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Welcome NAPS / UPMA reps joining the teamé 
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TACTICAL GOAL ïImprove the CCA and RCA Experience

BUSINESS IMPACT ïIncrease Employee Job Satisfaction and Effectiveness, Improve 

Customer Experience, Reduce Onboarding Costs, Stabilize Workforce

Å Initial experience through 

progression to career 

status 

Å Strengthen training, once 

in unit

Å Develop feedback and 

communication methods

Å Enhance technology and 

tools to promote precision

Å Understand experience drivers

Å UPMA, NAPS Engagement

Å USPS/NALC Task Force

ÅCCA Experience 

Subcommittee

ÅFeedback Forums

Å USPS/NRLCA Leave 

Replacement Task Force 

Recommendations

ÅFeedback Forums

Å Attrition / Retention

Å Delivery OSAT

Å Total Accident Rate

Å CCA / RCA workhours

Å Regional effects

Å Stay and Exit survey

Å Postal Pulse Gallup 

survey

Co-Create 

Solutions

Union/Management 

Collaboration 

Use Data to Determine 

Opportunities
Promote Stable

Effective Workforce

Å Improve introduction to 

delivery unit

Å Develop skilled 

employees

Å Create positive 

experiences

Å Retain and strengthen 

workforce
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CCA/RCA Experience

Quantitative ïBaseline 
Data Analysis
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CCA Attrition Rate FY2019-FY2021

Å Mean CCA attrition similar in FY19 & FY20 ïbegins to decline in Q4 FY20

Å Staffing and Scheduling Tool (SST) goal of 3.3% attrition ïfailed to meet target 70.65% of the time

Å Highest attrition rates occur in July, August and September 

Å 71% of Exit Survey respondents left because of their schedule, physical demands or relationship with supervisor

CCA Attrition by Percentage Density (100km Influence Radius)
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RCA Attrition Rate FY2019-FY2021

Å Mean RCA attrition worsened FY19 to FY20

Å SST goal of 2.5% attrition ïfailed to meet target rate 91.94% of the time

Å Highest attrition in July, August and September

Å 67% of Exit Survey respondents left because of their schedule, relationship with supervisor or physical demands

Å Unlike CCAs, RCAs were significantly concerned about not enough hours

RCA Attrition by Percentage Density (100km Influence Radius)
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Unemployment Rate by State (Oct 2020)

Retention Rate by District (Dec 2020)

Source:  US Bureau of Labor Statistics

Light Pink: 3% Unemployment 

Darkest Maroon: 14.3% Unemployment
Source:  Workforce Dashboard

Light Pink: 70.8% Retention

Darkest Maroon: 36.5% Retention

Hypothesis: Unemployment vs. Retention
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Hypothesis: Total Accident Rate vs. Retention 

Testing TAR 

Assumptions

Á The team hypothesized  

there would be a 

leading-lagging 

correlation between 

total accident rate 

(TAR) & pre-career 

attrition.

Á Pearson's correlation 

analysis proved there 

was no statistically 

significant predictor 

value.

Á The sensitivity of TAR 

in low exposure hour 

offices biases the test.
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Hypothesis: Delivery OSAT vs. Retention

Testing OSAT Assumptions

Á The team hypothesized 

there would be a leading-

lagging correlation between 

Delivery overall customer 

satisfaction (OSAT) and 

non-career attrition.

ÁPearsonôs correlation 

analysis proved there was 

no statistically significant 

predictor value.

Á Not only explored overall 

OSAT, but also analyzed 

four categorical questions 

related to carrier 

performance and found no 

correlation.
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Postal Pulse: CCA Engagement

Å There was a decrease in Participation 

rate (FY19/FY20)

Å Aug 1 ïSept 1, 2020 Survey

Å Survey shows increase in Actively 

Disengaged, and a reduction in 

Engaged

Å Survey indicates the number of 

Grand Mean scores BELOW the 

25th percentile ranking has 

increased

Å Q04 and Q07 are the survey questions 

with the lowest mean, in both surveys

Å Q04 ïIn the last seven days, I 

have received recognition or 

praise for doing good work

Å Q07 - At work, my opinions seem 

to count
Survey 6 was in FY19, Survey 7 in FY20

10



Sensitive Commercial Information ïDo Not Disclose / Attorney-Client Privileged / Attorney Work Product

Postal Pulse: RCA Engagement
Å There was a decrease in 

Participation rate, Grand Mean, 

Percentile Ranking in the past 

two surveys (FY19/FY20)

Å Aug 1 ïSept 1, 2020 Survey

Å Increase in Actively 

Disengaged, and a 

reduction in Engaged

Å Indicates the number of 

Grand Mean scores 

BELOW the 25th percentile 

ranking has increased

Å Q07 & Q10 lowest mean, in 

both surveys

Å Q07 ïAt work, my 

opinions seem to count

Å Q10 ïI have a best friend 

at work
Survey 6 was in FY19, Survey 7 in FY20
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Lagging (output) Indicators

Á Retention rate vs attrition/turnover
Å 50-weeks to account for break in service

Á Measure 30, 60, 90-day tactics
Å CY2020 CCA/RCA combined retention 41.14%
Å FY20 45.65%; FY21 YTD-Feb 46.57%

Á Strong correlation predictor between 60 & 90-day
Å 30% CCA/RCA deciding if USPS is a fit by 60 days

Potential Leading (influencing input) Indicators:
Á Days to EIN
Á Consecutive days worked
Á Hours worked by day, by week
Á Routes per day, per week
Á Units worked in day, in week
Á Routes with maps, park points, key keeper identified
Á Stay Survey
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Metrics to Monitor Retention
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CCA/RCA Experience

Qualitative ïFeedback 
Forums, Union Collaboration 
& Communication
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Union Collaboration
Collaboration with the City Carriers Union

Å USPS ïNALC partnership 

Å Established subcommittee taskforce

Å Developed Feedback Forum (focus group) experiential 

questions (Experience, Training, Technology/Tools)

Å National Union participated in each session

Å Shared results 

Å Co-create pilots and other solutions based on insights

Collaboration with the Rural Carriers Union

Å USPS ïNRLCA partnership

Å Concept shared with NRLCA

Å Experiential questions vetted through union

Å National Union participated in each session

Å Shared results 

Å Integrate taskforce recommendations with focus group 

insights to develop pilots and other solutions
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