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Introduction

I am pleased that the Canada Post Corporation is taking time right now to
review its policies and procedures with a view to improving quality of service. However,
I am concerned that this process may lead to new directions resulting in compromised
quality of services in some parts of this country, compromised vigilance our post office
must take to preserve both national security and the personal security of citizens, or
setting a priority on making the Canada Post Corporation a profit-making corporation.

The Key Principle

The mission and primary focus of the Canada Post Corporation must be
to provide inexpensive postal service to all Canadians regardless where they live,
while protecting both our national security, and the privacy and security of
Canadian citizens, residents, and organizations.

Issue #1: Do We Open Postal Services to Competitive Business?

In recent years, there have been calls by private parcel delivery
corporations (e.g.: United Parcel Service) and the corporate business sector for either
complete privatization of the Canada Post Corporation, privatization of some services or
deregulation of postal services in Canada to allow competition for postal services.
Privatization and deregulation of postal services have taken place in several countries,
including the United Kingdom and Sweden.

Furthermore, in the past quarter century, there has been deregulation and
privatization to a number of public services and utilities. In all cases, consumers were
promised lower prices due to a more competitive model of business operation.

In fact, the opposite has taken place. Whether we are talking about
privatized or deregulated banking services or public utilities, costs of services have
increased, service fees are confusing, and service to isolated areas has often been
neglected due to costs of providing the service.

It is interesting to note that many private parcel services cannot provide
their service at the same rates available from the post office, especially in remote
communities. For example, a United States company that uses only United Parcel
Service wanted to charge an extra $20 to send a small parcel to me from the United



States. Their advertized shipping costs were already higher than postal rates. Since they
refused to use the postal service to send the parcel to me, I refused to pay the extra
shipping cost and cancelled the order.

A fully public controlled Canada Post Corporation allows better
cooperation with border and police agencies to protect both national and personal
security. As federal government employees, Canada Post workers are obligated under
law to protect the security and safety of mail, privacy of both senders and recipients of
mail, and to report suspected illegal use of postal services. Under deregulation, it is very
casy for terrorists and those involved in identity theft to carry out illegal activities simply
by gaining access to, or control over the post office. We cannot be sure private shipment
and mail companies will not find ways to ship items into this country for purposes of
terrorism, nor can we be sure they will protect the privacy and safety of mail that may
include sensitive private and government information.

Therefore, I recommend:

1. That the Canada Post Corporation continue to have the sole and exclusive privilege to
handle addressed letters.

2. That alternative services such as United Parcel Service handling postal style shipping
services be strictly regulated and inspected by government security and border service
agents.

Issue #2: Private Postal Franchises

Quality of service at private postal franchises varies according to training
given to staff. Furthermore, as workers at private postal franchises are paid at levels
below those of Canada Post employees, there tends to be high staff turnover. Problems I
have experienced at private franchises include: failure to make parcels available to
customers for two days after the pick up card says they should be ready, not selling
commemorative stamps after date of issue, lack of knowledge on postal regulations and
services, and inability to understand or speak English or French.

When a private business is franchised to sell postal services, customers
fairly expect the same quality of service and attention they get from fully trained Canada
Post employees. Obviously, they need the same level of testing and training before they
serve customers. If these employees are being required to show the same levels of skill
and knowledge as Canada Post employees, it is fair that have similar wages and benefits.

Since postal franchises do not offer all services offered by an official
Canada Post outlet, it is fair that, when population warrants, customers should have an
official outlet within reasonable distance of their homes. In Fort McMurray, this means
opening an official outlet to serve customers on the north side of the Athabasca River
(The Thickwood Heights or Timberlea districts, currently the more populated side of the
community).



Therefore I recommend:

3. That customer service employees privately owned postal franchises be required to
take the same tests and job training as official Canada Post customer service employees,
4. That operators of private postal franchise operators be required to pay wages and
offer benefit packages to postal employees equal to those specified in collective
agreements between the Canada Post Corporation and its employees.

S. That the Canada Post Corporation open a second official post office in Fort
McMurray to serve districts north of the Athabasca River.

Issue #3: Public Input Concerning Postal Service

Not long ago, when a customer had some concern about local postal
service, they phoned the local post office and discussed the problem with the postmaster.
If the concern was valid, the postmaster could resolve the matter very quickly. Recently,
I found out that customers no longer could make a call to the local postmaster. Instead, a
customer must call a central number who will then contact the local Canada Post office or
franchise and ask them to contact the customer. In my case, a recent complaint would
have been referred to the franchise about which I wished to complain, a waste of time
since they already knew my complaint.

Clearly, customers need to have immediate recourse to area postmasters
when there are service problems, including problems with private postal franchises
(whose delivery of postal services needs more stringent supervision).

In most public or private services, clients and customers are invited to
evaluate the service they have received. A simple card needs to be developed that can be
given to customers and clients of the post office. This can be a three or four item card
that allows customers to rate service they received that day, service they generally
receive, general knowledge of the postal or franchise employee serving them, and
timeliness of service. These cards could be made available at postal service outlets
and/or delivered to all customers once every month or two.

Finally, when there is a general review of all postal services, more effort
needs to be made to invite public participation. Key issues, policies and philosophies
concerning the nature of postal service are being decided in this review. There needs to
be public hearings to ensure more opportunities for Canadians to have input into the
operations of their postal service.

Therefore I recommend:

6. That phone numbers of local post offices and postmasters be published in local phone
books and that customers be required to first discuss complaints about postal service to
their local postmaster.

7. That Canada Post develop a simple evaluation card that allows customers to have
input concerning the quality of local service on a regular and ongoing basis.

8. That this and future reviews of postal service and policy include public hearings
across Canada.






