MNnited States Senate HOMELAND S

March 5, 2014

Patrick Donahue

Postmaster General

U.S. Postal Service

475 L’Enfant Plaza SW
Washington, D.C. 20260-0010

Postmaster General Donahue,

In January, I launched an online initiative (Fix My Mail) to capture information from constituents about
the challenges they were experiencing with the U.S. Postal Service (USPS) in North Dakota. The
response was eye-opening. Over a 100 constituents — both postal customers and employees — reported a
wide variety of frustrations and problems, including poor delivery and post office service, and a lack of
management accountability and challenging working conditions. I want to share the comments I received
and make several specific requests based on those comments to improve postal service in North Dakota.

I appreciate your commitment and the efforts the Postal Service has taken in North Dakota to respond to
the oil and gas development and improve service. Delivery to housing complexes, which were not
receiving consistent service, has vastly improved and progress has been made regarding hiring and pay
issues. However, the responses my office received to Fix My Mail match what I have heard directly from
constituents on postal issues and demonstrate that additional work is needed to meet these challenges.

There are three main areas of emphasis in my requests: Service Standards and Delivery Issues; Post
Offices, and Postal Employees and Management.

Service standards and delivery issues

Customers report that critical mail such as bills and packages, including prescription medications, are not
delivered on time. Furthermore they report that letters and packages are delivered to the incorrect
addresses, or not delivered at all and disappear from the online tracking system. I realize that, with any
operation the size of the Postal Service’s, unintentional mistakes are going to be made, but the number of
complaints that my office has received on these matters calls for a close examination of how to improve
the situation.

Requests
e Implement a review of the North Dakota delivery system (including all related processing plants

and transportation) to determine if changes are needed to improve accuracy. Upon completion of
review, hold a public meeting to discuss findings and the USPS implementation strategy. This
review should include an assessment of staffing needs at all North Dakota USPS facilities
involved in mail processing.

o Taking into consideration the economic situation in North Dakota, the competitive wage
environment and low unemployment, transition all ongoing hiring efforts there to hiring career
employees rather than utilizing temporary hiring authorities or contract employees. Another
option would be to seek premium pay programs or pay increase agreements with the other postal
unions and employee groups that are similar to the one recently reached with the National Rural
Letter Carriers’ Association. Such moves will make postal jobs more competitive in the North



Dakota employment market and give the Postal Service the employee resources to better meet
service needs.

e Develop and implement improvements in the use of the online tracking system to ensure
information is accurate, and ensure employees know how to use it accurately. The review should
examine if there are gaps in the online tracking system in North Dakota and how best to fill those
gaps.

e My office has received information that indicates postal employees are routinely told to tweak or
fabricate information or not fully process incoming mail in order to make required service
standards. Due to this, I request an immediate order all frontline supervisors that any such activity
must cease immediately so that an accurate assessment of service standards in North Dakota can
be determined. I have previously requested a study by the Government Accountability Office
(GAO) of the delivery standards that postal customers experience and I will be providing GAO
investigators with the same information that I have sent you. I have also asked the USPS
Inspector General to look into these allegations. In short, the wisest course is to accurately report
the service that postal customers in North Dakota are receiving so we can work together to solve
the clear problems that exist.

e Formally remove the Minot Processing Plant from the list of plants for potential consolidation or
closure. It is clear there are difficulties in ensuring fair postal service for customers in North
Dakota. Until an accurate assessment of actual service standards and other challenges are met, it
would be a mistake to consider taking an important cog, such as the Minot plant, out of the
service network.

Post Offices

Many post offices in North Dakota have had their hours cut. I support ensuring that post office hours
match the needs of local communities. However, it is critical that the Postal Service make accurate
assessments when reducing hours at a facility, and a huge part of that assessment is ensuring that staffing
needs for the reduced-hour facility can be met. Not having Post Offices open at prescribed times results in
significant opportunity cost and potential economic loss that can easily outstrip any savings USPS
recognizes from the reduced hours in the first place.

Requests
e During a November 2013 conversation with Drew Aliperto, Vice President, Area Operations for

Western Area, [ was told that several dozen Post Offices were going to see expanded hours in
North Dakota due to the uptick in usage related to the oil and gas development in the western part
of the state. I request the USPS report to me on these efforts, including providing a list of what
Post Offices were investigated for increased hours.

e  What are the primary causes for mail forwarding errors and what steps can North Dakota USPS
offices take to address this issue? I completely understand that the economic growth in North
Dakota has caused significant challenges for the Postal Service regarding new addresses and that
address confusion or lack of addresses is a significant part of these challenges.

e The many Post Offices in North Dakota that are open fewer than eight hours have caused staffing
difficulties such as challenges in filling four-hour and two-hour post office positions and dealing
with unexpected employee absences and departures. What is the Post Office’s strategy for
improving this problem? I would welcome a specific report on what USPS can do to make
specific improvements regarding hiring and management to begin solving this problem.

Postal employees and management

A great many of the stories I received came from postal employees. Most of these stories were disturbing.
Taken together, they paint a picture of poor morale, long hours, difficult working conditions, a lack of
training, and a management that has not taken the initiative to improve the above situations. These stories




show that quick and aggressive action is called for to respond to situations that postal employees face. I
know that most postal employees and supervisors, both in North Dakota and across the nation, want to do
a good job and serve customers effectively and efficiently. However, the postal challenges in North
Dakota have made that effort very challenging. I applaud the recent agreement reached with the Rural
Letter Carriers’ Association, which demonstrates that important progress on pay issues can be made
through fair negotiations. Also, many of the actions I have requested in the two sections above will
impact employee morale and will go a long way toward improving employee working conditions.

Requests
e Create a system for greater employee-management dialogue in North Dakota and empower it to

identify, discuss, and develop solutions for the many challenges that the state’s economic
expansion has brought to postal operations in North Dakota. It is imperative that postal
management clearly and directly ensure that any postal employee who brings up concerns
through this council be protected from any sort of retribution.

e Take specific action to improve employee training. There are too many stories about postal
operations not providing adequate training for difficult and demanding positions. This has a
significant impact on employee retention.

As you know, postal service is an important issue for my state. [ have been active on this issue through
my membership on the Homeland Security and Government Affairs Committee, and I supported the
Postal Reform Act of 2014 (S. 1486) when it was considered by the committee. S. 1486 will make
important legislative changes to help the Postal Service return to financial stability, but legislative
changes are only part of the challenge. Resolving most of the postal challenges and issues I hear about
from my constituents doesn’t require new legislation — only strong management. I know you are firmly
committed to improving postal service in North Dakota, and throughout the nation, and I look forward to
continuing to work with you to do so.

If you have any questions about this letter, please contact my aide Grant Hauschild at 202-224-9903. [
look forward to your response.

Singerely
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Heidi Heitkamp
U.S. Senator




