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[PARAGRAPHS ON FORWARDED AND RETURNED FIRST-CLASS MAIL]

The forwarding and return-to-sender of mail that is undeliverable-as-addressed (UAA) are valued service features of First-Class Mail essential to businesses and recipients.
  More than 43 million people—17 percent of the nation’s population—move each year.  Such moves typically generate requests for change-of-address (COA), which provide the Postal Service with new address information, permitting individuals and households to continue receiving personal correspondence, credit card statements, and other important communications from family, friends, and businesses.
  First-Class Mail that cannot be forwarded is returned to the sender.


Timely Postal Service processing of customer COA requests and forwarded mail is of critical import to many businesses.  Updating address lists with change-of-address information is not only essential to maintain and further business relationships but is also required to obtain discounted rates.  Moreover, businesses often bear the brunt of customer complaints when valued mail is not delivered in a timely fashion at their new address.  For the Postal Service, improving the accuracy of updating addresses and processing forwarded mail can eliminate thousands of misdirected mailpieces to each address, thereby minimizing customer complaints.  

In recent years, the Postal Service has improved the capture of information from COA requests, and automated the interception of UAA letter-shaped mail to be forwarded.  The growing use of electronic options (Internet and phone) to request a change-of-address permits the Postal Service to immediately validate customer address information, reducing the number of incomplete or incorrect addresses.  The continued implementation of the Postal Automated Redirection System (PARS), which identifies and redirects forwardable mail during processing, reduces the time required to deliver mail to the new address.  In 2006, PARS processed more than 2 billion letters.  Future plans call for the extension of PARS to forward flat-shaped mail.


Despite these efforts, more than half of all changes of address are filed using PS Form 3575, Change of Address Order.  Moreover, UAA mail not identified by PARS requires carrier identification (referred to as carrier-identified forwards (CIF)) and additional processing time to forward the mail. 

Recommended Service Standards:  The workgroup believes establishing meaningful service standards and measuring service performance for forwarded mail can assist the Postal Service in making further improvements.  Toward this end the workgroup recommends a service standard for the entry of change-of-address data submitted on PS Form 3575.
  The workgroup also recommends separate service standards for letter-shaped First-Class Mail forwarded using PARS, and for letter-shaped mail forwarded after carrier identification.  Appendix [[[^^^]]] presents the proposed service standards for entry of COA data (Table 1), and for PARS forwarded mail and carrier-identified forwarded mail (Tables 2 and 3, respectively).  The workgroup is not recommending a service standard for return-to-sender mail at this time.


Change of Address Data Entry Service Standard—The workgroup recommends a service standard of five days for COA data entry,
 which consists of three separate steps (see Table 1).  In summary, the first step involves completion and filing of the COA order by the customer (or carrier) with the Postal Service.  The second involves entry and verification of COA data provided on the forms, while the third step involves notifying the carrier at the old address of the customer’s move.

PARS-Identified Forwards Service Standard—Assuming there is an active COA order, the workgroup recommends a service standard for letter-shaped mail forwarded by PARS that consists of the stated service standard (in days) for service between entry and PARS identification, two additional days for redirection by PARS, and the stated service standard between PARS identification and the forwarded delivery address.  However, determining the service standard will depend on the point of PARS identification; that is, at origin or destination.  Thus, separate service standards can be stated in more formal terms for PARS identification at origin or destination as follows:

•
For PARS-identified UAA letter at origin (OUTGOING) processing:  Two days for PARS redirection is added to the First-Class Mail service standard from the origin of entry ZIP Code to the delivery ZIP Code at the new address.  
•
For PARS-identified UAA letter at destination (INCOMING) processing:  Two days for PARS redirection is added to the First-Class Mail service standard between a) the origin of entry ZIP Code to the delivery ZIP Code at the old address, plus b) the delivery ZIP Code at the old address and the delivery ZIP Code at the new address 

Calculation of the days to delivery based upon the service standards for PARS-identified forwards can be illustrated by example.  Assume a letter addressed to New York City (“old” address) is entered in Sacramento, CA and forwarded to an address in San Jose, CA (“new” address).
  

For a UAA letter identified by PARS in Sacramento (origin), the service standard would be 3 days:  two days for PARS redirection, plus one day from Sacramento for processing, transportation, and delivery in San Jose.  

For a UAA letter identified by PARS in New York City (destination), the service standard would be 8 days:  three days for redirection and transportation from Sacramento to New York City, plus two days for PARS processing, plus three days from New York City for processing, transportation, and delivery in San Jose.  


Carrier-Identified Forwards Service Standard—The workgroup recommends a service standard for letter-shaped mail forwarded after carrier identification that consists of the stated service standard (in days) for service between entry and the old delivery address, three additional days for carrier identification and processing, and the stated service standard between the old address and the forwarded delivery address.  In more formal terms, the service standard can be stated as follows:

•
For carrier-identified UAA letter:  Three days for carrier identification and processing are added to the First-Class Mail service standards between a) the origin of entry ZIP Code and the delivery ZIP Code at the old address, plus b) the delivery ZIP Code at the old address and the delivery ZIP Code at the new address.


Assuming the previous example, calculation of the days to delivery based upon the service standard for carrier-identified forwards can be illustrated.  

For a UAA letter identified by the carrier in New York City, the service standard would be 9 days:  three days for processing and transportation from Sacramento to New York City, plus three days for redirection after carrier identification, plus three days from New York City for processing, transportation, and delivery in San Jose.  
Service Performance Measurement and Review:  At the present time there is no measurement of the number of days required to process COA orders, or to deliver forwarded First-Class Mail letters.  Nor is there any measurement of the number of days to process return-to-sender mail.  The Postal Service should, in consultation with mailers, develop a service performance measurement system for COA order processing and forwarded mail.  Such a system might involve passive scans of intelligent mail barcodes (IMBs) applied to the COA order form to measure data entry service, as well as scans of IMBs applied to letters processed using PARS or resulting from carrier identification.  However, complicating the development of a measurement system is the need to identify an easy-to-administer and reliable “start-the-clock” for COA data entry and forwarded mail.

Given the ongoing development and implementation of plans for future improvements in entry of COA data and the processing of forwarded letters (and flats), the workgroup recommends periodic review of the service standards and service performance measurement as performance data becomes available.  The workgroup also recommends using the opportunity afforded by periodic review to establish service standards and service performance measurement for return-to-sender mail.
�	“First-Class Mail that is undeliverable-as-addressed is forwarded or returned to the sender without additional charge.”  Domestic Mail Classification Schedule (DMCS), §253 (July 15, 2007).


�	Undeliverable-as-addressed Periodicals mail will be forwarded at no additional charge for a period of 60 days, beginning from the date a change-of-address order becomes active.  Domestic Mail Manual (DMM) 300, §507.1.5.2.


�	The forwarding or return-to-sender of First-Class Mail that is undeliverable-as-addressed depends on whether there is a change-of-address order on file, and the amount of time that has elapsed after the change-of-address order became active.  If there is a change-of-address order on file, the mail piece is forwarded for the first 12 months.  During months 13 through 18, the mail piece is returned to the sender with the new address attached.  After 18 months, the mail piece is returned with the reason for nondelivery attached.  If there is no change-of-address order on file, the mail piece is also returned with the reason for the nondelivery attached.  DMM 300, §507.1.5.1.


�	This proposed service standard only applies to change-of-address requests filed using PS Form 3575, Change of Address Order.  It does not apply to change-of-address requests filed through electronic options (Internet and phone), which provide, for a nominal fee ($1.00), nearly instantaneous verification and processing of change-of-address orders.


�	The workgroup’s decision recognizes that the processing of return-to-sender mail, while related to the processing of forwarded mail, involves processing steps that have not been mapped sufficiently so as to permit a recommendation for service standards for return-to-sender mail.


�	This service standard assumes questions concerning customer-provided address information can be resolved and verified during COA processing, eliminating delays associated with obtaining and making corrections, including corrections received after notifying customers by mail of the change-of–address.


�	Of course, the calculation of the days to delivery under this service standard would vary where the origin of entry ZIP Code, the delivery ZIP Code at the old address, and the delivery ZIP Code at the new address differs from the example, changing the First-Class Mail service standards between these ZIP Codes—even though the identification and redirection times using PARS (or resulting from carrier identification) would not change.
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