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1 Administration of City Delivery 
Service

11 Introduction

111 Basic Requirements

111.1 General
All delivery service managers are responsible for developing and maintaining 
their units at a high degree of efficiency and for assuring that USPS® 
standards are maintained. Through these broad guidelines, plus skill, 
knowledge, and experience, delivery service managers can be aware of 
whether subordinate managers and delivery employees are achieving USPS 
goals of service to the public. Emphasis is placed upon the constant need for 
close coordination between mail processing and delivery managers so the 
most practical and cost effective work methods possible can be 
implemented.

111.2 Daily Operations
The delivery service manager must on a daily basis:

a. Perform and organize work to determine any irregularity in the flow of 
mail between distribution and delivery, and interact with other unit 
managers to work toward correcting this irregularity.

b. Determine if carriers’ reporting, leaving, returning, and ending time is 
consistent with established schedules.

c. Provide or continue training as needed.

d. Evaluate daily service rendered by the employees. Observe carriers to 
assure their performance of duties as outlined in Handbook M-41, City 
Delivery Carriers Duties and Responsibilities.

e. Report for duty in advance of delivery personnel and review daily 
workload, including mail yet unworked but which will be distributed in 
time for the day’s delivery. Review any PS Forms 1571, Undelivered 
Mail Report, from the preceding day as well as the amount of mail on 
and around each carrier case. Estimate and record on the appropriate 
form(s) the daily workloads for each route.

f. Assure that necessary vehicles are available.

g. Review all communications that may affect the day’s workload, and be 
sure replacements are available for unscheduled absences. Develop 
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112 Management of Delivery Services
contingency plans for situations that may interfere with normal delivery 
service.

h. Assure that accountable items are properly handled, so as to facilitate 
delivery of the items, and that carriers are cleared in a timely manner 
upon return to the office.

i. Determine need for auxiliary assistance, overtime or curtailment of 
mail, and determine the most economical manner of providing relief.

j. Issue PS Form 1571 when the carrier is instructed to curtail mail, 
indicating action thereon. Upon request, a duplicate of the completed 
form will be provided the carrier.

k. Determine cutoff time(s) for the various classes of mail and assure any 
missorted, missent mail available for delivery is taken by carriers.

l. Level the workload of carriers by having them deliver other than 
preferential mail as promptly as practicable. Identify and manage mail 
in order of classification, type, and sequence of receipt.

m. Review mail undeliverable as addressed to identify errors and 
maximize efficient handling procedures at delivery and central markup 
units.

n. Maintain delivery unit control of mailing list services as provided in 
Postal Operations Manual (POM) 825.1 and Domestic Mail Manual 
(DMM) A910.1.4–1.5. (Also in Handbook M-41, City Delivery Carriers 
Duties and Responsibilities, 123.1.)

o. Maintain a daily sequence of basic activities schedule to serve as a 
guide for replacement personnel, and to ensure that all required 
activities are accomplished in an organized manner.

p. Maintain sort scheme for delivery zones in the unit as per local Delivery 
Point Sequencing (DPS) procedures.

q. Maintain the data collection devices and supporting infrastructure. 
Make sure all data collection devices are in working order and 
information is downloading properly.

112 Types of Routes

112.1 Delivery

112.11 Business Route 
A foot or motorized route on which 70 percent or more of the possible 
deliveries are business establishments.

112.12 Residential Route
A foot or motorized route on which 70 percent or more of the possible 
deliveries are residential.

112.13 Mixed Business and Residential Route
A foot or motorized route on which 30 to 69 percent of possible deliveries are 
business establishments. This may include a route on which business and 
residential deliveries are made on the first trip and the business area only is 
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Administration of City Delivery Service 113.5
served on a second trip. To determine the percentage, consider total 
possible deliveries (counting business establishments only once).

112.2 Collection

112.21 Foot Collection Route
A route where mail is collected from boxes by a carrier on foot. These routes 
generally serve downtown business sections.

112.22 Motorized Collection Route
A route served by automotive vehicle. Shuttle trips made by a collector using 
a vehicle to pickup mail deposited at selected points by other collectors 
constitute motorized collection.

112.23 Business Collection Route
A route where collections are made from boxes located mainly within 
business areas.

112.24 Residential Collection Route
A route where collections are made from boxes located within territory that is 
mainly residential.

112.25 Mixed Collection Route
A route which may perform a variety of collection and/or mail transport 
services. Examples are:  combination intra-city box collection trips, business 
residential trips, and contract station-box collection trips.

113 Types of Delivery

113.1 Foot Route
A city delivery route served by a carrier on foot. A bicycle or other 
conveyance used solely as transportation to and from the route does not 
affect the status as a foot route.

113.2 Curbline Motorized Route
A motorized city delivery route on which 50 percent or more of the possible 
deliveries are made to customer mailboxes at the curb.

113.3 Bicycle Route
A city delivery route on which a bicycle is used to deliver mail.

113.4 Park and Loop Route
A route that uses a motor vehicle for transporting all classes of mail to the 
route. The vehicle is used as a moveable container as it is driven to 
designated park points. The carrier then loops segments of the route on foot.

113.5 Dismount Route
A city delivery route on which 50 percent or more of the possible deliveries 
are made by dismount delivery to the door, Vertical Improved Mail (VIM) 
Room, Neighborhood Delivery and Collection Box Units (NBU), Delivery 
Centers, etc. (If the dismount deliveries are less than 50 percent of the total 
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114 Management of Delivery Services
possible deliveries of a route, the route will be classified as per the majority 
of the type delivery; e.g., curbline, park and loop, etc.)

114 City Delivery Area Map
114.1 Each unit must have a map of the ZIP Code area served. Show the 

boundaries of each route using street names or numbers and identify each 
route by number. If desired, use different colors to show each route.

114.2 The unit manager can study the line of travel to discover possible 
improvement.

114.3 Location of collection and relay boxes can be shown. This will serve to 
determine the adequacy of the boxes and as instruction or reference to new 
carriers.

115 Discipline

115.1 Basic Principle
In the administration of discipline, a basic principle must be that discipline 
should be corrective in nature, rather than punitive. No employee may be 
disciplined or discharged except for just cause. The delivery manager must 
make every effort to correct a situation before resorting to disciplinary 
measures.

115.2 Using People Effectively
Managers can accomplish their mission only through the effective use of 
people. How successful a manager is in working with people will, to a great 
measure, determine whether or not the goals of the Postal Service™ are 
attained. Getting the job done through people is not an easy task, and certain 
basic things are required, such as:

a. Let the employee know what is expected of him or her.

b. Know fully if the employee is not attaining expectations; don’t guess — 
make certain with documented evidence.

c. Let the employee explain his or her problem — listen! If given a chance, 
the employee will tell you the problem. Draw it out from the employee if 
needed, but get the whole story.

115.3 Obligation to Employees
When problems arise, managers must recognize that they have an obligation 
to their employees and to the Postal Service to look to themselves, as well as 
to the employee, to:

a. Find out who, what, when, where, and why.

b. Make absolutely sure you have all the facts.

c. The manager has the responsibility to resolve as many problems as 
possible before they become grievances. 

d. If the employee’s stand has merit, admit it and correct the situation. 
You are the manager; you must make decisions; don’t pass this 
responsibility on to someone else.
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Administration of City Delivery Service 116.3
115.4 Maintain Mutual Respect Atmosphere
The National Agreement sets out the basic rules and rights governing 
management and employees in their dealings with each other, but it is the 
front-line manager who controls management’s attempt to maintain an 
atmosphere between employer and employee which assures mutual respect 
for each other’s rights and responsibilities.

116 Mail Processing for Delivery Services

116.1 Scheduling Clerks in a Delivery Unit
Schedule distribution clerks in a unit with decentralized distribution so that 
service standards will be met and an even flow of mail will be provided to the 
carriers each day throughout the year. Schedule the accountable clerk to 
avoid delaying the carriers’ departures in the morning and for clearance of 
carriers on their return to the office.

116.2 Mail Flow

116.21 Leveling Volume Fluctuations 
When volumes for daily delivery vary substantially from the lightest to the 
heaviest day in the week, a unit cannot operate at maximum effectiveness. 
Substantial changes in the daily relationships of flats and letters have 
considerable effect on delivery costs. If this situation exists, the unit manager 
must document the problem and request, through appropriate management 
channels, a more even flow of mail.

116.22 Plan for Next Day’s Workload 
Each day as early as is practical, using procedures developed locally, the 
delivery unit manager should obtain information about anticipated volumes, 
especially flat volumes for the next day’s delivery. This information will assist 
in planning the next day’s manpower needs. Anticipating the flow of mail will 
minimize undertime and overtime which can be controlled. If undertime 
occurs often in the morning or afternoon, examine the mail flow, the 
scheduling of the delivery unit’s clerks and carriers, and the affected routes.

116.3 Receipt of Principal Letter Dispatch
Carriers should not sweep distribution cases upon reporting for work. 
Rather, they should proceed directly from the time recording area to their 
cases and without delay begin casing mail which is already at their cases. 
The following priorities have been established for various procedures by 
which the first receipt of mail from the distribution unit reaches the carriers. 
These procedures are listed in the order of decreasing cost effectiveness:

a. Preferred Procedure. Letter-size mail is placed on the left side of the 
carrier case ledge one row high with stamps down and to the right. The 
carrier may then pick up a handful with the left hand and begin casing 
without repositioning the letters.

b. Second Priority. Letter-size mail, trayed separately for each route with 
stamps down and to the right, is placed at the carrier case. If this is not 
possible, a tray cart (or other suitable item used to transport trays) 
should be placed as close to the carrier cases as possible with the 
June 2019 5



116.4 Management of Delivery Services
trays identified by route. Empty trays, if needed for later use, may be 
stored under the carrier’s case. Carriers must work mail directly from 
trays if the letters are trayed with stamps down and facing to the right.

Note:  If letter mail is not worked directly from trays (second 
priority), require Mail Processing to tray letters with stamps up and 
facing one direction so that, when the tray is flipped over on the 
carrier case ledge, the letters will be in the proper position: i.e., 
stamps down and facing to the right.

c. Third Priority. Letters, faced and loose-packed in No. 3 sacks for 
individual routes, with each sack identified by route number, are at the 
carrier’s case when he or she reports for work. Empty sacks, if needed 
for relays when casing is completed, may be stored under the carrier’s 
case.

d. Fourth Priority. Mail, which is tied in bundles, is placed at the carrier’s 
case.

e. Fifth Priority. Sacks containing bundles of mail and identified by route 
number are transported to the carrier’s case. Carriers dump the sacks, 
check the bundles, and place the letters on the ledge. If empty sacks 
will be needed when casing is completed, they may be stored under 
the carrier’s case.

116.4 Receipt of Morning Close-Out Dispatch
When mail is distributed elsewhere for a delivery unit, the morning close-out 
dispatch is typically very light and is received loose in trays or tied in 
bundles. If mail is trayed separately and is identified for each route, it should 
be taken to the carriers’ cases. Otherwise, carriers may obtain it from a 
central point, except that Delivery Point Sequence mail will be handled in 
accordance with the DPS procedures established for the unit.

116.5 Receipt of Principal Flat Dispatch

116.51 Preferred Procedure
Flat mail, faced and loose in trays, is placed at the carriers’ cases so that the 
carriers can put a tray on the case ledge and sort directly from the tray, 
picking up approximately 6 inches of flats at a time. 

116.52 Second Priority
Flat mail, faced and loose in trays and identified by route number, is placed 
as close to the carrier’s work area as possible where carriers can readily 
obtain them. If empty trays will be needed later, they may be stored under 
the carrier’s case.

116.53 Third Priority
Flat mail, faced and loose in hampers, is placed as close to the carrier’s work 
area as convenience permits.

116.54 Fourth Priority
Flat mail, faced and loose packed in bundles identified by route number, is 
placed at the carrier’s case. After the ledge is loaded with tied bundles, the 
bindings are removed.
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Administration of City Delivery Service 116.83
116.55 Fifth Priority
Flat mail, faced and loose packed in No. 3 sacks, is placed as close to the 
carrier’s case as possible. If empty sacks will be needed after casing, they 
may be stored under the carrier’s case.

116.56 Sixth Priority
Flat mail, faced, tied in bundles and loaded in sacks for each route, is placed 
close to the carriers’ cases.

116.6 Carrier Withdrawal of Letters and Flats
Carriers may be authorized to make up to two withdrawals from the 
distribution cases prior to leaving the office, plus a final cleanup sweep to 
include Delivery Point Sequence mail as they leave the office.

116.7 Mail Available on Return to Office
Mail received or distributed while carriers are on their routes should be on the 
carriers’ cases when they return to the office. Carriers having undertime 
when they return may be required to withdraw and case mail available at that 
time. If undertime occurs frequently, the delivery unit manager must 
determine the cause and take corrective action.

116.8 Segmentation of Mail

116.81 Definition
A major characteristic of the ZIP+4® data file is the segment, or the smallest 
unit to which distribution can be made. Segmentation is the sortation or 
preparation of mail into clusters or groupings for the purpose of achieving 
greater processing and/or carrier sortation efficiency. Using the ZIP+4 
segment concept, segmentations may be prepared by customers or contract 
personnel prior to entry, or in postal operations prior to dispatch or receipt by 
the carrier. Examples of segmentations include but are not limited to mail 
grouped by:  unique ZIP+4 code, ZIP+4 blockface, multi-tenant buildings, 
box sections (including Neighborhood Delivery and Collection Box Units), or 
individual addresses.

116.82 Identifying Potential Segmentations for Distribution
Efficiency should be the determining factor when selecting segmentations 
which should be prepared for distribution, with consideration for factors such 
as mail volume, workhours, possible deliveries, address hygiene, and other 
operational or service needs. The delivery unit manager must periodically 
review existing segmentations for carrier routes. This may result in the 
establishment of more segmentations or the replacement of current ones.

116.83 Segmentations Requested but Not Made by Mail Processing
Where the delivery unit manager determines a need for segmentations by 
Mail Processing but there are operational or time constraints which prevent 
implementation, Customer Services or Delivery Services should perform the 
sortation using the most efficient methods and equipment available or 
obtainable.
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116.84 Management of Delivery Services
116.84 Segmentations Made by Carriers
116.841 When a carrier is required to segment mail for a high volume delivery point, 

consider locating a separation large enough to accommodate the mail 
volume. This separation may be located in the lower, easy to reach, portion 
of the case, not necessarily in the sequence of delivery. The label under the 
separation must clearly indicate the address and/or ZIP+4 code of the 
separation.

116.842 Restrictions. Carriers must not distribute individual letters or flats directly to 
sacks or other containers.

116.9 Parcels

116.91 Receipt of Parcels
The receipt of parcels at the delivery unit can have a substantial impact on 
the overall efficiency of carrier operations. There are two ways parcels may 
be made up:  (1) parcels may be received in sacks for individual routes, or (2) 
they may come undistributed to routes. Either way, parcels are needed early 
in the morning, since otherwise the carriers’ leaving times could be delayed. 
Early availability of parcels also permits the delivery unit manager to direct 
carriers to load vehicles with parcels earlier on light days if undertime occurs.

116.92 Parcels — Received in Sacks Made Up to Route
When parcels are received at the unit in sacks made up to carrier route, 
sacks for each route should be placed in a designated location on the line of 
travel from the carrier case to the vehicle. Sacks and outsides must be 
clearly identified and carriers must not be required to sort through sacks or 
parcels looking for mail for the route.

116.93 Parcels — Distributed to Routes at the Unit
If parcels are to be distributed at the delivery unit, they may be sorted directly 
into hampers identified by route numbers. The use of large enough hampers 
will permit the carrier to put other mail on top of the parcels and make one 
trip to the vehicle.

116.94 Undistributed Parcels at the Unit
Whether or not parcels from early dispatches are received, distributed to 
routes, or are distributed in the unit, some undistributed parcels may be 
included in the close-out dispatch. These parcels are to be worked and 
placed with the other parcels for each route. If the late arrival of parcels 
causes operating difficulties, the delivery unit managers must use 
appropriate channels to inform mail processing managers of the need for 
advancing the arrival of parcels at the delivery unit.

117 Utilizing Work Area and Equipment

117.1 Workroom Floor Layout
The workroom floor must be arranged to minimize walking and to facilitate an 
orderly flow of mail and equipment. Attention must also be given to selection 
and layout of authorized equipment that will be used by carriers at a 
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Administration of City Delivery Service 117.1
detached unit (e.g., a carrier-staffed mailroom in a large office building) as 
follows:

a. Time Recording Equipment. Locate along the normal line of travel to 
and from the carriers’ cases and the doors to the loading area or exit 
from the office.

b. Vehicle Timecards and Keys. Locate adjacent to the time-recording 
equipment.

c. Throwback Cases. Place to minimize walking. For example, put one 
throwback case at the end of every other aisle.

d. Central Markup Case. Where practical, locate the central markup case 
or deposit point on the carriers’ line of travel to the distribution case or 
exit.

e. Collection Mail Deposit Point. Locate on the carriers’ line of travel from 
the time recording area to the accountable cage.

f. Aisle Width. Aisles should be wide enough for passage by the carrier 
and any necessary equipment.

g. Relay Deposit Point. Designate an area for carriers to deposit filled 
relay sacks. For example, designate an area at one end of each aisle.

h. Accountable Mail Cage. Locate where it will be near the carriers while 
permitting the clerk to do other work when not serving carriers. Do not 
require the carriers to make more than one stop for available 
accountables and keys. An optional method for use in the morning is to 
take available accountable letters, flats, parcels, keys, change, etc., to 
the carriers using a suitable conveyance capable of holding all these 
items. Aisles must be wide enough to permit passage of this 
equipment.

i. Markups. Carriers will place mail sorted to required removal categories 
(such as:  “Moved — Left No Address,” “Attempted, Not Known,” “No 
Such Number,” and “No Obvious Value Mail,” etc.) in the throwback 
cases as they depart for their route. They will also leave undeliverable 
as addressed mail, sorted to A to Z separations, in the designated 
location at that time.

j. Lighting. Lighting should be satisfactory with maximum utilization of 
existing fixtures.

k. Hold Mail. Instruct the carrier to place hold mail in a central location 
only when space is not available at the carrier’s case.

l. Equipment Used Daily. Sufficient sacks, trays, straps, satchels, 
hampers, forms, and other equipment needed by carriers must be 
readily accessible. Equipment used daily, such as hampers, may be 
marked with the route number except when this restricts operation’s 
effectiveness and equipment utilization.

m. Rarely Used Equipment. Do not store rarely used or temporarily surplus 
equipment in prime space.
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117.2 Management of Delivery Services
117.2 Determine Carrier Case Requirements
Carrier case, Item 124, is the basic letter case for use on all letter carrier 
routes. The delivery unit manager must determine the need for wing cases 
for letter mail (Items 143 or 144) using criteria outlined below:

a. Case Configurations. Carrier cases will be six (6) equally spaced 
shelves for casing letters in a non-DPS environment where either one, 
two, or modified two-bundle systems are used, and in DPS 
environments where the composite bundle work method is used. In 
delivery units where the vertical flat DPS work method is selected by 
management, carrier cases will be six (6), five (5), or four (4) equally 
spaced shelves for casing.

b. Two Deliveries Per Separation. Letter cases should normally have two 
deliveries per 1 inch separation.

c. Reserve CMU Spaces. Designate 15 separations, each 1 inch wide, on 
the right of the bottom Item 124 letter-case shelf or on the bottom of 
the right wing case for central markup. In offices that have consistently 
low volumes of undeliverable-as-addressed mail, CMU spaces may be 
located on the top shelf in the same relative position, uniformly 
throughout those individual offices.

d. When to Use Wing Cases for Letters. Do not use wing cases for letters 
unless the total possible deliveries exceed 420 or the daily-cased letter 
volume exceeds 2,500 letters and not until all separations in the Item 
124 case have been used. When a wing case must be used to provide 
additional letter separations, this wing case (Item 143 or 144) must be 
placed to the right of the Item 124 letter case.

e. Use of Large Wing Case. Use Item 144 only when required to provide 
sufficient letter and flat separations without exceeding two deliveries 
per letter separation. When necessary, adjoining routes may divide the 
Items 124 or 144 for flat separations, rather than using a separate Item 
143 for each route.

f. Letter Casing Equipment Required. Use the table below to determine 
the required casing equipment. Letter carrier case Item 124; with 6 
shelves has 240 separations, with 5 shelves has 200 separations, and 
with 4 shelves 160 separations, which are each 1 inch wide. Examples 
of these separations are used as follows for a 6-shelf case:

(1) 210 are used to meet basic casing needs;

(2) 15 are for central markup; and

(3) 15 are available for special requirements. Special requirements 
include expansion for high volume delivery points or spaces 
needed for hold mail, etc.
10 Handbook M-39



Administration of City Delivery Service 117.41
g. Determine Flat Separations. Use the same criteria as above when 
utilizing Vertical Flat Casing or following guidelines below to determine 
the proper flat separations when utilizing horizontal flat casing:

(1) Foot and Park and Loop Routes. Provide one flat separation for 
each relay or loop on the letter case.

(2) Curbline Routes. Provide one flat separation for each half-shelf 
on the letter case.

Note:  These guidelines may be modified as necessary to spread 
unusual volumes of flats more evenly in the case.

117.3 Equipment Authorized at Detached Units

117.31 Distribution Cases
In business and residential call rooms operated by the Postal Service (e.g., 
VIM rooms, apartment mailrooms, and on certain approved business routes) 
where the carrier is required to separate mail on site, the delivery unit 
manager may, where appropriate, authorize the use of a 49-hole distribution 
letter case and table (Item 79) with or without a 28-hole distribution wing 
case and table (Item 77) in lieu of Items 124/143 or 124/144. Each situation 
must be considered individually before this type of furniture is authorized. 

117.32 Approved Items for Casing Flats
Use Items 143, 144, or 124, or distribution flat cases for the casing of flats. 
These cases must be placed immediately adjacent to the letter case, 
Item 124.

117.4 Carrier Case Labeling
117.41 Carrier case labels must be applied in accordance with the following:

a. Label Uniformly and for Efficiency. Delivery unit managers are 
responsible for the efficient use of the CLASS case labels on all carrier 
cases. They must schedule frequent reviews of carrier-case layout to 
assure maximum efficient use of available equipment, route layout, and 
housekeeping.

b. Locate Computerized Forwarding System Uniformly Throughout the 
Office. Set aside 15 spaces on the right of the bottom Item 124 letter 
case shelf or on the bottom shelf of the right wing immediately adjacent 

Item

Letter 
Separations 
Available

Possible 
Deliveries*

Maximum 
Cased Volume

124 210*** 420 2500

124 & 143 330*** 660 4500

124 & 144** 450*** 900 6000

* Two deliveries per case separation
** Or Item 124 with Item 143 on either side
*** Figures shown exclude 30 separations, 15 for CMU and 15 for special 

requirements
Note:  Do not exceed two deliveries per separation unless the number of 
possible deliveries on a route exceeds the maximum number shown on the 
preceding table. Never place a shelf on top of a letter or flat case.
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118 Satchel Carts

118.1 Assignment
Postmasters and unit managers are responsible for authorizing use of 
satchel carts on the routes. These carts are normally designed to carry two 
satchels. In reviewing requests for assignment of satchel carts, they are to 
consider the following factors:

a. Relieve carriers primarily from physical burden of carrying heavy loads 
of mail.

b. Give priority in assignment to carriers with physical impairments.

c. Assign to carriers not having physical impairments only with the 
express understanding that street time will not increase as a direct 
result. When a carrier uses a cart, the 35-pound mail load limitation 
does not apply. The satchels on the cart are to be filled to capacity, 
both on the carry-out portion and at each relay point. When first 
assigning a cart to a route, also consider adjusting the number of relay 
points due to the greater carrying capacity of the cart.

118.2 Follow-Up
After assignments of satchel carts on city delivery routes, local management 
shall:

a. Require carrier to use carts regularly, including day of inspection. 
Irregular use at the option of carrier is not permitted.

b. Decide if cart will remain on route when a change in carrier assignment 
occurs. If a carrier with a physical impairment is reassigned to another 
route, continued need for the use of a cart must be evaluated.

c. When street time has increased as a direct result of assignment of a 
cart, withdraw the cart immediately and reassign it to another carrier or 
report it as surplus.

12 Office Work Routine

121 Carrier Work Methods — Office

121.1 Casing Mail

121.11 Casing Systems
a. On Non-Delivery Point Sequence (Non-DPS) Routes, there are three 

basic casing systems used for casing and preparing mail for delivery: 
One-Bundle, Two-Bundle, and Modified Two-Bundle. The system or 
systems that best meet the requirements of the unit should be used. 
However, for efficiency and economy, some degree of uniformity 
should be maintained. Use of the most advantageous system, 
including the proper use of all authorized equipment, is required. 
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121.12 Management of Delivery Services
b. On Delivery Point Sequence (DPS) Routes, the proper use of all 
authorized equipment is required. The manager will select the most 
appropriate work method for each route from the following: 

(1) Case residual letters in the same separations with vertically 
cased flat mail, pull down and carry as a single bundle.

(2) Case residual letter mail separately into delivery sequence order, 
pull down and carry as a composite (third) bundle.

121.12 Letter Mail Defined
Letter-size mail is defined as mail which can be routed into a 6-shelf letter 
case (Item 124D) between separators, vertically without bending or folding. 
The size of the mail is determined by the smallest vertical space between any 
two shelves. (See Handbook M-41, 922.41.)

121.13 General
Letter mail is normally cased vertically; flat mail is cased horizontally. 
Presequenced flat mailings will be treated as a third bundle or collated. Small 
parcels and rolls are sorted with flats when practical. Odd shaped articles 
which cannot be cased are handled as separate pieces. Carriers are 
expected to sort mail to the proper separations correctly in one handling.

121.14 Letter Mail
To case letter mail, the carrier stands a few inches back from the center of 
the case where labels can be easily read and letter separations reached 
without moving the feet. The carrier picks up 2 or more inches of mail with 
the left hand. When the hand is raised letters are in the correct reading 
position. The carrier reads the essentials in the street lines to sort to the 
proper case separation. The addressee’s name is read only when the street 
address triggers a recall of information involving a change of address, special 
instructions, etc.

121.15 Presequenced Letter Mail and Address Cards
When presequenced letter mail and address cards are authorized to be 
sorted, they should be worked into an empty case whenever possible unless 
this would delay preferential mail. The carrier holds presequenced letter mail 
in the left hand close to the separations being used. The right hand moves 
along the shelf placing the mail into the correct separations. It is closely 
followed by the left hand so motion is not wasted reaching for the next piece.

121.16 Flats and SPRs
When casing flats and small parcels and rolls (SPRs), the carrier stands 
directly in front of the flat case holding approximately 50 pieces (6 inches) in 
the left arm while distributing with the right hand. The carrier will not pick up 
pieces individually from the case ledge. Only the essentials in the street lines 
of the address are read. The addressee’s name is read only when the street 
address triggers a recall of a change of address, special instructions, etc.

121.17 Pulling Down Flats
After all flats and SPRs have been cased, the carrier will pull, sequence, and 
strap out the contents of one flat separation at a time. The carrier sequences 
flat mail by pulling down the contents of a separation and placing them to 
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121.223 Mail Having Incomplete Address

Carriers are expected to use their knowledge of a route to effect delivery of 
mail having an incomplete address. Where current locators are available in 
apartment lobbies in compliance with Publication 17, Apartment House Mail 
Receptacles, Regulations and Manufacturing Standards (Section D, 
paragraph 1), carriers may refer to such directories to complete delivery of 
mail without apartment numbers.

Note:  Carriers are not permitted to maintain apartment directories; 
however, with approval of the delivery unit manager, they may use a list 
furnished by a building manager. Under these circumstances carriers 
may cross off removals from such lists; but they will not be permitted to 
make any additions, address corrections, or other changes.

121.3 Pulling Down Cased Mail

121.31 Foot Routes
121.311 Flats

Ordinarily, flat mail is pulled down, sequenced, and strapped out before 
letter-size mail. Relay sacks are packed first while the satchel is packed last. 
Under delivery point sequencing if the method selected for the residual 
letters is to case these letters with the vertical flats the letters and flats are 
pulled down and strapped out at the same time.

121.312 Letters

After all flats have been strapped out, letter-size mail is pulled down. Letter 
mail is pulled one relay at a time. Carriers must prepare their relays so that 
relay carriers can meet their scheduled departure times. The carryout or 
satchel mail must be pulled last. Within each relay the carrier begins by 
pulling the mail for the first delivery point, and continues pulling each 
separation of the entire relay in the sequence in which it will be delivered.

121.313 Preparing Relays

Normally, carriers on foot routes will put down, sequence, and strap out flats 
before pulling down letters. However, carriers may be instructed to pull the 
flats and then the letters for the same relay to avoid rehandling the relay 
sacks. When a foot carrier prepares relays there should be sufficient sacks 
on hand. After properly labeling an empty sack the carrier inserts the bundles 
of flats and letters plus any uncased SPRs or merchandise samples. When a 
sack has been loaded with all the mail for the particular relay, the label is 
checked and the sack is closed. The completed relays are then placed in a 
designated location. Loaded relay sacks must never exceed 70 pounds in 
weight.

121.314 Loading the Carrier Satchel

Carriers must use a satchel when delivering mail on foot, except for 
authorized dismount deliveries. Carriers are expected to load the satchel 
with up to 35 pounds of mail. The weight of the satchel is not included in the 
35 pounds.

a. Carriers Using a Single Satchel. The first mail to be delivered is loaded 
into the satchel. Letter bundles are placed in the bottom of the satchel 
in the reverse order of delivery. The carriers then stands the flats on 
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edge with the addresses faced so they can be easily read when 
carrying the satchel. SPRs and samples that were not strapped out 
with the flats are then placed in the satchel.

b. Carriers Using a Double Satchel. Carriers have the option of wearing 
the Double Satchel in several configurations, according to their needs 
and the needs of the route. It can be used as a single or double pouch, 
with or without the shoulder strap(s) and waist belt. When using a 
configuration with the waist belt, the satchel is put on first and then 
loaded with mail. Carriers should use their discretion in arranging mail 
in the Double Satchel to ensure the most efficient methods and 
comfortable weight distribution.

121.32 Park and Loop and Drive-Out Routes
Flats and letters are pulled down and strapped out using the same 
procedures as foot routes. As the mail for each loop is pulled down and 
strapped out, it is placed into trays or other containers. If using a single 
satchel, carriers load the mail for the first loop into the satchel before leaving 
the office. If using the Double Satchel in a configuration with the waist belt, 
carriers load mail into the satchel at the first delivery point. The carrier is 
expected to load the satchel with up to 35 pounds of mail.

121.33 Curbline Routes
Curbline carriers pull down using the same work methods outlined for foot 
routes; but they must place letter and flat mail in delivery sequence in trays 
without strapping out. Carriers on curbline routes will normally handle 
presequenced letter and flat mailings as separate bundles, unless the 
delivery unit manager authorized the casing and/or collating of the mailings.

122 Scheduling Carriers

122.1 Establishing Schedules
122.11 Consider the following factors in establishing schedules:

a. Schedule carriers to report before 6 a.m. only when absolutely 
necessary.

b. Fix schedules to coincide with receipt and dispatch of mail. At least 80 
percent of the carriers’ daily mail to be cased should be on or at their 
cases when they report for work.

c. Schedule carriers by groups. Form groups of carriers who make the 
same number of delivery trips and whose office time is approximately 
the same.

d. Generally, schedule carriers of the same group to begin, leave, return, 
and end at the same time.

e. Schedule so that delivery to customers should be approximately the 
same time each day.

f. Make a permanent schedule change when it is apparent that one or 
more days’ mail volume varies to where it is causing late leaving.

g. Schedule carriers’ nonwork days in accordance with the National 
Agreement.
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122.12 Post all schedules and keep them up to date.

122.2 Carriers’ Leaving Schedules

122.21 Establishing Leaving Schedule
The leaving time for the carrier is determined by the following:

a. Workload. The normal workload for the route;

b. Availability of Mail. The time all the mail for the same day’s delivery is 
available;

c. Necessary Office Time. Time required to case this mail, withdraw, tray 
or strap out mail, obtain parcels, and complete other required office 
duties; and

d. Business Hours. Normal community business hours.

122.22 Maintaining Leaving Schedule
Carriers must be trained and motivated to complete their office work so that 
they may leave the office on time each day. The delivery unit manager must 
be aware of and record the daily workload for each route, and:

a. Provide assistance where necessary for carriers to meet scheduled 
leaving times;

b. Recognize when a judicious use of curtailment of non-preferential 
mails is appropriate; and

c. Use carrier late leaving reports to help determine performance 
efficiency and also to indicate possible training needs. Delivery 
managers at all levels must take positive steps to instill every employee 
with a sense of importance in the daily need to maintain schedules and 
perform all assigned duties within the allocated time.

122.3 Authorizing Overtime and Auxiliary Assistance
122.31 Before overtime or auxiliary assistance is authorized, determine whether:

a. Carrier can complete delivery within scheduled time.

b. Leveling the daily workload can be achieved by observing provisions in 
612, Postal Operations Manual.

122.32 When relief is essential, use the following criteria (not necessarily in the order 
listed) in determining the most economical manner in providing it:

a. Use overtime when it would be more economical than providing 
auxiliary assistance. Consider time in traveling to and from the route, 
drive-out cost or carfare cost, availability of replacements, delivery 
time, and conservation of fuel.

b. Use auxiliary street assistance in the field when it would be more 
economical than using overtime or providing assistance in office and/
or there is no replacement available who is proficient in casing mail. 
Before authorizing street assistance, consider impact of use of 
additional fuel.
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c. Use auxiliary assistance in the office when it would be more 
economical than using overtime or providing auxiliary assistance in the 
field. The following must also be considered:

(1) The replacement must have fair knowledge of the route and be 
able to case mail with reasonable proficiency.

(2) The replacement is employed in casing mail at a time when the 
regular is not in the office or on duty or where a separate case for 
flats and papers is available and the replacement would not 
interfere with the regular. Managers must instruct employees 
performing casing assistance not to load letter separations with 
large pieces and flats that would impair sorting additional letter 
mail.

d. Keep up to date a list of replacements most familiar with individual 
routes. Delivery services managers must use good judgment in 
determining the most efficient and economical methods of assigning 
overtime or assistance on high volume days to maintain normal 
delivery schedules.

122.33 The employee, upon request, will be provided a PS Form 3996, Carrier - 
Auxiliary Control, after the supervisor has been verbally informed as to the 
reason for the request. The employee shall not be denied the form and, upon 
request, a duplicate of the completed form will be provided the employee.

123 Providing Relay Service

123.1 General
123.11 When mail for a delivery trip weighs more than 35 pounds, make relays to 

one or more suitable collection or relay boxes appropriately located on the 
route. When a carrier uses a cart, the 35-pound limitation does not apply for 
the carry-out and/or any relays. Relays may also be made to safe points 
within office buildings or stores when agreeable to the owners or their 
representatives. Mail not deposited inside of relay or collection boxes must 
be placed in sacks locked with padlocks.

123.12 Determine service needs on a day-to-day basis at each unit and take the 
following actions:

a. Schedule relay carrier to report at delivery unit not earlier than 10 
minutes after scheduled leaving time of the foot carriers, to avoid 
excessive office time.

b. Insist that all carriers prepare relays before their carry-out mail and 
prior to scheduled leaving time, to avoid delay to relay carrier resulting 
in some carriers having to wait for relays.

c. Require all carriers to sack and label relays. The labels should show the 
location of the relay and the number of the foot route. It may also 
contain the number of the relay in order of relay delivery.

d. If space permits, have carriers place relays on a designated 
conveyance on the workroom floor rather than leave them in the aisles, 
around or under their cases.

e. Require carriers to include all mail in relays, except registered.
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Exhibit 123.31a
Form 1627
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Exhibit 123.31b
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124 Parking Area

124.1 Assign Spaces to USPS Vehicles
Whenever possible, USPS vehicles will be parked near the dock in 
specifically assigned spaces which are identified by individual route 
numbers.

124.2 Priorities for Parking Area Access
When the delivery unit’s parking area is too small to accommodate all USPS-
owned vehicles, USPS-leased vehicles, and employee drive-out vehicles, the 
following priorities will be observed in assigning spaces:

a. USPS-owned vehicles.

b. USPS-leased vehicles.

c. Employee drive-out vehicles.

124.3 Limitation on Employee Parking
Employees’ personal vehicles must not be permitted to park anywhere that 
they could interfere with official vehicle operations or designated customer 
parking.

125 Carrier Work Methods — Street

125.1 Loading Carrier Vehicles
The carrier should take all mail for delivery to the vehicle at the same time 
using a hamper or other assigned conveyance. Avoid extra trips to the 
vehicle unless they are absolutely necessary due to the quantity of mail. After 
clocking onto street time, carriers should proceed directly to their vehicles 
and load the mail in an orderly fashion. When loading the vehicle, parcels 
must be arranged in delivery sequence where they will be convenient to the 
carrier. On curbline routes, the working trays of letter and flat mail should be 
placed on the vehicle’s working shelf with the addresses faced so the carrier 
can easily read them. Flat mail is placed to the right of the letter mail. On park 
and loop routes, trayed letters and flats must be placed in a sequential order 
so that the carrier can quickly identify the mail for each loop. After loading 
the carrier must take empty equipment and parcels missorted to the route to 
a location designated by the delivery unit manager.

125.2 Loading Times

125.21 General
Where a motorized delivery unit does not have a ramp and loading times 
have been assigned to reduce congestion, carriers should be required to 
observe their assigned loading times.

125.22 Daily Supervision
Delivery unit managers must supervise loading area activities daily to prevent 
operational delays.
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125.23 Load at Assigned Space
Where a dock has a ramp, vehicles should be loaded at their assigned 
parking spaces. When loading at the dock is necessary, the unit manager 
must stagger loading to avoid lost waiting time.

125.24 Transport Mail to Vehicles
Mail for curbline or park and loop routes must be placed in hampers or other 
suitable conveyances for transporting to the loading point.

125.25 Sequence Parcels When Loading
While loading parcels into the vehicle, carriers are to arrange them in the 
sequence of delivery. Instruct carriers to place missorted, missent, or 
undeliverable as addressed parcels and empty equipment in a specific safe 
location, either on the dock or in another readily accessible location, which 
will not require them to return to their casing area.

125.3 Authorized Lines of Travel
Carriers are required to follow their authorized lines of travel at all times. On 
motorized routes this includes travel to and from: the route, authorized lunch 
locations, break locations, refueling locations, collection boxes, and on the 
route.

Note:  Managers may analyze vehicle travel by comparing the mileage 
used daily with the authorized mileage.

125.4 Carrier Satchel

125.41 Required Use
Carriers must use a satchel when delivering mail on foot, other than for 
authorized dismount deliveries. Carriers using the Double Satchel may wear 
it as a single or double pouch, with or without the shoulder strap(s) and waist 
belt, according to the needs of the carrier and the route.

125.42 Loading the Satchel
The satchel is loaded with all the letter, flat, and SPR mail for a loop or relay 
to minimize the trips to the replenishment point, except when this would 
require carrying more than 35 pounds of mail. When using the Double 
Satchel in a configuration with the waist belt, the satchel must be put on first 
and then loaded with mail. Carriers should use their discretion in arranging 
mail in the Double Satchel to ensure the most efficient methods and 
conformable weight distribution.

125.5 Park in Designated Location
On a park and loop route, the carrier must park the vehicle in the locations 
the unit manager has designated. After parking, the carrier must perform 
delivery as on a foot route, except for delivery of parcels.

125.6 Finger Mail
Carriers shall finger mail except when driving or when walking up or down 
steps or curbs, when crossing streets, or when this would create a safety 
hazard to themselves or the public.
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125.7 Parcel Delivery
Carriers ordinarily must deliver parcels at the same time other mail is 
delivered since separate delivery of parcels would necessitate traveling the 
route twice. However, if parcels cannot be carried with other mail in the 
shoulder satchel, or satchel cart where authorized, instruct the carrier 
regarding delivery of parcels using one of the methods outlined below:

a. Parcels Too Heavy or Large for Satchel. Bypass the stop until the loop 
is completed, then drive to the delivery point to deliver the parcel and 
other mail at the same time. Use this method when the mailer or 
addressee has authorized the carrier to leave the parcel.

b. Delivery of Parcel After Completing Loop. The carrier may park in the 
usual location and deliver the letter and flat mail first. However, when 
delivering the letters determine if the parcel is deliverable. If no one is 
available to receive the parcel but the carrier knows that someone is 
usually available, the carrier does not leave PS Form 3849, Delivery 
Notice/Reminder/Receipt. The parcel is returned to the office for a 
second attempt on the next delivery day. In this situation, a notice is 
left if the parcel cannot be delivered after the second attempt. If no one 
is available to receive the parcel and the carrier knows that no one is 
usually available, the carrier completes and leaves PS Form 3849 after 
the first attempt and returns the parcel to the delivery unit. If the carrier 
does not know if someone is usually available to receive parcels, a 
notice is left after the first attempt.

125.8 Curbline Delivery

125.81 Serve Boxes from Vehicle
On a curbline delivery route, the carrier must serve the mailbox without 
leaving the vehicle, except to collect postage dues, obtain payment or 
signature for extra services mail, to deliver parcels too large for the box, or to 
serve a box temporarily blocked.

125.82 Maintain Orderly Cargo Area
Motorized delivery carriers must maintain the cargo area of their vehicle in an 
orderly fashion to permit rapid identification of mail to be delivered.

125.9 Collection of Mail

125.91 Private Receptacles
Carriers must collect mail placed adjacent to, in, or on private mail 
receptacles when delivery is made to that particular delivery point. Carriers 
must always collect mail from curbline boxes they pass on their routes when 
the signal flag is raised. After collecting, the carrier will lower the signal flag 
whether mail has been delivered or not. Carriers will not raise the flag at any 
time nor operate any other signal device.

125.92 Collection Boxes
Carriers will collect mail from designated collection boxes as scheduled.
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Exhibit 126.13
Typical Labeling Pattern Carrier Throwback Case Item 129
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126.2 Management of Delivery Services
Exhibit 126.2
Analysis of Curtailed Mail (From PS Form 1571)
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126.42 Management of Delivery Services
Exhibit 126.3
PS Form 3997, Unit Daily Record
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Exhibit 126.41
Form 1813, Late Leaving and Returning Report — First Carrier Delivery Trip
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126.42 Management of Delivery Services
Exhibit 126.42
Analysis of Late Leaving (From PS Form 1813 or PSDS Printout)
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126.5 Management of Delivery Services
Exhibit 126.5
Review of Carrier Cases and Work Area
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a. Are the PS Forms 3982, Changes of Address, being maintained as 
instructed in Handbook M-41?

b. Is the carrier maintaining PS Forms 1564-A; 1564-B, Special Orders; 
and PS Form 1621, Delivery Management Report?

c. Are there any PS Forms 3575, Change of Address Order, in or on the 
carrier case that should have been processed by the carrier? If so, why 
weren’t they processed?

d. Is the work area clean of trash, and have all empty sacks and other 
equipment been placed in their proper location?

127 Office Work When Carriers Return From Route
The carrier unit managers must observe and direct carrier activity when 
carriers return from the route. Observe such things as:

a. See that carriers promptly clock in on return to office.

b. Note any excessive undertime as determined from the posted returning 
schedule.

c. See that clerks are available to check in accountable items as 
efficiently and promptly as possible.

d. When carriers have ended their tour of duty, review the carrier work 
areas for curtailed mail not reported on PS Form 1571.

e. Complete PS Form 1813, Late Leaving and Returning Report — First 
Carrier Delivery Trip, and PS Form 3997 or electronic equivalent from a 
nationally approved computer system that provides equivalent 
information.

f. Assign work to carriers who are undertime.

g. Assure that all vehicle repair tags are reported to the vehicle 
maintenance facility or maintenance contractor, as appropriate.

h. Review PS Form 3996, Carrier - Auxiliary Control, as it relates to time 
authorized and time used.

i. Review PS Form 4570, Vehicle Time Record, or PSDS Report No. 4, 
Vehicle Utilization, and the tachograph chart, where used, to assure 
that mileage traveled does not exceed authorized mileage for the route. 
In this connection: 

(1) Compare actual daily mileage driven to the authorized mileage 
shown on current PS Form 3999, Inspection of Letter Carrier 
Route, and PS Form 3999-B, Inspection of Collection Route.

(2) Where unreasonable deviations are found, determine cause and 
take necessary corrective action.

j. Make sure all carriers have returned their data collection devices to the 
appropriate cradles and information has been downloaded.
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Exhibit 128.1
PS Form 3930
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128.24 Management of Delivery Services
Exhibit 128.21
PS Form 1621, Delivery Management Report
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Exhibit 131.222
PS Form 1627
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Exhibit 131.232
Analysis of Auxiliary Routes
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Exhibit 131.241
Evaluation of Performance
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132 Management of Delivery Services
132 Review of Collection Service

132.1 Policy
Collection service is an integral part and highly visible function of the 
processing and delivery system and must be geared to the needs of the 
mailing public and at least must meet national minimum collection standards 
as published in Chapter 3, Postal Operations Manual. Effective and efficient 
service can be achieved through proper scheduling of service and day-to-
day management of the operation.

132.2 Considerations
132.21 Motorized city carriers should collect mail from boxes as they return to the 

office (with consideration to overall fuel consumption and travel time) rather 
than earlier in the day, thus affording customers more deposit time. This 
could also result in a reduction of mileage by evening collection runs, while 
continuing to provide adequate collection service. In addition to collection 
boxes, carriers must collect prepaid mail placed adjacent to, in, or on mail 
receptacles when delivery is made to that particular delivery point. Motorized 
carriers must collect from curbside boxes on their routes mail with postage 
affixed if the signal flag is raised.

132.22 Collectors must report heavy volumes of mail deposited in boxes by 
business mailers. Businessmen can be contacted to bring their mail earlier in 
the day.

132.23 Business collection trips must be scheduled to conform to availability of mail. 
If volume warrants, an additional box may be placed beside the original box 
to avoid customers’ leaving mail outside a filled box.

132.24 Mail chute receiving boxes and cooperative mailing racks in the lobbies of 
office buildings may be collected by foot collectors in the downtown area, 
using small folding nose handtrucks (Item 1071). This mail should be shuttled 
to the distribution unit by motorized collectors.

132.25 Station-based collection routes may be established, and mail from several 
routes can be shuttled to the mail distribution unit.

132.26 Larger residential carrier stations having sufficient vehicles and adequate 
platform space may make collections in their own territory as well as in the 
territory of several adjoining stations.

132.27 Parcel post delivery routes may be arranged to provide regular assignments 
consisting of parcel deliveries and collections. This will eliminate some of the 
problems regarding manpower available to make evening collections.

132.28 In VIM mailrooms, mail may be collected from bundled mail drops where 
provided.

132.29 The proper separation of Local, Out of Town, Metered and Stamped Mail, 
etc., must be maintained when collecting from boxes providing different 
levels of service.
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133.234 The number of collection points to be tested must be determined by local 
management. Use the following criteria in selecting percentage of routes to 
be tested:

133.24 Test Day
Conduct tests on routes that start before 12 noon, regardless of ending time, 
in one day, if possible. Conduct tests on routes beginning after 12 noon on a 
different day (not necessarily the next day). Conduct tests on Saturday, 
Sunday, and holidays, as well as during the week.

133.25 Test Card and Form
133.251 The large 10- by 13-inch reusable plastic test cards (D-1148) must be used 

as the primary test item. The cards are numbered to facilitate recording 
results of collection tests and to assure prompt recovery of any missed 
collections. The name and ZIP Code of the testing post office must be on the 
writing surface for identification before a test is conducted.

133.252 PS Form 3701, Delivery Survey, a multi-purpose mail test form, may be used 
in lieu of the large plastic card only for special-purpose testing or whether the 
use of the red and white plastic card would not be appropriate.

Note:  Use Postal Service stamped envelopes or envelopes with postage 
affixed to enclose PS Form 3701. Prepare PS Form 17, Stamp 
Requisition, in duplicate and label it Collection Test. Sign the original only 
and give it to the custodian of main stamp stock or to designated stamp 
clerk. Retain duplicate PS Form 17 with other records of the test.

133.253 When testing mail chute receiving boxes, the size of the plastic card need not 
restrict its use. If the manager or route examiner conducting the test cannot 
insert the card into the receiving box through the large opening for the 
deposit of packages, bundles, or over-size mail (which may not be provided 
on all mail chute receiving boxes), open the receiving box and place the card 
inside.

133.26 Recovery of Cards
Carriers must withdraw the plastic cards from the mail during collection and 
hand them to the designated manager on arrival at the office. When mail is 
carried to the office via a shuttle, the carrier making the initial collection must 
keep the plastic cards and turn them in upon return to the office. If the test 
card is not noted by the carrier, such as a sack in a cooperative mailing rack, 
the manager must arrange the recovery of these cards at the mail processing 
operation. The manager should note the circumstances of the recovery.

133.27 Test Mailing Record, Form 3702
133.271 The manager conducting the collection tests must enter the required 

information in the spaces and columns 1 through 10 of PS Form 3702, Test 
Mailing Record (Collection and Special Test Mailings). Furnish copies to 
designated managers as needed.

Total Collection Routes in Office Number Tested Each Quarter

10 or less All

11 to 100 50%

Over 100 25%
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133.272 Immediately on recovery of the test card, a designated manager must 
complete columns and spaces 11 through 15 of PS Form 3702. If a PS Form 
3702 is not immediately available, the manager must record card number, 
post office, ZIP Code, time received, and the number of the route from which 
the card was recovered. Use Item 0-13, Routing Slip, to forward this 
information to the unit conducting the test.

133.273 If the office conducting the test is an associate office participating in Area 
Mail Processing, the manager in the associate office must make 
arrangements to provide the office, processing their collection mail, copies of 
PS Forms 3702 for completion. These completed forms must be returned to 
the testing office immediately on completion.

133.28 Analysis and Corrective Action
133.281 If the tests show a collector failed to collect a box(es), a manager and a 

collector must immediately collect this box to verify a card was in the box, 
but the box was not collected. If investigation shows collector’s negligence 
or error, management must take corrective action as appropriate.

133.282 Tests should be made at individual boxes to determine if they should be 
withdrawn from service or relocated to benefit more customers. If a box 
consistently generates less than 25 pieces, a review must be made to 
determine if it should be retained at the location. Collection mail volume is 
only one factor to be considered for box removal or relocation. Character of 
mail collected (i.e., sales orders, daily reports, etc.) is also a prime factor. In 
residential areas, if collection boxes are about 1/2 to 1 mile apart, the density 
of these boxes is generally considered adequate. In business sections, install 
boxes where greatest mail volume will be generated and where it will be 
convenient to the greatest number of business places.

134 Street Management

134.1 Objectives
134.11 Street management is a natural extension of office management. All carriers 

are to be notified to expect daily supervision on the street just as they receive 
daily supervision in the office. For a delivery manager to fully understand and 
control the organization, the manager must be aware of any conditions that 
affect delivery anywhere within the service territory.

134.12 Accompanying carriers on the street is considered an essential responsibility 
of management and one of the manager’s most important duties. Managers 
should act promptly to correct improper conditions. A positive attitude must 
be maintained by the manager at all times.

134.13 Conservation of energy is most important, and street supervision must also 
be directed to achieve this objective. Supervisors must not permit 
unauthorized deviations from the route, engine idling for excessive periods, 
wasteful driving habits, and unauthorized or excessive vehicle stops and 
moves on park and loop routes.

134.2 Techniques
134.21 The manager must maintain an objective attitude in conducting street 

supervision and discharge this duty in an open and above board manner.
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134.22 The manager is not to spy or use other covert techniques. Any employee 
infractions are to be handled in accordance with the section in the current 
National Agreement that deal with these problems.

134.3 Criteria for Need
Certain criteria may call attention for individual street supervision. When 
overtime or auxiliary assistance is used frequently on a route (foot, 
motorized, parcel post, collection, relay), when a manager receives 
substantial evidence of loitering or other actions or lack of action by one or 
more employees, or when it is considered to be in the interest of the service, 
the manager may accompany the carrier on the street to determine the 
cause, or meet the carrier on the route and continue until such a time as the 
manager is satisfied. No advance notice to the carrier is required.

134.4 Findings
134.41 The manager may find:

a. Routes are not in proper adjustment, and the frequent use or requests 
for auxiliary assistance or overtime is warranted.

b. A change in the line of travel could reduce:  travel to and from the 
route, deadheading on the route, or time-wasting delivery patterns.

c. The carrier is not performing duties efficiently or safely with regard to:

(1) Vehicle movement on park and loop routes.

(2) Proper use of relays.

(3) Fingering mail while driving or when walking up and down steps 
or curbs or when crossing the street.

(4) Following the prescribed line of travel.

(5) Protection of all mail.

(6) Unauthorized or extended stops.

(7) Deviating from the route.

134.42 The manager must note areas of new construction, plan for expansion, and 
be aware of urban renewal areas, changing traffic patterns, the need to 
relocate collection boxes, customer problems of delivery, etc.

134.43 The manager must inspect for mail trapped behind wall-mounted or wall-
recessed apartment house mailbox units. Where mail is found, request 
apartment house management to initiate prompt corrective action to 
preclude recurrence.

134.44 The manager must periodically test mail locks on letter boxes and USPS 
approved receptacles installed with arrow locks as follows:

a. A special key for testing arrow or inside locks is available from the Mail 
Equipment Shops by requisition on PS Form 4983, Postal Key and 
Lock Requisition. Smaller offices need only one key; larger offices 
should not require more than 25 or 30 keys. The keys bear a numerical 
number beginning with key No. 1. Do not confuse these numbers with 
the combination number appearing on the back of locks and on the 
regular arrow keys.
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b. The test key shall be used as follows:  With the lock in a locked position 
and with the door or panel closed, insert the test key in the key slot in 
the same manner as is done with the regular arrow key. If the lock can 
be opened with the test key, it indicates the lock is defective and must 
be replaced immediately.

c. To ensure immediate identification of defective locks, a red pressure-
sensitive label has been provided which readily adheres to the surface 
of these locks. The label is imprinted Defective Lock — Send to 
Nearest Mailbag Depository. The printing is so arranged that when 
affixing the label to the lock, with some overlap, the indicated 
instructions can still be seen. This label is identified as Label 60, 
Defective Lock.

d. Send defective arrow or inside locks and padlocks to the Mail 
Equipment Shops in accordance with Handbook AS-701, Material 
Management. Defective arrow or inside locks and padlocks may be 
shipped as quantities justify, but must not be held longer than 8 
months. Be sure that a red label is attached to every defective lock 
sent to the depositories and that the label is not put on any lock unless 
it is known to be defective. Ship defective locks in lock container 
pouches. Enclose small quantities in cartons or heavy envelopes 
securely wrapped.

e. When defective locks are reported by carriers or by others, the locks 
must be promptly repaired or replaced. These include arrow or inside 
locks and padlocks on collection, storage, office mail chutes, non-
personnel rural postal units, and apartment house letter boxes, and on 
postal mailroom doors in office and apartment buildings. Withdraw 
from service immediately all mail locks on letter boxes that are 
defective in the slightest degree.

134.5 Safety
During any period of street supervision, every opportunity must be taken to 
emphasize safety while driving, walking on sidewalks, walking up and down 
steps, crossing streets, collecting mail, or delivering relays or parcels.

14 Adjustments

141 Minor Adjustments

141.1 Route Adjustment Without Special Inspection

141.11 Minor Adjustments
141.111 The routes must be maintained in reasonable adjustment throughout the 

year. In order to fulfill this requirement, local managers may find it necessary 
to make minor route adjustments, to provide relief, add deliveries, capture 
undertime, etc.

141.112 When considering if a mail count and route inspection is necessary, review 
the nature and scope of the adjustments needed. If the review discloses that 
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Administration of City Delivery Service 141.133
only minor adjustments are necessary, the adjustments should be made from 
current management records and information.

141.113 When it is observed that a delivery unit is regularly exceeding its daily 
authorized carrier hours, as indicated on the latest PS Form 3998, Unit 
Summary of City Delivery Assignments (see chapter 3), management must 
first ensure that the applicable procedures in this chapter are fully 
implemented and enforced. Particular attention must be given to carrier 
scheduling, receipt of mail, and carrier work methods in the office and on the 
street. Some other areas that should be reviewed are delivery unit changes in 
office routines, street management, and additional or more beneficial 
segmentations of mail.

141.12 Office Routines
141.121 Delivery managers must continually review carrier office routines in order to 

determine whether all unnecessary time consuming practices have been 
eliminated or reduced to an absolute minimum. A review should be made of 
the unit layout to ensure that the workroom is arranged to minimize travel 
and to facilitate an orderly flow of mail. All excess and unnecessary 
equipment should be removed from the workroom floor. If this is not 
possible, place it in an area where it will not interfere with an efficient 
operation.

141.122 Where possible, at least 80 percent of the carrier’s mail should be on the 
case ledge prior to the carrier reporting. At offices where it is impractical to 
place mail on or near the carrier’s case prior to the reporting time, 
management should consider establishing a fixed schedule for mail 
withdrawals or establishing a minimum number of controlled withdrawals. 
The withdrawals should be scheduled to coincide with the receipt of mail or 
the distribution needs of the office. Carriers must not be allowed to withdraw 
their mail except under controlled conditions in order to facilitate the volume 
recording process. However, regardless of the procedure used in the office, 
mail received from the main office or mail distributed at the unit while the 
carriers are on the street should be on the carrier cases when they return 
from the street.

141.13 Street Management
141.131 Delivery managers must ensure that carriers hold the number of park points, 

swings, loops, and relays to the absolute minimum necessary to provide 
delivery. Unnecessary movement of vehicles and vehicle stops not only 
expand street time, but also waste energy.

141.132 Where carriers use public conveyances for transportation to and from their 
routes, leaving and returning times must be arranged to reduce carrier 
transportation waiting time to a minimum. In addition, relay runs should be 
arranged so that carriers do not have to wait for relays.

141.133 Deadheading and unnecessary retracing should be eliminated. Lines of travel 
as indicated by the case layout must be followed by the carrier. Unauthorized 
deviations generate customer complaints, waste both time and energy, and 
conflict with the order which the letters are placed in under Delivery Point 
Sequencing. When it is determined that more efficient travel patterns are 
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141.19 Management of Delivery Services
141.19 Formula for Making Minor Adjustments
A simple formula for making minor adjustments, without mail counts and 
inspection, may be made in the following manner if the previous count and 
inspection data is reasonably current and the same carrier is serving the 
route being considered:

a. Determining Office Time. Using the most recent PS Form 1840, review 
the net and standard office time and select the lesser of the two. If the 
net office time is used, deduct the actual times used on Lines 14, 15, 
16, 19, and 21, the 5 minute standard for Line 20 and the office break. 
If the standard office time is used, deduct the standard time allowance 
for Line Items 14, 15, 19, 20, and 21 (use actual times if they exceed 
the standard times) and the actual time used for Line 16 and the office 
break. Divide the remainder by the number of possible deliveries.

Example 1: Net office time less than standard office time.
Possible deliveries 530
Net office time — 3:10

Activity Minutes

Line 14 3

Line 15 4

Line 16 0

Line 19 2

Line 20 5

Line 21 6

Office Break 10

Total Minutes 30

3 hrs. 10 mins. – 30 mins. = 2 hrs. 40 mins. or 160 mins.
160 mins. ÷ 530 deliveries = .30 mins. of office time per possible delivery.
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Example 2:  Standard office time less than net office time.
Possible deliveries 530
Standard office time — 3:25

b. Determining Street Time. Using the most recent PS Form 3999, deduct 
the vehicle loading time, travel time to and from route, time spent 
collecting from collection boxes, time spent for relays, gassing vehicle, 
vehicle moves, replenishing mail after loop, breaks, and comfort stop 
time. Divide the remainder by the number of possible deliveries to 
determine the street time used per delivery.

Possible deliveries 530
Street time for Form 3999 — 5:15

c. Determining Time Per Delivery. Add average office and street time to 
determine time per delivery.

Activity Minutes

Line 14 6

Line 15 5

Line 16 0

Line 19 3

Line 20 5

Line 21 9

Office Break 10

Total Minutes 38

3 hrs. 25 mins. – 38 mins. = 2 hrs. 47 mins. or 167 mins.
167 mins. ÷ 530 deliveries = .32 mins. of office time per possible delivery.

Activity Minutes

Vehicle loading time 6

Travel to and from route 12

Collection Boxes 5

Gassing Vehicle 5

Vehicle Moves 5

Replenish mail after loop 5

Break 10

Comfort Stop   4

Total Minutes 52

5 hrs. 15 mins. – 52 mins. = 4 hrs. 23 mins. or 263 mins.
263 mins. ÷ 530 deliveries = .50 mins. of street time per possible delivery.

.30 Office time per delivery

+ .50 Street time per delivery

.80 Time per delivery
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144.3 Management of Delivery Services
District managers have the authority to approve implementation and such 
approval must be obtained prior to inception of this program.

144.3 Management Advantages
144.31 General advantages to management are:

a. Greater opportunity for organizing, directing, coordinating, and 
controlling the activities during the office phase of delivery operation.

b. Better control over auxiliary assistance and overtime.

c. Greater flexibility in assigning assistance to routes.

d. Opportunity for maintenance staff to make vehicle repairs earlier in the 
day.

e. Availability of vehicles used by carriers for other assignments to 
improve vehicle utilization.

144.32 Properly arranged and managed, routes under this program can provide 
more consistent delivery of non-preferential mail each day. Non-preferential 
mail distributed in the mail processing unit during non-premium daytime 
hours and moved to the delivery units early in the afternoon may be cased for 
next day delivery. Where necessary to meet the changing volume 
fluctuations of non-preferential mail, delivery managers have the afternoon 
and evening hours in which to assure completion of route casing of this mail 
for next day delivery. Improvement in actual flow from distribution to delivery 
and provision of more consistent delivery of this mail can and should provide 
definite service improvements.

144.33 It is not intended that the Expedited Preferential Mail Program promote 
release of regular carriers before completion of 8 hours service daily. Local 
management must ensure that each regular route is adjusted as nearly as 
possible to an 8-hour workday for the carrier.

144.4 Customer Benefits
Benefits to the customer include the following:

a. Earlier delivery.

b. More consistent delivery.

c. Earlier return of mail collected by carrier on route.

144.5 Operational Review
This system is not practical nor necessary to all post offices or delivery units. 
Carefully review local operating conditions (i.e., mail arrival and availability, 
present schedules for distribution and delivery, etc.) to determine if the 
system can be used successfully. Generally, the system is designed for 
residential units and may not be effective at business stations.

144.6 Route Adjustments
If routes are properly adjusted before implementation of this system, route 
adjustments will not normally be required when the system is installed. In a 
reasonable period after implementation, review workload for possible 
adjustment.
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144.7 Implementation
144.71 Establish carrier leaving time, keeping in mind that one of the prime 

objectives is to provide earlier delivery while maintaining a consistent leaving 
time. Proper scheduling of carriers should negate any basis for early 
departure times for route deliveries.

144.72 Adjust carrier reporting time only to provide for casing of preferential mail, 
and time-value mail, and markups for delivery within the same station.

144.73 Establish schedule for return from route and afternoon office work. 

144.74 If possible, the carrier should case only the preferential and time-value mail in 
the morning since this will aid supervision in visually assessing workload for 
that delivery trip.

144.75 Require carriers to complete PS Form 1571 in the morning for undelivered 
preferential and time-value and another in the afternoon for non-preferential 
mail. Require completion and submission of the form in duplicate by carriers 
who request copies.

144.76 Avoid casing local third-class mailings in the morning.

144.77 This system is designed to control overtime and auxiliary assistance. The use 
of office assistance to case non-preferential mail and/or perform markup 
work can be an effective tool to achieve this objective.

144.78 Require carriers to place flats in delivery sequence in the afternoon. This will 
permit the relatively low volume of preferential flats to be inserted the 
following morning and reduce the morning office time needed.

144.8 Coordination with Mail Processing
144.81 Coordinate with mail processing unit to ensure that carrier schedules are 

consistent with mail availability and that proper flow can be established and 
maintained.

144.82 Assure that accountable mail will be available to carriers for earlier departure.

144.83 Request that non-preferential mail be kept separate in distribution.

144.9 Transportation
Adjust vehicle runs to stations to:

a. Eliminate unnecessary early morning trips.

b. Provide necessary mid-day runs so that non-preferential mail is 
available for afternoon casing by carriers.

c. Provide transport to mail processing unit of that mail collected by letter 
carriers on their routes.

145 VIM (Vertical Improved Mail)

145.1 What VIM Applies To
VIM applies to the delivery and collection of mail in high rise and multi-tenant 
office buildings.
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154 Management of Delivery Services
c. Assure that all carriers are qualified to drive the vehicles that will be 
assigned to them and hold a valid state driver’s license.

d. Relabel the case to conform to new delivery pattern.

e. Make adjustments at the time of implementation.

f. Revise remaining parcel post, relay, and collection schedules.

g. Make arrangements for removal of relay boxes declared surplus. 

154 Route Inspections
Inspect routes 30 days after start of motorization except for vehicles 
assigned during accounting periods 3-9-10-11-12. Schedule inspections 
within 15 days after these abnormal periods. Make final route adjustments 
and complete the after cost section of PS Form 4315 as a result of count and 
inspection. Further attention must be given if actual after cost per delivery is 
greater than proposed cost per delivery shown on PS Form 4315.

16 Parcels

161 Parcel Delivery Requirements
The day-to-day supervisory requirements for parcel post routes are basically 
the same as for city letter carrier routes. The office work routine, both before 
leaving for the route and after returning from the route, is somewhat different, 
as follows:

a. Determine workload by inspecting incoming volume. Check parcel 
post in sacks and containers and include outsides. Determine number 
of delivery hours needed, based on reasonable efficient performance, 
and set up runs. More parcels can be delivered per hour when mail 
volume is high rather than when it is low. (See performance rates 
during the last count and inspection period.)

b. Withhold, generally, all small parcels (not exceeding 2 pounds) to be 
delivered by foot carriers. Don’t delay getting these parcels to the foot 
carriers.

c. Adhere to a distribution cutoff time, generally. Do not require that 
parcels distributed after this time connect with same day delivery.

d. See that parcel post carriers obtain accountable items prior to loading 
their vehicles and load both at the same time, setting up the parcels in 
sequence of delivery as they load parcels and/or sacks.

e. See that loading of parcels on vehicles is efficient. See that carriers do 
not dump more than one sack separation at the dock and set it up in 
order of delivery. Carriers must leave promptly after loading and must 
take enough parcels to minimize returning to the office.

f. Unit managers must make periodic checks to determine that the 
maximum number of firm directs are being made. Make a 3-day check 
on the number of firms that received five or more parcels daily and 
make direct sacks for these firms. (Use PS Form 1838-B, Parcel Post 
Firm Delivery Worksheet.)
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171.3 Management of Delivery Services
(3) Arrive at the total cost by public transportation by adding the 
amounts obtained in 171.2a(1) and (2).

b. Privately owned vehicle (PS Form 1311, Carrier Transportation 
Agreement). Multiply the travel time to and from the route (from the 
current PS Form 3999, Inspection of Letter Carrier Route) x current rate 
per minute. If no current PS Form 3999 is available, make a physical 
check.

(1) Determine the driveout agreement cost to and from the route. 
(Exclude the cost for relays, passengers, and car movements 
between route segments.)

(2) Arrive at the total cost under the driveout agreement by adding 
the amounts obtained in 171.2b(1) and (2).

171.3 Distances
171.31 The distance from the delivery unit to and from the route shall be the 

distance from the platform or post office exit (not where the vehicle is parked) 
to the point of the first delivery or to the point of the last delivery.

Note:  The distance from the end of the route to the delivery unit is used 
only where the route begins at a distance less that 1/2 mile from the 
delivery unit and ends at a distance more than 1/2 mile from the delivery 
unit.

171.32 The distance between segments of routes shall be the distance from the last 
delivery point of a segment to the point of the first delivery of the next 
segment.

171.33 New construction or demolition may result in distance changes requiring 
recomputation.

171.34 PS Form 1311 provides for reimbursement for each car movement when a 
carrier uses his or her vehicle as transportation for distance of more than 1/2 
mile between segments of a route or routes. The necessity for all these 
moves must be determined, and distances verified by the route examiner or 
manager performing inspections. When one or more stops are added 
between these segments, the distances must be remeasured to determine if 
the allowance is still warranted.

171.35 Managers must be alert to changing carriers’ line of travel where distances 
from starting and ending points to the delivery unit can be reduced to less 
than 1/2 mile separately, without adversely affecting the service or requiring 
substantial scheme changes.

171.36 The location of a suitable and reasonable lunch place and time must be a 
subject of discussion between the carrier and the unit manager. The 
authorized location(s) must be on or within a minimum reasonable distance 
from the route. Particular attention must be given to the reasonableness of 
the distance to the eating place and back to the route. If at all possible, the 
authorized lunch stops should be on the line of travel.
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18 Management of Delivery Services
18 Quality Control Guidelines — Undeliverable as 
Addressed Mail

181 Delivery Units — All

181.1 Responsibilities of the Delivery Unit Supervisor
The delivery unit supervisor must:

a. Review mail undeliverable as addressed (UAA) to identify errors and 
maximize efficient handling procedures at delivery units and at 
Computerized Forwarding System (CFS) units.

b. Develop a schedule as management information for sampling UAA mail 
from one or more carriers. Check enough routes to assure that all 
routes and employees are reviewed frequently. Conduct more frequent 
reviews on those routes where the checks reveal that the quality of 
service needs upgrading. Record the results of the review. Provide 
training for the carrier in the proper methods and procedures when 
required. Maintain a review form for each carrier in a binder. This will 
enable the manager to evaluate the performance of the carrier on an 
ongoing basis. Also maintain a consolidated review form so that the 
delivery manager may analyze the units overall performance on “no 
record mail.”

c. Review mail preparation to determine if it is being sent to the 
forwarding unit according to local instructions. Check carrier cases to 
assure PS Forms 3575, Change of Address Order, are not being held 
by the carrier until the effective date. PS Form 3575 should be 
annotated on PS Form 3982 and sent to the CFS unit immediately 
upon receipt, regardless of the effective date.

d. Review mail for misthrows, especially after scheme changes.

e. Review machineable and non-machineable separations to determine if 
they contain mail that must be delivered as addressed, or sorted to one 
of the basic separations for undeliverable as addressed mail on the 
carrier’s case. (This can be accomplished by randomly withdrawing 
from separations and verifying existence of a current removal from 
PS Forms 3982, Changes of Address.) If necessary, review of some or 
all of the mail cased to these separations can be completed after a 
carrier leaves the office.

Note:  Delivery employees should case mail according to the 
address — unless it triggers recollection of a change of address. 
Only then should name on the mail be considered. No mail is to be 
cased to the CFS separations unless the employee is sure the 
addressee has moved. When an employee has no recollection of a 
change of address, any mail to that address must be cased for 
delivery.

f. Review mail cased to the basic separations for undeliverable as 
addressed mail on the carrier’s case.
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