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This report presents the results of our self-initiated audit of the U.S. Postal Service
passport program (Project Number 07YG017MS000). Our objective was to determine
whether the Postal Service accurately conveys passport application locations and
appointment information to the public.

We concluded the Postal Service generally provides the public with accurate passport-
related appointment and location information. This information, which is housed in the
Facilities Database (FDB), is provided to customers via the Postal Service contact
center, 1-800-ASK-USPS, and on the Postal Service’s website, USPS.com. However,
our review determined that the FDB is sometimes inaccurate and that USPS.com does
not tell customers what post offices require appointments to apply for passports. We
recommended management validate the information in the FDB related to passport
application acceptance and ensure that facilities are listed as passport application
acceptance facilities only after the Department of State approves them to accept
passport applications. We also recommended management change USPS.com to
include information on whether customers need appointments to apply for passports at
specific post offices.



Management agreed with our recommendations and has initiatives in progress,
completed, or planned addressing the issues in this report. We have included
management’'s comments and our evaluation of these comments in the report.

The U.S. Postal Service Office of Inspector General (OIG) considers recommendations
1 and 2 significant, and therefore requires OIG concurrence before closure.
Consequently, the OIG requests written confirmation when corrective actions are
completed. These recommendations should not be closed in the follow-up tracking
system until the OIG provides written confirmation the recommendations can be closed.

We appreciate the cooperation and courtesies provided by your staff during the audit. If
you have any questions or need additional information, please contact Robert Mitchell,
Director, Sales and Service, or me at (703) 248-2100.
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EXECUTIVE SUMMARY

Introduction This report presents the results of our self-initiated audit of
the U.S. Postal Service passport program. We determined
whether the Postal Service accurately conveys passport
application locations and appointment information to the
public.

Results in Brief The Postal Service generally conveys accurate passport
application locations and appointment information to the
public on its website, USPS.com, and through its contact
center, 1-800-ASK-USPS. However, the Facilities
Database' (FDB), which is relied on as the source of
information for facilities that accept passport applications, is
sometimes inaccurate. Customers receiving inaccurate
information about passport acceptance facilities could
experience delays and frustration in the application process
and may apply for their passports elsewhere, which could
negatively impact revenue and the Postal Service brand.

Additionally, USPS.com does not provide information on
which post offices require appointments for customers to
apply for passports. As a result, customers make
unnecessary calls or trips to their local post offices to find
out whether an appointment is necessary when this
information could be displayed on USPS.com. This
inconveniences customers and ties up employee time
answering calls. Also, the post office locator links on the
USPS.com passport main page may have misled
customers. During our audit, management agreed that
customers may be misled by the locator links and made
changes based on U.S. Postal Service Office of Inspector
General recommendations.

Summary of We recommended the Vice President, Customer Service,
Recommendations and the Manager, Retail Marketing, coordinate with the
Vice President, Delivery and Retail, and the Manager,
Customer Service Support, to validate the information in the
FDB about accepting passport applications and establish
controls in the FDB to ensure that managers can list their
facility as approved for passport application acceptance only

' The Postal Service’s FDB maintains information on every Postal Service facility. The FDB includes hours and
locations for passport application acceptance, appointment information, and whether photos are taken.



Postal Service Passport Program MS-AR-07-004

after the Department of State certifies that the facility is
approved.

We recommended the Vice President, Product
Development, direct the Manager, USPS.com, to change
USPS.com to include information on whether appointments
for passport application acceptance are needed at specific
post offices. The Postal Service should negotiate with the
strategic alliance partner to change the website’s template
application, find a new partner or contractor, or perform the
work in-house.

Summary of Management agreed with our findings and
Management’s recommendations, stating they:
Comments

e Have established a reconciliation process between
the Postal Service and the Department of State using
the Department of State Certificate of Program
Compliance documents.

e Have established a control in the FDB requiring a
Postal Service facility to enter a Department of State
facility identification number into the FDB before it
can enter passport-related information into the
system.

e Will change USPS.com to include information on
whether customers need appointments to apply for
passports at specific post offices.

We have included management’s comments? in Appendix

B.
Overall Evaluation of Management’s actions taken or planned are responsive to
Management’s the recommendations and should correct the issues
Comments identified in the findings.

2 Management's response to our draft report included attachments entitled "Department of State Certification of
Program Compliance" and "Business Requirements Document Passport Services Version 1.0." Because the
resulting file size exceeded our system limitations, we have not included these attachments in our report. We will,
however, provide them upon request.
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INTRODUCTION

Background In 1975, the Postal Service began accepting passport
applications for the Department of State. Today, post
offices, public libraries, and courthouses can all accept
passport applications and mail them to the Department of
State for processing if they choose to participate in the
program and are approved by the Department of State to
accept applications.

In December 2004, Congress passed the Intelligence Reform
and Terrorism Prevention Act of 2004.° The act included the
Western Hemisphere Travel Initiative, effective January 23,
2007. This travel initiative requires all U.S. citizens traveling
by air to a non-U.S. entity to have a passport to re-enter the
U.S.* As early as January 1, 2008, U.S. citizens traveling by
land or sea to a non-U.S. entity may be required to present a
valid U.S. passport or other documents, as determined by the
Department of Homeland Security, to reenter the U.S.

In the past 2 years, the Postal Service has added
approximately 2,000 new locations to accept passport
applications, for a total of over 5,000 Postal Service facilities
nationwide. In fiscal year (FY) 2006, the Postal Service
accepted 5.9 million passport applications for the
Department of State. The Department of State estimates
that in 2007, 16 million passports will be requested, and the
Postal Service estimates that it will receive approximately
10.9 million (68 percent) of those applications. By 2008, the
Department of State anticipates that over 20 million
passports will be requested. The Postal Service passport
program manager expects application volume to increase
for several years as the new laws take effect.

In FY 2006, the Postal Service received passport revenue
totaling approximately $219 million, surpassing the FY 2005
revenue of $167 million by $52 million, or 31 percent.
During the first 6 months of FY 2007, the passport program
generated $174 million in revenue.

® Public Law 108-458, Dec. 17, 2004.

* On June 8, 2007, because of longer than expected processing times for passport applications in the face of heavy
demand, the Department of State announced that U.S. citizens traveling to Canada, Mexico, Bermuda, or countries in
the Caribbean region who have applied for, but not yet received, passports can reenter the U.S. by air by presenting
a government-issued photo identification and Department of State proof of application for a passport. This change is
effective through September 30, 2007.
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Postal Service Headquarters submits a quarterly list of
facilities interested in accepting passport applications to the
Department of State for approval. Approval depends on
several factors, such as the ability to accept applications
during the core hours of 10 a.m. to 3 p.m., and office
proximity, as the Department of State requires facilities to
be a minimum of 10 miles apart.®> Postal Service facilities
must be approved before they can accept passport
applications. Once a facility is approved to accept
applications, the sales and service associates accepting
passport applications must complete an online or classroom
training course sponsored by the Department of State.
There are no costs or fees for becoming a passport
acceptance office, or for the training. The manager of an
approved facility must also update passport information in
the Postal Service’s FDB and with the Department of State,
as needed.

The table below lists passport application fees:

Passport Application Fees

Fees Amount Paid to:

Acceptance Fee $30.00 | Postal Service
Passport Fee DS-11 — age 16 and over $67.00 | Dept. of State
Passport Fee DS-11 — under age 16 $52.00 | Dept. of State
Expedited Processing Service* $60.00 | Dept. of State
Postal Service Express Mail® service from passport $16.25 | Dept. of State
agency to customer*

Postal Service Express Mail service to lockbox $16.25 | Postal Service
address™

Postal Service photo fee* $15.00 | Postal Service

*Optional services

Based on the table, a typical adult customer pays $112, of
which $45 is paid to the Postal Service for photo and
acceptance fees, mailing the application to the Department
of State, and mailing from the Department of State to the
customer. The Postal Service collects the remaining $67 for

® The only exception to the 10-mile

rule is for facilities located in heavily populated areas.
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the passport fee on behalf of the Department of State at the
time of application and mails it with the customer’s
application. Customers may pay passport fees to the Postal
Service and the Department of State by cash,’ check,’ or
money order.® Customers may also use debit or credit
cards to pay Postal Service fees, but cannot use debit or
credit cards to pay the Department of State.

To provide information on post office passport facilities to
customers, the Postal Service’s website, USPS.com, uses a
free electronic application template provided by a strategic
alliance partner. When customers click on a locator page
on USPS.com, they are redirected to the partner’s website,
which maintains the look and feel of USPS.com. The
template is provided free to the Postal Service in exchange
for allowing the partner to provide links to other web pages,
and the partner receives revenue for click-through traffic
from advertisers on the other web pages. The alliance with
the partner is renewed and website changes are negotiated
annually.

Objective, Scope, and See Appendix A.
Methodology

Prior Audit Coverage We did not identify any prior audits or reviews related to the
objective of this audit.

® The Postal Service accepts cash for purchase of a postal money order made payable to the Department of State.
7 Checks include personal, business, cashier’'s and traveler’s checks, and U.S. Treasury checks.
8 Money orders include postal and non-postal.
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AUDIT RESULTS

The Postal Service generally conveys accurate passport
application locations and appointment information to the
public. However, management can improve the accuracy of
this information housed in the FDB and provided to
customers via the contact center and on USPS.com.

Some Customers The FDB contains some inaccurate information about

Receive Inaccurate locations and hours that passport applications can be

Passport Information accepted. Inadequate controls and the absence of a
reconciliation between the Department of State and FDB
databases cause inaccuracies in the FDB regarding what
facilities accept passport applications. If the FDB does not
contain accurate, reliable data, the information provided to
Postal Service customers through USPS.com and the
contact center is inaccurate.

One of the Strategic Transformation Plan’s strategies is
“improving customer service across all contact points.” The
Strategic Transformation Plan also states:

...customers expect accurate, consistent
information regardless of whether they come
to a post office, contact the Postal Service by
phone or the Internet, or ask their carrier
about a product or service.

When we compared Department of State lists of post offices
accepting passport applications to FDB lists, we identified
approximately 350 discrepancies. The Department of State
listed approximately 5,250 Postal Service locations that
accept passport applications on its behalf, while the FDB
listed approximately 5,600 Postal Service facilities. We
conducted a detailed reconciliation of these lists and
identified 911 exceptions,® 303 from the Department of
State and 608 from the FDB. We shared the results of our
analysis with Postal Service management, and they
conducted their own reconciliation, with similar results.

In April 2006, the Postal Service established an annual
validation program for the FDB requiring facility managers to

° We considered exceptions to be facility location information such as facility name, city, or street address, found in
one database but not the other.
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certify that they have validated the information about their
facilities. However, passport information in the FDB
remains inaccurate. Postal Service passport program
managers are working to correct the inaccurate passport
program facility information.

The Department of State and the FBD databases are not
reconciled to validate the accuracy of information on each
Postal Service facility approved to accept passport
applications. Additionally, managers of Postal Service
facilities can input and update passport data in the FDB,
even though their facility may not be approved by the
Department of State to accept passport applications. Postal
Service management acknowledged that the databases had
not been reconciled and are working on developing controls
to address this issue.

Once a Postal Service facility is approved to accept
passport applications, managers must not only update the
information in the FDB, but must also provide the
designated Department of State passport agency'® with
facility information used to update the Department of State
database and website. Overlooking either location can lead
to inaccurate information in one or both databases.
Management suggested one possible solution would be an
electronic feed of passport acceptance location data from
the FDB to the Department of State, eliminating the need for
facility managers to keep two databases current and
accurate.

The FDB feeds information to other Postal Service systems
such as USPS.com and the contact center. Inaccurate data
in the FDB will lead to Postal Service customers receiving
inaccurate information through USPS.com and the contact
center. Customers receiving inaccurate information about
passport acceptance facilities may experience delays and
frustrations attempting to apply for a passport at a facility
that does not accept applications. Thus, customers may
take their passport business to other locations, such as
public libraries or courthouses,"" which could result in a loss
of revenue and a negative impact on the Postal Service
brand.

' The Department of State has 14 passport agencies throughout the U.S. Each passport agency serves a specific
region of the country and offers customer service to customers and passport acceptance agents.
" The Postal Service competes with public libraries and courthouses for passport application business.
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Recommendations We recommend the Vice President, Customer Service,
and the Manager, Retail Marketing, coordinate with the Vice
President, Delivery and Retail, and the Manager, Customer
Service Support, to:

1. Work with Department of State management to develop
a reconciliation process to ensure that both the Postal
Service’s Facilities Database and the Department of
State’s database contain identical passport acceptance
facilities information.

2. Establish controls in the Postal Service’s Facilities
Database to ensure that facility managers can list their
facility as passport acceptance facilities only after the
Department of State approves the facility to accept
passport applications.

Management’s Management agreed with our recommendations. The Retail

Comments Marketing group has established a reconciliation process
between the Postal Service and the Department of State
using the Department of State Certificate of Program
Compliance documents. The Retail Marketing group has
also established a control in the FDB requiring a Postal
Service facility to enter a Department of State facility
identification number into the FDB before it can enter
passport-related information into the system. Management
will fully implement this control by the end of FY 2007.

Evaluation of Management’'s comments are responsive to the
Management’s recommendations and their actions taken or planned should
Comments correct the issues identified in the finding.
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Passport USPS.com does not provide specific appointment
Appointment and information on passport application acceptance.
Location Information  Additionally, the post office locator links on the passport
on USPS.com Needs  main page on USPS.com may have misled customers.
Improvement

Locator Template Does The Strategic Transformation Plan 2006-2010 states that

Not Include Specific the Postal Service will enhance access and ease of use of
Appointment its products and services. However, the USPS.com locator
Information template does not specifically list the post offices that

require appointments for passport application acceptance,
even though this information is available in the FDB. As a
result, customers may make unnecessary calls or visits to
their local post office to determine whether an appointment
is necessary. In addition to inconveniencing customers, this
ties up employee time answering calls.

The Department of State website clearly tells users whether
an appointment is needed at Postal Service facilities, but
USPS.com does not. Instead, the Postal Service has a
special message directing customers to call their local post
offices to determine whether an appointment is needed.
This message was not clearly displayed or easily accessible
to customers using USPS.com and could be located only by
clicking through three separate links from the passport main
page. During our audit, Postal Service management moved
the message to the passport main page; however,
customers must still call their local post offices to determine
whether an appointment is needed.

USPS.com does not provide post office specific
appointment information because the USPS.com locator
template, managed by a Postal Service partner, does not
currently allow for this information on the site. According to
management, the partner has been reluctant to make
changes to the template because it is standardized and is
used by businesses other than the Postal Service. Thus,
management believes the template cannot be significantly
altered for the Postal Service and still be provided free of
charge. Further, the Postal Service has not considered
other avenues, such as using a new partner or contractor or
performing the work in-house, to provide locator information
on USPS.com.
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Post Office Locator The USPS.com passport main page had two post office
Links May Have Misled locator links that may have misled customers. These two
Customers locator links may have led customers to the wrong facility, at

the wrong time, or without a required appointment. During
our audit, management agreed that customers may have
been misled by the locator links and took actions to correct
the deficiencies we identified.

On the passport main page, customers could choose
between two links (shown below) to locate the closest post
office that accepts passport applications.

3 USPS - Passport Application Information - Microsoft Internet Explorer _|= ‘ii
File Edit View Favorites Tools Help ",‘

Q@Back ¥ &) v M [& | . search 5 Favorites € | [ &

Address |@] http://www.usps.com/passport/ lJ Go
UNITED STATES =
POSTAL SERVICE HOME | HELP | SIGH IN

Find a 7IP Code Calculate Postage Print a Shipping Label Schedule a Pickup Locate a Postal Office  Track & Confirm

[ BUSINESS 3 J l HOUSEHOLD ] [ BUY STAMPS 8 SHOP 3 ‘ l ALL PRODUCTS & SERVICES ‘ [ ABOUT USPS & NEWS

Home = Government Services » Passport Application Information
oo s -
— - The Main Passport
4. iy N
4Passport Application e = T = q
Information Passport Application Information Locator Links
Learn how to get a Passport.
Mow you can apply for a passport at many post offices Application Instructions
;rs;lgd tnhset g%ig?g:?;';ﬁasswn photucanbe la Getinformation regarding —1
5l submiting application.
Selectthe passport applicatio m (.pdf} to download and
complete prior to goin e post office.
Use the Locator to find the closest post office to your home |
or office. Some offices may require an appointment o View passport application
accept your passport application, so please call first status o
(Go>
Forms are also available at your local Post Office™ and I
many public libraries.
Complete Passport Application Form [ Find the dosest Post OFice &
submit your passport
Download form using Adobe Acrobat Reader application.
|_E_|
Passport Fees (effective March 8, 2003).
Passport Service |Accept, Fee Application Fee Total Fees
Age 16 and over 530 567 597 ﬂ
/@] Done © Internet

These links took customers to a locator page with a
drop-down menu that defaulted to the “Post Office
Locations” choice (shown below).
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3 USPS.Find a Business/Standard Search - United States Postal Service - Microsoft Internet Explorer

File Edit View Favorites Tools Help

@oBack ¥ o) v [] [&] | P search < Favorites € | ] i

Address |@] http://www.switchboard. com/usps.1355/dir/6_0/index.htm?mem=1355 ;J Go
UNITED STATES i
POSTAL SERVICE= Home | Sign In

5 . ]

Help

, Default Drop-
owerad by Switchboard
Locator £ i Down Window

was Set to “Post
Office Locations”

Find a Post Office and more.
Flease selectthe type of Locator from the Options list and complete the following informatiop:
(* Required fields)

What are you trying to locate?

Options ]Pnst Office Locations j

Search by Address

To ensure best results, provide address and ZIP Code ™.

Business or
hadress Residence Lookup

oty S
State | Choose a State - F'i-FwEI-a busu;-éss nationwide.
*Zip Code Find a residence nationwide.
" Search > il
Site Map ContactUs Forms Gov'tServices Jobs | National 8 Premier Accounts
|
/@] Done B @ Internet

Customers could assume these links took them to
information about whether their local post office accepted
passport applications and the hours of operation for
accepting and processing applications. However, the “Post
Office Locations” default provided only post office general
information such as regular hours of operation; passport
information was not available to customers.

To find passport information, customers had to select the
“Passport Application Services” link (shown below) from
among six drop-down menu choices. Customers making
this choice were directed to a post office locator page that
contained passport information.
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3 USPS.Find a Business/Standard Search - United States Postal Service - Microsoft Internet Explorer

File Edit View Favorites Tools Help
Q@Back ¥ o3 v [¥] [2] (& S Search % Favorites € | [J] i
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Address |@] http://wnww.switchboard.com/usps.1355/dir/6_0/index.htm?mem=1355 j Go
UNITED STATES 1
POSTAL SERVICE« Home | Sian In

Help
Lu cator powered by Switchboard
Find a Post Office and more. “Passport Application
Flease select the type of Locator from the Options list and complete the following information: :
(* Required 1'|elclst')!'p 3 P 2 Services” was One of
Six Drop-Down Menu
What are you trying to locate? Choices
Options [ Post Dffice Locations ]

Post Office Locations

Search by Address Automated Postal Centers
ST Alternate Luca.tiur!s o Bu)f Staw/
Pazsport Application Services B
Address Business Yellow Pages 3us!ness or
Residential White Pages Residence Lookup
ciy | T
State [Choose a State - Find a business nationwide.
* Zip Code Find a residence nationwide.
" Search > il
Site Map Contactils Forms Gov't Services Jobs | National & Premier Accounts
~
/&] pone & @ internet

Inadvertently misleading customers as they used the locator
links to obtain appointment and other general information
about the passport process could have caused customers to
arrive at post offices during non-passport application
acceptance times or without having a required appointment,
or to go to post offices that do not accept passport
applications. As a result, customers may have experienced
delays and frustrations and taken their business elsewhere.
The Postal Service loses revenue when customers choose
other options for submitting passport applications, and the
Postal Service brand is harmed if customers have a
negative experience with the Postal Service.

10
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Corrective Actions The links to the locator page found on the USPS.com

Implemented passport page had not been changed to default to “Passport
Application Services” in the drop-down window because
management initially did not believe that it posed a problem
for customers. During our audit, management agreed that
customers may find it confusing for the links to default to the
incorrect choice in the drop-down window, and agreed to
make corrections. Management changed both locator links
on the main passport page to default to “Passport
Application Services,” allowing customers to obtain passport
information through the correct post office locator link. The
changes made by management in the two locator links on
the main passport page on USPS.com address our concern;
therefore, we are not making a recommendation on this
issue.

Recommendation We recommend the Vice President, Product Development,
direct the Manager, USPS.com, to:

3. Change USPS.com to include information on whether
appointments are needed to apply for passports at
specific post offices, by negotiating with the strategic
alliance partner to change the web template application,
finding a new partner or contractor, or performing the
work in-house.

Management’s Management agreed with our recommendation to change

Comments the web template application. The manager, USPS.com, is
working with the Postal Service’s strategic alliance partner
to include information on USPS.com on whether customers
need appointments to apply for passports at specific post
offices. The target completion date is February 2008. The
Postal Service is also working on an initiative to bring the
post office locator function in-house.

Evaluation of Management’'s comments are responsive to the
Management’s recommendation and their actions taken or planned should
Comments correct the issues identified in the finding.

11
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APPENDIX A. OBJECTIVE, SCOPE, AND METHODOLOGY

We determined whether the Postal Service accurately conveys passport application
locations and appointment information to the public.

To accomplish our objective, we used passport application volume and revenue data
from FY 2005 to March 2007 and used Postal Service'’s projections of passport
application volume through 2007 and Department of State’s projections through 2008.
We reviewed applicable laws and standard operating procedures for the passport
program.

We reviewed passport data in the FDB, and we reconciled the FDB’s data on
passport application acceptance locations with the Department of State list of the
Postal Service’s passport application acceptance facilities. We reviewed information
on passport application acceptance locations and appointments provided to
customers via USPS.com. We also reviewed passport-related training material and
scripted answers that the Postal Service provides to its contact center agents, who
routinely answer customers’ questions about passports.

We reviewed controls over the passport program and the FDB. We interviewed
Postal Service management responsible for the FDB, the passport program,
USPS.com, and the contact center.

We inquired if the Postal Service conducted or commissioned any studies regarding
passport issues. Finally, we reviewed U.S. Postal Service Office of Inspector General
hotline complaints, as well as complaints to the contact center and Postal Service
consumer affairs on passport issues.

We conducted this performance audit from March through September 2007 in
accordance with generally accepted government auditing standards and included
such tests of internal controls as we considered necessary under the circumstances.
Those standards require that we plan and perform the audit to obtain sufficient,
appropriate evidence to provide a reasonable basis for our findings and conclusions
based on our audit objectives. We believe that the evidence obtained provides a
reasonable basis for our findings and conclusions based on our audit objectives. We
discussed our observations and conclusions with management officials on July 17,
2007, and included their comments where appropriate. We used computer-generated
data from the Department of State and the Postal Service’s FDB to assess whether
the FDB has inaccuracies and breakdowns in internal controls over passport facility
data.

12
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APPENDIX B. MANAGEMENT’S COMMENTS

Susan M. PLONKEY
VICE PRESIDENT, CUSTOMER SEFRVIGE

UNITED STATES
POSTAL SERVICE

September 24, 2007

KIM H. STROUD
DIRECTOR, AUDIT REPORTING

SUBJECT: Transmittal of Draft Audit Report — Postal Service Passport Program
(Report Number MS-AR-07-DRAFT)

The offices of Customer Service, Retail Marketing, Product Development, USPS.com,
Delivery and Retail, and Customer Service Support reviewed the above subject draft
audit report and have provided the following responses and comments:

0IG Recommendation (reference page 2):

“Once a facility is approved to accept applications, the sales and service associates
accepting passport applications must complete an online or classroom training
course sponsored by the Department of State.”

Response/Comment (from Retail Marketing):

The Admin Support Manual has been changed on September 14, 2007, to read:
“Once a facility is approved to accept applications, the postal employee designated
by Management to accept passport applications must complete an online or
classroom training course sponsored by the Department of State.”

OIG Recommendation (reference page 6):

We recommend the Vice President, Customer Service, and the Manager, Retail
Marketing, coordinate with the Vice President, Delivery and Retail, and the Manager,
Customer Service Support, to:

1. Work with Department of State management to develop a reconciliation
process to ensure that both the Postal Service's Facilities Database (FDB)
and the Department of State's database contain identical passport
acceptance facilities information.

WasHingTon, DC 20260-5857

13
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Response/Comment (from Retail Marketing/Delivery and Retail):

Retail Marketing has been verifying the Department of State Certification of Program
Compliance documents (approximately 5,400 authorized postal passport facilities),
comparing the information to USPS FDB and Retail Marketing master list. Once the
Department of State Certification of Program Compliance document is verified, it is
then forwarded to Regional Passport Agency to update their records.

Attached is a copy of the Department of State Certification of Program Compliance.

OIG Recommendation (reference page 6):

2. Establish controls in the Postal Service’s Facilities Database to ensure that
facility managers can list their facility as passport acceptance only after the
Department of State approves the facility to accept passport applications.

Response/Comment (from Retail Marketing/Delivery and Retail):

The Retail Marketing Passport Program manager has established business rules in
Facilities Database (FDB) to prohibit local post offices from entering Passport
Program information until it is authorized as a Passport Acceptance Facility.

An administrative function has been created for the Retail Marketing Passport
Program Manager to input the Department of State assigned Facility Identification
Number (FIN). Once the FIN number has been entered, the associated Post Office
facility will be allowed to populate the applicable Passport information fields within
FDB.

Target Completion Date: End of FY 2007.

Note: Business Requirements Document Passport Services, September 11, 2007,
version is attached.

0OIG Recommendation (reference page 11):

3. Change USPS.com to include information on whether appointments are
needed to apply for passports at specific post offices, by negotiating with the
strategic alliance partner to change the web template applications, finding a
new partner or contractor, or performing the work in-house.

14
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Response/Comment (from USPS.com):

USPS.com has had conversations with our current strategic alliance partner
(Infospace) regarding their ability to add passport application appointment information.
USPS.com is working to add this information under the current Passport Processing &
Photo Hour columns. USPS.com will add copy informing the customer when a
passport application appointment is needed for each Post Office.

Target Completion Date: February 2008

USPS.com will complete documenting business requirements for the PO Locator
application in October 2007. We will work to obtain cost estimates to evaluate the
possibility of developing the new application in house.

Target Completion Date: TBD

St

Susan M. Plghkey
Attachments

cc: Anita J. Bizzotto
Kathleen Ainsworth
Nicholas F. Barranca
Katherine S. Banks
Frederick J. Hintenach, 1|
Pamela J. Langdon
Tina M. Lance
Patricia M. Mason
Annette P. Raney
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