July 6, 2007

To:
Certified Mail/Registered Mail Subgroup (MTAC Workgroup 114)

Re:
Service Standards for Certified Mail

BACKGROUND


Certified Mail is described in the USPS Domestic Mail Manual as “a service that provides the sender with a mailing receipt and, upon request, electronic verification that an article was delivered or that a delivery attempt was made. . . The USPS maintains a record of delivery (which includes the recipient’s signature) for a specific period of time.  Customers may obtain a delivery record by purchasing return receipt service.”
  Certified mail service is available for First-Class mail (including Priority Mail) and is offered for additional fees paid in addition to normal postage.


Registered Mail is described in the USPS Domestic Mail Manual as “the most secure services that the USPS offers. It incorporates a system of receipts to monitor the movement of the mail from the point of acceptance to delivery. Registered Mail provides the sender with a mailing receipt and, upon request, electronic verification that an article was delivered or that a delivery attempt was made. . . USPS maintains a record of delivery (which includes the recipient's signature) for a specified period of time. Customers may obtain a delivery record by purchasing return receipt service.”


Certified Mail service also offers additional services which allow the customer to add delivery restriction and return receipt.
  
Registered Mail service offers the same additional services as Certified Mail as well as:
a. Collect on delivery (COD) service. 

b. Delivery Confirmation. 

c. Signature Confirmation.

PROPOSED SERVICE STANDARDS – CERTIFIED MAIL


Due to the fact that Certified Mail and Registered Mail are a service offered for First-Class Mail (including Priority Mail), this service should follow the same service standards for time of delivery.  In addition to delivery standards, the USPS must be held accountable that adequate attempts for delivery have been made as well as proof of delivery or attempts to deliver have been maintained for the specified time period.


In regard to a standard for adequate number of attempts to deliver Certified Mail and/or Registered Mail, the USPS should maintain the current process of making three attempts to deliver before returning the mail to the sender.  


Proof of all deliveries and attempts at delivery must be available within 15 days
 of a mailing and must be maintained by the USPS for review at customer demand for a minimum of two years.
  

In order to properly measure the compliance to these service standards the USPS should develop a sampling method which will enable the tracking of the delivery standards much in the same way as measurements are taken for all other First-Class Mail.  
In addition, the measurement and reporting of the delivery and attempts to deliver Certified Mail and/or Registered Mail must be performed as well.  This could be accomplished through a method of sampling of the completed PS Form 3811 cards to determine the percentage of deliveries that were completed within the specified time period as well as the number of attempts made prior to return to sender.  Reporting should indicate the deliveries made within the service standard for First-Class Mail as well as any exception percentages.  The USPS should use these samplings to determine of adjustments should be made to service standards for particular areas.  These samplings should also report on compliance with the 3 delivery attempts standard and may be used to address exceptions to this same standard.
Development of the measurement and reporting processes should take into consideration a valid statistical sampling volume related to average annual Certified Mail and/or Registered Mail volumes.  Consideration also must be taken related to where this sampling must occur and how to ensure that it is truly a random sample.  Due diligence in requiring that samples are taken across a representation of all portions of the country is necessary.
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