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SOI – Retail Operations  – Waiting Time In Line – 2009




Wait Time in Line (WTIL) Management

 I.
INTRODUCTION
This Critical Standard Operating Instruction is part of the “Foundation Systems”.


A.
Purpose

This instruction identifies the mandatory requirements and procedures for day-to-day retail lobby management.  The methods described are intended to set operational guidelines to provide customer satisfaction and promote revenue generation.


B.
Scope

This Standard Operating Instruction applies to all Post Offices, Stations, and

 Branches with Retail Operations.  

II.
SYSTEMS ROLES & RESPONSIBILITIES
 
A.  Manager, Customer Relations (formerly Marketing)

1. Responsible to ensure all Marketing EAS employees receive training and support on this Standard Operating Instruction.

2. Provide training and support for Retail Data Mart (RDM reports).  Link:  https://crpl.usps.gov/

3. Provide a Vital Few WTIL quarterly report with monthly updates to Managers, Post Office Operations and Managers, Customer Service Operations.

4. Notify District Manager; Manager, Post Office Operations and/or Manager, Customer Service Operations as WTIL failures occur.                            

5. Provide support to Postmaster; Manager, Customer Service; and/or Supervisor, Customer Service in analysis of staffing/scheduling and/or alternate access options.

6. Ensure all Alternate Access strategies are utilized to assist in minimizing wait time in line.

7. Responsible to perform retail unit reviews to validate compliance with this Standard Operating Instruction.

B.
Manager, Post Office Operations; Postmasters; Managers, Customer Service Operations

1. Responsible for compliance to this Standard Operating Instruction, including the training of and comprehension by all managers and supervisors.

2. Accountable to ensure all Retail units apply and follow these instructions and to take appropriate corrective action when a unit fails to comply.

3. Monitors Mystery Shop Wait Time in Line report for performance improvement.


C. Unit Postmaster / Manager, Customer Services

1. Responsible for compliance to this Standard Operating Instruction, including the training of and comprehension by all employees.

2. Ensure retail associate lunches and breaks are managed during peak transaction periods as identified by the Retail Data Mart Window Operation Survey (WOS).  Require AM distribution clerk to be in uniform and logged on to POS to assist with the opening and AM lunch relief and to ensure full window coverage during peak periods.

3. Review PO Box clerk position for possible window back-up.

4. Ensure use of the Lead Sales & Service Associate (T-6) at the retail window during peak transaction periods.

5. Ensure use of the Dutch door with a back office clerk for Parcel Pick-up; Hold Mail; Accountable Mail Pick-up, etc., during peak transaction periods.

6. Ensure lobby management is being completed by the supervisor and assist during peak customer traffic periods to minimize waiting time in line (a minimum of 10 minutes in the morning, mid-day, and afternoon).  

7. Ensure the following hard-copy reports are used to coach retail associates by discussing performance and expectations, provide recognition, and are retained at the unit and available for review:

a) Mystery Shop Evaluations

b) Completed Retail Lobby Observation PS Form (4000-A)
c) Completed Retail Employee Observation PS Form (4000-B)
8. Ensure use of a signaling system (for example: paging system, buzzer or flashing light) to request additional window assistance.  Communicate signal response expectations to distribution clerks.

9. Ensure Automated Postal Center is maintained and stocked.

10. Provide training to Automated Postal Center Servicing Employee.

11. Ensure an employee has been assigned to assume the duties of a “Back-up APC Servicing Employee”.

12. Ensure Automated Postal Center drop chute or collection box is cleared upon the arrival of the first Function Four (F4) clerk and periodically through-out the day and prior to retail lobby closing. 

13. Ensure Alternate Access signage is current and posted in retail lobby according to Retail Standardization guidelines.

14. Determine the need for a new Contract Postal Unit where additional access points are warranted and provide lead to District Customer Relations.  Link: http://blue.usps.gov/marketing/retail/mod3.htm
. D.
Supervisor, Customer Service

1. Ensure duties and responsibilities outlined in this Standard Operating Instruction are complied with.

2. Use the Retail Data Mart (RDM) Window Operation Survey (WOS) 1994 Scheduler (weekly) periods to ensure adequate window staffing throughout the day.  This may mean no scheduled lunch breaks during the 11:30AM to 1:00PM period.
3. Schedule the Lead Sales & Service Associate (T-6) at the retail window or to provide lobby assistance during peak transaction. 

4. Schedule AM distribution clerk to provide morning lunch relief at window.

5. Schedule retail associate Undeliverable Bulk Business Mail (UBBM) duties in PM.

6. Ensure use of the Dutch door with a back office clerk for Parcel Pick-up; Hold Mail; Accountable Pick-up, etc., during peak transaction periods.  Require use of POS ONE equipment to record earned workload.
7. Conduct lobby observations a minimum of 3 times per day or during peak periods when a customer line is present.  Lobby observations should include the following:

a. Assist customers with parcel pickups, hold mail, accountable mail, etc.

b. Assist customers with completing forms prior to reaching the window to speed transaction time.

c. Monitor retail associates to ensure they are:

1. Efficiently conducting transactions.

2. Efficiently staging parcels.

3. Asking required questions on each transaction.

4. Being courteous to the customer by providing undivided attention.

5. Staying at the window in view of the customer.

8. Ensure all non-revenue transactions are entered into the POS ONE system.

9. Provide lobby assistance when signaled by signaling system (for example: paging system, buzzer or flashing light).
10. Ensure Automated Postal Center is maintained and stocked.

11. Provide training to Automated Postal Center Servicing Employee.

12. Ensure an employee has been assigned to assume the duties of a “Back-up APC Servicing Employee”.

13. Ensure Automated Postal Center drop chute or collection box is cleared upon the arrival of the first F4 clerk and periodically through-out the day and prior to retail lobby closing. 

14. Ensure Alternate Access signage is current and posted in retail lobby according to Retail Standardization guidelines.

15. Determine the need for a new Contract Postal Unit where additional access points are warranted and provide lead to District Retail.  Link: http://blue.usps.gov/marketing/retail/mod3.htm
16. Ensure the following hard-copy reports are used to coach retail associates by discussing performance and expectations, provide recognition, and are retained at the unit and available for review:

a. Mystery Shop Evaluations

b. Completed Retail Lobby Observation PS Form (4000-A)
c. Completed Retail Employee Observation PS Form (4000-B)
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