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Recommendation for Service Performance Measurement

The workgroup supports the use of the Intelligent Mail system for service measurement for all mail types.

An Intelligent Mail measurement process will measure real mail rather than mail that is designed and prepared so that it can represent real mail.  An Intelligent Mail process avoids challenges like protecting the identities of droppers and reporters and the complexity of coordinating the creation and mailing of test pieces with commercial mailers.  An Intelligent Mail process provides a more comprehensive measure of the Postal Service's acceptance, distribution, and delivery processes than a sample-based measurement process can.  Compared with data from an external sampling-based service measurement process, the data that an Intelligent Mail measurement process will provide is far more useful to both mailers and the Postal Service for improving service and reducing costs.

Recognizing that all types of mail, and all segments of the Postal network, may not be covered initially by an Intelligent Mail service performance measurement system, the workgroup supports an incremental approach for service measurement.  Service performance measurement ought to be implemented over time with measurement procedures starting first in high-volume and easy to measure mail streams and network segments.  The workgroup recommends that as techniques develop for measuring mail types and network segments that are not initially covered, the Postal Service should include those types of mail and network segments in the service performance measurement process.

The workgroup recommends that, if there remain mail types and network segments that are not covered by an Intelligent Mail system by December 2010, the Postal Service should implement alternative means for measuring service performance for those mail types and network segments.  Those alternatives may include externally contracted measurement, the use of industry data on service performance, or the use of internal surveys or special studies within Postal operations.  However, the workgroup feels that the Postal Service should continue to work to develop an Intelligent Mail service performance measurement solution even where the initial measurement is not an Intelligent Mail process.

The workgroup has reviewed Postal Service plans for an Intelligent Mail service measurement system including procedures for individually identifying mail pieces, 'starting the clock,' 'stopping the clock,' and timelines for field implementation.  While many of those plans are still in the pilot test process or under development, the plans seem both reasonable and viable.  The workgroup recognizes that mailer adoption of electronic manifesting and the use of Intelligent Barcodes are important to the development of an Intelligent Mail service performance measurement system.

The workgroup feels that it is very likely that soon there will be enough mail volume, entered and destinating in enough places, to adequately measure the Postal Service's acceptance, distribution, and delivery operations across the country.  The workgroup generally agrees with the Postal Service's plan for ramping up the service performance measurement process.

The workgroup recommends that the Postal Service develop and maintain a database of all the service performance data captured by the Intelligent Mail system.  The Postal Service should work with the mailing industry and customers to determine the appropriate retention period for raw service measurement data.  While some of this raw measurement data may be excluded for the purpose of computing service performance scores, the raw data should be retained and used for analyzing and improving service performance, improving mail quality and reducing UAA mail, and for improving the service measurement process.

In particular, the workgroup recommends that the Postal Service commit to use the raw measurement data from a particular customer when responding to service related complaints raised by that customer.  To support better USPS-customer communications and analysis of service issues, customer information provided by the Postal Service through systems like CONFIRM should be extracts from the Intelligent Mail service measurement data.

The Postal Service should provide an annual evaluation of the performance of the measurement process that includes effectiveness of 'start the clock' and 'stop the clock' processes.  The evaluation should also include figures comparing the amount of mail included in the service performance computation, the amount of mail measured by the database of raw measurement data, and the total amount of mail in the Postal system.  The evaluation should quantify and explain service measurement data that is excluded from service measurement computations.  It should also provide an analysis of how well the service performance measurement data represents the actual performance of the Postal network and highlight opportunities for improving the measurement process.

Periodically, every 3 to 5 years, the Postal Service should lead an assessment of the measurement system that would include participation by USPS customers.  The purpose of the assessment would be to review and make recommendations regarding the measurement system's underlying assumptions, business rules, data collection procedures, and quality metrics.

The workgroup recommends annual external audits of the mail service measurement process.  The auditing process must review and approve the business rules for excluding measurement data from service measurement.  The audit process should evaluate the procedures for individually identifying mail pieces, capturing 'start the clock' and 'stop the clock' data, and USPS compliance with those procedures.


