Proposed Revision of a portion of the FCM Subgroup Report

The subgroup notes that the current system of measuring USPS delivery performance, which measures only the percentage of mail delivered within the current service expectation, is inadequate because it fails to measure (1) the total time for delivery of mail including mail that is not delivered within the within the current service expectation and (2) the consistency of service. 
Consistency and total delivery time are important because business mailers need to be able to estimate, with a high degree of accuracy, (1) how long it will take their mailpieces to reach the addressees and (2) how long with will take hem to receive the addressees responses.  The total time required for delivery is important because late arrival of either outgoing or return (frequently remittance mail) causes serious problems for both business mailers and their customers.  For example, a customer who waits to mail a bill payment until sometime near the due date is acting on the expectation that the mailpiece will be delivered within the service expectation.  In such a case, the mailer, may incur late charges if the mail is not delivered within those expectations.  Customers who incur such charges are often angry with the Postal Service and/or the business or both if and when, as is usually the case, they cannot determine who is actually to blame.  In addition to dealing with angry customers business mailers may also send, unnecessarily, a second bill or some unnecessarily engage in some sort of follow-up when a payment has not been received “on time”--i.e., within the service expectation or standard because the outgoing letter was not delivered "on time" or the response, was not delivered "on time."  Finally, the delay of outgoing bills and return  remittance mail has a very real cost to the business mailer in terms of lost interest, interest that the customer is unlike to be able to capture since the funds needed to cover a check that has already been mailed are usually already in a non-interest bearing account.  The point is simply that for a variety of reasons, the longer the tail of the mail (the time it takes to complete delivery of virtually all of a day’s mail) the greater the cost to both businesses and their customers of using the mail.  This cost can and must be minimized. 
In view of the foregoing, the subgroup feels that measuring and reporting on both the percentage of mail delivered on time and the total time required to complete delivery of 99% of the mail in each service category is very important to business FCM users and to their customers.  We therefore recommend that the USPS measure and regularly report both (1) the percentage of the mail in each of the (currently) three service categories: (a) overnight (one-day), (b) two days, and (c) three days that is delivered on time---i.e., within the applicable service standard; and (2) the total time it takes to complete delivery of 99% of the mail within each of service categories.  
If service standards performance reporting of both the percentage of mail in each service category that is delivered within the applicable service standard and the total time it takes to complete delivery of nearly all (99%) of the mail in each service were set according to current performance, they would be as follows: 
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     Percent of Mail Delivered               Number of Day to 

                                                   
          within Standard                               Complete                                    

                                                                                                                            delivery of 99% 

ONE-DAY DELIVERY (OVERNIGHT) AREA     
95%                                
      3 

TWO-DAY DELIVERY AREA                           
92%                            

      5 

THREE-DAY DELIVERY AREA                 

90%                               
      6 
In the future, the annual performance review might reveal that performance could be improved by reducing the number of days required to achieve 99% delivery from perhaps 3 days for overnight mail to 2.5 days. 

 
The subgroup also gave consideration to the service standard for First-Class Mail addressed for delivery in remote areas largely, but not exclusively outside the contiguous 48 states.  There was consensus that the USPS should determine the current service it is providing to these areas and, if necessary, promulgate a different standard for service to these areas—i.e., four days instead of three if it is in fact  regularly taking four days instead of three for the USPS to complete delivery in these areas.  However, while any new standard should reflect the service currently being provided, it is important that the USPS not add to or extend the time for delivery beyond that which is being provided now, but simply reflect current reality.
Finally, there was consensus that service standards should be change without prior notice and that any changes should be specifically addressed in whatever periodic review, annual, biannual, etc. of service standards and the USPS’s  performance in achieving those standards.
