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June 8, 2007

TO:
Parcel Services Subgroup (MTAC Workgroup #114)

FR:
Jim Callow

Ken Richardson, Acting Director, 

Office of the Consumer Advocate

RE:
Service Standards for Delivery/Signature Confirmation

Pursuant to a request for proposals from the Package Services Subgroup, MTAC Workgroup #114, the Office of the Consumer Advocate (OCA) proposes the following service standards as the basis for measuring service performance of the special services, Delivery Confirmation and Signature Confirmation (herein “Delivery/Signature Confirmation”).

This paper revises previous OCA proposals to include Signature Confirmation, presents another service standard entitled Scan Data Processing Time Service Standard, and incorporates comments and suggestions to improve and clarify the ideas contained in the previous proposals.
BACKGROUND


Delivery Confirmation and Signature Confirmation are related special services that provide “the mailer with information about the date and time an article was delivered and, if delivery was attempted but not successful, the date and time of the delivery attempt.”
  In the case of Signature Confirmation, a “delivery record, including the recipient’s signature,” is also maintained by the Postal Service that is available via fax or mail upon request.


For both special services, there are two service options—Retail and Electronic—with separate fees for each option.

•
The Retail option may be purchased by individual mailers at post offices at the time of mailing.  It permits mailers to access delivery information, including the name of the person who signs for a Signature Confirmation article in typed text format (e.g., J. SMITH), via the Internet or a toll-free number upon entering the Delivery/Signature Confirmation article number.

•
The Electronic option is available to bulk mailers who establish an electronic link with the Postal Service to exchange acceptance and delivery data.


Retail and Electronic service Delivery/Signature Confirmation is available for First-Class Mail parcels, all Priority Mail, and Package Services parcels.  Electronic option Delivery Confirmation is only available for use with Standard Mail parcels.


For Delivery Confirmation, there is no charge for use of the Electronic option with Priority Mail or Package Services Parcel Select parcels.  However, there are separate fees for both the Retail and Electronic options by class of mail.
  Fees for Delivery Confirmation sold at retail are $0.75 for First-Class Mail parcels and Package Services parcels, and $0.65 cents for Priority Mail.  For the Electronic option, fees are $0.18 for First-Class Mail parcels, Standard Mail parcels, and Package Services parcels (other than Parcel Select parcels).


Unlike Delivery Confirmation, fees for Retail and Electronic Signature Confirmation are the same regardless of the class of mail.  Fees for the Retail option are $1.75, while fees for the Electronic option are $2.10.

PROPOSED SERVICE STANDARDS

OCA proposes service standards for Delivery/Signature Confirmation to measure the reliability and consistency of the delivery information provided; and, the availability and accessibility of such information to mailers.  
1)
Delivery Scan-Rate Service Standard—This service standard is designed to assess how frequently the Postal Service is capturing delivery/signature confirmation information.  Information concerning the date and time of delivery is obtained from scans of Delivery/Signature Confirmation barcode labels when pieces displaying such labels receive both an acceptance scan and a delivery scan.
  Thus, the ratio of the number of pieces scanned at delivery to the number of such pieces accepted (and scanned) at retail, or the “scan rate,” can serve as a service standard and a basis for measuring performance.


The Postal Service’s current “goal” for Delivery/Signature Confirmation combined is a scan rate of 99.1 percent.
  The most recent Postal Service scan rates are 98 percent for Priority Mail, 97 percent for Package Service parcels, and 96 percent for First-Class Mail parcels.
  Therefore, OCA believes the current 99.1 percent consistency goal would be appropriate for the scan-rate service standard for Delivery/Signature Confirmation.

Additional Information Requested from the Postal Service:  It is OCA’s position that the most important scan for a customer is the delivery scan—or another scan that provides information on the final action or disposition of a parcel by the Postal Service.  There are four scan “event codes” that appear to designate final action or disposition:  Delivered, Dead Letter, Picked Up by Agent, and Return to Sender (depending upon class or endorsement).
  However, the Postal Service often reports one or more scans for “attempted” delivery or other scans that do not represent final action.


OCA believes that “attempted” delivery and other non-final action scans are not the true measure of the successful provision of Delivery/Signature Confirmation service.  The extent to which such non-final scans are included (or not) in calculating the scan rate should be clarified before establishing the proposed Delivery Scan-Rate Service Standard.  Consequently, the Postal Service should explain whether the scan rate percentages, i.e., the ratio of parcels scanned at delivery to parcels receiving an acceptance scan, for Priority Mail, Package Service parcels, and First-Class Mail parcels cited in the paragraph above represent final action scans or a mix of “attempted” delivery and other non-final action scans.
2)
Scan Data Processing Time Service Standard—This service standard is designed to assess how quickly the Postal Service is able to make delivery/signature information available to mailers.  To provide delivery information, the Postal Service must download delivery/signature scan data from handheld scanners used by carriers or window clerks.  This delivery/signature scan information is then uploaded to the Postal Service’s website or the toll-free number for access by mailers purchasing the Retail service option.  Mailers using the Electronic service option must establish an electronic link to access delivery/signature information.

The amount of processing time that elapses between downloading the delivery/signature scan data and the availability of that data on the website, at the toll-free number, or in electronic files for access by mailers is a critical service feature of Delivery/Signature Confirmation.  Moreover, the Postal Service has not established a service standard consistency goal for the processing time to download and upload delivery/signature scan data.


OCA proposes an average processing time service standard of 24 hours from the time delivery/signature scan data is downloaded to its availability on the website, at the toll-free number, or in electronic files, with a goal of 98 percent for consistency.  


Additional Information Requested from the Postal Service:  To OCA’s knowledge, the Postal Service does not have any information on the current average processing time to download and upload delivery/signature scan data.  Consequently, the proposed service standard goal of 24 hours may not be appropriate.  The Postal Service should provide information on the current average processing time to download and upload scan data in order to establish the appropriate service standard goal.

3)
Inquiry Wait-Time Service Standard—This service standard is designed to assess how quickly the Postal Service provides delivery/signature information to mailers via Postal Service’s website, toll-free number, or in electronic form.  To obtain delivery information, mailers purchasing the Retail service option must access the website or call a toll-free number, and enter the Delivery/Signature Confirmation article number.  Mailers using the Electronic service option may access delivery/signature scan information by downloading electronic files daily, or by visiting the website.

The amount of time that elapses between entering the article number and the display/retrieval of the delivery/signature information on the website or the toll-free number can serve as a service standard for the responsiveness of the Postal Service’s information technology system to retail Delivery/Signature Confirmation inquiries.  The Postal Service has not established a service standard consistency goal for the wait-time to receive delivery/signature information in response to an inquiry.


For mailers purchasing the Retail option, OCA proposes an average inquiry wait-time service standard goal of 2 seconds for display of delivery/signature information in response to each internet inquiry.
  This time period is based upon the Postal Service’s reported server and telecommunication capabilities, not the mailer’s computer and cable/telephone access speed. 


Additional Information Requested from the Postal Service:  For the Retail option, the proposed service standard addresses the amount of time required for the display of delivery/signature information in response to each Internet inquiry.  However, Retail purchasers can also access delivery/signature information via a toll-free number.  Currently, there is no information on the average wait-time for retrieval of delivery/signature information in response to telephone inquiries.  Additional information should be provided by the Postal Service concerning the current average wait-time for telephone inquiries in order to determine the appropriate wait-time service standard goal for such inquiries.  With respect to the Electronic service option, the Postal Service should provide information on the current wait-time experience of mailers downloading electronic files as the basis for determining whether a separate inquiry wait-time service standard (if any) and consistency goal should be established.

REPORTING OF SERVICE PERFORMANCE


OCA proposes that the Postal Service report at least quarterly 1) the actual scan rates compared to the stated Delivery Scan-Rate Service Standard separately for the Retail and Electronic options for each class of mail or service that is eligible for Delivery/Signature Confirmation; 2) the actual processing time between downloading the delivery/signature scan data and the availability of that data to mailers separately for the website, the toll-free number, and for electronic files compared to the stated Scan Data Processing Time Service Standard; and 3) the actual average wait-times, separately for internet and telephone inquiries by mailers purchasing the Retail service option, and for the Electronic service option (if appropriate), compared to the stated Inquiry Wait-Time Service Standard.
�	DMM 300, §503.9.2.1; §503.10.2.1.


�	DMM 300, §503.10.2.1.


�	For Priority Mail, retail customers may also obtain Delivery Confirmation using Click N Ship, an online option of the Postal Service that permits customers to print a shipping label with a Delivery Confirmation barcode at no charge.


�	Docket No. R2006-1, Fee Schedule 948, Delivery Confirmation.


�	The Domestic Mail Manual (DMM) provides that a full (100%) refund will be made when the fee is paid for “Delivery Confirmation . . . and the article fails to receive the extra service for which the fee is paid.”  DMM 300, §604.9.2.4f.  The Postal Service explains if “neither a Delivery Confirmation delivery scan nor acceptance scan is made, the customer would be entitled to a fee refund.”  Docket No. R2005-1, Response of United States Postal Service to OCA/USPS-173(c).  For mailings of three or more parcels, a “receipt is required for refund requests.”  DMM 300, §503.9.2.8.


�	Docket No. R2006-1, Fee Schedule 949, Signature Confirmation.


�	For Delivery Confirmation service purchased at retail, it is assumed each barcode label will have an acceptance scan, generally taken at the retail unit.  The proposed service standard does not address circumstances of “total failure;” that is, the barcode label receives neither an acceptance scan nor a delivery scan.  It is assumed such cases are very rare.


�	Docket No. R2006-1, Response of United States Postal Service to OCA/USPS-7(c).


�	Docket No. R2006-1, Response of United States Postal Service to DFC/USPS-26.  The Postal Service did not provide any information on the scan rate for Standard Mail parcels.  Id.


�	USPS Publication 91, Confirmation Services Technical Guide, September 2004 (updated January 20, 2005), “Event Codes,” at 72.


�	Id.


�	Delivery Confirmation Helps Customers Get Fast, Dependable Online Access, USPS Newslink Online, February 12, 2003, � HYPERLINK "http://www.usps.com/news/online/03_0212_1.htm" ��http://www.usps.com/news/online/03_0212_1.htm�.  
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