MTAC Work Group

Definition and Publication of Service Standards
White Paper

This MTAC Work Group that was formed as a recommendation from the Blue Ribbon Committee:

· to review existing standards for all classes of mail,

· to suggest changes and reporting requirements to those standards based upon USPS and industry capabilities, 

· to define standards where they may not exist, and 

· to link them to customer satisfaction metrics.
In conjunction with the vision of Bill Henderson, as delivered at the National Postal Forum in Washington, DC, August 31, 1998:

"We will link all the information we have into a new database, a new platform.  This platform will have three key characteristics.

· Give operating management real-time information.

· Informational window about mailings that customers will have total access to.

· Create an activity-based accounting system."

The goal is to create this information platform within five years.

With these goals before us, we have outlined our objectives for the definition of commitments and their measurement.

Objectives and Definitions
Our objective is to formulate updated USPS delivery commitments, standards, measurements, and reporting.  We define delivery as entry point to final delivery address — not processing in progress. 

It is not the objective of this work group to work directly on service or operation improvements.  However, the data generated from the measurement system should have a direct impact on service improvement.

Definitions

These definitions have been determined by this work group to be the industry understanding of these terms.

Standard

The goal — the number of days the USPS declares to be the time needed to deliver the mail based on transportation and operating plans.  For example, First-Class mail has delivery standards of one to three days.

Commitment  (Performance Goal)

The performance to the goal or target in reaching its service standards.  This is stated in the percentage that the USPS meets their delivery commitments (on-time delivery).  For Example, First-Class one-day on-time delivery commitment is 95%.

Reporting

Detailed data and information sharing with the mailers on the delivery performance.

Standard

The Work Group requests that the standards be defined with recognition for mail preparation and processing.

The standards should be prepared as a matrix, so mailers can see and use the variations that are appropriate to their business and level of mail preparation.  We want to see a specific day commitment or a maximum of a two-day range.

Elements for the Standards Measurement Matrix

Classification
Express Mail

Priority Mail

First-Class

Periodicals

Standard Mail (A)

Standard Mail (B)

International

Processing Category
Letters / Cards

Flats

Machinable Parcels

Irregular Parcels

Outside Parcels

Automation
Barcoded

Nonbarcoded

Mail Container
Tray

Tub

Sack

Pallet

Bedloaded

Presort Level
Barcoded Carrier Route

Enhanced Carrier Route

5-digit barcoded

3-digit barcoded

Basic barcoded

Presort — upgradable

Presort — nonupgradable

Basic Barcode (for Periodicals)

Single piece

Entry Point
Origin / Local 

BMCs

SCFs

DDUs

ADCs

AMF

P&DC

Time of Entry
Hour, minute

Origin/Destination Zone or ZIPs
Pairs of data for comparison

Measurement — Technology Based

We feel that multiple technologies or measurement tools should be used.  The USPS should determine these with input from its customers. 

The USPS should use technology as much as possible.  They should refrain from manual measurements as the primary measurement.

The data, from all measurement systems, should be combined into a single or interactive database.  This would allow the USPS and mailers to determine impacts of various elements on the performance goals.

Customer Mail

We believe that customer mail must be used for mail delivery testing. Mailer participation is a necessity.  This will give the USPS more variety as well as a more accurate picture of current performance goals.

Mailers may participate through the Planet Code program, Delivery Confirmation, or other future programs (such as the Information Rich Barcode).

Seeding continues as a method for tracking, but specific reporting methods will have to be established.

What to Report

This is what the mailers want the USPS to make accessible:

· Aggregate information

Information by participating mailer:  there should be special access for participating mailers (to retrieve data relative to their own mail), with password protection

· By measurement group – per the matrix

· Standards, performance goals, and actual performance

· Each time frame, early (nose), on-time, late (tail of the mail)

For example, in days, by percentage within days range. 

25% (first day) to 

75% (second day) to 

93% (third day) to 

98% (four day) to 99% -- throughout the weeks.  

Timely Reporting and Updating

Again, per Mr. Henderson, at the National Postal Forum:

"Well, what can you do about what happened yesterday?  Nothing, unless you have a time machine.  If you have information about the decision you're about to make before you make it, you can make the right decision.  No one has a crystal ball, but if you data in a timely fashion, it is my belief that postal management can change dramatically the performance of this organization to reach all-time new highs and, so doing, save billions of dollars over the next decade.  So real-time information will let us do a better job for you.

Real-time information is of tremendous value to customers.  …  I'm talking about an informational window about mailings that customers will have total access to."

The Work Group is requesting that reporting be available on USPS web site with regular timely updates.  There must be user friendly methods of obtaining/viewing data.

The data should include weekly, monthly, quarterly, and against last year.  There should be different ways of viewing the data and accumulations of the data.  Again, participating mailer should be able to view their own data as well as the aggregate data.  The aggregate data should be accessible to the public.

The data gathered must be actionable data.  The USPS must use this data to improve operations and delivery service.  Mailers should also use this data for improving their operations.

Implementation

The development and implementation of a new database/platform is a monumental task.  This work group recognizes that there may be interim steps to accomplishing the ultimate goals.  Again, we stress the involvement of the mailing community as these steps are defined and implemented.

We feel planning and implementation of interim steps should begin immediately.
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