


July 15, 2024

MEMORANDUM FOR:  EDDIE L. BANNER
MANAGER, KANSAS-MISSOURI DISTRICT

FROM:
Director, Field Operations Central and Southern 

SUBJECT:    Audit Report – Robert L. Roberts Station, Kansas City, KS: Delivery 
Operations (Project Number 24-107-2-R24)

This report presents the results of our audit of delivery operations and property conditions at the 
Robert L. Roberts Station in Kansas City, KS.

or need additional information, please contact Jenny Schneider, Audit Manager, or me 
at 703-248-2100.

Attachment

cc:  Postmaster General

Corporate Audit and Response Management



The U.S. Postal Service’s mission is to provide timely, 
reliable, secure, and affordable mail and package 
delivery to more than 160 million residential and 
business addresses across the country. The U.S. 

reviews delivery operations at facilities across the 
country and provides management with timely 
feedback in furtherance of this mission.

This interim report presents the results of our self-
initiated audit of delivery operations and property 
conditions at the Robert L. Roberts Station in 

Robert L. Roberts Station is in the Kansas-Missouri 

communities.1

This delivery unit has 38 city routes and one auxiliary 
rural route.  The Robert L. Roberts Station is one of 
three delivery units3

We assessed all units serviced by the Kansas City 

5 6

contacts, stop-the-clock

failures,8 and undelivered route information between 

selected these units because of concerns raised by 
Senators Josh Hawley and Roger Marshall.

Station primarily based on the number of C360 

last mile failures and undelivered routes. See Table 1 
for a comparison of some of these metrics between 
the unit and the rest of the district.



operations and property conditions at the Robert L. 
Roberts Station in Kansas City, KS.

areas: delayed mail, package scanning, arrow keys,
inaccurate carrier complement and timekeeping, 

delivery metrics, including the number of routes 
and carriers, mail arrival time, amount of reported 
delayed mail, package scanning, carrier complement 
and timekeeping, and distribution up-time.10 During 
our site visit we observed mail conditions; package 
scanning procedures; arrow key security procedures; 
timekeeping documentation; and unit safety, security, 
and maintenance conditions. We also analyzed 
the scan status of mailpieces at the carrier cases 

11 and interviewed unit 
management and employees. We discussed our 
observations and conclusions as summarized in 

included their comments, where appropriate.

We are issuing this interim report to provide the 
Postal Service with timely information regarding 

Station. We will issue a separate report  that provides 

recommendations for all three delivery units, as 
well as the district. See Appendix A for additional 
information about our scope and methodology.

property conditions at the Robert L. Roberts Station. 

We did not identify any issues with carrier 
complement. However, we did identify issues with 



13 delayed mailpieces at 38 carrier cases, 
the PO Box section, and hot case.

management did not accurately report this mail as 
undelivered in the Delivery Condition Visualization 

15 system. Although management reported 

Undelivered Mail Report,16 to document 
undelivered mailpieces.



day after the carriers had departed for the street. The 
unit reported the late arrival of mail in the Mail Arrival 

 system, and 

leave. The DPS mail at the plant was not cleared until 

reported this issue during our simultaneous audit of 
18

The station manager stated they should have 

not enforce the red line process — a standardized 
clearance process, including the proper disposition 

completion of delivery assignments. This enabled 
carriers to take undelivered mail they brought back 

had a lot of new carriers that needed to be trained on 
this process.

unanticipated circumstances that could impact 
mail delivery service to postal delivery units. Delivery 

 to report all mail in 
the delivery unit after the carriers have left for their 
street duties as either delayed or curtailed in DCV. 
Management must also update DCV if volumes have 

addition, policy  states that all mail returned from the 

and signed by the carriers and supervisors.

When mail is delayed, there is an increased risk 
of customer dissatisfaction, which may adversely 

inaccurate reporting of delayed mail in DCV provides 
management at the local, district, area, and 

delays and can result in improper actions taken to 
address issues.

Appendix B for management’s comments in 
their entirety.



Employees scanned packages improperly at the 
delivery unit and handled packages incorrectly at 
the unit.

We reviewed package scanning data for scans that 
occurred at the unit and removed any potentially 
accurate scans performed.

of the STC scan data for these packages showed 

We also found issues with scanning and handling 

60 packages  to review and analyze scanning and 

including:

the delivery point. Three of the packages were 

Three packages from the carrier cases were 

and one was in the wrong carrier case.

STC scan to let the customer know the reason for 
non-delivery.

One package from the carrier cases was scanned 
delivered, which should only be performed when 
a package is successfully left at the customer’s 
delivery address.

One package from the carrier cases was not 
placed in the notice left area after several 
delivery attempts. The package was in the unit 

days past their scheduled return dates.

These scanning issues occurred because unit 

enforce proper package scanning and handling 
procedures. Management stated the unit 
experienced an unusually high turnover of employees 

more focused on the completion of mail delivery than 
performing their scanning oversight responsibilities.

unit, and they did not have a trained replacement. 
This transition process impacted coverage for the 



a replacement.

Management should have monitored scan 
performance daily and enforced compliance. The 
Postal Service’s goal is to ensure proper delivery 
attempts for mailpieces to the correct address with 
proper service,  which includes scanning packages 
at the time and location of delivery.  Packages in 

for second notices and returned to sender if they 
remained after the prescribed number of days.

Customers rely on accurate scan data to track their 
packages in real time. When employees do not 
scan mailpieces correctly, customers are unable to 
determine the actual status of their packages. By 
improving scanning operations, management can 
improve mail visibility, increase customer satisfaction, 
and enhance both the customer experience and the 
Postal Service brand.



Unit management did not properly manage 
and safeguard arrow keys. On the morning of 

 system and conducted a 
physical inventory of keys at the unit. We determined 

located. Unit management had not reported any of 

arrow keys in  during our 
visit. We also determined that management did 
not verify that all keys were returned at the end of 
the day.

management had not followed standard operating 
procedures for conducting the monthly arrow key 

performed while carriers were using the arrow keys 

was performed. Management also stated they 
did not know how to add arrow keys to the RADAR 

Service.

The station manager also stated that other 
competing responsibilities — such as completion of 
daily mail delivery, completion of route reviews, and 
sorting mail — were given higher priorities, which 
consumed most of his time and impacted his ability 
to effectively manage the arrow key process.

key security procedures were properly followed. 
According to Postal Service policy,  management 
must keep an accurate inventory of all arrow keys. 
Any missing keys must be immediately reported to 

remain secured until they are individually assigned 
to personnel. Upon return, arrow keys should be 
deposited in a secure location, and a supervisor or 
clerk must verify all keys have been returned and 
accounted for daily.

of accountable items, such as arrow keys, there is 
increased risk of mail theft. These thefts damage the 
Postal Service’s reputation and diminish public trust in 
the nation’s mail system. Additionally, because arrow 
keys open mail receptacles, lost or damaged keys 
can result in undelivered mail.



disallowed time occurrences made between 

Time Disallowance 
Record,  entry in the Time and Attendance Collection 

30 nor did they print and retain the 
form, for any of these occurrences.

A unit supervisor stated they had received TACS 
training prior to having access to TACS. However, they 

hard copies.

Postal Service policy31 states unit personnel must 

a notebook binder that is secured from unauthorized 
access documenting the reason for the disallowed 
time.

When proper documentation of time disallowance is 
not completed, management could incur additional 

 when 
unit management does not maintain documentation 



We found safety, security, and maintenance issues at 
the Robert L. Roberts Station.

blocked.

inspections, and two had expired monthly 
inspections.

area, and building causing a potential tripping 

There was no signage posted in the employee 

to search.

There were missing ceiling tiles in the customer 

There were overgrown bushes in the parking lot 
against the surrounding fences.

There was a damaged awning on the northwest 

The women’s restroom had broken wall tiles.



and take the necessary actions to verify that 
property condition issues were corrected. The 
station manager stated that the unit maintenance 

replacement, prior to his arrival at the unit in January 

responsibilities for property conditions at the unit. The 
station manager also stated that other competing 
responsibilities, such as mail delivery operations and 
route evaluations, were given higher priorities. This 
consumed most of his time and impacted his ability 
to effectively manage property conditions at the unit.

Management should have reported safety and 
maintenance issues as they arose and followed 

management to maintain a safe environment for 
employees and customers.33

Management’s attention to maintenance, safety, and 

to employees and customers; reduce related costs, 
such as workers’ compensation claims, lawsuits, and 
penalties; and enhance the customer experience and 
Postal Service brand.

Unit management cleared the area in front of the 



in accordance with generally accepted government 
auditing standards and included such tests of 
internal controls as we considered necessary under 

appropriate evidence to provide a reasonable basis 

an understanding of the delivery operations internal 
control structure to help determine the nature, timing, 
and extent of our audit procedures. We reviewed the 
management controls for overseeing the program 
and mitigating associated risks. Additionally, we 
assessed the internal control components and 
underlying principles, and we determined that the 

Control Activities

Monitoring

We developed audit work to ensure that we assessed 
these controls. Based on the work performed, we 

and recommendations for the Shawnee Mission Post 

Roberts Station, as well as the district.

We assessed the reliability of PTR, DCV, and TACS 
data by reviewing existing information, comparing 
data from other sources, observing operations, and 

about the data. We determined that the data were 





Contact us via our Hotline and 
on social networks. Stay informed.

press@uspsoig.gov


