measured during a consecutive 100-day period.  On 98 days, if delivery to all boxes in the section were completed prior to the posted Box Up time, the average for the office would be 98 percent.  Over time, an aggregate average percentage would be derived for all post offices (and other facilities) being measured for comparison to the performance goal of 98 percent.

The Postal Service states that the Box Up Time for each post office is decided at the district level and varies based upon transportation schedules, mail flows, and how the mail is processed.
  In order to improve customer convenience, it is OCA’s view that the Box Up Time for each post office should be established at the earliest possible time of day, giving consideration to the factors listed above.  The Postal Service should review whether the posted Box Up Time for post offices is reasonably related to the current actual completed “box up” delivery times.

PROPOSED SERVICE STANDARDS—CALLER SERVICE


[[[TO BE DETERMINED]]]
ATTACHMENT A

Questions Concerning Post Office Box/Caller Service

Questions Concerning the Measurement of Box Up Time

1) Does the Box Up Time of 98 percent represent the percent of time that mail committed for delivery each day is delivered into the boxes?

2) Alternatively, does Box Up Time represent the percent of boxes in a box section receiving mail by the Box Up Time?

3) Or, does Box Up Time represent the percent of all Postal Service boxes receiving mail by the Box Up Time?

4) Is Box Up Time measured on the basis of the universe or a sample of boxes?  
5) Is the measurement based on the box section as a whole?
6) Who does the measurement of Box Up Time?  Is it box clerks, other postal employees or external reporters?
7) How reliable is the measurement system?  
8) Are post office box sections measured on a District-wide basis, or some other management or geographic unit?
9) How frequent is the measurement—daily, weekly, monthly, etc.?
�	DMM 300, §508.4.2.  Post office box service is also offered at “no fee to customers who are not eligible for carrier delivery.”  Id.


�	Docket No. R2006-1, Fee Schedule 921, Post Office Box and Caller Service.


�	DMM 300, §508.5.2.


�	DMM 300, §508.5.2.4.


�	DMM 300, §508.5.8.1.  To receive Origin caller service, ARM “must meet the standards for barcoded First-Class Mail.”  Id., §508.5.8.3


�	DMM 300, §508.5.8.6.


�	Docket No. R2006-1, Fee Schedule 921, Post Office Box and Caller Service; see also Direct Testimony of Kirk T. Kaneer (USPS-T-41) on Behalf of the United States Postal Service, at 25.


�	Timely and consistent delivery of mail to post office boxes can also enhance convenience for business and individual boxholders since delivery by the posted Box Up Time permits boxholders to better plan their subsequent business transactions and other activities.


�	Docket No. R2005-1, Response of the United States Postal Service to OCA/USPS-164(f).


�	Docket No. R2006-1, Response of the United States Postal Service to DBP/USPS-23(a) and (e).


�	Docket No. R2005-1, Response of the United States Postal Service to OCA/USPS-164(f).


�	Docket No. R2005-1, Response of the United States Postal Service to OCA/USPS-164(c).


�	Docket No. R2006-1, Response of the United States Postal Service to DBP/USPS-23(d), (h)-(i).





PAGE  

