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Postal Regulatory Commission § 3055.2 

Docket No. R2006–1 (by July 1 of each 
year). 

[74 FR 20850, May 5, 2009, as amended at 83 
FR 49295, Oct. 1, 2018; 85 FR 81141, Dec. 15, 
2020] 

PART 3055—SERVICE PERFORM-
ANCE AND CUSTOMER SATIS-
FACTION REPORTING 

Subpart A—Annual Reporting of Service 
Performance Achievements 

Sec. 
3055.1 Annual reporting of service perform-

ance achievements. 
3055.2 Contents of the annual report of serv-

ice performance achievements. 
3055.3 Reporting exceptions. 
3055.4 Internal measurement systems. 
3055.5 Changes to measurement systems, 

service standards, service goals or re-
porting methodologies. 

3055.6 Addition of new market dominant 
products or changes to existing market 
dominant products. 

3055.7 Special study. 
3055.20 First–Class Mail. 
3055.21 Standard Mail. 
3055.22 Periodicals. 
3055.23 Package Services. 
3055.24 Special Services. 
3055.25 Non-postal products. [Reserved] 

Subpart B—Periodic Reporting of Service 
Performance Achievements 

3055.30 Periodic reporting of service per-
formance achievements. 

3055.31 Contents of the Quarterly Report of 
service performance achievements. 

3055.32 Measurement systems using a deliv-
ery factor. 

3055.45 First–Class Mail. 
3055.50 Standard Mail. 
3055.55 Periodicals. 
3055.60 Package Services. 
3055.65 Special Services. 
3055.70 Non-postal products. [Reserved] 

Subpart C—Reporting of Customer 
Satisfaction 

3055.90 Reporting of customer satisfaction. 
3055.91 Consumer access to postal services. 
3055.92 Customer Experience Measurement 

Surveys. 

AUTHORITY: 39 U.S.C. 503, 3622(a), 3652(d) 
and (e); 3657(c). 

SOURCE: 75 FR 38742, July 6, 2010, unless 
otherwise noted. 

Subpart A— Annual Reporting of 
Service Performance 
Achievements 

§ 3055.1 Annual reporting of service 
performance achievements. 

For each market dominant product 
specified in the Mail Classification 
Schedule in part 3040, appendix A to 
subpart A of part 3040 of this chapter, 
the Postal Service shall file a report as 
part of the section 3652 report address-
ing service performance achievements 
for the preceding fiscal year. 

[85 FR 9659, Feb. 19, 2020] 

§ 3055.2 Contents of the annual report 
of service performance achieve-
ments. 

(a) The items in paragraphs (b) 
through (k) of this section shall be in-
cluded in the annual report of service 
performance achievements. 

(b) The class or group-specific report-
ing requirements specified in §§ 3055.20 
through 3055.25. 

(c) The applicable service standard(s) 
for each product. If there has been a 
change to a service standard(s) since 
the previous report, a description of 
and reason for the change shall be pro-
vided. If there have been no changes to 
service standard(s) since the previous 
report, a certification stating this fact 
shall be provided. 

(d) The applicable service goal(s) for 
each product. 

(e) A description of the measurement 
system for each product, including: 

(1) A description of what is being 
measured; 

(2) A description of the system used 
to obtain each measurement; 

(3) A description of the methodology 
used to develop reported data from 
measured data; 

(4) A description of any changes to 
the measurement system or data re-
porting methodology implemented 
within the reported fiscal year; and 

(5) Where proxies are used, a descrip-
tion of and justification for the use of 
each proxy. 

(f) A description of the statistical va-
lidity and reliability of the results for 
each measured product. 
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(g) A description of how the sampled 
data represents the national geo-
graphic mail characteristics or behav-
ior of the product. 

(h) For each product that does not 
meet a service standard, an expla-
nation of why the service standard is 
not met, and a plan describing the 
steps that have or will be taken to en-
sure that the product meets or exceeds 
the service standard in the future. 

(i) The identification of each product, 
or component of a product, granted an 
exception from reporting pursuant to 
§ 3055.3, and a certification that the ra-
tionale for originally granting the ex-
ception remains valid. 

(j) Documentation showing how data 
reported at a given level of aggregation 
were derived from data reported at 
greater levels of disaggregation. Such 
documentation shall be in electronic 
format with all data links preserved. It 
shall show all formulas used, including 
volumes and other weighting factors. 

(k) For each product, documentation 
showing how the reports required by 
subpart A of this part were derived 
from the reports required by subpart B 
of this part. Such documentation shall 
be in electronic format with all data 
links preserved. It shall show all for-
mulas used, including volumes and 
other weighting factors. 

[75 FR 38742, July 6, 2010, as amended at 85 
FR 81141, Dec. 15, 2020] 

§ 3055.3 Reporting exceptions. 
(a) The Postal Service may petition 

the Commission to request that a prod-
uct, or component of a product, be ex-
cluded from reporting, provided the 
Postal Service demonstrates that: 

(1) The cost of implementing a meas-
urement system would be prohibitive 
in relation to the revenue generated by 
the product, or component of a prod-
uct; 

(2) The product, or component of a 
product, defies meaningful measure-
ment; or 

(3) The product, or component of a 
product, is in the form of a negotiated 
service agreement with substantially 
all components of the agreement in-
cluded in the measurement of other 
products. 

(b) The Postal Service shall identify 
each product or component of a prod-

uct granted an exception in each report 
required under subparts A or B of this 
part, and certify that the rationale for 
originally granting the exception re-
mains valid. 

§ 3055.4 Internal measurement sys-
tems. 

Service performance measurements 
obtained from internal measurement 
systems or hybrid measurement sys-
tems (which are defined as systems 
that rely on both an internal and an 
external measurement component) 
shall not be used to comply with any 
reporting requirement under subparts 
A or B of this part without prior Com-
mission approval. 

§ 3055.5 Changes to measurement sys-
tems, service standards, service 
goals, or reporting methodologies. 

The Postal Service shall file notice 
with the Commission describing all 
changes to measurement systems, serv-
ice standards, service goals or report-
ing methodologies, including the use of 
proxies for reporting service perform-
ance, 30 days prior to planned imple-
mentation. The Commission may ini-
tiate a proceeding at any time to con-
sider such changes if it appears that 
the changes might have a material im-
pact on the accuracy, reliability, or 
utility of the reported measurement, or 
if the changes might have a material 
impact on the characteristics of the 
underlying product. 

§ 3055.6 Addition of new market domi-
nant products or changes to exist-
ing market dominant products. 

Whenever the Postal Service pro-
poses the addition of a new market 
dominant product or a change to an ex-
isting market dominant product, it 
also shall propose new or revised (as 
necessary) service performance meas-
urement systems, service standards, 
service goals, data reporting elements, 
and data reporting methodologies. 

§ 3055.7 Special study. 

Included in the second section 3652 
report due after this rule becomes 
final, and every 2 years thereafter, the 
Postal Service shall provide a report, 
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by class of mail, on delivery perform-
ance to remote areas of the Alaska, 
Caribbean, and Honolulu districts. 

§ 3055.20 First–Class Mail. 

(a) Single–Piece Letters/Postcards, Bulk 
Letters/Postcards, Flats, and Parcels. For 
each of the Single–Piece Letters/Post-
cards, Bulk Letters/Postcards, Flats, 
and Parcels products within the First– 
Class Mail class, report the on-time 
service performance (as a percentage 
rounded to one decimal place), 
disaggregated by mail subject to the 
overnight, 2–day, and 3/4/5–day service 
standards. 

(b) Outbound Single–Piece First–Class 
Mail International and Inbound Single– 
Piece First–Class Mail International. For 
each of the Outbound Single–Piece 
First–Class Mail International and In-
bound Single–Piece First–Class Mail 
International products within the 
First–Class Mail class, report the on- 
time service performance (as a percent-
age rounded to one decimal place). 

§ 3055.21 Standard Mail. 

For each product within the Stand-
ard Mail class, report the on-time serv-
ice performance (as a percentage 
rounded to one decimal place). 

§ 3055.22 Periodicals. 

For each product within the Periodi-
cals class, report the on-time service 
performance (as a percentage rounded 
to one decimal place). 

§ 3055.23 Package Services. 

For each product within the Package 
Services class, report the on-time serv-
ice performance (as a percentage 
rounded to one decimal place). 

§ 3055.24 Special Services. 

For each product within the Special 
Services group, report the percentage 
of time (rounded to one decimal place) 
that each product meets or exceeds its 
service standard. 

§ 3055.25 Nonpostal products. [Re-
served] 

Subpart B—Periodic Reporting of 
Service Performance 
Achievements 

§ 3055.30 Periodic reporting of service 
performance achievements. 

For each market dominant product 
specified in the Mail Classification 
Schedule in part 3040, appendix A to 
subpart A of part 3040 of this chapter, 
the Postal Service shall file a Quar-
terly Report with the Commission ad-
dressing service performance achieve-
ments for the preceding fiscal quarter 
(within 40 days of the close of each fis-
cal quarter). 

[85 FR 9659, Feb. 19, 2020] 

§ 3055.31 Contents of the Quarterly Re-
port of service performance 
achievements. 

(a) The items in paragraphs (b) 
through (e) of this section shall be in-
cluded in the quarterly report of serv-
ice performance achievements. 

(b) The class or group-specific report-
ing items specified in §§ 3055.45 through 
3055.70. 

(c) The identification of each prod-
uct, or component of a product, grant-
ed an exception from reporting pursu-
ant to § 3055.3, and a certification that 
the rationale for originally granting 
the exception remains valid. 

(d) Documentation showing how data 
reported at a given level of aggregation 
were derived from data reported at 
greater levels of disaggregation. Such 
documentation shall be in electronic 
format with all data links preserved. It 
shall show all formulas used, including 
volumes and other weighting factors. 

(e) A year-to-date aggregation of 
each data item provided in each Quar-
terly Report due for the reported fiscal 
year, where applicable, including vol-
umes and other weighting factors pro-
vided in electronic format, with for-
mulas shown and data links preserved 
to allow traceability to individual 
Quarterly Reports. 
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§ 3055.32 Measurement systems using 
a delivery factor. 

For measurements that include a de-
livery factor, the duration of the deliv-
ery factor also shall be presented inde-
pendent of the total measurement. 

§ 3055.45 First–Class Mail. 
(a) Single–Piece Letters/Postcards, Bulk 

Letters/Postcards, Flats, and Parcels. For 
each of the Single–Piece Letters/Post-
cards, Bulk Letters/Postcards, Flats, 
and Parcels products within the First– 
Class Mail class, report the: 

(1) On-time service performance (as a 
percentage rounded to one decimal 
place), disaggregated by mail subject 
to the overnight, 2–day, and 3/4/5–day 
service standards, provided at the Dis-
trict, Postal Administrative Area, and 
National levels; and 

(2) Service variance (as a percentage 
rounded to one decimal place) for mail 
delivered within +1 day, +2 days, and +3 
days of its applicable service standard, 
disaggregated by mail subject to the 
overnight, 2–day, and 3/4/5–day service 
standards, provided at the District, 
Postal Administrative Area, and Na-
tional levels. 

(b) Outbound Single–Piece First–Class 
Mail International and Inbound Single– 
Piece First–Class Mail International. For 
each of the Outbound Single–Piece 
First–Class Mail International and In-
bound Single–Piece First–Class Mail 
International products within the 
First–Class Mail class, report the: 

(1) On-time service performance (as a 
percentage rounded to one decimal 
place), provided at the Postal Adminis-
trative Area and National levels; and 

(2) Service variance (as a percentage 
rounded to one decimal place) for mail 
delivered within +1 day, +2 days, and +3 
days of its applicable service standard, 
provided at the Postal Administrative 
Area and National levels. 

§ 3055.50 Standard Mail. 
(a) For each product within the 

Standard Mail class, report the on-time 
service performance (as a percentage 
rounded to one decimal place), 
disaggregated by the Destination 
Entry (2–day), Destination Entry (3– 
day through 4–day), Destination Entry 
(5–day through 10–day), End-to-End (3- 
day through 5-day), End-to-End (6-day 

through 10-day), and End-to-End (11- 
day through 22-day) entry mail/service 
standards, provided at the District, 
Postal Administrative Area, and Na-
tional levels. 

(b) For each product within the 
Standard Mail class, report the service 
variance (as a percentage rounded to 
one decimal place) for mail delivered 
within +1 day, +2 days, and +3 days of 
its applicable service standard, 
disaggregated by the Destination 
Entry (2-day), Destination Entry (3-day 
through 4-day), Destination Entry (5- 
day through 10-day), End-to-End (3-day 
through 5-day), End-to-End (6-day 
through 10-day), and End-to-End (11- 
day through 22-day) entry mail/service 
standards, provided at the District, 
Postal Administrative Area, and Na-
tional levels. 

§ 3055.55 Periodicals. 

(a) Within County Periodicals. For the 
Within County Periodicals product 
within the Periodicals class, report 
the: 

(1) On-time service performance (as a 
percentage rounded to one decimal 
place), provided at the Postal Adminis-
trative Area and National levels; and 

(2) Service variance (as a percentage 
rounded to one decimal place) for mail 
delivered within +1 day, +2 days, and +3 
days of its applicable service standard, 
provided at the Postal Administrative 
Area and National levels. 

(b) Outside County Periodicals. For the 
Outside County Periodicals product 
within the Periodicals class, report 
the: 

(1) On-time service performance (as a 
percentage rounded to one decimal 
place), disaggregated by the Destina-
tion Entry and End-to-End entry mail, 
provided at the Postal Administrative 
Area and National levels; and 

(2) Service variance (as a percentage 
rounded to one decimal place) for mail 
delivered within +1 day, +2 days, and +3 
days of its applicable service standard, 
disaggregated by the Destination 
Entry and End-to-End entry mail, pro-
vided at the Postal Administrative 
Area and National levels. 
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§ 3055.60 Package Services. 

(a) Single-Piece Parcel Post. For the 
Single-Piece Parcel Post product with-
in the Package Services class, report 
the: 

(1) On-time service performance (as a 
percentage rounded to one decimal 
place), disaggregated by mail subject 
to the 2-day through 4-day and 5-day 
through 20-day service standards, pro-
vided at the District, Postal Adminis-
trative Area, and National levels; and 

(2) Service variance (as a percentage 
rounded to one decimal place) for mail 
delivered within +1 day, +2 days, and +3 
days of its applicable service standard, 
disaggregated by mail subject to the 2- 
day through 4-day and 5-day through 
20-day service standards, provided at 
the District, Postal Administrative 
Area, and National levels. 

(b) Bound Printed Matter Flats, Bound 
Printed Matter Parcels, and Media Mail/ 
Library Mail. For each of the Bound 
Printed Matter Flats, Bound Printed 
Matter Parcels, and Media Mail/Li-
brary Mail products within the Pack-
age Services class, report the: 

(1) On-time service performance (as a 
percentage rounded to one decimal 
place), disaggregated by the Destina-
tion Entry and End-to-End entry mail, 
provided at the District, Postal Admin-
istrative Area, and National levels; and 

(2) Service variance (as a percentage 
rounded to one decimal place) for mail 
delivered within +1 day, +2 days, and +3 
days of its applicable service standard, 
disaggregated by the Destination 
Entry and End-to-End entry mail, pro-
vided at the District, Postal Adminis-
trative Area, and National levels. 

(c) Inbound Surface Parcel Post (at 
UPU rates). For the Inbound Surface 
Parcel Post (at UPU rates) product 
within the Package Services class, re-
port the: 

(1) On-time service performance (as a 
percentage rounded to one decimal 
place), provided at the Postal Adminis-
trative Area and National levels; and 

(2) Service variance (as a percentage 
rounded to one decimal place) for mail 
delivered within +1 day, +2 days, and +3 
days of its applicable service standard, 
provided at the Postal Administrative 
Area and National levels. 

§ 3055.65 Special Services. 

(a) For each product within the Spe-
cial Services group, report the percent-
age of time (rounded to one decimal 
place) that each product meets or ex-
ceeds its service standard, provided at 
the National level. 

(b) Additional reporting for Ancillary 
Services. For the Certified Mail, elec-
tronic Return Receipt, Delivery Con-
firmation, Insurance, and an aggrega-
tion of all other services within the 
Ancillary Services product, individ-
ually report the percentage of time 
(rounded to one decimal place) that 
each service meets or exceeds its serv-
ice standard. For green card Return 
Receipt report: 

(1) The number of EXFC seed 
mailpieces sent; 

(2) The percentage of green cards 
properly completed and returned; 

(3) The percentage of green cards not 
properly completed, but returned; 

(4) The percentage of mailpieces re-
turned without a green card signature; 
and 

(5) The percentage of the time the 
service meets or exceeds its overall 
service standard. 

(c) Additional reporting for Post Office 
Box Service. For Post Office Box Serv-
ice, report the percentage of time 
(rounded to one decimal place) that the 
product meets or exceeds its service 
standard, provided at the District and 
Postal Administrative Area levels. 

(d) Additional reporting for Stamp Ful-
fillment Service. For Stamp Fulfillment 
Service, report: 

(1) The on-time service performance 
(as a percentage rounded to one dec-
imal place), disaggregated by customer 
order entry method; and 

(2) The service variance (as a per-
centage rounded to one decimal place) 
for orders fulfilled within +1 day, +2 
days, and +3 days of their applicable 
service standard, disaggregated by cus-
tomer order entry method. 

[75 FR 38742, July 6, 2010, as amended at 76 
FR 70656, Nov. 15, 2011] 
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§ 3055.70 Nonpostal products. [Re-
served] 

Subpart C—Reporting of Customer 
Satisfaction 

§ 3055.90 Reporting of customer satis-
faction. 

For each market dominant product 
specified in the Mail Classification 
Schedule in part 3040, appendix A to 
subpart A of part 3040 of this chapter, 
the Postal Service shall file a report as 
part of the section 3652 report, unless a 
more frequent filing is specifically in-
dicated, addressing customer satisfac-
tion achievements for the preceding 
fiscal year. The report shall include, at 
a minimum, the specific reporting re-
quirements presented in §§ 3055.91 
through 3055.92. 

[85 FR 9659, Feb. 19, 2020] 

§ 3055.91 Consumer access to postal 
services. 

(a) The following information per-
taining to post offices shall be re-
ported, disaggregated by type of post 
office facility, and provided at the 
Postal Administrative Area and Na-
tional levels: 

(1) The number of post offices at the 
beginning of the reported fiscal year; 

(2) The number of post offices at the 
end of the reported fiscal year; 

(3) The number of post office closings 
in the reported fiscal year; 

(4) The number of post office emer-
gency suspensions in effect at the be-
ginning of the reported fiscal year; 

(5) The number of post office emer-
gency suspensions in the reported fis-
cal year; and 

(6) The number of post office emer-
gency suspensions in effect at the end 
of the reported fiscal year. 

(b) The following information per-
taining to delivery points shall be re-
ported, disaggregated by delivery point 
type, provided at the Postal Adminis-
trative Area and National levels: 

(1) The number of residential deliv-
ery points at the beginning of the re-
ported fiscal year; 

(2) The number of residential deliv-
ery points at the end of the reported 
fiscal year; 

(3) The number of business delivery 
points at the beginning of the reported 
fiscal year; and 

(4) The number of business delivery 
points at the end of the reported fiscal 
year. 

(c) The following information per-
taining to collection boxes shall be re-
ported, provided at the Postal Adminis-
trative Area and National levels: 

(1) The number of collection boxes at 
the beginning of the reported fiscal 
year; 

(2) The number of collection boxes at 
the end of the reported fiscal year; 

(3) The number of collection boxes re-
moved during the reported fiscal year; 
and 

(4) The number of collection boxes 
added to new locations during the re-
ported fiscal year. 

(d) The average customer wait time 
in line for retail service shall be re-
ported. Data shall be provided for the 
beginning of the reported fiscal year 
and for the close of each successive fis-
cal quarter at the Postal Administra-
tive Area and National levels. 

§ 3055.92 Customer Experience Meas-
urement Surveys. 

(a) The report shall include a copy of 
each type of Customer Experience 
Measurement instrument, or any simi-
lar instrument that may supersede the 
Customer Experience Measurement in-
strument used in the preceding fiscal 
year. 

(b) The report shall include informa-
tion obtained from each type of Cus-
tomer Experience Measurement instru-
ment, or any similar instrument that 
may supersede the Customer Experi-
ence Measurement instrument includ-
ing: 

(1) A description of the customer 
type targeted by the survey; 

(2) The number of surveys initiated 
and the number of surveys received; 
and 

(3) Where the question asked is sub-
ject to a multiple choice response, the 
number of responses received for each 
question, disaggregated by each of the 
possible responses. 
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