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he Eagle Managing Editor Yvonne

Yoerger sat down with David Steiner,

the nation’s 76th postmaster general,
to talk about the beginning of his tenure,
establishing a path toward better financial and

service performance, and his aspirations for

the U.S. Postal Service.
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A Conversation With
Postmaster General

David Steiner

At the time of this interview, you have been
postmaster general for less than three weeks.
What are your first impressions about the role?

I have two major first impressions. The first is that
the people I have encountered demonstrate excellent
dedication to the postal mission and the spirit of
public service. I see a lot of hardworking, competent,
serious people committed to serving the nation and
their customers, and that is a fantastic characteristic.
My second major impression relates to the enormous
scale of the organization. The Postal Service operates
the largest post and the largest logistics business

in the world. There are tremendous complexities
associated with having such a huge enterprise, and
tremendous advantages and opportunities. I won'’t
say these things surprise me, but the reality of the
strength of our people, our mission and our scale is
very impressive.

What attracted you to the job and what can you
tell us about the hiring process?

Iinitially told the recruiting firm I wasn’t interested.
I was happily retired. But they asked me to think
it over for a while and consider it an opportunity
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to serve the country. A few weeks later, I was on
vacation in France and toured the D-Day battlefields
in Normandy. The tour finished at the American
cemetery in Colleville-sur-Mer. Any American who
visits that site is just overcome with gratitude for the
ultimate sacrifices of so many young men who died
there serving our country. As I was soaking all of
this in and processing what I had seen, the recruiter
called me and asked if I had given more thought to
serving my country at the Postal Service. It was like
something out of a movie, and a few days later my
wife and I agreed this is something important to do.
After that, I met with the Board of Governors, and
we went through an interview process. They even
had me meet with the president and the secretary of
commerce, which reinforced the magnitude and the
public nature of the role.

By the time they selected me as their top candidate,
all my thinking was about sustaining the lifetime

of experiences I have had with the brand, the value
the Postal Service brings to the nation, and the
opportunity to bring my business experiences into
the organization and help it be more successful in
fulfilling its public service mission. Also, I have never
been politically oriented and so I love the fact that the
organization is independent and nonpartisan

by design.
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These are early days for you in terms of
getting to know the organization and assessing
strategies. What can you share about your
priorities for learning about USPS and its

many stakeholders? Will you be traveling

to see Postal Service operations around the
country firsthand?

As you can imagine, my first few weeks have been
busy. I have been digging into the many operations
and functions of the organization and getting
briefings from business units. I am absolutely the
new kid on the block, so I have been doing a lot of
listening and learning from leaders of our postal
unions and management associations, members

of Congress, customers and mailing industry
organizations. But the most impactful thing I have
done so far is touring our facilities around Houston
on my second weekend on the job. Nothing I hear in
Washington, DC, is going to be as useful as seeing
actual work getting done in our facilities and talking
to the people on the ground who can make us more
successful. My top priority is to fully diagnose our
issues relating to service performance — and I
strongly believe we have all the answers we need
within the organization, where the work is being
done. So yes, I plan to spend a lot of my time visiting
our operations around the country.



kind of what I expected before I started studying the
plan and how it has evolved over the last four years.
But I concluded that Delivering for America is a very
smart strategy for the organization. In my estimation,
where things have gone sideways is in the execution
of that strategy. Service performance is a big problem,
and it shouldn’t be. Financial performance is a

big problem, and it shouldn’t be. My view is that
many of our large problems will evaporate if the
organization aligns around excellent execution.
While I am sure we will modify the basic plan

over time, I want the organization to know we

will continue moving forward with the core
modernization and transformation strategies.

You’ve emphasized the importance of the
organization’s service to the nation, particularly
in providing on-time, dependable delivery.

How will you prioritize that focus?

Broadly speaking, our license to operate is based on
the timely, reliable, secure delivery of the nation’s
mail, and to serve every American household and
business in every community. We simply must be
excellent at delivery to thrive as an organization.
Improving service performance is going to be my
focus. I intend to communicate frequently and take
steps that improve our execution. My expectation is

¢ ey ; that — if it isn't already — service performance will
My top 19. rl'Orl'ty LS be the priority for the{)rganization.

to fully diagnose our

issues relating to

service performance —

and I strongly believe
we have all the answers
we need within the
organization, where

the work is being done.”

Do you have any thoughts at this stage about
the 10-year Delivering for America plan?
What should employees expect regarding
continuity of its initiatives?

Usually, when a new CEO is brought in, the reason
is because the business strategy is wrong, and that’s
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You have been the Waste Management CEO and
served on numerous corporate boards, including
many years on the FedEx board. How do those
experiences inform being postmaster general?
What are the parallels?

Waste Management and FedEx are both large,
publicly traded logistics businesses with distributed
workforces. The basic principles of running those
businesses are very similar to running the Postal
Service, except the Postal Service has a public
service mission and is accountable not just to paying
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customers but to the needs of the nation. Itis a
simple fact that we need to deliver effectively and win
more business, and that is exactly the mindset of any
large logistics provider.

What are your views about the major business
areas of the Postal Service: mail and shipping?

Our package business is growing, which is great
because it keeps it profitable and boosts the
organization’s overall financial health in the long
term. Our package products are well designed and
competitive, so we have a lot to work with in terms
of increasing market share and revenue. Looking at
our most recent first quarter financial results, we can
almost see the light at the end of the tunnel.

“I see a lot of hardworking,
competent, serious people
committed to serving

the nation and their
customers, and that is

a fantastic characteristic.”

I say this because we turned an operating profit as a
result of the spike in holiday volumes. Our challenge
now is to drive volume growth to the point that every
quarter turns an operating profit. It’s easier said

than done, but it’s not an impossible task if we can
improve on-time service performance. We have heard
from many major customers that we will unlock
more of their package revenue with excellent service
performance. We also have big advantages because
we are going to every delivery point every day.

There is still room for interesting product innovation
and to compete better against major players and local
delivery operators.

In terms of mail, we compete against email and
digital ads and every other type of marketing and
communications. I think mail has a unique niche —
physical delivery — that will always be valued. It’s just
a question of return on investment for the sender.

We need to always be innovating and improving on
that return, and again, better service performance
will drive volume and revenue growth.



| know you have a deep
commitment to employee safety.
Can you talk about that as a
Postal Service priority?

Waste Management employees were
doing a lot of heavy lifting, hanging
on to moving garbage trucks and
navigating roads and neighborhoods.
Safety was incredibly important.

I'd say the most important aspect

of any organization is establishing

a culture that values and respects
individuals. Actively safeguarding the
health and well-being of employees
is the highest expression of that
culture. I know that the Postal
Service already has a strong, robust
safety program and culture, and
Iintend to make it an even stronger
part of our culture going forward.

You joined the Postal Service at

a significant moment, as we are
observing our 250th anniversary.
Is there an aspect of postal
history you look toward for
lessons as you begin your tenure?

I go right back to the beginning,
250 years ago. The Postal Service
was founded in desperate times, at
the beginning of our Revolution, by
people who were putting their lives
at risk to create a nation and build the institutions
that would make it successful. I love the idea that
those founders were so optimistic and farsighted

that they created a postal system to bind the
nation together and enable the free flow of ideas
and commerce as a means of strengthening our
democracy. I find it very inspiring that we are
carrying that legacy forward even today, and

that today’s 640,000 postal workers are the living
embodiment of those ideals. We have a rich, proud
history, and it is truly rewarding to join the Postal
Service and be a part of that legacy.

What are you most looking forward to in
the coming year?

I have a lot of curiosity about so much of what the
Postal Service does and how it operates, and so it is
somewhat of a challenge to narrow it down to one
answer. But I think the most important work that
needs to be done relates to service performance.

We have an opportunity to improve on-time delivery
dramatically in the coming years, and so I most
want to see the organization demonstrate steady
improvement. It's the key to our future success. *

THE EAGLE - VOLUME 5 - ISSUE 1

13



