
What America Wants and 
Needs for the Postal Service

In May of 2013, the U.S. Postal Service O�ce of Inspector General (OIG) released a paper 
summarizing the results of a national web-based survey aimed at better understanding how 
Americans view the U.S. Postal Service now and its role in the future.  To gain further insight into 
the results  of the preliminary survey and explore the types of compromises the public is willing 
to accept, the OIG again partnered with market research �rm InfoTrends to conduct a series of 
focus groups across the country.  Participants hail from 11 states and interviewed people 
representing rural, suburban, and urban locations.

Source: OIG Risk Analysis Research Center Report Number: RARC-WP-13-009, What America Wants and Needs from the Postal Service: 
Summary of Focus Group Research 
http://www.uspsoig.gov/sites/default/files/document-library-files/2013/rarc-wp-14_009.pdf

Many participants 
could foresee a private 
company coming in to 
deliver mail, but for a 
much higher price.

For Americans to 
make an informed 
decision about 
what they 
expect from the 
Postal Service, 
they must 
understand 

its funding 
structure. 

The amount of 
participants who 

said they would be 
impacted if the 
Postal Service 
ceased to exist.

Although concerned, 
younger generations 

were less so than their 
older cohorts.

Nearly 70% of 
participants 

incorrectly 
believed the Postal 
Service was at least 
partially funded by 
tax dollars.

Most participants want their 
Post O�ce hours to remain the 
same, worrying that if hours 
were cut, wait times would grow. 
Some participants suggested 
keeping the same number of 
hours, but making the Post 
O�ce more accessible by 
opening in the early morning, 
during lunch, and on Saturdays.

Post O�ce

City
Library

Dept. 
Game & 
Wildlife

Participants saw utility in having other services o�ered at their Post O�ce, 
but assumed others would use them rather than themselves.
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Rural participants were most 
interested in delivery 
locations that provided 
added security.

People from all areas were interested in 
centralized, clusterbox delivery, as long 
as it was safe and well-implemented.

Suburban and 
urban areas were 
more motivated 
by convenience.

The older the participant, the less 
likely they were to entertain new 

opportunities. 

Participants found it 
di�cult to visualize potential 
digital services.

Around 20% of the 
participants did not 

use the Internet. 
Rural participants 

were more likely to 
depend on physical 

communications 
because they didn’t 

have reliable Internet.

Rural participants 
saw the Post O�ce 
as valuable to the 
community and had 
security concerns 
about co-locating 
postal services to 
other retailers.

Urban Participants saw 
the Post O�ce as a 

convenience and liked 
the idea of co-location.
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