SALES AND SERVICE ASSOCIATE AND SUPERVISOR UPDATED
MYSTERY SHOPPER PROGRAM GUIDELINES
FOR FISCAL YEAR 2008

1. How long was your wait in line? (minutes:seconds)

The actual amount of time the shopper waited in line — from the time they entered the line, not the
lobby, until they are called to the window to initiate their transaction — will be documented here by
the shopper.

Was your wait in line:

5 Minutes or Less (=30points) [JYES - [ NO

The shopper will document a yes or no in this field. If the time is 5:00 minutes or less, the office
will receive 30 points.

5:01 - 6:00 Minutes (=15 points) [] YES ] NoO

The shopper will document a yes or no in this field. If the time is between 5:01 minutes and 6:00
minutes, the office will receive 15 points.

Greater than 6 Minutes (= 0 points) CJYES O NO

The shopper will document a yes or no in this field. if the time is greater than 6:00 minutes it is
considered an operational opportunity for improvement and the office will receive 0 points.

2a. How many stations were there (includes all areas where a register is available)?

This data is not supplied by the shoppers. This information is provided by the USPS via the RDM
Terminal Usage Report and is pre-filled by the contractor for the shopper. It reflects the number
of total stations the office could possibly staff, including the cash wrap. The Terminal Usage
Report is a report generated by actual transactions on the POS terminals and reflects all registers
where mailing/stamp transactions have been paid with cash.

2b. What was the highest number of stations staffed from the time you entered the line
until completion of your transaction?

This data is supplied by the shoppers. The shoppers are to note the highest number of stations
that are staffed any time during the period from when the shopper enters the line until their
transaction is completed. This includes passport lines, cash wrap lines or special windows, such
as business lines. If an associate is working the window for just a short period, it is counted.
Additionally, shoppers are not instructed to determine if a station is staffed by a retail associate.
If any postal employee appears at a station and appears to be available to assist they are also
counted.

2c. Were there any employees assisting customers in the lobby area or from behind
the counter prior to customers reaching the counter?

d vyes [ NoO

































