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Quality Of Mail Service 
In Southeastern M/iscons;7 
United States Postal Swvice 

The Postal Service measures qua];:/ of service 
primarily in terms of delivery performance of 
first-class mail. More ?han 97 percent of first- 
class stamped mail committed tn overnight 
service in southeasterr, ‘JVisconsin arrives on 
time. Service is inconsistent for other classes 
of mail, however. 

Mail distribution ri -:blems in south,?astern 
Vlisconsin most oft6.n involve either trbnspor- 
tatlon ioulups, human error. n)r equipment 
breait&wIIa. It is unlikely that these probiems 
can be ehminated. 
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UNITED STATES GENERAL ACCOuNTMG OFFICE 
WASHR4GTON, DC. 20548 

GzNERALGmJeRNMcrm 
DIWSIDhl 

B-114874 OCT 2 2 IS76 

The Honorable Les Aspin 
Souse of Representatives 

Dear Elr. Aspin: 

This report is in response to your request that we 
examine the qualiq of mail service in southeastern Risconsin. 

As your office requested, Postal Service comments have 
not been obtained, although the matters contained in the 
report were dl- 'ccussed with Service cfficials in southeastern 
Wisconsin. 

(#L&a& 
Victor L. Lowe 
Director 
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RE"0F.T OF 
TH; UNITED STATES 

QUALITY OF MAIL 
IN SOUTHEASTERN 

SERVICE 
WISCO~31F? 

GENERAL ACCOUNTING OFFICE I?nited States Postal Service 

DIGEST -m---w 

First-class mail delivery service in southeastern 
Wisconsin meets or exceeds national and regional 
averages. Yet the public still complains about 
the quality of service. 

BOW DOES SERVICE IN SOUTBFASTFRN 
WISCONSIN COMPARE TO Ox-? 

The Postal Service measures quality of service pri- 
marily in terms of delivery performance on first--class 
mail, with emphasis on overnight delivery. Postal 
standards provide for 

--l-day (overnight) delivery within local areas, 

--2-day delivery within a 600-mile radius, and 

--3-day delivery for all other first-class mail. 

The Service's goal is to meet these standards 95 percent 
of the time. (See p. 1.) 

.- 
Statistics compiled by the Service's Origin-Destination 
Information System show that more than 97 percent of 
fir St-class stamped mail .,ginating in or destined 
for southeastern Kisconsi (and committed to overnight 
delivery) arrives on time. This compares favorably 
to 94 percent for the 13-State Central Region and 95 
percent nationwide. 

Performance for second- and third-day delivery is between 
91 and 92 percent. This also compares favorably to regional 
and national averages of 90 and 91 percent, respectively. 
(See p. 3.) 

IF POSTAL SERVICE IS SO -- 
GOOD WHY D,O PECPLE: COMPLAIN? - 

In southeastern Wisconsin 3,844 complaints were filed with 
the Postal Service for the 6 months ended Farch 31, 1976. 
(See p. 9.) 

%X&E.& Upon retiovat, the report 
cover date should be noted hereon. i GGD-77-3 



I . . 
Although nearly 45 percent of the complaints concerned 
poor mail delivery , many also expressed concern about 
such matters as service hours, personnel, money orders, 
and dSIIdge to parcel post. Following are some possible 
reasons for the complaints. 

--Although only 3 percent of the first-class over- 
night mail handled by the Milwaukee Sectional \ 
Center Facility did not meet delivery standards, i 
this represents about 4.8 million letters. This 
small percentage, particularly if it includes 
important mail, cduses considerable dissatisfaction. 
Most of these letters no doubt were only a day or 
two late but some were excessively delayed, lost, 
mutilated, or destroyed. 

--Service in certain areas served by the Milwaukee 
Sectional Center Facility is much worse than the 
average. For example, mail to Fockford, Illinois, 
from Milwaukee had a 75-percent ontime delivery 
record. (See p. 4.) 

WHAT CAUSES DELIVEFY PPCELENS? -- 

The mail distribution system involves a complex transporta- 
tion and handling network; the potential for error is there- 
fore great. Problems noted in southeastern.Wisconsin involved 

--transportation foulups, either mechanical or 
wedther-related; 

--human error in sorting and dispatching mail: and 

--processing euuipment breakdowns and malfunctions. 
(See p. 11.) 

Local officials feel they have been doing the best job 
possible within budget limitations. They added that the 
staff-hour budget for fiscal year 1977 is about 9.6 percent 
(1 million staff-hours valued at about $9 million) below 
fiscal year 1976 actual usage. According to the officials, 
this reduction is bound to hurt delivery performance in 
southeastern Wisconsin. (See p. 14.) 

PECEKT OF PL4NNED CIlANGES --- --- AT KILWAUKEE AND GADmE-)?ACILITIES -- 
. 

The Postal Service has recently made or is olanning to make 
certain changes in the distribution and processina systems 
at the Milwdukee and Kadison Sectional Center Facilities. 

I -. 
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They involve 

--realigning mail sorting functions of sectional 
center facilities, increasing Milwaukee's daily 
volume by about 270,000 pieces: 

--transferring some parcel post operations from the 
Milwaukee facility to the bulk mail facility at 
Chicago; 

--bringing most ffrst-class local post offices under 
the area mail processing concept to decrease the 
distribution and cancellation workload at the 
associate offices: 

--relocating the Madison facility to a new larger 
building: and 

--installing two letter sorting machines in the 
Madison facility. (See pa 16.) 
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CBAPTER 1 

fKTRC?CCCTfOX 

* 

The Postal Service has developed an extensive mail 
collection, transportaticn, and distribution system. Under 
this system, mail is brought to a Sectional Center Facility 
(?CF) from collection points in an area TV be processed and 
sent to its destination. The concept of centralized mail 
processing is based on the assumption that it.is more 
efficient ind economical tf=an processinq mail at thousands 
of local posz off ices. There are 555 SCFs acrcss the Nation 
;hat process ti;e mail for more than 30,009 lccal offices. 

The Kadison and Kilvaukee SCFs serve 240 post off ices, 
which in turn serve all or parts of 23 counties in south- 
eastern liisconsin. (See app. II.) Besides processing all 
incoming and outgoing mail for this area, the Hilwaukee SCF 
serves as the arrival ooint (State distribution center) for all 
Or;: -of -State mail destined for Wisconsin. 

About 1.1 billion nieces of mail are processed annually 
at the Erilwaukee SCF. It employs about 5,900 people and had 
estinated operatins expenses for fiscal year 1976 of about 
$108 million. Annual mail volume processed at the Eadison 
SCF totaled about 379 million pieces. The Hadison SCF employs 
about 2,100 people and nad operating ex-penses for fiscal year 
1976 cf ebaut $36.6 million. 

FIRST-CLASS HAIL DELIVKY STAXDARDS 

The Postal Service hds established the followin 
standards for delivery of first-class mail: 

--1 d2y foverniqht) within desiqndted areas 
(generzlly, witkin sectional center areas and 
dmong adjoinifq sectional center dress), 

--2 days for mail within a 600~mile radius, and 

--3 d2ys for all other first-class mail. 

These Standards applv to all first-class mail, including 
StamDed, franked, ar.2 aovernnent, which has the oroper 
address and ZIP code 2nd which is posted by the iast mail 
pickup time --generally 5 9.P. The Service's qodl is t0 
deliver 95 percent of the first-class mail within these 
standards. 

1 



DELIVERY C@M!!IT~~EXTS 
IN SOUTEEASTEEN KISCONSIN 

The Service has estab3 ished standards or goals for seconG-, 
third-, and fourth-class nail, but tne most important standard 
to the Service ir overnight delivery of first-class mail. 
One-day delivery commitments are generally marie o?ly to those \ 
areas for which postal management expects to deliver 95 Dercent I 
of the mail overnight. The Milwaukee SCF’s fernight areas 
differ, depending cn whether the mail is des;,ned for or 
originates in the Milwaukee SCF areas. Mail destined for six 
adjoining SCF areas-- Eockford and-North Suburban -in Illinois 
and Madison, Portage, Oshkosh, and Green Bay in Wisconsin--is 
committed to overnight delivery. Cnly mail or iqinating in tie 
four adjacent Wisconsin SCF areas is conmittA to overnight 
delivery in the #ilwaukee SCF area. 

Mail originating in the Madison SCF area is committed to 
i 

overnight delivery in seven adjoining SCF areas--Cubuoue and 
Deccrah in Iowa: Forth Suburban and Rockford in Illinois: and 
Milwaukee, Portage, and La Crosse in I~isco.?sin. Mail originating 
in all of these SCF areas, exceot Cecorah, Ioqa, is committed 
to overnight delilery in the &iison SCF area. (See app. III.) 

In October 1975, the Service implemented, on a test basis, 
the Service Improvement Program which eliminated airmail and 
upgraded first-class mail service commitments. 

Under this program, the Milwaukee SCF extended overnight 
delivery service to Chicago and 16 other cities. This overnight 
service to the 16 cities is accorded only to mail deposited at 
the Milwaukee post office by 2, 3, oz 4 p.m., dependinq ucor: 
the city. The SCF also extended 2-day delivery service to 14 
new areds. 

Under the same program, the padicon SCF extended overnight 
delivery service to 12 cities outside the normal overnioht 
delivery area. Two-day delivery service was also extended to 
19 areas that had previously received 3-day delivery service. 
(See dpp. IV.! 
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THE WALITY OF MAIL SERVICE B-P- IM SOCTHfkS!rERK t:ISCOXWIN -- 

The Postal Service mea;llres the quality of service 
nrimarilv in terms of 
Pas tal Sirvice 

&livery peformance for first-class -mail. 
statistics show that for fiscal y5ar 1976 through 

March 26, 1476, delivery of first-class stamped mail commitred 
to overnight service i.> southedstern Wisconsin exceeded the 
Service's goal of 95percent ontime delivery. Although 2- and 
3-day service net or exceeded national and regional averages 
for ontime deliveries, it did not meet the Service’s S5-percent 
goal. 

Even if all Postal Service goals were'set, many millions 
Of pieces of mail iJou3d still be delivered late ti southeastern 
Kisconsin. This causes complaints. Timeliness of first-class 
mail is not the only matter of public ccncern in the area, 
however. Concern also exists ovez delivery performance for 
second-, third-, and fourth-class mail: timely receipt of 
parcel post without damage: window and colleccien hours; 
employee courtesy: postage rates; and other matters. 

. 
PEBFCE.LIF?XE FOR OVEi;?:IGF?! D?LIVERY 
OF'FIi?ST=?LASS KAIL IS GCCD 

The Postal Service’s commit?ertt is to deliver overnight 
95 percent of first-cl ass mail originating in the Milwaukee SCF 
and destined for southern or eastern Fisconsin or northern 
Illinois. The overnight delivery commitment for mail destined 
for Nilwaukee incl:lrs only southern and eastern Xisconsin. 

srptistics indfczting how well the Service achieves : E aoals 2rt! collected under 
;if o&at ion Sysren: 

its Origin-Destination 
( GCIS I. Under the system, delivery time 

is neaeured fron: the date mail is postmarked to the date it 
reaches the last de1 ivery cr:it before being placed in the 
addressee's hsnds. 0::s does not recognize delays that can 
occur before postaark;,lg or in delivery. 

Because the Bostal Service does not postmark franked and 
metered mail, CCIS tznnot measure its delivery performance 
as accurately as that of stamped mail. Nevertheless, we 
have no evidence Ehat franked and metered mail is handled 
differently frofi. stamped mail once it enters the nrocessing 
system or that it s delivery performance is rr.uch different. 

.‘- 
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Ol?IS statistics for southeastern Wisconsin for fiscal' 
year 1976 (throti& March 26, 1976) show that 97 percent of the 
Milwaukee SCf ar;d 98 percent of the Madison SCF first-class 
stamped mail committed to overnight delivery arrived on time. 
The performance of these SCFs exceeded the 13-State Central 
Region overnight delivery averaqe of 94 percent and the 
national average of 95 percent. 

Although only a very mall percentage of the first-class 
overnight stamped mail going through these SCFs does not meet 
the standard, this represents d sizeable number of letters. 
For example, the 3 percent of the first-class overnight StarEDed 
mail going through the Hilwaukee SCF and not meeting the 
standard represents 4.8 million pieces annually. Most of 
these letters will be a day or two late: some, however, can be 
excessively delayed, lost, mutilated, or destroyed. Obviously, 
such a large volume of late mail can cause substantial customer 
dissatisfaction. 

The tiollowing table illustrates overnight delivery per- 
f orTuari:x t- and frm the Milwaukee SC7 area during the period. 

Overnight 
area 

Percent delivered,-.-time . 
Mail originating Mail destined for 
in Milwaukee SCF delivery in 

ared Milwaukee SCF area 

Total SCF 97 
Local and intra-SCF 98 
Madison, KI SCF 96 
Portage, WI SCP 89 
Green Ray, WI SCF 92 
Oshkosh, WI SCF 94 
North Suburban, IL SCF 71 
Rockford, IL SC2 75 

s/ Mot included. 

97 
98 
96 
96 
91 

2 
(a) 

4 
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Gverniuht Delivery Performance 
of the Kadison SCF 

For July 1, 1975, to March 26, 1976 

Percent delivered on time 
Overnigh= IGail originating in Mail destined :cr delivery 

area Madison SCF area in Madison SCF area 

Total SCF 
Local and intra-SCF 
Decorah 
Portage 
Earth Suburban 

. Dubuque 
Eilwaukee 
La Crosse 
Pockford 

a/ Not included. 

The above tables show that not all geographical areas 
receive the same quality service. For example, letters from 
the Milwaukee SCF to the ?ortage SCF receive overnight deli- 
verv 89 percent of zhe time whereas letters from Kilwaukee to 
Kadison receive SL'C~ service 96 percent of the time. Some postal 
matrons may be dissatisfied with this lower percentage of ontime 
3elivery to some areas. 

Another potential area of customer dissatisfaction is 
situations in which mail moving in one direction receives better 
service than that moving in the opposite direction. As shown 
in the table, the Postal Service commits itself to overnight 
delivery of mail from Eilwaukee to northern Illinois. Yet, it 
has not made the same coFmitnent for mail moving in the opposite 
direction because of the large volume of mail being handled by 
the Xorth Suburban SCF and transportation scheduling problems. 

How then can overall delivery performance be 97 percent 
when areas such as Eockford receive only 75-percent delivery 
performance? Prima' -ily because most mail (86 to 90 nercent) 
comxritted to overnight delivery originates and is destined for 
addresses within the Kilwaokee SCF area. This larae volume, 98 
percent of which is delivered on time, limits the impact on the 
statistics of the poorer service rendered in the other overnight 
areas. 

Kilwaukee SCF and district officials were aware that some 
'2reas are not consistently receiving overnight service that 
r;eets Postal Service coals. They believe that the problem 
primarily involves inconniszenciee in the transportation network, 
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Correcting this problem would require additional transportation 
routes and personnel, measures which, in their opinion, are not 
economically feasible. 

PEPFORHANCE FOR 2- AMD 3-RAY 
FIRST-CLASS MAIL MEETS GB EXCEEDS 
NATIONAL AND REGIONAL PERFCRMANCE 

For mail to and from both the I’!ilwaukee and Wadison SCF 
areas, the Posta.‘. Service has co,mmitted itself to 2-day service 
within the region and 3-day service to the rest of the country. 
The Service’s goal is for 95 percent of the mail to be delivered 
within these standards. 

Milwaukee SCF delix-ery performance to 2- and 3-day areas, 
while not meetina standards, qenerally equaled or exceeded 
national and regional performance. The following table 
contrasts national, regional, and Milwaukee SPF delivery 
performance for fiscal year 1976 (through b!arch 26, 1970). 

Percentaae of F!ail delivered on Time 

Celivery Qriginating mail Cestination mail 
area National Peg ional Milwaukee NatronalFegional Milwaukee 

SCF SCF 

2-day 91 91 91 91 90 92 

3-W 90 90 91 90 91 92 

Pilwaukee .;CF officials said that they were aware that 2- 
and 3-day mail was not delivered within the standards dnd that 
the problem primarily i'volves transportation. They maintained 
that the longer the tranr?ortation network, the greater the chance 
for problems. 

! 

1 

EXPA?iDED FIRST-CLASS MAIL SERVICE 
TiAS NOT EEh? SLTCCBSSFUL 

In October 1975, the Postal Service implemented, on a test 
basis, the Service Improvement Prouram which eliminated airma-il 
and upgraded first-class mail service commitments. This was to 
be achieved primarily Sy ex;landing overnight and 2-day delivery 
areds, 

Cinder this Frogram: 

--Milwaukee SCF mail was m receive overnight service to 
Chicago. 

--City of Milwaukee mail was to be delivered overnight 
to 16 other cities. 

i- I-- 
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--Eilwaukee SCF mail was to be delivered within 2 days to , 
14 areas that previously had a 3-day delivery standard. 

-4adison SCF mail was to be delivered overnight to 
12 cities outside the normal overnight delivery 
area. 

--Two-day delivery service from Madison SW was also 
extended to 19 former 3-day delivery areas. 

A map was prominently posted in the lobby of the Milwaukee 
Post Office informing the public of the service it could expect 
under the program. (For a list of new areas, see app. IV.) The 
Service's goal was to achieve 95-percent on time delivery from ' 
the Milwaukee SCF to these areas. 

I/ i 
The following table shows that for certain areas service 

was inconsistent and the 95-percent goal was rarely attai.?ed. 

4 -week 
periods 

(1975-76) -- 

10/11-11/07 

11/O&12/05 67 

12/06-01/02 40 20 42 26 54 8c! 

01/03-01/.3-o 61 37 30 55 60 82 

01/31-02/27 64 51 45 90 87 83 

C2/28-03/26 72 60 35 65 82 94 

Fur ce nt of 
mail delivered 

overnight to 
Ch icaao -- 

53 

Percent of mail delivered to 
selected States within 2 days -- 

CA CT r&J - wy PA 

55 91 63. 62 9i 

70 82 48 83 85 

$hat do these statistics mean for postal patrons in the 
Milwaukee area? Basically, that the Service is not meeting 
its goal una‘er this Drogram. Unless improvements are made, the 
postal patron, e will in time conclude thrt the Postal Service 
is advertising service that It cannot deliver, causing 
discpyi,cc. Jrrion and comDla ints. 

i/ Becavco of limitasiorLc rn the Service’s measurement syst<m, 
an accurate measure 3~ gelivery performance is not availaSle 
for all areas. 

t 
-. 

* I .- 
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SECOND-, TEIRP- , AN3 FCUPTE-CLASS 
- MAIL SERVICE IS INC'XEISTEXT 

Although the Service has established delivery standards 
for these classes of mail, it only measures performance for 
r>arcel post. We believe that postal patrons can expect 
inconsistent delivery service for most second-, third-, ant. 
fourth-class mail because such mail has the lowest priority-- 
it is processed as time allows. The only exception is dated 
material, such as daily 'or weekly newspapers and magazines. 
Delivery of this type of mail should be better than that of 
other second- and third-class mail because it is next in 
priority after first-class mail. 

_Parcel post service 

Parcel post delivery standards ranoe from overnight within 
the Milwaukee SCF area to 8 davs to California based primarily 
on distance from the Milwaukee-SCF. 

The following table shows parcel delivery performance 
for the Milwaukee SC7 area, the Central Pegion, and rhe 
Nation during-fiscal yr.+r 1976 (through February 27, 1976). 

. 

. Percent delivered on time 
Del ivery E!ilwaukee Central Mrlwaukee Central 

area origin _ . rea sm Xation destinaticn reaicn Nat ion -I 

OverniGht (note a) 83 
2-day 65 
3-day 72 
4-day 53 
5-day 51 
6-day 
f-day ,": 
8-day 75 

52 83 
58 52 

2 53 47 52 76 

32 43 57 
36 42 59 

43 co 47 44 ii 

5”: 
45 
39 

i: 
35 
40 

s/Xational averages are much lower than comparable averages for 
fiscal year 1975. The marked decrease was caused by startup 
problems o f the National Bulk Mail System. 

52 
58 
53 
47 
43 
42 
40 
44 

i t 
I- 
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These statistics indicate that Postal patrons in south- 
eastern Wisconsin have been receiving better parcel service 
than those in both the region and the Nation. However, service 
is inconsistent among various geographic areas and falls short 
of the Service's goals. 

Customers have complained of parcel damage, and we believe 
such complaints have merit. At the Milwaukee SCF, we observed 
parcel handling several times from April to July 1976 and saw 
parcels jammed together on conveyor belts, dropped 12 to 15 
inches from one conveyor system to another, smashed at the 
bottom of long chutes by other parcels, and tossed 5 to 10 feet 
into pouches. Such handling is not conducive to avoiding damage 
We also noted parcels marked "fragile" treated the same as other 
packages. 

According to Service statistics, over the last 18 months, 
an average of about 13,200 parcels per d-week accounting period 
have required some rewrapping by Milwaukee SCF personnel. 
Although this represents a small percentage of the average 
total volume of over 3 million parcels per period, the patron 
whose parcel i.s /lamaged is likely to be dissatisfied. 

Milwaukee SCF officials said changes have been made in 
handling parcel-post. (See p* 17.) . 
POSTAL PATRCNS' VIEWS OF SEPVICE -- 

On October 1, 1975, the Service initiated a nationwide 
program to provide customers with a means to complain and offer 
suggestions to the Service. Under this program, the customer 
completes a two-part consumer service card: one part for the 
local 3ost office, the other for postal headauartere. 
receiving a complaint, 

Upon 
the local postmaster is responsible 

for resolving the problem with the complainant. When the 
problem has been resolved, the resolution is reported to postal 
headquarters where it is analyzed. 

Inuring a recent 6-month period, 4,174 consumer service 
cards were filed for the Bilwaukee SCF area. As indicated 
below, 3,844 were complaints, of which 1,722 (about 45 percent) 
concerned delivery problems. The following table shows the 
customer concerns by area. 
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Complaints about mail delivery: Number 

Letters 1,203 
Parcel post 321 
Newspapers/magazines 191 
Advertisements 7 

Complaints other than mail 
delivery: 

Hours of service 437 10.4 
Self-service postal units 1,536 36.8 
#oney orders 3 .l 
Personnel 146 3.5 

Other: 

Information requests 
Suggestions 
Other (compliments, stamps, rates) . 

Totals . 

Most delivery complaints concerned delays in receipt 

1,722 
-m--w 

2,122 50.8 
m-m- -m-w 

1:: 
61 

330 

4,174 
u-m- 

I 

! 

Percent 

28.8 
7.7 
4.6 

2 & 
41.3 -- --- 

mail. However, a number of such complaints concerned non- 
receipt of mail 2nd damage to letters, zlagazines, and parcels, 
The many complaints about self-service postal units primarily 
concerned the failure of these units to work properly. Patrons 
noted that units were freauently out of starqs, did not make 
proper change, or simply would not work. 

WBAT PCSTAL PATFOAS IN SCUTREASTEEN 
WISCONSIN CAN EXPECT IN !%'+IL SERVICE 

Barring dramatic technological breakthroughs or admin- 
istrative decisions changing delivery standards, postal patrons 
in southeastern Wisconsin should probably not expect much better 
service than they now receive. A high percentage of mail will 
be delivered on time without problems; however, some mail service, 
especially for second-, third-, and fourth-class mail, will not 

I measure up either to Postal Service goals or Catrons' expecta- 

i 

tions. Service officials stressed that seconb-, third-, and 
fourth-class mail is processed after first-class mail and that 
only increased expenditures could improve delivery performance, 

10 
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CHAFTER 3 

WHAT CADSES MAIL DELIVERY FFOBLEKS? 

Mail delivery problems have many causes. I/ The 
mail distribution system involves a complex transportation and 
handling network: the potential for error is therefore great. 

Problems noted in southeastern Wisconsin involved 

--transportation foulups, either mechanical or 
weather-related: 

--human error in sorting and dispatching mail: 

--nrocessing euuipnent breakdowns and malfunctions. - 

The problems noted above are inherent in a complex ,qstem 
and are often uncontrollable. The room for improvement in the 
Mi?waukee SCF is therefore marginal. Postal personnel should 
b re able to deliver first-class mail within the Service's 
standard 95 percent of the time. Beyond that, the current 
system may not permit much improvement. 

Measuring the impact of a specific mail delivery problem 
on mail service is difficult because the impact will depend on 
the circumstances. For example, a delay of 1 hour in mail 
arriving at a local post office may or may not affect mail 
delivery. It depends on how tight the facility's processing 
schedule is and when the mail arrives. A mistake by the letter 
sorting machine operator may send a letter destined for 
New Herlin, Wisconsin, to Kenosha, Wisconsin, probably delaying 
delivery 1 day. However, the mistake could just as easily send 
the letter to Haine, delaying delivery several days. 

The problems we noted at the Milwaukee SfF are discussed 
below. 

TRANSPORTATION 

The Postal Service moves mail by truck, rail, and air. 
The movement of a letter may involve more than- one mode of 
transportation. 

L/Our discussion focuses on handling of first-class 
mail, which represents about 70 percent of the mail 
handled by the Milwaukee SCF and is the basis for most 
delivery complaints. 

11 
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The effectiveness of the transportation system depends 
on meeting arrival and departure schedules. Transbortation 
delays occur-- primarily because of weather and egu'rpment 
breakdowns. Such delays, w'ill often result in mail being delayed. 
The following examples illustrate the type of transportation 
delays encountered and their impact on mail delivery. 

--The Milwaukee-Manitowoc-Green Bay, Wisconsin; :oute 
had 16 delays between June 1975 an& May 1976. 
Problems included icy roads and dirt in the fuel line. 
Lengths of delays ranged from 19 minutes to 2 hours and 
15 minutes. 

--On September 18, 1975, the St. Louis SCF reported that 
eight pouches from Milwaukee (about 12,@0(! first-class 
letters) arrived after their cutoff time (the time by 
which all destin2cion mail must be Processed to meet the 
last outgoing transportation). Delivery of this mail was 
delayed 1 day. This late arrival was attributed to the 
air taxi being canceled at Midway Airport (Chicago) because 
of mechanical problems. 

--On March 5, 1976, the Milwaukee SCF received about 
2,400 first-class letters from Minneapolis 4 hours after - 
operating cutoff time. Late arrival was attributed to 
cancellation of air-taxi service due to a blizzard. As 
a result, delivery of this mail was delayed 1 day. 

PROCESSING 

The key to an efficient processing system is the SCF. 
Mail arrives at SCFs in bags and is emptied onto a conveyor 
belt, where it is separated for processing. The originating 
stamped mail is routed through a canceling machine and on to 
a letter sorting machine. At this point, mail is sorted by 
ZIP codes and pouched by destination. Pouches are routed to 
transportation docks for transfer to local post offices, air 
terminals, or other SCFs. 

According to Postal Service statistics, about 1.5 percent 
of Milwaukee SCF mail is sent or dispatched improperly (mis- 
sent) within the region and about 2.6 percent is missent through- 
out the rest of the Nation. This compares favorably with a 
1.9-percent missent rate for the 13-State central region and 
a 3.6-percent rate nationwide. 

Letter sorting 

The aspect of FOStdl operations most critical to timely 
delivery is the sorting process. At the time of our review, 
all mail sortinu at the Madison SCF was done by hand. 
In Milwaukee this process is done by letter sorting machines. 
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Each machine has 12 operating positions and usually has 2 loader 
who place letters on the console and 4 sweepers who take the 
sorted letters from bins. The operators depress keys corre- 
sponding to numbers in the letter’s ZIP code or other special 
codes. These machines usually operate at 60 letters per minute; 
thus, the operator has 1 second to recognize and key certain 
numbers of the ZIP code. The operator cannot slow the machine 
or stop it to correct an error. 

The computer interprets the operator’s keying entry and 
directs the letters to 1 of 277 bins. Accumulated letters 
are taken from the bin, screened for correct destination, 
put in pouches labeled to show their destination, and released 
for transportation. 

A mistake in this process, such as incorrectly keying 
the ZIP code, may cause letters to be missent. The math ine 
nay also malfunction and route mail to the wrong bin. 

Statistics show that, during fiscal year 1976, in the 
Milwaukee SCF operators had keying error rates ranging from 
0.1 to 7.9 percent. Machine error rates during this period 
ranged from zero to 2.1 percent. Cumulative statistics are 
not kept for operator and machine error. 

We examined 3,244 letters after the sorting operation 
and found that 133 (4.1 percent) were incorrectly sorted. 
Some examples were: 

--Of 15 letters in the La Crosse bin, 1 was addressed to 
Neanah and 1 to Eurlington. 

--Of 31 letters in the Et. Calvary bin, 1 was addressed 
‘co Eenomonee Falls. 

--Of 21 letters in the Chippewa Falls bin, 14 should have 
been routed to Pewaukee, Wisconsin; Portland, Cregon: 
and various addresses in Texas. 

If these errors we’re not caught in the sweeping operation, the 
letters would be routed to the wrong cities, and the mail would 
be delayed. 

This process involves removing letters from the sorting 
bins and placing them in pouches. Generally, this is the last 
chance to catch a ris sorted letter before it enters the trans- 
portation network. To catch mistakes, the sweepers riffle 
the stack to look for mail that does not belong in the bin. 
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The effectiveness of this process depends greatly on the 
conscientiousness of the employee: but even at best, it is not 
a highly effective process. 

We sampled 1,391 letters pouched for dispatch and found 
that 35 (2.5 percent) were destined to be missent. For example: 

--One letter in the I?ew York pouch was addressed 
to Eagle, Wisconsin. 

--Of 35 letters in the Atlanta, Georgia, pouch, 1 was 
addressed to Oshkosh, Wisconsin, and 1 was addressed. 
to Washington, D.C. . 

Such mistakes can clearly cause major problems for postal patrons. 

Pouching 

Errors can also be made in the pouching process. Cnce 
the mail is pouched, it is sent to the transportation area 
to be loaded on the correct truck. 

Fe reviewed missent mail reports received from local 
post offices in southeastern Wisconsin. We found numerous 
examples of missent mail being received at these offices. 
EIissent mail can result from sorting errors not caught by 
sweeping or from incorrect pouching. Unlike individual letter 
sorting and sweeping errors, pouching mistakes will result in 
larger numbers of letters being delayed. 

Canca'inq 

Another factor causing mail delay and postal customer 
frustration is mail that is damaged or destroyed during 
processing. Mutilation of mail will usually occur during 
canceling . This is a high speed operation--22,000 letters an 
hour--during which some mail can be thrown out of or caught in 
the mechanism. Statistics on the number of pieces mutildted 
by these machines are not maintained, but between June 1,'75 and 
May 1976, about 5,300 hours were required to repair mutildted 
mail at the Milwaukee SCF. 

! AGENCY COMMENTS 

According to Milwaukee officials, these problems cannct 
be completely eliminated. Some improvement could be made by 
incrqasing the conscientiousness of employees and by adding 
personnel and transportation routes. Rowever,' such additions 
of employees and routes are not economically feasible. They 
believed that delivery performance could probably never get much 
better .than 98 percent. 

i 
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Local officials feel they have been doing the best job 
possible within budget limitations. They added that the 
rtaff-hour budget for fiscal year 1977 is about 0.6 percent (1 
million staff hours valued at about $9 million) below fiscal 
year 1976 actual usage. They said this reduction is bound to 
hurt delivery performance Fn southeastern Wisconsin, 
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CBAPTER 4 

CEABGES IN PROCESSING F.?X DISTRIBUTICN 

AT MILWAUKEE AKD ElADISON SCFS --- 

The Postal Service has recently made or is planning to 
make certain changes in the distribution and processing of 
mail in southeastern Wisconsin. They involve 

--realigning mail sorting functions of SCFs, increasing 
the Milwaukee SCF's daiiy voluce by about 270,000 
pieces; 

. 
--transferring sore parcel post operations 

from the Milwaukee SCF to the bulk mail facility 
at Chicago; 

--bringing most of the first-class local post offices 
under the area mail processing concept; 

--relocating the Madison SCF to a new larger facility 
in July 1976; and 

--installing two letter sortincr machines in the Pladison 
SCF which will become operational in January 1977. 

These changes may offer economies but are unlikely to improve 
the area's mail service. 

DISTRIEUTIgN PATTERMS 

In March 1976, the Milwaukee SCF's mail sorting functions 
were realigned. This change essentially involved redesignating 
the locations for which an SCF wonld sort mail. The primary 
effect of this change is to decrease the workload in zzost SCPs-- 
generally manual facilities--but increase it for the more 
mechanized State distribution centers. At the Eilwaukee 
SCF--Wisconsin's stat-e distribution center--daily volume has 
been increased by about 270,000 pieces. 

Why was such a change made? Pxcording to postal officials, 
it was to lessen the workload in most SCFs, many of which were 
manual operations. This lessened workload is to permit most 
SCFs to be more effective. 

How will this chanqe effect service? Most patrons will 
receive their mail in the same manner and as quickly as 
before. However, this change may decrease the likelihood 
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of mail destined for a 2-day delivery area arriving in 1 day. 
To illustrate, 9 lerter going from Springfield, Illinois, to 
Badison, Wisconsin, is in the Postal Service’s a-day delivery 
area. Under the old procedure, the Springfield SCF would sort 
to rhe Badison SCF and route the letter directly, and it was 
often delivered in 1 dav. Under the new Procedure, the letter 
will be muted from SDringfield to Elilwaukee for 
then to KddiSOa- Under this procedure, it would 
impossible for such a letter to arrive in 1 day. 

PARCEL POST OPERATIOXS -- 

processing and 
be virtually 

On j. -? 7, 1916, the Eilwaokee SCF parcel post operations 
were incoruYr3ted in the bulk mail system. (See GAO report 
B-114874, %Dv. 1, 1974, for a discussion of this system.) 
Under this chsnge, a number of parcels now processed by the 
Hilwaokee SCF will 5e handled by the bulk mail facility in 
Chicago. Stweverr the Milwaukee SCF will still process parcels: 

--Originating in the Milwaukee SCF area and destined for 
de1 ivery in the Kilwaukee, Fadison, Portage, Green Bay, 
and Oshkosh SCF areas. 

--Such as film canisters and parcels over 25 pounds, which 
cannot be proce,, =Ced through-the bulk mail center. 

. . 

.- ., 

The Postal Service expects the automated bulk mail centers 
to Drovide quicker, more consisrent, and damage-free parcel 
Belivery. 

AREA RAIL ?RCCEESING 

The Service intends by Gctober 1976 to put all but three 
[Bacine, Kenosha, and R'aukesha) first-class post offices in 
southeastern Kisconsin under the area mail processing concept. 
CUrieIltly, cffices not under that concept cancel all locally 
deposited nail and partially distribute it. Under area mail 
processing, nest canceling and distribution operations will be 
moved to the Eilwackee SCE. According to Postal officials, this 
change will achieve core efficient processing throrlgh better 
use of existing facilities and distributio‘l procedures at the 
SCF. They also project that 92 fewer staff-hours will be needed 
daily within the SCF area. 

The effect of tkis change will be to shift some workloads 
from local post offices to the SCF. Postal officials foresee 
no deterlordtion in delivery service. 

The Eadison rail processixy operations moveci into a new, 
larger building during July 1976. The new facility has more 
space, especially in the dock area. In addit ion, the labor 
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expenses involved in movina mail Processing equipment to aid 
in distribution will be elininatek. 

I 

INSTALLATION OF LETTEP SORTING MACHINES I 
In November 1976, two letter sorting machines will be ; 

installed at the Madison SW. These machines are Expected to 
’ be fully operational by 1977. The office then plans to include 

more of its associate offices in the area mail processing 
program. 
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CHAPTER 5 

SCOPE OF REVIEW 

Our work included a review of service policies and pro- 
cedures followed by the central region, the Kilwaukee district 
and the Kadison and Milwaukee sectional centers, and various 
post offices; observation of processing and delivery operations; 
discussion of problems with officials at the sectional centers 
and selected post offices: and a review of complaint files. 
Our review concentrated on the area served by the Eilwaukee SW, 
since it is by far the largest mail processing facility in 
Kisconsin and serves almost all of Congressman Asnin's district. 
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APPENDIX I AFPEBDIX I 
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B-114874 

EImer B. Staata 

March 31, 1976 

Comptroller General of the United States 
441 G Street, NW 
Washington, D.C. 20548 

Dear Mr. Staats: 

I am writing to you today to request a-GAO review of the quality 
of mail service frr Wisconsin. 

Specifically, I would like to know: 

1) Does first-class mail delivery performance for Wisconsin 
meet the Postal Service's goal of 95% on-time delivery? How 
does the performance compare with the klidwest region and the 
nation as a whole? 

2) What are the performance rates for delivery of nail from 2- 
and 3-&y areas, and how do these rates coupare with regional 
and national performance? 

3) How do missent mail statistics for Wisconsin compare with 
regional and national figrrres? 

4) Eov do delivery ofdazged ma spare with the 
region and the nation? 

5) ikm has perfomance chang erthelast se al years? 

If you have found othercompr measures to 
please include thejl in your r 

valuable, 

Thaok pctl for your considerat 

LA:klb 

GAO note: 

. 
gress 

In accordance with-agreements reached with 
Congressman AsDin's office, the sccr~ of this 
review was limited to the counties kE south- 
eastern Wisconsin. 
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APPENDIX II APPENDIX -11 

RISCONSXN COLWTIES Ah'D POST OFFICES INCLUDED;:? TEE 

HLKAfXFE AND KADISON SECTIONAL CENTER AREAS 

Wisconsin Counties Included in the 
glwaukee Sectional Center Area 

Calumet 
Dodge 
Fond Du Lac 
Jefferson 
Kenosha 
Milwaukee 
Hanitowoc 

Ozaukee 
Racine 
Sheboygan 
Walworth 
Washington 
Waukesho 

Wisconsin Post Offices Included in the 
Hdwaukee Sectlonanenter Area 

Adeil 
Allenton 
Ash ippun 
.Basse tt 
Belgium 
Big Bend 
Eristol 
Erookfield 
Brownsville 
Eurlington 
Butier 
Caledonia 
Campbellsport 
Cmp Lake 
Cascade 
Cedarburg 
Cedar Grove 
Chil ton 
Cleveland 
Clyman 
Colgate 
Cudahy 
Darien 
Delaf ield 
Delavan 
Doussan 

Eagle 
East Troy 
Eden 
Elkhdrt Lake 
Elkhorn 
Elm Grove 
Fontana 
Franksville 
Fredonia 
Genesee Depot 
Genoa City 
Germantown 
Glenbeulah 
Grafton 
Greenbush 
Greendele 
Hales Corners 
Hartford 
Bartland 
Baven 
Relenville 
Eingham 
Honey Creek 
Ear icon 
Euberius 
Hustiford 
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APPENDIX II 

Iron Ridge 
Ixonia 
Jackson 
Johnson Creek 
Juneau 
Kansasville 
Kenosra 
Kewaskum 
Kiel 
Knowles 
Kohler 
Lake Geneva 
Lannon 
Lebanon 
Lomira 
Lyons 
Malone 
Mayville 
Menomonee Falls 
Merton 
Milwaukee 
Haunt Calvary 
Mu kwonago 
Muskeao 
Nashoiah 
Neosho 
Newburg 
New Holstein 
Pew Kunster 
Newton 
North Lake 
North Prairie 
Oak Creek 
Oakffeld 
Oconomowoc 
Okauchee 
Oostburg 
Palmyra 
Pell Lake 
Pewaokee 
Pleasant Prairie 
Plymouth 
Port Washington 
Powers Lake 

Racine 
Random Lake 
Richfield 
Rochester 
Rockfield 
Rubicon 
Saint Cloud 
Salem 
Saukville 
Sheboygan 
Sheboygan Falls 
Silver Lake 
Slinger 
Somers 
South Byron 
South Milwaukee 
Springfield 
Stockbridge 
Sturtevant 
Sullivan 
Sussex 
Taycheedah 
Thiensville 
Trevor 
Troy Center 
Twin Lakes 
Union Grove 
Waldo 
Wales 
Wal wor th 
Waterford 
Watertown 
W'aukesha 
West Bend 
Whitewater 
Williams Bay 
Wilmot 
Wood 
Woodland 
Woodworth 
Zenda 

. 
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APPENDIX II APPENDIX 11 

Colurrbia 
Crawford 
Dane 
Dodge 
Grant 
Green 
Iowa 

lisconsin Counties Included in the 
Madison Sectional Center Area -- 

Jefferson 
Lafayette 
Richland 
Rock 
Sauk 
Walworth 

Local Wisconsin Post Cffices Included in the 
Madison Sectional Center Area 

Afton 
Albany 
Arena 
Argyle 
Avalon 
Avoca 
Bagley 
Barneveld 
Beetown 
Belleville 
Belmont 
Beloit 
Benton 
Black Earth 
Elanchardville 
Bloomington 
Blue Mounds 
Blue Rive: 
Boscobel 
Brodhead 
Brooklyn 
Browntown 
Cambridge 
Cassville 
Clinton 
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Cobb 
Cottage Grove 
Cross Plains 
Cuba City 
Dane 
Darlington 
Deerfield 
DeForest 
Dickeyville 
Dodgeville 
Edgerton 
Edmund 
Evansville 
Fennimore 
Footville 
Ft. Atkinson 
Glen Haven 
Gotham 
Gratiot 
Hanover 
Hazel Green 
Highland 
Hollandale 
Janesville 
Jefferson 



1 APPENCIX 11 

Juda 
Kieler 
Lake Mills 
Lancaster 
Linden 
Livingston 
Lodi 
Lone Rock 
&owe11 
Earshall 
Mazomanie 
KcFarland 
Mer r imac 
Milton 
Eineral Point 
Monroe 
Montfort 
Monticello 
Morrisonville 
Mount Hope 
Mount Horeb 
Muscoda 
New Glarus 
Oregon 
Grfordville 
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Patch Grove 
Plain 
Platteville 
Potosi 
Prairie du Chien 
Prairie du Sac 
Reeseville 
Rewey 
Richland Center 
Ridgeway 

'Sauk City 
Sextonville 
Sharon 
Shullsburg 
Sinsiniwa 
South Wayne 
Spring Green 
Stitzer 
Stoughton 
Sun Prairie 
Tiffany 
Waterloo 
3aunakee 
kauzeka 
Windsor 
Woodford 
kioo6man 



A?PENIiIX III APPENOfX III 

OVERNtGHTSECTlONAL CENTER FACILiTIES 
SERVED BY M1LW&JKEESECTiDNALCENTERFAClLiTY 

/ /7 

DESTINATION: 

MILWAUKEE 

OVERNlGHTSECTfONALCENTER FACILITIES - - 
--_. 

SERVEDBYffiIILWAUKEESECTIONALCENTERFACILITY 

ORIGINAT1NG: 

UILWAUKEE 
WORTH SUBURBAN, ILL 

l- t- 
- __. - _-- 
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APPENDIX If1 APPENDIX III 
. - 

I LRNiGHTSECTioNAi CENTER FACiLlTIES 
*SERVED BYMADlSONSECTlONAL CENTER FACiLITY 

DESTINATION: 

MAOlSON DUBktfXk IOWA 
NORTH SUBURBAN, ILL 
ROCKFORD, ILL ’ 
MILWAUKEE, WI 
PORTAGE, WI 
LA CROSSE, WI 

OVERN~GHTSECTI~B~IAL CENTER FAC STIES 
SERVED BY MADISONSECTIONALCENTER FACILITY 

ORIGINATING: 

MADISON -. 
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APPENDIX IV 

DELIVERY AREAS UPGRADED UNDER 

SERVICE IMPROVEMENT PROGRAM 

Milwaukee Section&l Center 

Overnight Cities 

APPEKDI,X IV 

Akron, Ohio 
Cincinnati, Onio 
Cleveland, Ohio 
Columbus, Ohio 
Des Moines, Iowa 
Detroit, Michigan 
Grand Rapids, Hichigan 
Indianapolis, Indiana 

Kansas City, Missouri 
Louisville, Kentucky 
Minneapolis, tiinnesota 
Omaha, Nebraska 
St. Louis, Missouri 
St. Paul, Minnesota 
Toledo, Ohio 
Wichita, Kansas 

States t'baraded from 3-dav to 2-day Service -- 

Arizona New Jersey 
California New Mexico 
Colorado New York 
Connecticut Oklahoma 
Georgia Pennsylvania 
Louisiana Texas (Central Section only) 
Nevada Utah ) e 

Madison Sectional Center - . I 
Overnight Cities 

Chicago, Illinois 
Cleveland, Ohio 

Kansas City, #issouri 
Louisville, Kentucky 

Columbus, Ohio Minneapolis, Minnesota 
Des Moines, Iowa Cmaha, Nebraska 
Detroit, Michigan St. Paul, Einnesota 
fndfanapolis, Indiana Wichita, Kansas 

States Upgraded from 3-dav-to 2-day Service 

Alabama 
Arizona 
Arkansas 
California 
Colorado 
Connecticut 
Georgia 
Louisiana 
Karyland 
Massachusetts 

New Jersey 
New Mexico 
New York 
Oklahoma 
Oregon 
Pennsylvania 
Texas 
Utah 
West Virginia 
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