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UNITED STATES
7 POSTAL SERVICE

May 20, 2021
Mr. Brian J. Wagner Certified Mail Tracking Number:
President 7019 1640 0001 4464 6665

National Association of Postal Supervisors
1727 King Street, Suite 400
Alexandria, VA 22314-2753

Dear Brian:

This is in further reference to the Postal Service’s January 27 correspondence (copy enclosed)
concerning a retention survey administered to Postal Support Employees (PSEs) currently
assigned to Function 4 (Customer Service Operations).

As a result of the responses and feedback received from the subject survey, the Postal Service
has begun implementing several management-based solutions at the Bloomington, Indiana and
Mount Blanchard, Chio Post Offices.

Specifically, the subject solutions are designed to increase communication with newly hired
Function 4 PSEs by providing them with an additional contact, who would serve as a
coach/mentor and with whom the PSEs could share their concerns. These solutions also call for
the establishment of a District Retention Ambassador, the purpose of which is to take on the role
of coach/mentor for the management staff at the units where the pilot will be conducted, to
enhance communication between the management staff and newly hired PSEs.

Enclosed is a draft copy of the materials being utilized by the management teams at the
Bloomington, Indiana and Mount Blanchard, Ohio Post Offices.

Please contact Mike Faber at 215-432-0613 if you have any questions concerning this matter.

Sincerely,

Shannon R. Richardson
A/Manager
Contract Administration (APWU)

Enclosures

475 L'EnFanT PLaza SW
WasHINGTON DG 20260-4100
WWW.USPS.COM

(CA2021-29)
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UNITED STATES

POSTAL SERVICE

January 27, 2021

Mr. Brian J. Wagner Certified Mail Tracking Number:
President 7019 2280 0001 7461 4510
National Association of Postal Supervisors

1727 King Street, Suite 400

Alexandria, VA 22314-2753

Dear Brian:

As a matter of general interest, the Postal Service has developed a retention survey for
Postal Support Employees (PSEs) currently assigned to Function 4 (Customer Service
Operations).

The purpose of the subject survey is to obtain feedback from PSEs assigned to Function
4 regarding their overall workplace experience. It is anticipated that the feedback
received from the survey will guide the Postal Service in developing retention strategies
that will have a positive effect on PSEs currently assigned to Function 4.

The survey will be distributed to the subject PSEs on February 1 via their usps.gov email
addresses. If PSEs do not have usps.gov email addresses, their supervisors will provide
them with a link to access the survey using an ACE computer.

Participation is voluntary. If PSEs choose to participate, they will be provided 15
minutes on the clock and access to an ACE computer, to complete the survey.

Enclosed is a copy of the survey.

Flease contact Mike Faber at 215-432-0613 if you have any guestions concerning this
matter.

Sincerely,
Shanncn R, Richardson

Af/Manager
Contract Administration (APWU)

Enclosure

A75 LENFANT PLaZA SW
WASHINGTON DC 20260-4100 (CA2021-29)

WWW.LISRS.COM




Retention Ambassador

The role of the Retention Ambassador is intended to be an extra support to the delivery
unit and to the new employee with the goal of retaining a new PSE clerk assigned to the
office.

The role of the Retention Ambassador is intended to enhance the communication with a
new employes.

The Retention Ambassador serves as an additional contact for the new employee to
answer questions or to confirmation information found elsewhere.

The Retention Ambassador serves as a mentor to the management team (when
needed) to guide them through best practices when a new employee arrives.

Schedule

First Contact — Introductions and initial lnformatlon sessmns within first week after
orientation when the new employee has arnved at the new offlce (apprommately 30
minutes)

Second Contact — Additional Informatlon and follow-up with any questlons — within the
second week of new employee at the of'flce (approximately 30 minutes).

Third Contact — Check-in and.review of the 30-day:evaluation — within- the fifth week of
new employee at the office (apprommately 30 minutes)

Fourth Contact — Check-in and.evaluation of effectiveness of the role of a Retention
Ambassador — during week elght of new employee at. the office (approximately 30
minutes)

Contacts with dellvery office management team and the new employee can be done in
person, through Zoom or- by telephone .




First Contact with Delivery Unit assigned
newly hired employee

Reach out to the Manager/Postmaster to explain your role and ask to be introduced to
the direct report (Postmaster/Manager/Supervisor) for the new employee
« Askif the office has a plan for the first day in the office for the new hire. Best practice list
of items to be included in the first day plan:
o Updated contact list to provide to the new employee
o Tour of facility to include: _
* Safety — emergency procedures for the office
* Physical facilities — rest rooms, locker room, break room, where to place
personal belongings such as coats =
» Bulletin boards with weekly schedule and other important information
= Work areas — call them by name {the name: used by all in the office)
e PASS/DSS parcel sortlng L
s PO Box section - = -~
¢ Retail window serwces .
s Carrier staff cases - pomt out dlstrlbutlon areas
¢ Collection and Dispatch area '
o Introductions to all staff -available L
o Discussion with PostmasterlManager and superwsor (if available) covering these
topics:
»  What to expect mvol\nng the job — phy3|cal demands, changing schedule,
need to:be honest and regular.in: attendance, willing to ask questions
a Explaln the different types of jObS in the offlce who does what — cartiers,
window clerks, management

First Contact with newly hired employee

) Reach out in person; usmg oom or by telephone
e “Introduce yourself .
= *  Provide your hame and contact information — specify best contact
information (erna|l telephone, text, etc.)
" Explaln that your.roll.is to provide information and to answer questions
- that a new employee may have
o Talk about attendance policies — encourage communication with new supervisor
Emphasme the importance of being regular in attendance
g ;-- Regular attendance supports the team
- Regular attendance supports the goals for the office
u DISGUSS the process for reporting absence if necessary
* Provide the unscheduled leave number: 1-877-477-3273
* Discuss possible consequences of unscheduled absence
o Possible consequence to employee
o Possible consequence to unit {difficulty getting the mail
processed timely)
o Introduce usps.com/liteblue and Hero (if in person or on Zoom demonstrate
these for the employee)
» Ask the employee to log-in and explore both as an “assignment” so that
you can discuss them further with your next contact.




Second Contact with Delivery Unit
assighed newly hired employee

* Reach out to the Manager/Postmaster/Supervisor to discuss how things are with the

new employee
o Concerns? Any issues that need discussion for resolution?

» Discuss schedule — what issues (if any) have come up concerning the employee
schedule? |s the PSE content with the current schedule? If no, any chance of
adjustment available? _

» Training — has the employee received all needed training?

If 30-day evaluation were held today would there be any concerns?
O = OUTSTANDING 8 o BATISFACTORY U = UNACCEPTABLE NO = NOT OBSERVED

Factor Examptes of Satlstactory Performance Levels
A. Work Guantity M Works o1 e aufficlant speed 1o ksep ua with the amount of wark roquirad by tha poshion.
W Accomplishes taska In en efficlent and thnaly manner.
W Makes produclive uge of time when completing essignmente.
B. Werk Quallty W Makes fow enrors ar mistakes,
M Performe vork vwhich meeta the expactations of the podilion.
W Works In a careful, alert, aid consclentious manner (o ensure tha acoracy and of the work p
C. Dependabillty m Gomplatee wark assignments without untacessary supervialon,

& Takes responsiblity for complating hismhar own work.
W Raports loverk on ﬁma
o D
B. Work Relatlons N Malntokis posliive wwklng relafionshlzs with others.
B 'Nojks harmonlously vith others in gsiting the work done.
W Cooperates well wih co-werkers, supervisors, and others with whom hefsha comes inlo contad!.

E. Work Methods W Handles squipment andior work materials in an approprisle manner.
W Consistently observes proper safety rulas and praciicss.
LAY and follows oral andior wriltan insiructions.

F. Personal Conduct B Conducts himeslitherasll In 8 manner aporapriata to the werk solling.
B Aaintaing an approprl P fat the podttlon.

B Demonelrates a posilive approach toward work, co-werkers, and superfsors,
N Domonsireles a whlingness to handle all assigninents.
L] I Demonembaa ﬂexl:iily in. moving from one task to umﬂhor ay needed

Second Contact wuth new employee

Reach out:in person usmg ZOom' ‘or by teiephone
s  Ask general quest:ons about how thlngs are going — use their answers as prompts for
ff 'r_'ther discussion: if needed.: Try to be sure the following topics are covered.:
e Communications with management and co-workers
o-:.Schedule ~ what.is working for them, what is not working for them
o " Atleast one thing they have learned since you last talked
o What is the most positive experience so far? And one negative?
o Ask if they successfu!ly s:gned in to usps.com/liteblue and Hero ~ do they have any
questions? Talk to them'about the self-development opportunities on Hero.
¢ Explain the 30/60/80 day review process - ask if they understand what is expected of
them at work. e
» Remind them that you are available as an extra support and contact and remind them
how to contact you if they need to talk.




Third Contact with Delivery Unit
assigned newly hired employee

¢ Reach out to the Manager/Postmaster/Supervisor to discuss how things are with the
new employee

» Ask to see the 30-day evaluation for the new employee. Discuss any concerns shown
on the form and ask about the discussion they had with the employee.

o Ask how they are preparing the employee for the 60-day evaluation.

o Note: If the 30-day evaluation has not yet been completed please encourage
them to complete this task — ask when it will-be complete then contact them
again to be sure it is complete, Stress the 1mportance of this tool providing the
employee early feedback.

¢ Follow-up on information about the employee’ s schedule Any changes since last
discussion? Any assistance needed in resolvmg any issues concernlng schedule?

Third Contact with new employee

» Reach out in person, using Zoom or by telephone
» Ask general questions about how things are going - - use their answers as prompts for
further discussion if needed. “Try to be sure the foIIowmg topics are covered:
o Communication with management and co-workers
o Schedule — any concerns?Getting too many hours? Or not enough hours?
o Physical aspects of job — have they adapted’? Any-concerns?
o 30-day.evaluation — .any concerns with what was shared by management?
¢ Discuss infofimation about careers with the' USPS
o Explainthe conversion to career from PSE if they are not aware
0 Talk about opportumtles for future careers such as accounting, management, etc.
o Ask ifthe empioyee has any’ ‘special skills that may help in the future
Remlnd them that Hero- can offer assistance in developing skills




Fourth Contact with Delivery Unit
assigned newly hired employee

* Reach out to the Manager/Postmaster/Supervisor to discuss how things are with the
new employee

¢ Ask to see the 80-day evaluation for the new employee, Discuss any concerns shown
on the form and ask about the discussion they had with the employee.

o Ask how they are preparing the employee for the 80-day evaluation.

o Note: If the 60-day evaluation has not yet been completed please encourage
them to complete this task — ask when it will be complete then contact them
again to be sure it is complete. Stress the |mportance of this tool providing the
employee early feedback.

* Follow-up on information about the employee’s schedule Any changes since last
discussion? Any assistance needed in resolvmg any issues concerning schedule?

« Evaluation of Retention Ambassador Proof of Concept ask.if having a Retention
Ambassador has helped compared to- prewous experiences with: new hires.

Fourth Contact wuth new emp!oyee

« Reach out in person, using Zoom or by tefephone
« Ask general questions about how thmgs are going = use their answers as prompts for
further discussion if needed. Try to be sure the follownng topics are covered:
o Communication with management and:-co-workers. -
o Schedule= any concerns? -Getting too. .many hours?. Or not enough hours?
o Physical: _aspects of job — have they adapted? Any concerns?
o 60-day: svaluation = -any concems with what was shared by management?
e Discuss information about careers with the USPS
o Explain the- conversion to.career from PSE if they are not aware
_ o Talk about opportunltses for future careers such as accounting, management, etc.
. ' Ask if the employee has any special skills that may help in the future
= Remind them that Hero can offer assistance in developing skills
. Evaluatlon of Retention Ambassador Proof of Concept — ask if having a Retention
Ambassador has helped. with the new empioyee experience,




Supporting Documents

Best Practice Suggestion — Provide a contact list to the new employee on the first day.
The delivery unit should update the list each time a new employee is hired so that the most
current information is shared. Below is an example:

EMERGENCY: T i
Post Office Location: 123 N Main St Anytown NC 12345 - wide doors at back of building

Also contact in case of emergency:

Postmaster/Manager and phone number: Mary Smith Cell 384-123-4567

Postal Inspectors: 1-B77-876-2455

POOM (Post Office Operations Manager) if Postmaster not available 3B4-450-1203

NON-EMERGENCY
Postmaster/Manager and phone number: Mary Smith Cell 384-123-4567 EXAM PLE

Supernvisor: John Jones 384-321-7654
Lead-Cierk: Jeff Johnson 384-764-1235

Post Office Name: Maytown Post Oiffice Co nta Ct List to

Identifying Number: Finance Number 13-1234-1110  Facility ID 83248416

TRANSPORATION share With new

Truck drivers’ leave time 17:25
Truck drivers' contacts: Andy 3B4-309-3926 James 384-220-1234

Transportation Company Name: ACE Logistics em ployee

[pLanT
|Plant contacts: Information line 384-123-088% Collections 3B84-240-1204 George 384-414-2454/384-120-4557
Maintenance: 384-983-0423

Highlife RMPO 384-423-1204

Finance Number 16-4598-1216 Facility ID 83294084

Window hours: Mon-Fri 9:00-12:00/1:00-400 scan 4:15 - 5at 800-1100 scan 11:15

Cindy Purdy 384-423-1210

Jatkie Anderson 384-092-0003

Carrier that delivers mil in Highlife but works out of Maytown: lohnnie 384-403-1123

thher important contacts:

;Aﬂ:ident Reporting if Postmaster not available: Safety 384-457-1204

|Consumer Affairs: 384-450-4582

Lawn Care/Snow Removal 3B4-140-5557

Nearby office for questions if Postmaster not availabie: Julip 384-392-045B

EAP: EDD-327-4968

Unscheduled leave request: 1-B77-477-3273 (always wait for and write down confirmation number)
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Form 1750 is used when discussing employee progress at the 30-day, 60-day and 80-day
review.

It is recommended that the Retention Ambassador review this form with the new employee’s
direct supervisor or Postmaster. If needed, offer support with this form to discuss a positive
approach to using this tool. The tool can be used to provide guidance for a discussion with the
employee about expectations. If the EAS employee is new to usiing Form 1750 or hesitant
Talking points are provided below for each meeting.



Supporting Documents
30-day Review with new employee

PS Form 1750 uses four separations for evaluation. Examples are given on the form of
Satisfactory Performance Levels which will help in determining if the employee should be rated
as O=Outstanding, S=Satisfactory or U=Unacceptable. Best practice for 30-day Review:
» Make every effort to avoid “NO=Not Observed”. The evaluator should spend enough
time with the new employee to make a fair assessment on each topic.
» Discuss each topic with the new employee in week one and two so that they are aware
of what is expected and have an opportunity to improve if needed.
* If U=Unacceptable is anticipated on any topic discuss what steps are needed to improve
this before the 60-day evaluation.
¢ Conversation with employee should allow the employee time to share anything that may
prevent them from a good evaluation. If items shared by employee are within the control
of the office be sure to follow-up and resolve this before the 60-day evaluation.
* Use this evaluation discussion to provide positive feedback and recognition when
appropriate.

O = OUTSTANDING  § = SATISFACTORY U=UNACCEPTABLE NO =NOT OBSERVED

Factor Examples of Satisfactory Performance Levels

A. Work Quantity B Works at a sufficient speed 1o keep up with the amount of work reguired by the position.
B Accomplishes tasks in an efficient and timely manner.

B Makes productive use of time when completing assignments.

B. Work Quality B Makes few ermors or mistakes.

B Performs work which meets the expectations of the position.

| Works in a careful, alert, and conscienticus manner to ensure the accuracy and completeness of the work performed.
C. Dependability m Completes work assignments without unnecessary supervision.

B Takes respensibility for completing hisfher own work.

B Reports fo work on time.

® Demonsirates satisfactory attendence.

D. Work Relations m Maintains positive working relationships with others.

| Works harmoniously with others in getting the work done.

m Cooperates well with co-workers, supervisors, and others with whom he/she comes into contact,
E. Work Methods B Handles equipment and/or work materials in an appropriate manner.

B Consistently observes proper safety rules and practices.

B Understands and follows oral and/or written instructions.

F. Personal Conduct B Conducts himseiffherself in a manner appropriate to the work setting.

| Maintains an appropriaie appearance for the position.

m Demonstrates a positive approach toward work, co-workers, and supervisors.

B Demonstrates a willingness to handle all assignments.

W Demonsirates flexibility in moving from one task to another as needed.




Supporting Documents
60-day Review with new employee

Best practice for 60-day Review:

» Go through each topic listed on PS Form 1750 with the employee.

* Any items from PS Form 1750 that is evaluated at unacceptable needs a stronger
conversation. This meeting should not be the only discussion with the employee to try to
correct the issue before the 80-day evaluation. Remind the employee that these
evaluation discussions are designed to correct i issues. that could lead to release from
their position if there is no correction.

» Discuss how success on each of the topics from. Form 475 influence success of the
delivery unit. Remind the employee of their |mportant role in success of the team.

+ Use this evaluation discussion to provide pos:tave feedback’ and recognition when
appropriate. S :




