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CG ISC PORTSVA INST 16000.1G

                                                                                        19 October 2006
INTEGRATED SUPPORT COMMAND PORTSMOUTH INSTRUCTION 16000.1G
	Subj:
	INTEGRATED SUPPORT COMMAND PORTSMOUTH FY07 STRATEGIC PLAN


	Ref:
	(a) The Commandant's Direction 2002

(b) Fifth District Business Plan of 18 Nov 04
(c) MLCLANT Strategic Plan, MLCLANTINST 16000.1H


1.
PURPOSE.  This Instruction publishes the Strategic Plan for Integrated Support Command (ISC) Portsmouth for fiscal year 2007.  It was developed to be easily understood at all levels of the chain-of-command and by all units receiving support from ISC Portsmouth.  This Plan is intended as a means to align work activities at all levels of ISC Portsmouth with the Goals and Objectives of the Commandant, Commander, Atlantic Area, Commander, Fifth Coast Guard District and Commander, Maintenance and Logistics Command, Atlantic, as established in references (a) through (c).

2.
ACTION. 

a. The ISC Portsmouth Quality Management Board (QMB) composed of the Commanding Officer, Executive Officer, all Division Officers, and the Command Master Chief, will:

· Develop command-wide work plans and initiatives aligned with this Plan and those of references (a) through (c); 

· Monitor this Plan’s deployment progress—toward achieving the Goals and Objectives—through measurement and trend analysis;

· Make appropriate recommendations for further action; and

· Review this Plan annually and update accordingly.

b. ISC Portsmouth Division Officers shall:

· Develop divisional work plans that are aligned with the Commander’s Intent (enclosure (1)), as well as support the Objectives and Metrics of this Plan; and

· Ensure all personnel are familiar with the Strategic Plan.

3.
DIRECTIVES AFFECTED. INTSUPRTCOM PORTSVA INST 16000.1F is cancelled. 

4.
DISCUSSION.

The ISC Portsmouth Strategic Plan plots a course for the ISC to “steer” for the next year.  The purpose is to communicate the Mission, Vision (enclosure (2)), Goals, and Objectives of ISC Portsmouth in a way so everyone can understand how each person contributes to the success of the ISC and the Coast Guard.  The Plan is intended to develop a “unity of purpose” and provide necessary management and fact-based decision making tools.

a. The ISC Portsmouth Strategic Plan is designed to be consistent with the plans, missions, and goals of the Commander, Maintenance and Logistics Command, Atlantic, the Commander, Fifth Coast Guard District, the Commander, Coast Guard Atlantic Area and the Commandant.  As the primary support provider for units in the Fifth Coast Guard District area of responsibility, we remain committed to meeting their support requirements and to enabling their personnel to excel in the performance of their missions. 

b. This Plan, using Kaplan and Norton’s “Balanced Score Card” model, is based on the following four cornerstones:

(1) The Customer Cornerstone considers the ISC through the eyes of those we serve, so the focus is from the outside in, rather than from the inside out.  As an organization, it is important to understand what our customers are expecting and how our service helps them achieve their desired outcomes.  Likewise, it is important to work with our customers to ensure that we are providing service that meets their highest priority “needs” rather than satisfies their “wants.”  We place emphasis on value, delivery, timeliness, image, and reputation.  This is our link to the Coast Guard’s focus on Readiness and measures how we support units in meeting their missions.  Balanced Score Card Measures 1 and 2 track our success in this effort through customer surveys of “Customer Alignment” and “Customer Satisfaction”.  It is our determination to “Provide Great Customer Service”.

(2) The Internal Process Cornerstone deals with how the ISC gets the job done.  The focus is on innovative solutions necessary to meet the needs of our customers.  Emphasis is placed on process quality and efficiency.  As an organization, we want to understand what processes we must excel at in order to satisfy the needs of our customers.  This cornerstone addresses all three of the Coast Guard’s areas of focus:  Readiness, People, and Stewardship.  This cornerstone is how we “Always look for a better way”.  Balanced Score Card Measure 3 utilizes employee feedback on “Workplace communications” to track our performance on this cornerstone.

(3) The Learning and Growth Cornerstone considers the infrastructure the ISC must build to create long-term growth and improvement.  It addresses tools and skills that employees must have to get the job done.  This cornerstone links directly to the Coast Guard’s focus on People and shows how we “Invest in the ISC and its Team”.  To measure our success or trend on this cornerstone, we track employee opinions on questions from our semi-annual survey (enclosure (3)) asking whether they have Individual Development Plans in place, if they have the tools they need for their jobs, and the level of office teamwork.  Balanced Score Card Measures 4, 5, and 6 trace our success in this effort.

(4) For government agencies, the Financial Cornerstone deals with prioritization and budget constraints.  As opposed to the private sector, where profit is the financial motive. e.g. maximize income, government agencies must focus on allocating resources to organizational priorities.  In a resource-constrained environment, we must strive to maximize the benefits of our resources, with emphasis on the highest priority requirements.  As a public organization, our focus is on outflow; specifically, how economically was the service provided?  A clear connection to the Coast Guard’s emphasis on Stewardship exists with this cornerstone.  Balanced Score Card Measures 7 and 8, our “Financial Management Index” and the “Good Neighbor Support Index” monitor how well ISC Portsmouth “Uses resources wisely”.

c. While our “Guiding Documents,” (Mission, Vision, and Commander’s Intent), define our direction, the strategic goals (within the Balanced Score Card’s four cornerstones), point the direction by providing the path to carry us forward.  Within each Goal will be Objectives, or goal-aligned elements, which, when executed will result in achieving our organizational goals.  Goals combined with objectives form our strategy.

d. To support our goals, we must have initiatives.  These are deliberate actions, or tasks, which will be taken to meet the objectives.  Collectively these initiatives form the command’s, or division’s, strategic action plan or worklist as outlined in the 2006 Commandant’s Performance Excellence Criteria (CPEC) Worksheet (enclosure (4)). 

e. The strategic management system discussed in the above paragraphs is graphically displayed in enclosure (5).  The graphic presentation of the management system provides you with a clearer picture of how the ISC Mission, Vision, and Commander’s Intent tie together with our cornerstones, objectives, and measures to form an integrated and balanced process of strategic management planning.

f. Each objective will be properly measured to gauge the success of efforts to accomplish goals (enclosure (6)).  A proper metric is Specific, Measurable, Achievable, Realistic, and Time-framed (SMART) and will become the mechanism by which to collect data and determine performance.  A team of metric owners has been assigned to each cornerstone to analyze and present recommended actions to the QMB.

g. The QMB will routinely evaluate the collective metric Trend Analysis to identify “cause and effect” relationships—how a recommended action may affect the metric and/or other metrics—and decide what action will be taken.  This enables the QMB to make fact-based decisions wherein action is decided upon after consequences are weighed against priorities.

5. ENVIRONMENTAL ASPECT AND IMPACT CONSIDERATIONS.  Environmental considerations were examined in the development of this instruction and have been determined to be not applicable.

6. FORMS/REPORTS.  None.

               //S//

T. R. CAHILL
	Encl:
	(1) ISC Portsmouth's Commander's Intent

(2) ISC Portsmouth's Mission, Vision, and Guidelines

(3) ISC Portsmouth Employee Satisfaction Survey

(4) 2006 Commandant’s Performance Excellence Criteria (CPEC) Worksheet

(5) ISC Portsmouth's Strategic Management System (Balanced Score Card Model)

(6) Measurement Plans

	
	


Dist:      List I, II, III, IV
              MLCLANT(md)
              CAA/D5 (acs)
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United States Coast Guard

Integrated Support Command

Portsmouth, Virginia

Fiscal Year 2007
Strategic Management System

Mission
We serve and support the Coast Guard and its people, 
helping them to excel in the performance of their duties.

Vision

We are committed to excellence in support, satisfying today’s needs and meeting tomorrow’s challenges.

ISC Portsmouth’s Guidelines

· We focus on serving our customers.
Am I satisfying my customers’ needs?
· We strive for excellence in everything we undertake.
Am I doing the best I can?

· We exercise stewardship of America’s trust.
Is this how I want to spend my tax dollars?
· We are creative and innovative.


Is there a better way?

· We explore possibilities, anticipate new needs, and build our future.
What will my customers need next?
· We are active members of our community.
Am I a good neighbor?
· We stretch ourselves by growing and learning.
Am I continually exploring?
· We protect our environment.
Is this good for the earth?
· We grow our future master craftsmen and leaders.
Am I teaching those who will follow me?
· We are a championship team.
Do I help others excel and seek others’ help?
· We are passionate about our contributions to Coast Guard missions.
Does my work make a difference?
· We embrace the Coast Guard’s core values: honor, respect, and devotion to duty. 
Do I live by these core values?
ISC PORTSMOUTH EMPLOYEE SATISFACTION SURVEY

Place an X in the appropriate column for each statement, indicating how strongly you agree or disagree with that statement.  Your comments expanding on your responses are welcome at the bottom of this page.

	Crew Questionnaire
	1
Strongly Disagree
	2
Disagree
	3
No

Opinion
	4
Agree
	5
Strongly Agree

	1. Supervisors/team leaders communicate what is expected of members/employees in terms of job performance (for example, task responsibilities, performance standards).
	
	
	
	
	

	2. Members/employees have the appropriate supplies, materials and equipment to perform their jobs well.
	
	
	
	
	

	3. My job makes good use of my skills and abilities.
	
	
	
	
	

	4. My supervisor/team leader recognizes and rewards my good performance.
	
	
	
	
	

	5. Those senior to me show an interest in what happens to me.
	
	
	
	
	

	6. Supervisors/team leaders support members/employees efforts to learn outside the job (for example, membership in trade or professional organizations, coursework).
	
	
	
	
	

	7. Sufficient effort is made to get the opinions and thinking of people who work here allowing for innovation and development of best practices.
	
	
	
	
	

	8. Managers let members/employees know how their work contributes to the unit’s missions and goals.
	
	
	
	
	

	9. The overall quality of work done in my work group is good.
	
	
	
	
	

	10. I receive useful Coast Guard mentoring (professional/career guidance) from other members of the Coast Guard.
	
	
	
	
	

	11. I am given a real opportunity to improve my skills in my unit/command.
	
	
	
	
	


This questionnaire should have also asked about:  _______________________________________________

__________________________________________________________________________________________

Thank you for your participation.  If you want to elaborate on your answers to any of these questions, please use the space below.

_______________________________________________________________________________________________

_______________________________________________________________________________________________
_______________________________________________________________________________________

_______________________________________________________________________________________

Note the following questions are optional.

Name:__________________
Division:_______________
Military/Civilian:_________________  Hours worked per week:_________

United States Coast Guard 
2006 Commandant’s Performance Excellence Criteria (CPEC) Guidebook
CRITERIA FOR PERFORMANCE EXCELLENCE—ITEM LISTING 
	P 
	Preface: Organizational Profile 

	P.1 
	Organizational Description 

	P.2 
	Organizational Challenges 

	2006 Categories and Items 
	Point Values

	1 
	Leadership 
	120 

	1.1 
	Senior Leadership 
	70 

	1.2 
	Governance and Social Responsibility 
	50

	2 
	Strategic Planning 
	85 

	2.1 
	Strategy Development 
	40 

	2.2 
	Strategy Deployment 
	45

	3 
	Customer and Stakeholder Focus 
	85 

	3.1 
	Customer and Stakeholder Knowledge 
	40 

	3.2 
	Customer Relationships and Satisfaction 
	45

	4 
	Measurement, Analysis, and Knowledge Management 
	90 

	4.1 
	Measurement, Analysis, and Review of Organizational Performance 
	45 

	4.2 
	Information and Knowledge Management 
	45

	5 
	Human Resource Focus 
	85 

	5.1 
	Work Systems 
	35 

	5.2 
	Employee Learning and Motivation 
	25 

	5.3 
	Employee Well-Being and Satisfaction 
	25

	6 
	Process Management 
	85 

	6.1 
	Mission Processes 
	45 

	6.2 
	Support Processes and Operational Planning 
	40

	7 
	Performance Results 
	450 

	7.1 
	Product and Service Outcomes 
	100 

	7.2 
	Customer-Focused Results 
	70 

	7.3 
	Financial and Budget Results 
	70 

	7.4 
	Human Resource Results 
	70 

	7.5 
	Organizational Effectiveness Results 
	70 

	7.6 
	Leadership and Social Responsibility Results 
	70

	TOTAL POINTS 
	1000 
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	Measure Title
	CUSTOMER ALIGNMENT

	Division/ Branch
	Housing
	Measure Number
	BSC 1

	Purpose of Measurement

	Strategic Goal and Objective Supported
	Provide Great Customer Service

	
	Align with Customers 

	How Will Data be Used
	Indicator of the success of efforts to align with customers and to determine success of efforts to assist with unit condition inspections for personnel in private leases to prevent erroneous charges.

	Data Segmentation
	Point of service surveys for housing referral (walk-in) and transient UPH residents.  Semi-annual surveys to customers who receive continuous service – owned housing, REFFAC, and UPH residents.  Also, for those in private leases, the number of inspections.

	Reference
	ISC Portsmouth’s Strategic Plan

	Data Collection Process

	Data Collection Instrument
	( Survey  ( Local Records 

	Data Collection Frequency
	( Annual   ( Semi-Annual   ( Quarterly   ( Monthly  ( Event Driven 
( Other _______________  Point of Service _______________________

	Data Collection Process
	

	Analysis Process

	Calculation method
	

	Comparison Data
	( MLC and Other ISCs  ( CG Standard  ( DoD  ( Government  ( Private Industry  
( Other/Details: Comparison of similar units

	Benchmark or Best in Class
	TBD

	Presentation method:
	

	Indicator Type
	(  Lagging (measures past performance) on a Tactical and activity level.
	( Soft Data (opinions/perceptions)

	
	( Leading (forecasts future performance)
	( Hard Data (facts and numbers)

	Additional Information

	Caretaker
	

	History
	

	Comments
	


	Measure Title
	CUSTOMER ALIGNMENT

	Division/ Branch
	Health Services Division
	Measure Number
	BSC 1

	Purpose of Measurement

	Strategic Goal and Objective Supported
	Provide Great Customer Service

	
	Align with Customers 

	How Will Data be Used
	This will be an indicator of the medical readiness of individuals and of commands within the ISC Portsmouth Clinic’s area of responsibility (AOR) as designated by MLCLANT (k).  Indirectly it will be an indicator of the access to health care that the ISC Portsmouth Clinic provides to its customers.

Data to be collected will indicate compliance with various medical readiness requirements.  They include:

1. Physical exam; currency of approved physical (quinquennial – every 5 years, biennial – every 2 years, tri-annual – for members age 50 and above, unless on flight status then annually) indicates percent ready,

2. Annual Dental exam; Dental Class 1 or Class 2 indicates percent ready,

3. Medical Tests; currency of DNA, G6PD. Sickle Cell, HIV and PPD indicates percent ready,

4. Immunizations; as indicated by billet and/or unit.

Medical readiness data is collected and entered into the appropriate medical information system (MIS) at each visit to ISC Portsmouth Clinic.

	Data Segmentation
	We will segment data by OPFAC, and further by division if warranted, to help each command determine their medical readiness.  Medical Information Systems (MIS) to be employed includes the Medical Readiness System (MRS), a module of Direct Access; Dental Common Access System (DENCAS), a web-based Navy-Coast Guard dental information system; and the Readiness Management System (RMS).  Monthly reports will be provided to commands within the ISC Portsmouth Clinic AOR (59 OPFACS); Major commands include ISC Portsmouth, MLCLANT, Atlantic Area, District 5, 6-WMEC, Sector Hampton Roads, and E-MSST.

	Reference
	ISC Portsmouth’s Strategic Plan

	Data Collection Process

	Data Collection Instrument
	MRS & DENCAS

	Data Collection Frequency
	( Annual   ( Semi-Annual   ( Quarterly   ( Monthly  ( Event Driven 
( Other    Point of Service 

	Data Collection Process
	Process:
(1) Physical exam information collected by and entered into MRS by Physical Exam Department.

(2) Immunizations provided by and data entered into MRS by Immunization Department.

(3) HS/Front Desk provide ongoing health record reviews and update MRS/DENCAS as appropriate.

(4) Medical Testing requirements provided by appropriate department and entered into MRS.

(5) Dental Readiness information collected at each dental visit and entered into DENCAS daily.

	Analysis Process

	Calculation method
	Process:
Data from MRS and DENCAS are compiled and tabulated within RMS; the compliance level for each unit, with individuals compliance levels included, is tallied monthly and will be provided to unit POCs via email.

	Comparison Data
	( MLC and Other ISCs  ( CG Standard  ( DoD  ( Government  ( Private Industry  
( Other/Details: Comparison of similar units

	Benchmark or Best in Class
	Air Stations

	Presentation method:
	Analyzed data will be presented in a green (=>95%) /yellow (=>85%) /red (<85%) format for each OPFAC.  Each command will be provided a command breakdown on an individual level.  The overall compliance rate of the ISC Portsmouth Clinic AOR will be presented on an x : y axis graph.


	Indicator Type
	(  Lagging (measures past performance) on a Tactical and activity level.
	( Soft Data (opinions/perceptions)

	
	(  Leading (forecasts future performance) on a Strategic level.
	( Hard Data (facts and numbers)

	Additional Information

	Caretaker
	ISC Portsmouth Clinic.

	History
	In September 2005, CG 11 established the compliance rate for all medical readiness requirements at 90%.
The initial data collection, Oct 05, indicated 71.9% compliance with physical examinations; and 68.2% compliance with dental readiness.

	Comments
	This measure helps evaluate ISC Portsmouth’s ability to provide the access to health care required for commands within our AOR to maintain compliance with their medical readiness.


	Measure Title
	CUSTOMER ALIGNMENT

	Division/ Branch
	Personnel Services Division
	Measure Number
	BSC 1

	Purpose of Measurement

	Strategic Goal and Objective Supported
	Provide Great Customer Service

	
	Align with Customers 

	How Will Data be Used
	Information collected will be used to measure operational readiness of personnel and units serviced.  They include:

1. Weight Management Program – Timeliness of weigh-ins and timeliness and accuracy of data entries.  Requirement to be weighed in Semi-Annually.

2. Enlisted evaluations – timeliness and number outstanding
3. Pay/Administrative Transaction Error Rate – Accuracy and timeliness.
4. Personal Wellness Profile Results – Make mandatory with PT Test.

5. Units visited by WorkLife Staff – Annual percentage.

	Data Segmentation
	Data to be collected and analyzed by respective Branch Chiefs within Personnel Services Division.

	Reference
	ISC Portsmouth’s Strategic Plan

	Data Collection Process

	Data Collection Instrument
	Direct Access, PeopleSoft

	Data Collection Frequency
	( Annual   ( Semi-Annual   ( Quarterly   ( Monthly  ( Event Driven 
( Other    Point of Service 

	Data Collection Process
	PSD Branch Chiefs will collect and analyze reports for PSD Officer’s dissemination (along with trends) to XO.

	Analysis Process

	Calculation method
	Process:

(1) Each Branch provides numerical reports to PSD Officer.
(2) PSD Officer will develop graphic charts and submits analysis/trends to XO on semi-annual basis.

	Comparison Data
	( MLC and Other ISCs  ( CG Standard  ( DoD  ( Government  ( Private Industry  
( Other/Details: Comparison of similar units

	Benchmark or Best in Class
	TBD

	Presentation method:
	Data/trends will be reported using a graphic depiction and list potential causes for up/down/neutral trends.

	Indicator Type
	(  Lagging (measures past performance) on a Tactical and activity level.
	( Soft Data (opinions/perceptions)

	
	(  Leading (forecasts future performance) on a Strategic level.
	( Hard Data (facts and numbers)

	Additional Information

	Caretaker
	ISC Personnel Division Officer

	History
	None.

	Comments
	This measure is intended to ensure management is aware of workplace requirements so as to better focus resource allocation decisions that ultimately influence mission effectiveness/customer service.


	Measure Title
	CUSTOMER ALIGNMENT

	Division/ Branch
	Facilities Engineering Division
	Measure Number
	BSC 2

	Purpose of Measurement

	Strategic Goal and Objective Supported
	Provide Great Customer Service

	
	Deliver Exceptional Service 

	How Will Data be Used
	This will be an indicator of the success of efforts to deliver exceptional service to our customers. 

Customer Comment Forms allow the customer to give feedback to the QAE on the work performed by the MEO/IDIQ.  The customer is provided space to explain their response and provide suggestions for change and improvement.
Customer Comment Forms are distributed at the “Point of Service” by the QAE during the QA inspection.

	Data Segmentation
	Data will be collected on the different shops within the MEO and IDIQ.

	Reference
	ISC Portsmouth’s Strategic Plan, ATO/MEO proposal.

	Data Collection Process

	Data Collection Instrument
	( Survey (delivered by QAE)

	Data Collection Frequency
	( Annual   ( Semi-Annual   ( Quarterly   ( Monthly  ( Event Driven 
( Other As required by the QASP

	Data Collection Process
	Process:

(1) Once Work Order is closed out, QAE will conduct an inspection based on the frequency required by the QASP and for each IDIQ project completed.
(2) During the QAE inspection of the work, the QAE will ask the customer to fill out the Customer Comment Form while they are there.
(3) If a 3 or lower, or a derogatory comment, is written on the survey, the QAE is required to report this immediately to the COTR for the MEO and the IDIQ supervisor.

	Analysis Process

	Calculation method
	Process:

The only data reported to the COTR or IDIQ supervisor is if a 3 or lower mark or derogatory comment is indicated on a Customer Comment Form. 


	Comparison Data
	( MLC and Other ISCs  ( CG Standard  ( DoD  ( Government  ( Private Industry  
( Other/Details: QASP standard

	Benchmark or Best in Class
	Zero reports to the COTR or IDIQ supervisor about customer dissatisfaction.

	Presentation method:
	A presentation of how many times the COTR or IDIQ supervisor was notified of customer dissatisfaction and a response from the COTR/IDIQ supervisor on what was done to correct the situation.

	Indicator Type
	(  Lagging (measures past performance) on a Tactical and activity level.
	( Soft Data (opinions/perceptions)

What the COTR/IDIQ sup did to address the problem.

	
	( Leading (forecasts future performance) on a Strategic level. 
	( Hard Data (facts and numbers)

How many reports of dissatisfaction.

	Additional Information

	Caretaker
	The Facility Manager is the caretaker for this info.

	History
	FED underwent a competitive sourcing study in FY05.  The MEO won and the LOO was issued on 15 Nov 05.
All “extra” work beyond PMS and CMS will be done by the IDIQ shop.

	Comments
	This measure helps evaluate the quality of Customer Service provided by the MEO and the IDIQ shop. 


	Measure Title
	CUSTOMER ALIGNMENT

	Division/ Branch
	Housing
	Measure Number
	BSC 2

	Purpose of Measurement

	Strategic Goal and Objective Supported
	Provide Great Customer Service

	
	Deliver Exceptional Service 

	How Will Data be Used
	Indicator of the success of efforts to deliver exceptional service to our customers.

	Data Segmentation
	Average wait time for UPH PP room (shipboard personnel) Point of service surveys for housing referral (walk-in) and transient UPH residents.  Semi-annual surveys to customers who receive continuous service – owned housing, REFFAC, and UPH residents.

	Reference
	ISC Portsmouth’s Strategic Plan.

	Data Collection Process

	Data Collection Instrument
	( Survey  ( Local Record

	Data Collection Frequency
	( Annual   ( Semi-Annual   ( Quarterly   ( Monthly  ( Event Driven 
( Other

	Data Collection Process
	

	Analysis Process

	Calculation method
	


	Comparison Data
	( MLC and Other ISCs  ( CG Standard  ( DoD  ( Government  ( Private Industry  
( Other/Details: Comparison of similar units

	Benchmark or Best in Class
	TBD

	Presentation method:
	

	Indicator Type
	(  Lagging (measures past performance) on a Tactical and activity level.
	( Soft Data (opinions/perceptions)

	
	( Leading (forecasts future performance) on a Strategic level. 
	( Hard Data (facts and numbers).

	Additional Information

	Caretaker
	

	History
	

	Comments
	


	Measure Title
	CUSTOMER ALIGNMENT

	Division/ Branch
	Personnel Services Division
	Measure Number
	BSC 2

	Purpose of Measurement

	Strategic Goal and Objective Supported
	Provide Great Customer Service

	
	Deliver Exceptional Service 

	How Will Data be Used
	This measure will provide information regarding the timeliness, accuracy and quality of personnel services delivered to our walk-in customer base.  The feedback will be used to evaluate quantity, quality, and efficiency allowing us to continue delivering exceptional service and/or aid in improving areas for quicker processing.  It will also be used to substantiate the need for an increase/decrease in equipment, supplies, manpower or service hours.    The following services will be evaluated:

(1) ID card issuance

(2) Transportation
(3) Vehicle Decals

(4) Visitor Vehicle Passes

	Data Segmentation
	Surveys and data will be collected by Security and Customer Service/Admin personnel.

	Reference
	ISC Portsmouth’s Strategic Plan.

	Data Collection Process

	Data Collection Instrument
	Customer Satisfaction Survey, DEERS/RAPIDS, Vehicle Decal database

	Data Collection Frequency
	( Annual   ( Semi-Annual   ( Quarterly   ( Monthly  ( Event Driven 
( Other Point of Service

	Data Collection Process
	Process:

(1) Customer will be asked to fill out Customer Satisfaction Survey upon completion of service. Security and Customer Service/Admin Personnel will collect the completed forms Monthly from their respective areas and deliver them to their Branch Chief.

(2) Security and Customer Service/Admin Personnel will run reports for their processes and provide to their Branch Chief Monthly.
(3) The ISC Security Officer and Personnel Branch Chief will review the surveys and data and process a report and trends to the PSD Officer Quarterly.  

(4) PSD Officer will analyze the reports and disseminate to XO Semi-Annually.

	Analysis Process

	Calculation method
	Process:

(1) Branch Chief provides numerical reports to PSD Officer.

(2) PSD Officer graphs reports and submits analysis/trends to XO on semi-annual basis.


	Comparison Data
	( MLC and Other ISCs  ( CG Standard  ( DoD  ( Government  ( Private Industry  
( Other/Details: Comparison of similar units

	Benchmark or Best in Class
	TBD

	Presentation method:
	Data/Trends will be reported using a graphic depiction and list potential causes for up/down/neutral trends.

	Indicator Type
	(  Lagging (measures past performance) on a Tactical and activity level.
	( Soft Data (opinions/perceptions)

	
	( Leading (forecasts future performance) on a Strategic level. 
	( Hard Data (facts and numbers)

	Additional Information

	Caretaker
	ISC Personnel Services Division Officer

	History
	None.

	Comments
	This measure helps evaluate the quality and efficiency of services provided. 


	Measure Title
	Employee Feedback

	Division/ Branch
	Command wide
	Measure Number
	BSC 3

	Purpose of Measurement

	Strategic Goal and Objective Supported
	Always look for a better way

	
	Build a workplace of open communications and innovations 

	How Will Data be Used
	The survey results for the selected questions:

 (1) I know what is expected of me

 (4) In the past week, I have received feedback,

 (8) My opinions seem to count,

… provide a good, overall view of member's perceptions of the workplace climate, as well as an opportunity to identify specific problem areas in performance feedback and communications.   If weak areas are identified, initiatives should be taken to solve the problem, i.e., provide training to supervisors on improving counseling skills; improve performance feedback before and after formal eval periods (marks, EARS, etc).    

	Reference
	ISC Portsmouth's Strategic Plan

	Data Collection Process

	Data Collection Instrument
	X Survey (mailed)  ( Point of Delivery Survey  ( Report  ( Focus Group ( Interview  
( Other _______________________________________

	Data Collection Frequency
	( Annual   ( Semi-Annual   ( Quarterly   ( Monthly  ( Event Driven
( Other ______________________________________

	Data Collection Process
	Process:

(1) Semi-annual employee satisfaction surveys will be distributed, normally in early June and December, to Division Officers.  

(2)  Division Officers will deliver the surveys to their personnel (including ISDs in the case of Industrial) to complete and return in time to meet the deadline to the XO.

(3)  Division Officers will tally the results of their surveys using the MicroSoft Excel Check sheet, including the above segmentation, with the number of people who responded with each of the 5 possible responses using the Likert attitude scale (5=Strongly Agree, 4=Agree, 3=Moderately Agree, 2=Disagree, 1=Strongly Disagree).

(4)  Completed surveys will be returned to the XO by the end of June and December (specific return deadlines will be published upon distribution). 

(5)  Division totals will be forwarded to the XO with copies of survey responses with written comments.  The XO will consolidate all Division responses, analyze the collective data, convert data to information and develop graphs to present the findings. 


	Analysis Process

	Calculation method
	Process:

(1) Each Division summarizes the raw data in a Microsoft Excel Checksheet, to include the number of times personnel in the above segments responded to each question with a 5, 4, 3, 2, or 1.  

(2) The segment totals are then added for a Division total.  The Microsoft Excel Checksheets are then forwarded to the XO.  

The XO calculates an overall average response. In addition, the XO calculates the percentage of total responses that were 3, 4, or 5 to indicate an “affirmative” response to the question.

Once the final figures have been tallied, the team responsible for this measure (BSC 3) should take the data for questions 1, 4, & 8 and enter them into the graph.  This allows for a more detailed analysis of the employee feedback in this particular area.

	Comparison Data
	( MLC/ISC  ( CG Standard  ( DoD  ( Government  ( Private Industry  
( Other/Details

	Benchmark or Best in Class
	Unknown as of FEB 2000

	Presentation method:
	Analyzed data will be presented in graphs.  The overall total response breakdown will be presented in bar graphs to show comparisons.  The overall total percentage of positive responses will be graphed with previously gathered data to show the overall trend.  The important analysis will be to view how the different segments of the survey population feel about this question.

	Indicator Type
	( Lagging (measures past performance) 
	( Soft Data (opinions/perceptions)

	
	( Leading (forecasts future performance)
	( Hard Data (facts and numbers)

	Additional Information

	Caretaker
	The QMB Team responsible for “Always look for a better way” goal is the caretaker of this measure.    

	History
	In February 1997, MLCLANT established an ISC Performance Measures reporting requirement.  Included in this report was a semi-annual employee satisfaction survey.

In December 1999, we changed our employee satisfaction instrument to Gallup Corporation’s 12 question Employee Satisfaction Survey.  The QMB selected the questions: (1) I know what is expected of me, (4) In the past week, I have received feedback, (8) My opinions seem to count, and, (12) In the past 6 months, I have talked to someone about my performance, as those most indicative of a workplace of open communications.  The 1 through 5 point Likert attitude scale was again used.  The Division and pay grade blocks were used to provide the ability to segment the responses. 

In February 2000, the survey instrument was changed to provide the ability to further segment the responses into various groups.  The segments include Division and paygrade broken-down as: Officer/CWO, E7-E9, GS9 or above and NF3-4, WL/WS, E1-E6, WG1-10, and GS1-8 and NF1-2.  This survey instrument will be used for the first time in June 2000. 
In June 2006, There is a new web enabled program that we will be transitioning to, which will be based on a new "Q11" question template.  This transfer will likely occur in time for the December, 2006 assessment.

	Comments
	


	Measure Title
	Build Workplace of Open Communications and Innovation

	Division/ Branch
	Personnel Services Division
	Measure Number
	BSC 3

	Purpose of Measurement

	Strategic Goal and Objective Supported
	Always look for a better way

	
	Build a workplace of open communications and innovations 

	How Will Data be Used
	This measure will provide information regarding employee perceptions of open communications throughout the Command their motivation & ability to innovate while performing jobs.  Employee responses to questions 1, 7, & 8 of the Employee Satisfaction Survey will help us identify weaknesses in leadership, comms and innovations to meet customer needs, and through follow-up discussions, we may be able to find resources that will improve communication and innovation (and ultimately mission effectiveness).

	Data Segmentation
	Data to be collected semi-annually via all-hands survey.  Segmentation will be limited to the Division Level.

	Reference
	ISC Portsmouth's Strategic Plan

	Data Collection Process

	Data Collection Instrument
	ISC Portsmouth’s “Q-11” Employee Satisfaction Survey is currently being used; intend to consider replacing with ULDP on-line survey instrument.

	Data Collection Frequency
	( Annual   ( Semi-Annual   ( Quarterly   ( Monthly  ( Event Driven
( Other ______________________________________

	Data Collection Process
	The Employee Satisfaction Survey will be distributed to All Hands by DIVOs on 1 June and 1 December.  DIVOs will tally the results detailing number of people who responded with each of the 5 possible responses.  Totals will be provided to the XO who will consolidate all DIVs, analyze data and report trends.

	Analysis Process

	Calculation method
	Process:

(1) Each Division provides raw scores to XO. 

(2) XO Calculates Average response for Command.

(3) XO Prepares semi-annual report to the ESC.  

	Comparison Data
	( MLC/ISC  ( CG Standard  ( DoD  ( Government  ( Private Industry  
( Other/Details Comparison of similar units

	Benchmark or Best in Class
	TBD

	Presentation method:
	Data/Trends will be reported using a graphic depiction and list potential causes for up/down/neutral trends.

	Indicator Type
	( Lagging (measures past performance) 
	( Soft Data (opinions/perceptions)

	
	( Leading (forecasts future performance)
	( Hard Data (facts and numbers)

	Additional Information

	Caretaker
	ISC Personnel Division Officer

	History
	Trends have been tracked since 1999 on a quarterly basis.  Measure relies on the numerical results of Gallup Q13 question responses from ISC Personnel; specifically questions 1, 4, 8 &12.  Also previous BSC-3 measured “Make Changes to Meet Customer Needs” by tracking number of innovations.  This measure relied on the timely and accurate reporting of innovations from Division Officers that have a time, personnel or monetary impact within ISC monthly highlights.  Unfortunately the highlights have not been regularly maintained and purely counting the number of innovations does not measure their effectiveness.  Some innovations are truly remarkable while others may be more routine in nature.  Many great ideas and innovations also require funding to succeed.

	Comments
	This measure is intended to ensure management is aware of workplace requirements so as to better focus resource allocation decisions that ultimately influence mission effectiveness/customer service.


	Measure Title
	Measure of Recognition in the ISC Portsmouth

	Division/ Branch
	Command-Wide
	Measure Number
	BSC 4

	Purpose of Measurement

	Strategic Goal and Objective Supported
	Invest in the ISC and Its Team – Employee Recognition 

	
	Enlisted Person of the Quarter

	How Will Data be Used
	This will be an indicator of how the employees are recognized by their supervisors/team leaders/peers for not only their outstanding performance, but in attitude, leadership, professional knowledge, initiative, community service, and human relations as well.

	Data Segmentation
	ISC Employees
· Active Duty Personnel

· Enlisted

· E1 – E6

	Reference
	ISC Portsmouth’s Strategic Management System.  CG ISC PORTSVA INST 1610.1J.

	Data Collection Process

	Data Collection Instrument
	( Survey (mailed)   ( Point of Delivery Survey   ( Report   ( Focus Group   ( Interview   
( Other: Electronic (e-mailed) EPOQ Nomination Forms submissions

	Data Collection Frequency
	( Annual    ( Semi-Annual   ( Quarterly   ( Monthly  ( Event Driven 
( Other ______________________________________

	Data Collection Process
	At the conclusion of the Fiscal Year, the Command Master Chief will collect data from each of the four (4) quarterly EPOQ submission processes, then measure the number of employees that were nominated by each division during that FY.  Data will be provided to the XO for review.

	Analysis Process

	Calculation method
	Nominations from each division are added together to come up with the ISC total.  This figure will be represented in a graph.

	Comparison Data
	( MLC/ISC  ( CG Standard  ( DoD  ( Government  ( Private Industry  
( Other/Details: Because this is an ISC Portsmouth-unique measure, there is no comparison data available at this time.

	Benchmark or Best in Class
	

	Presentation method:
	Data is presented graphically using a line chart, which shows the trend at a glance.

	Indicator Type
	(  Lagging (measures past performance) on a Tactical and activity level.
	( Soft Data (opinions/perceptions)

	
	( Leading (forecasts future performance) on a Strategic level. 
	( Hard Data (facts and numbers)

	Additional Information

	Caretaker
	CMC in charge of Objective “Invest in the ISC and It’s Team – Employee Recognition”.

	History
	

	Comments
	


	Measure Title
	Measure of Teamwork in the ISC Portsmouth 

	Division/ Branch
	Command wide.
	Measure Number
	BSC 5

	Purpose of Measurement

	Strategic Goal and Objective Supported
	Invest in the ISC and Its Team

	
	Improve Teamwork

	How Will Data be Used
	This will be an indicator of how the employees feel about their work, their workplace, and their co-workers. Question 7 tells us the employees believe the command listens to their opinions and ideas to implement better ways of doing things.  Question 8 tells us about how the employees feel about the reception of ideas they present at work.  Question 9 tells us how employees feel about their coworkers’ quality of work.  These questions when averaged out indirectly show the sense of teamwork at ISC Portsmouth.

	Data Segmentation
	ISC Employees

· Active duty personnel

· Officers – CWO – 06

· Enlisted

· MCPO, SCPO & CPO

· E1 – E6

· Civilian Employees

· Supervisors

· Non-supervisors

	Reference
	ISC Portsmouth Strategic Management System.

	Data Collection Process

	Data Collection Instrument
	( Survey (mailed)  ( Point of Delivery Survey  ( Report  ( Focus Group ( Interview  
( Other _______________________________________

	Data Collection Frequency
	( Annual   ( Semi-Annual  ( Quarterly   ( Monthly  ( Event Driven
( Other ______________________________________

	Data Collection Process
	ISC Portsmouth sends the Employee Satisfaction Survey to each employee, military and civilian every quarter. Those who wish to fill out the questionnaire will do so by encircling the most appropriate answer on a Liquert Scale of 1 to 5, 1 being strongly disagreeing and 5 being strongly agreeing to the question, and submit it to their respective Division Officer. The XO collects the filled out survey from each division at ISC and tallies the results.

Answers to the questions referred above are then collected by the owner of the measure and derive the necessary conclusion from these findings, if necessary the results are to be segmented into different categories such as officer/enlisted, civilian/active duty military.

	Analysis Process

	Calculation method
	Answers on each Liquert scale are tallied, and each question is rated from 1 – 5. This is calculated by multiplying the number of responses by the corresponding rate, i.e. 5 x 58 if there are 58 responses marked as 5. Then take the sum of the products from 1 to 5 and divide the answer by the sum of all the responses for that particular question. The final answer for each question used in this particular survey is then averaged. The answer, which should fall between-1 – 5, is the Teamwork rating for that period.

	Comparison Data
	( MLC/ISC  ( CG Standard  ( DoD  ( Government  ( Private Industry  
( Other/Details Comparison of similar units

	Benchmark or Best in Class
	

	Presentation method:
	Data is presented graphically using a line chart, which shows the trend at a glance.

	Indicator Type
	( Lagging (measures past performance) 
	( Soft Data (opinions/perceptions)

	
	( Leading (forecasts future performance)
	( Hard Data (facts and numbers)

	Additional Information

	Caretaker
	QMB Member in charge of Objective “Improved Teamwork”.

	History
	The Employee Satisfaction Survey was required by MLCA. 

	Comments
	


	Measure Title
	Equipping the Team

	Division/ Branch
	Command
	Measure Number 
	BSC 5

	Purpose of Measurement

	Strategic Goal and Objective Supported
	Invest in the ISC and the Team

	
	Provide the Tools

	How Will Data be Used
	This measure will provide information regarding employee perceptions of having ‘the right tools’ necessary to do their jobs.  Employee responses to question 2 of the Employee Satisfaction Survey will help us identify shortfalls in equipment or materials, and through follow-up discussions, we may be able to find resources that will improve their mission effectiveness.
Metric:  94% of All Hands score 3 or above (equates to “yes”), with an average score of > 4.0 using the Employee Satisfaction Survey.

	Data Segmentation
	Data to be collected semi-annually via all-hands survey.  Segmentation will be limited to Division Level.

	Reference
	ISC Portsmouth’s Strategic Plan

	Data Collection Process

	Data Collection Instrument
	ISC Portsmouth’s “Q-11” Employee Satisfaction Survey is currently being used; intend to consider replacing with ULDP on-line survey instrument.

	Data Collection Frequency
	( Annual    ( Semi-Annual   ( Quarterly   ( Monthly  ( Event Driven
( Other ______________________________________

	Data Collection Process
	The Employee Satisfaction Survey will be distributed to All Hands by DIVOs on 1 June and 1 December.  DIVOs will tally the results detailing number of people who responded with each of the 5 possible responses.  Totals will be provided to the XO who will consolidate all DIVs, analyze data and report trends.

	Analysis Process

	Calculation method
	Process:

(1) Each Division provides raw scores to XO
(2) XO Calculates Average response for Command

(3) XO Prepares semi-annual report to the ESC.

	Comparison Data
	( MLC and Other ISCs  ( CG Standard  ( DoD  ( Government  ( Private Industry  
( Other/Details: Comparison of similar units

	Benchmark or Best in Class
	TBD

	Presentation method:
	Data/trends will be reported using a graphic depiction and list potential causes for up/down/neutral trends.
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	Indicator Type
	( Lagging (measures past performance) 
	( Soft Data (opinions/perceptions)

	
	( Leading (forecasts future performance)
	( Hard Data (facts and numbers)

	Additional Information

	Caretaker
	ISC Executive Officer

	History
	In Feb 2005 ISC Portsmouth was very near 94% and 4.0 objectives.

	Comments
	This measure is intended to ensure management is aware of workplace requirements so as to better focus resource allocation decisions that ultimately influence mission effectiveness/customer service.


	Measure Title
	Mishap Prevention

	Division/ Branch
	Safety Manager
	Measure Number 
	BSC 6

	Purpose of Measurement

	Strategic Goal and Objective Supported
	Invest in the ISC and it’s Team

	
	Provide Safe and Healthful Work Environment

	How Will Data be Used
	This measure will provide a ready source of mishap related information and statistics as they relate to ISC personnel.  This information can be used to help identify mishap trends and to develop the appropriate corrective measures.

	Data Segmentation
	This data is to be compiled quarterly and distributed to safety representatives and Division Officers.

	Reference
	ISC Portsmouth’s Strategic Plan

	Data Collection Process

	Data Collection Instrument
	Mishap data will be extracted from the MLCLANT mishap reporting website and from mishap reports submitted to the Safety Manager.

	Data Collection Frequency
	( Annual    ( Semi-Annual   ( Quarterly   ( Monthly  ( Event Driven
( Other ______________________________________

	Data Collection Process
	The Safety Manager will compile the information within 15 days after the beginning of each calendar quarter, analyze data and report trends.  (15 Jan, 15 Apr, 15 Jul, 15 Oct)

	Analysis Process

	Calculation method
	(1) At the conclusion of each quarter, the Safety Manager will compile, analyze and report mishap trends to the safety representatives and Division Officers.

(2) Mishap data can be separated by:

a. OSHA 200 log for civilian employees

b. Leading types of mishap

c. Mission at time of mishap

d. On/Off duty mishaps

e. Mishaps by class

f. Motor Vehicle Mishaps

	Comparison Data
	( MLC and Other ISCs  ( CG Standard  ( DoD  ( Government  ( Private Industry  
( Other/Details: Comparison of similar units

	Benchmark or Best in Class
	Partial mishap data is available from 1998 to date.

	Presentation method:
	Analyzed data will be presented in graphs/charts.
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	Indicator Type
	( Lagging 
	( Soft Data (opinions/perceptions)

	
	( Leading (forecasts future performance)
	( Hard Data (facts and numbers)

	Additional Information

	Caretaker
	ISC Safety Manager

	History
	A Safety measure has not been previously used for the ISC Strategic Management System, however, this one was developed to determine if it will be useful to Division Officers.

	Comments
	This measure is intended to ensure management is aware of the types of safety related mishaps ISC personnel are experiencing and the amount of time lost associated with these mishaps.  Unfortunately, one lost workday case can skew these statistics creating the perception that “mishaps” have increased when it was the severity of one mishap.


	Measure Title
	Equipping the Team

	Division/ Branch
	Housing
	Measure Number 
	BSC 7

	Purpose of Measurement

	Strategic Goal and Objective Supported
	Invest in the ISC and the Team

	
	Provide the Tools

	How Will Data be Used
	(1) To determine if an adequate investment in owned housing assets and UPH furnishings exists to maintain adequacy.

(2) To determine if BAH/housing availability is adequate for a specific MHA.

(3) To determine increases in RPP properties and residents.  

	Data Segmentation
	(1) Annual AFC-43 funding as a percentage of the backlog.

(2) Annual funding as a percentage of recapitalized requirement.

(3) Number of leased housing waiver requests.

(4) Contracts with property managers and occupant population.

	Reference
	ISC Portsmouth’s Strategic Plan

	Data Collection Process

	Data Collection Instrument
	Capital Asset Management Program (CAMP) and Local Records

	Data Collection Frequency
	( Annual    ( Semi-Annual   ( Quarterly   ( Monthly  ( Event Driven
( Other ______________________________________

	Data Collection Process
	Annually – database extraction.

	Analysis Process

	Calculation method
	

	Comparison Data
	( MLC and Other ISCs  ( CG Standard  ( DoD  ( Government  ( Private Industry  
( Other/Details:  Comparison of similar units

	Benchmark or Best in Class
	TBD

	Presentation method:
	

	Indicator Type
	( Lagging (measures past performance) 
	( Soft Data (opinions/perceptions)

	
	( Leading (forecasts future performance)
	( Hard Data (facts and numbers)

	Additional Information

	Caretaker
	

	History
	

	Comments
	


	Measure Title
	Workflow Productivity

	Division/ Branch
	Comptroller
	Measure Number
	BSC 7

	Purpose of Measurement

	Strategic Goal and Objective Supported
	Use Resources Wisely

	
	Minimize “Ownership Cost”

	How Will Data be Used
	This will be an indicator of the Comptroller Divisions’ effectiveness in providing the tools, equipment, supplies and services necessary to execute the mission.  The procurement shop provides contracting services for all units located within the D5 AOR, with the exception of C2CEN and the two training centers.  This data will measure the ability to provide procurement service within the designated time lines as well as tract all procurements via pre-designated categories.
At the conclusion of each quarter, the Comptroller Division will examine the results of the procurement request tracking data base and compare these results to prior years/quarters.  Results will be used to evaluate past performance as well as validate resource requirements for future quarters.

	Data Segmentation
	We will collect data using the procurement request tracking data base already in place.  Procurement requests are segmented by type (goods, service, construction, etc.) as well as dollar amount.  Baselines are predetermined by the total value of the request and rules associated with procurement action lead times (for example: how long we must advertise).

	Reference
	ISC Portsmouth’s Strategic Plan

	Data Collection Process

	Data Collection Instrument
	( Survey (mailed)  ( Point of Delivery Survey  ( Report  ( Focus Group ( Interview  
( Other:  Data Base

	Data Collection Frequency
	( Annual   ( Semi-Annual   ( Quarterly   ( Monthly  ( Event Driven
( Other ______________________________________

	Data Collection Process
	Process:

(1) At the conclusion of each quarter, the Deputy Comptroller will download the results from the procurement request data base.
(2) By the 15th of the month following a quarter’s ending he/she will validate the results, format the appropriate graphs and forward to the Comptroller for review.

(3) Composite information will be forwarded to the Command.  Customers will also be given the information in an effort to educate and provide an opportunity for individual feedback. 

	Analysis Process

	Calculation method
	Process:   The spreadsheet will compare procurement action lead times listed in ISC Portsmouth Instruction 4200.1 with actual lead times.

	Comparison Data
	( MLC/ISC  ( CG Standard  ( DoD  ( Government  ( Private Industry  
( Other/Details  Because this is an ISC Portsmouth-unique measurement, external comparison data will not be available until other units, offices, or government agencies evaluate and utilize this measurement technique.

	Benchmark or Best in Class
	95% of procurement requests executed IAW published lead times.

	Presentation method:
	The percentage of PRs processed on time by category and fiscal year will be presented in a bar graph.  Prior year(s) data will also be listed for trend analysis.  A separate sheet displaying the raw number of PRs processed by quarter will provide details on the success rate of the process.

	Indicator Type
	( Lagging (measures past performance) 
	( Soft Data (opinions/perceptions)

	
	( Leading (forecasts future performance)
	( Hard Data (facts and numbers)


	Additional Information

	Caretaker
	The QMB team responsible for the “Use Resources Wisely” goal is the caretaker of this measure.  

	History
	In November 2005, ISC Portsmouth ESC elected to adopt this measurement as a way of validating support provided to customers while minimizing ownership cost.  The data for this measurement was already in place through a tracking system used by the contracting shop in the Comptroller Division.  It was determined this measurement would be more useful in determining if services provided were meeting the letter and spirit of ISC Portsmouth’s Mission, Vision & Guiding Principles.

	Comments
	This measurement helps to evaluate how well we are doing our job of providing customer service with the resources at hand.  During our current resource neutral environment it has become imperative to consistently measure the effectiveness of our ability to get the job done without creating an administrative burden.  Processing procurement request per published guidelines will minimize “ownership cost” by preventing unnecessary delays for our customers.


	Measure Title
	Savings from Improvements

	Division/ Branch
	Housing
	Measure Number
	BSC 7

	Purpose of Measurement

	Strategic Goal and Objective Supported
	Use Resources Wisely

	
	Minimize “Ownership Cost”

	How Will Data be Used
	Evaluate efforts to reduce BAH overpayments and maximize utilization rates.

	Data Segmentation
	BAH code accuracy rate.

	Reference
	ISC Portsmouth’s Strategic Plan

	Data Collection Process

	Data Collection Instrument
	HMIS

	Data Collection Frequency
	( Annual   ( Semi-Annual   ( Quarterly   ( Monthly  ( Event Driven
( Other: Point of Service

	Data Collection Process
	

	Analysis Process

	Calculation method
	

	Comparison Data
	( MLC/ISC  ( CG Standard  ( DoD  ( Government  ( Private Industry  
( Other/Details  Comparison of similar units

	Benchmark or Best in Class
	TBD

	Presentation method:
	

	Indicator Type
	( Lagging (measures past performance) 
	( Soft Data (opinions/perceptions)

	
	( Leading (forecasts future performance)
	( Hard Data (facts and numbers)

	Additional Information

	Caretaker
	

	History
	

	Comments
	


	Measure Title
	Good Neighbor Support Index (GNSI)

	Division/ Branch
	Command-wide
	Measure Number 
	BSC 8

	Purpose of Measurement

	Strategic Goal and Objective Supported
	Use Resources Wisely

	
	Be A Good Neighbor

	How Will Data be Used
	This will provide information regarding the ISC’s progress toward being a good neighbor.  Being a good neighbor was defined by the QMB as specific activities associated with being a good neighbor.    

	Data Segmentation
	There is not a current plan to segment the data.  Large fluctuations in the GNSI are analyzed and the event or events that caused the change are identified directly on the GNSI chart.  

	Reference
	ISC Portsmouth’s Strategic Plan

	Data Collection Process

	Data Collection Instrument
	( Survey (mailed/delivered by Division Chief )  ( Point of Delivery Survey  ( Report  ( Focus Group ( Interview  ( Other ________________________( Checksheet

	Data Collection Frequency
	( Annual    ( Semi-Annual   ( Quarterly   ( Monthly  ( Event Driven
( Other ______________________________________

	Data Collection Process
	Process:

(1) On a monthly basis contact the responsible person for each of the activities represented in the GNSI and collect the raw data. 

· Pints of Blood from the ISC Blood Drive Coordinator. (HSD)
· Amount of material recycled from the recycling coordinator. (Comptroller)
· Cardboard, plastic, steel, aluminum, soda cans, paper, brass/copper

· Dollars spent on Hazardous material from Comptroller’s accounting branch. (Comptroller)
· Dollars spent on Hazardous Waste from Comptroller’s accounting branch. (Comptroller)

	Analysis Process

	Calculation method
	Process: The index is a representation of Good Neighbor activity month to month.  The Index is a comparison of actual activity against a baseline of activity for the year.  This is done by dividing the monthly activity by the baseline activity for the year.  Each category of activity is weighted so when rolled up into a single index the contribution of each can be controlled.  The weights are:

· Recycled material   =  .5

· Dollars spend on hazardous material =  .1

· Pints of blood donated =   .25

The dollars spent on hazardous material is an activity that is to be minimized.  To accomplish this the calculation is (Baseline – Actual)/(Baseline*weighting factor).  With a weight factor of 10 and no spending on hazardous waste the contribution to the index would be .1.  As spending increases the index contribution for hazardous waste goes down.   

Recycled material is a compilation of 7 types of scrap. They are each weighted as part of the calculation for overall Material Recycled part of the GNSI.  The weights are to account for the different units of measure, density of material, and relative recycle value  The weightings are:

· Steel                                 1

· Aluminum                        14

· White paper                14000

· Cardboard                   12000

· Plastic                            500

· Soda Cans                      300

Brass/Copper                    26

	Comparison Data
	( MLC and Other ISCs  ( CG Standard  ( DoD  ( Government  ( Private Industry  
( Other/Details: Since the index is a product of ISC Portsmouth, direct comparison will be impossible.  Comparison opportunities will have to be developed for individual activities within the GNSI.

	Benchmark or Best in Class
	Unknown as of February 2000 

	Presentation method:
	The GNSI is plotted monthly.  Because the events that effect the GNSI can vary significantly from month to month, a four month running average is also plotted to illustrate trends without the effect of month to month variations.

	Indicator Type
	( Lagging (measures past performance) 
	( Soft Data (opinions/perceptions)

	
	( Leading (forecasts future performance)
	( Hard Data (facts and numbers)

	Additional Information

	Caretaker
	The QMB Team responsible for “Use resources wisely” goal is the caretaker of this measure.  Comptroller

	History
	There have been only a few developmental changes since inception of the GNSI.  Since this is the first edition of the measurement plan the starting point will be from today.

	Comments
	* Current measure deducts for increases in $ spent on Hazardous material purchased by the pharmacy. This may be misleading since increasing the number of units served by the pharmacy would be a positive event but would result in a decrease in the GNSI






























































Commander’s Intent.


This is my focus as Commanding Officer.  It is what I hope we will accomplish and the environment we will strive to create. The Commander’s Intent is the course I intend to steer for the conceivable future.


Dedicated to Excellence in Support – Be Ready


We will deliver great service.  We will always do our best, exceed expectations, and seek ways to lower costs and enhance operations.  We will focus on the heart and soul of our organization...making our customers Semper Paratus - Always Ready to serve America.


Innovation – Renew


I want each member of the ISC team to innovate, initiate, explore, discover, question, and grow. We will foster open communications and will solicit and support new ideas. Together, we will boldly build the future and make a difference. We will leave a legacy. 


Professional Development – Reach Out


We will invest in people.  We will learn individually and collectively. We will build a creative, supportive team that benefits from the combined imagination of everyone. We will share with the community.  We will seize every opportunity to build support by telling the Coast Guard story.





I want each of you to be passionate about your work, to grow personally and professionally, to take pride in your contributions to our Coast Guard, and to have fun every day.
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BSC7

		Provide the Tools

		Employee responses to survey as to whether they believe they have the tools to do their jobs.

				Period Ending

		Response		Dec-98		Jun-99

		5 - SA		41		41

		4 - A		98		73

		3 - MA		59		45

		2 - D		13		9

		1 - SD		7		2

		Above Figures Displayed as percentage of responses

				Period Ending

		Response		Dec-98		Jun-99		Dec-99		Jun-00		Dec-00		Jun-01		Dec-01		Jun-02		Dec-02		Jun-03

		5 - SA		19%		24%		23.3%		23.6%		18.8%		20.0%		23.70%		20.6%		22.2%		28%

		4 - A		45%		43%		40.3%		42.0%		42.2%		50.3%		36.30%		44.5%		43.9%		44%

		3 - MA		27%		26%		27.3%		19.5%		27.9%		24.5%		28.15%		20.8%		24.8%		22%

		2 - D		6%		5%		5.7%		10.3%		7.1%		4.5%		5.19%		8.0%		8.6%		4.00%

		1 - SD		3%		1%		2.8%		4.6%		3.9%		0.7%		6.67%		6.1%		0.5%		2.00%

		Employee Responses Expressed as a Yes/No response.  (Yes equates to 3,4,5 response, No equates to 1,2 responses)				Expressed as percentage of Positive Responses (Yes equates to responses of 3,4,or 5)

				Period Ending

		Response		Dec-98		Jun-99		Dec-99		Jun-00		Dec-00		Jun-01		Dec-01		Jun-02		Dec-02		Jun-03

		Actual		90.80%		93.50%		91.48%		85.05%		88.90%		94.84%		88.15%		87.00%		90.91%		94.00%

		GOAL		93.00%		93.00%		94.00%		94.00%		94.00%		94.00%		94.00%		94.00%		94.00%		94.00%

		Average Response to the question concerning whether they have the tools to do their jobs (Scale 1 - 5)

				Period Ending

		Average		Dec-98		Jun-99		Dec-99		Jun-00		Dec-00		Jun-01		Dec-01		Jun-02		Dec-02		Jun-03		Dec-03		Jun-04

		Actual		3.70		3.84		3.77		3.69		3.65		3.85		3.65		3.71		3.79		3.95		3.84		3.85

		Goal		4.00		4.00		4.00		4.00		4.00		4.00		4.00		4.00		4.00		4.00		4.00		4.00
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		TAKE RESPONSIBILITY FOR PERSONAL GROWTH

		Employee Responses to survey asking if they have personal career plans in place

		Percent of employees responding positively (responses of 3, 4, or 5)

				Period Ending

		Percentage		Dec-97		Jun-98		Dec-98		Jun-99		Dec-99		Jun-00		Dec-00		Jun-01		Dec-01		Dec-02		Jun-03

		Actual		67.70%		80.10%		87.10%		89.40%		86.78%		85.46%		82.35%		86.84%		92.08%		92.35%		89.50%

		Goal		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%

		Employee Responses to Survey asking if they have personal career plans in place, expressed as a percentage of total responses

				Period Ending

		Response		Dec-98		Jun-99		Dec-99		Jun-00		Dec-00		Jun-01		Dec-01		Dec-02		Jun-03

		5 - SA		24.5%		24.1%		27.2%		22.1%		22.2%		34.9%		27.3%		37.2%		28.0%

		4 - A		42.6%		39.4%		37.6%		43.6%		36.6%		30.3%		43.9%		41.0%		39.6%

		3 - MA		20.4%		25.9%		22.5%		19.8%		23.5%		21.7%		20.9%		14.2%		22.4%

		2 - D		7.9%		5.9%		6.9%		8.7%		11.8%		8.6%		4.3%		4.9%		6.0%

		1 - SD		4.6%		4.7%		5.8%		5.8%		5.9%		4.6%		3.6%		2.7%		4.0%

		Average Response to the survey asking if employees have personal career plans in place (based on a 1 - 5 Scale)

				Period Ending

				Dec-98		Jun-99		Dec-99		Jun-00		Dec-00		Jun-01		Dec-01		Dec-02		Jun-03

		Actual		3.75		3.72		3.74		3.67		3.58		3.82		3.87		4.05		3.91

		Goal		4.00		4.00		4.00		4.00		4		4		4.00		4.00		4.00
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BSC7

		Provide the Tools

		Employee responses to survey as to whether they believe they have the tools to do their jobs.

				Period Ending

		Response		Dec-98		Jun-99

		5 - SA		41		41

		4 - A		98		73

		3 - MA		59		45

		2 - D		13		9

		1 - SD		7		2

		Above Figures Displayed as percentage of responses

				Period Ending

		Response		Dec-98		Jun-99		Dec-99		Jun-00		Dec-00		Jun-01		Dec-01		Jun-02		Dec-02		Jun-03

		5 - SA		19%		24%		23.3%		23.6%		18.8%		20.0%		23.70%		20.6%		22.2%		28%

		4 - A		45%		43%		40.3%		42.0%		42.2%		50.3%		36.30%		44.5%		43.9%		44%

		3 - MA		27%		26%		27.3%		19.5%		27.9%		24.5%		28.15%		20.8%		24.8%		22%

		2 - D		6%		5%		5.7%		10.3%		7.1%		4.5%		5.19%		8.0%		8.6%		4.00%

		1 - SD		3%		1%		2.8%		4.6%		3.9%		0.7%		6.67%		6.1%		0.5%		2.00%

		Employee Responses Expressed as a Yes/No response.  (Yes equates to 3,4,5 response, No equates to 1,2 responses)				Expressed as percentage of Positive Responses (Yes equates to responses of 3,4,or 5)

				Period Ending

		Response		Dec-98		Jun-99		Dec-99		Jun-00		Dec-00		Jun-01		Dec-01		Jun-02		Dec-02		Jun-03

		Actual		90.80%		93.50%		91.48%		85.05%		88.90%		94.84%		88.15%		87.00%		90.91%		94.00%

		GOAL		93.00%		93.00%		94.00%		94.00%		94.00%		94.00%		94.00%		94.00%		94.00%		94.00%

		Average Response to the question concerning whether they have the tools to do their jobs (Scale 1 - 5)

				Period Ending

		Average		Dec-98		Jun-99		Dec-99		Jun-00		Dec-00		Jun-01		Dec-01		Jun-02		Dec-02		Jun-03		Dec-03		Jun-04

		Actual		3.70		3.84		3.77		3.69		3.65		3.85		3.65		3.71		3.79		3.95		3.84		3.85

		Goal		4.00		4.00		4.00		4.00		4.00		4.00		4.00		4.00		4.00		4.00		4.00		4.00
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		TAKE RESPONSIBILITY FOR PERSONAL GROWTH

		Employee Responses to survey asking if they have personal career plans in place

		Percent of employees responding positively (responses of 3, 4, or 5)

				Period Ending

		Percentage		Dec-97		Jun-98		Dec-98		Jun-99		Dec-99		Jun-00		Dec-00		Jun-01		Dec-01		Dec-02		Jun-03

		Actual		67.70%		80.10%		87.10%		89.40%		86.78%		85.46%		82.35%		86.84%		92.08%		92.35%		89.50%

		Goal		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%

		Employee Responses to Survey asking if they have personal career plans in place, expressed as a percentage of total responses

				Period Ending

		Response		Dec-98		Jun-99		Dec-99		Jun-00		Dec-00		Jun-01		Dec-01		Dec-02		Jun-03

		5 - SA		24.5%		24.1%		27.2%		22.1%		22.2%		34.9%		27.3%		37.2%		28.0%

		4 - A		42.6%		39.4%		37.6%		43.6%		36.6%		30.3%		43.9%		41.0%		39.6%

		3 - MA		20.4%		25.9%		22.5%		19.8%		23.5%		21.7%		20.9%		14.2%		22.4%

		2 - D		7.9%		5.9%		6.9%		8.7%		11.8%		8.6%		4.3%		4.9%		6.0%

		1 - SD		4.6%		4.7%		5.8%		5.8%		5.9%		4.6%		3.6%		2.7%		4.0%

		Average Response to the survey asking if employees have personal career plans in place (based on a 1 - 5 Scale)

				Period Ending

				Dec-98		Jun-99		Dec-99		Jun-00		Dec-00		Jun-01		Dec-01		Dec-02		Jun-03

		Actual		3.75		3.72		3.74		3.67		3.58		3.82		3.87		4.05		3.91

		Goal		4.00		4.00		4.00		4.00		4		4		4.00		4.00		4.00
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BSC7

		Provide the Tools

		Employee responses to survey as to whether they believe they have the tools to do their jobs.

				Period Ending

		Response		Dec-98		Jun-99

		5 - SA		41		41

		4 - A		98		73

		3 - MA		59		45

		2 - D		13		9

		1 - SD		7		2

		Above Figures Displayed as percentage of responses

				Period Ending

		Response		Dec-98		Jun-99		Dec-99		Jun-00		Dec-00		Jun-01		Dec-01		Jun-02		Dec-02		Jun-03

		5 - SA		19%		24%		23.3%		23.6%		18.8%		20.0%		23.70%		20.6%		22.2%		28%

		4 - A		45%		43%		40.3%		42.0%		42.2%		50.3%		36.30%		44.5%		43.9%		44%

		3 - MA		27%		26%		27.3%		19.5%		27.9%		24.5%		28.15%		20.8%		24.8%		22%

		2 - D		6%		5%		5.7%		10.3%		7.1%		4.5%		5.19%		8.0%		8.6%		4.00%

		1 - SD		3%		1%		2.8%		4.6%		3.9%		0.7%		6.67%		6.1%		0.5%		2.00%

		Employee Responses Expressed as a Yes/No response.  (Yes equates to 3,4,5 response, No equates to 1,2 responses)				Expressed as percentage of Positive Responses (Yes equates to responses of 3,4,or 5)

				Period Ending

		Response		Dec-98		Jun-99		Dec-99		Jun-00		Dec-00		Jun-01		Dec-01		Jun-02		Dec-02		Jun-03		Dec-03		Jun-04

		Actual		90.80%		93.50%		91.48%		85.05%		88.90%		94.84%		88.15%		87.00%		90.91%		94.00%		92.90%		93.70%

		GOAL		93.00%		93.00%		94.00%		94.00%		94.00%		94.00%		94.00%		94.00%		94.00%		94.00%		94.00%		94.00%

		Average Response to the question concerning whether they have the tools to do their jobs (Scale 1 - 5)

				Period Ending

		Average		Dec-98		Jun-99		Dec-99		Jun-00		Dec-00		Jun-01		Dec-01		Jun-02		Dec-02		Jun-03		Dec-03		Jun-04

		Actual		3.70		3.84		3.77		3.69		3.65		3.85		3.65		3.71		3.79		3.95		3.84		3.85

		Goal		4.00		4.00		4.00		4.00		4.00		4.00		4.00		4.00		4.00		4.00		4.00		4.00
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		TAKE RESPONSIBILITY FOR PERSONAL GROWTH

		Employee Responses to survey asking if they have personal career plans in place

		Percent of employees responding positively (responses of 3, 4, or 5)

				Period Ending

		Percentage		Dec-97		Jun-98		Dec-98		Jun-99		Dec-99		Jun-00		Dec-00		Jun-01		Dec-01		Dec-02		Jun-03

		Actual		67.70%		80.10%		87.10%		89.40%		86.78%		85.46%		82.35%		86.84%		92.08%		92.35%		89.50%

		Goal		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%

		Employee Responses to Survey asking if they have personal career plans in place, expressed as a percentage of total responses

				Period Ending

		Response		Dec-98		Jun-99		Dec-99		Jun-00		Dec-00		Jun-01		Dec-01		Dec-02		Jun-03

		5 - SA		24.5%		24.1%		27.2%		22.1%		22.2%		34.9%		27.3%		37.2%		28.0%

		4 - A		42.6%		39.4%		37.6%		43.6%		36.6%		30.3%		43.9%		41.0%		39.6%

		3 - MA		20.4%		25.9%		22.5%		19.8%		23.5%		21.7%		20.9%		14.2%		22.4%

		2 - D		7.9%		5.9%		6.9%		8.7%		11.8%		8.6%		4.3%		4.9%		6.0%

		1 - SD		4.6%		4.7%		5.8%		5.8%		5.9%		4.6%		3.6%		2.7%		4.0%

		Average Response to the survey asking if employees have personal career plans in place (based on a 1 - 5 Scale)

				Period Ending

				Dec-98		Jun-99		Dec-99		Jun-00		Dec-00		Jun-01		Dec-01		Dec-02		Jun-03

		Actual		3.75		3.72		3.74		3.67		3.58		3.82		3.87		4.05		3.91

		Goal		4.00		4.00		4.00		4.00		4		4		4.00		4.00		4.00
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		Provide the Tools

		Employee responses to survey as to whether they believe they have the tools to do their jobs.

				Period Ending

		Response		Dec-98		Jun-99

		5 - SA		41		41

		4 - A		98		73

		3 - MA		59		45

		2 - D		13		9

		1 - SD		7		2

		Above Figures Displayed as percentage of responses

				Period Ending

		Response		Dec-98		Jun-99		Dec-99		Jun-00		Dec-00		Jun-01		Dec-01		Jun-02		Dec-02		Jun-03

		5 - SA		19%		24%		23.3%		23.6%		18.8%		20.0%		23.70%		20.6%		22.2%		28%

		4 - A		45%		43%		40.3%		42.0%		42.2%		50.3%		36.30%		44.5%		43.9%		44%

		3 - MA		27%		26%		27.3%		19.5%		27.9%		24.5%		28.15%		20.8%		24.8%		22%

		2 - D		6%		5%		5.7%		10.3%		7.1%		4.5%		5.19%		8.0%		8.6%		4.00%

		1 - SD		3%		1%		2.8%		4.6%		3.9%		0.7%		6.67%		6.1%		0.5%		2.00%

		Employee Responses Expressed as a Yes/No response.  (Yes equates to 3,4,5 response, No equates to 1,2 responses)				Expressed as percentage of Positive Responses (Yes equates to responses of 3,4,or 5)

				Period Ending

		Response		Dec-98		Jun-99		Dec-99		Jun-00		Dec-00		Jun-01		Dec-01		Jun-02		Dec-02		Jun-03		Dec-03		Jun-04

		Actual		90.80%		93.50%		91.48%		85.05%		88.90%		94.84%		88.15%		87.00%		90.91%		94.00%		92.90%		93.70%

		GOAL		93.00%		93.00%		94.00%		94.00%		94.00%		94.00%		94.00%		94.00%		94.00%		94.00%		94.00%		94.00%

		Average Response to the question concerning whether they have the tools to do their jobs (Scale 1 - 5)

				Period Ending

		Average		Dec-98		Jun-99		Dec-99		Jun-00		Dec-00		Jun-01		Dec-01		Jun-02		Dec-02		Jun-03		Dec-03		Jun-04

		Actual		3.70		3.84		3.77		3.69		3.65		3.85		3.65		3.71		3.79		3.95		3.84		3.85

		Goal		4.00		4.00		4.00		4.00		4.00		4.00		4.00		4.00		4.00		4.00		4.00		4.00
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		TAKE RESPONSIBILITY FOR PERSONAL GROWTH

		Employee Responses to survey asking if they have personal career plans in place

		Percent of employees responding positively (responses of 3, 4, or 5)

				Period Ending

		Percentage		Dec-97		Jun-98		Dec-98		Jun-99		Dec-99		Jun-00		Dec-00		Jun-01		Dec-01		Dec-02		Jun-03

		Actual		67.70%		80.10%		87.10%		89.40%		86.78%		85.46%		82.35%		86.84%		92.08%		92.35%		89.50%

		Goal		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%		90.00%

		Employee Responses to Survey asking if they have personal career plans in place, expressed as a percentage of total responses

				Period Ending

		Response		Dec-98		Jun-99		Dec-99		Jun-00		Dec-00		Jun-01		Dec-01		Dec-02		Jun-03

		5 - SA		24.5%		24.1%		27.2%		22.1%		22.2%		34.9%		27.3%		37.2%		28.0%

		4 - A		42.6%		39.4%		37.6%		43.6%		36.6%		30.3%		43.9%		41.0%		39.6%

		3 - MA		20.4%		25.9%		22.5%		19.8%		23.5%		21.7%		20.9%		14.2%		22.4%

		2 - D		7.9%		5.9%		6.9%		8.7%		11.8%		8.6%		4.3%		4.9%		6.0%

		1 - SD		4.6%		4.7%		5.8%		5.8%		5.9%		4.6%		3.6%		2.7%		4.0%

		Average Response to the survey asking if employees have personal career plans in place (based on a 1 - 5 Scale)

				Period Ending

				Dec-98		Jun-99		Dec-99		Jun-00		Dec-00		Jun-01		Dec-01		Dec-02		Jun-03

		Actual		3.75		3.72		3.74		3.67		3.58		3.82		3.87		4.05		3.91

		Goal		4.00		4.00		4.00		4.00		4		4		4.00		4.00		4.00
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