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INTRODUCTION 

This booklet has been compiled as an information resource on the status of quality measurement in selected federal government programs. The booklet 
reviews the measures used for various products and services. The latter are categorized into eighteen major categories, depending on their primary focus ( e.g., social 
services, distribution services, training). The categories and a brief description of each are listed at the beginning of the booklet. The main section of the booklet 
reviews quality and timeliness measures under each category. The measures used by agencies are first summarized and suggestions are given for other measures which 
might be appropriate. A listing is then presented of all the measures in that category used by agencies. A final section contains a sorted listing of the functions within 
each agency. This list also gives the specific bureau which provides the products and services. This is a useful cross reference for the main section, which lists the 
functions within each category. The bureau which is responsible for the specific measure can then be identified. The particular agency and office can then be contacted 
for further information on the measure(s). 

A quality or timeliness measure can focus either internally or externally. An internal measure focuses on internal work and processes that can be done better 
or faster. Examples include the number of errors made in documentation and the time it takes to process the output. An external measure is focused on customer 
service and fulfilling the customer's needs. Examples include the number of customer complaints the bureau receives and the customer's satisfaction with the product 
or~rvi~ · 

The measures contain an implicit emphasis on continuow improvement. This is accomplished by using goals for the measure which can be raised over time. 
For example, an accuracy rate measure can have a goal which changes incrementally from year to year. One year the goal may be a 98% accuracy rate. If that goal 
is reached, the next year the goal may be increased to 98.5%, and so on. Since the goals make sense only in the context of the particular product or service within 
the agency, the goals are not included in this material (e.g., "time to fill orders" could mean minutes, hours, or days). Information on a goal for a particular measure 
is available from the agency or the 0MB Quality Management desk officers. 

The suggested measures listed in the main section are often stated in general terms. When applying one of these, attempts should be made at making the 
measure more specific and quantifiable. For example, "time to process" can be applied by examining the percent of claims processed within a timeframe, or the average 
time to process a grant application with the goal being to continuously improve the time by shortening it. 

Other resources are also available to managers on quality measurement. The Federal Quality Institute resource center has available a guidebook, "How to 
Develop Quality Measures That Are Useful in Day-to-Day Management," by the 0MB Quality Management office. The Federal Quality Institute also has other 
materials on quality measurement. Finally, 0MB desk officers can help in giving advice and in contacting other agencies to learn more about their measures. 
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Functional Categmy 

Claims/Applications 
Communications 
Distribution Services 
Education/Training 
Financial Services 
Health Services 

Information Services 

Investigation/Enforcement 

Legal Action/Adjudication 
Licensing/Certification 
Loans/Grants 
Maintenance 
Natural Resource Management 
Social Services/Benefits 
Specialized Production 
Support Services/Operations 

Testing/Inspections/Compliance 
Transportation/Traffic Mgmt. 

FUNCTIONAL CATEGORIES AND DEFINITIONS• 

Pefiniticm 

Activiti~s for the processing or payment of applications and claims. 
Activities for processing messages and performing telecommunication services. 
Activities for distributing supplies and equipment and the management of inventories. 
Activities for providing general or specialized education or training. 
Activities for maintaining accounting records, processing payroll vouchers and invoices, and related activities. 
Activities for operating health care facilities and providing medical, hospital, dental, laboratory, or nursing services for disease 

prevention or treatment. 
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Activities for preparing or distributing statistical, scientific, technical, or other information. Includes research and reference services 
and records management services. 

Activities for carrying out investigations (including Federal employee investigations), auditing Federal programs and operations, 
enforcing the law, and securing Federal buildings, installations, or grounds. ' 

Activities responsible for instituting proceedings in a court or administrative tribunal or rendering decisions in a judicial capacity. 
Activities for issuing licenses, permits, or other authorizations in government controlled activities. 
Activities for issuing grants, making awards, offering various types of loans, and borrowing funds from the public. 
Activities for the maintenance and repair of vehicles, equipment, buildings, and the calibration of instruments. 
Activities responsible for developing or overseeing programs which effect natural resources or the environment. 
Activities for the payment of benefits, or for improving the welfare of the public or a special group. 
Activities involved in the distribution or production of specialized outputs, including electric power. 
Activities providing personnel services, procurement (purchasing supplies, equipment, or services), overall administration, and general 

support services for Federal agencies and employees. 
Activities to ensure compliance with established rules and regulations. 
Activities for arranging, moving, and assisting in the movement of people and cargo. 

• Definitions have been adapted from Federal Government Productivily Summary Data, Bureau of Labor Statistics, Dept. of Labor. 
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CLAIMS/APPLICATIONS FUNCTION 

The measures which arc most commonly used by departments and agencies ror the Claims/Application runctions are listed below. The measures used are all very similar. 

Quality -

Timclincss -

% errors or aa:uracy rate. 
% payment aa:uracy. 

Time to process/pay (Iota! cycle time from receipt 10 completion). 

Some other possible measures ror the aaims/Applicalion runctions are listed below. 

MEASURES 

Internal 

External 

QUALl1Y 

% errors by type (clerical, technical, etc.) 

# of process improvements Implemented per month/quarter 

% of claims/applications processed correctly the first time (also called •first 
time through• rate) · 

# complaints filed 

Service performance rated on scale by customers or sample of customers 

% customer satisfaction based on survey (could give satisfaction rate on 
several dimensions) 

% inrormalion errors 

% of people receiving service that arc eligible for service 

% of people eligible for service receiving service 

TIMELINESS 

% deadlines met 

Time lo provide information/forms 

Time lo correct errors 

Ave. waiting lime to see or have contact w/ service provider 

3 



••• FUNCTIONAL CATEGORY: Clal•/Appl !cations 

AGENCY 

COIIERCE 

COIIIERCE 

COIIERCE 

GSA 

NHS 

NHS 

HHS 

HHS 

HHS 

HUI 

FUNCTION 

IIIPORT ADMINISTRATION 

HAIL & FEE PROCESSING 

PATENT APPLICATION REVIEW 

CARR I ER CLA I HS PROC 

MEDICARE CLAIMS PROC 

MEDICAID PYTIIIT/STATES 

OUTPUT 

f petitions proctssed. 

f applications •rd f••• proctssed. 

f appl !cat i ons rev iewed. 

f carrier prottsts of audit In claims 
procesaed. 

f clal• proce11ed. 

f revl..,. con.,leted. 

RETIREMENT/SUltVIVOIIS INSUltANCE f clal• processed. 

DISABILITY INSUltANCE f clal11S adjudicated. 

SOCIAL SEaJIUTY NIJ!BERS ADIIIN. , rtqUHtl procnsed. 

t clal• paid. 

OUTPUT, QUALITY & TIHELINESS 
MEASUIIES 

Qua 11 ty Htasur• 

• weighted X petitions not rHolved Informally. 

I errors and c~lafnts. 

I errors. 

Tfmet iness Measure 

Tlmt to process . 

Ti me to proces s . 

Tlmt to process . 

· weighted X collections against potential collect ions. f of entries within tlmt stardard. 

X paYffl"Ot accuracy. 

X of S dl sal lowed on app.al by statH. 

weighted X paYffl"Ot accuracy. 

weighted X paywnt accuracy. 

X critical errors. 

X clalN s"""led that contain errors . 

The to process . 

Tl.,. to process d lsellowance letter. 

"""' to process. 

Tl.,. to procHs. 

"""' to process. 

"""' to pay clot ... 
IUI 

JUSTICE 

LAIIOII 

STATE 

TREASUltY 

VA 

SINGLE FAIi CLAIMS PROC 

SINGLE FAIIILY INSURANCE 

ALIEN APPLICATIONS 

f accCM'ltl proce11ed ■nd -,rtgagH reviewed. • weighted X mrtgages dtll~t. """' to respord to ..,rtgagors rtqUHts. 

Time to process. 

FECA PROGRAM 

PASSPORT SERVICES 

TAX PROCESSING 

INSURANCE PROGRAM 

f petitions or applications processed. 

f wage losa claims actlvltlH. 

f passports Issued. 

f doc,_,,tl processed. 

I Insurance pol lcln In force. 

X error rate. 

· weighted 

X error rate . 

• weighted X accuracy rate. 

X accuracy on 111 SQC stardards. 

Time to process . 

Th"' to hsue passport . 

Th"' to process per type of return . 

Time to process. 
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OUTPUT, QUALITY & TIMELINESS 
MEASURES 
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The COMU'tlcatlone, Health Services, and Legal Action/Adjudication f1n:tions are listed below. Since there ore so few h.nctlons in these categories, no atteq,t la lllllde to s...-rhe the measures. 

••• FUNCTIONAL CATEGOltY: COMU'tlcotions 

AGENCY FIJICTION 

DEFENSE BASE CORJIIICATIONS 

... FIJICTIONAL CATEGOltY: Heel th Services 

AGENCY 

DEFENSE 
VA 
VA 

FIJICTION 

DENTAL CARE 
NED I CAL CARE 
LONG· TERM HEALTH CARE 

OUTPUT 

I 111!8S- trllnMI tted and received. 

ClJTPUT 

C""""9lte th,e volue·CTV (dental procedures) • weighted. 
ClaH of patients weighted. 
c I ass of patl ents • wet ghted. 

••• FIJICTIONAL CATEGOltY: Legal Action/Adjudication 

AGENCY 

JUSTICE 

LABOR 

LABOR 

FUNCTION 

SERVICE OF LEGAL PROCESS 

CASE DECISION REVIEW 

CASE ADJUDICATION 

OUTPUT 

I court orders served. 

I coses d I sposed. 

I dispositions Issued. 

Qua I i ty Measure 

I or X of ""'ssoges 1..,roperly route . 

Qua\ I ty Measure 

Dual tty Measure 

X execut I on rate (process served or 
returned). 
X ewealed cases In which BRB decisions are 
""'1eld. 

T io,e I I neH Measure 

Tr.,,...isslon delays (in· station handl Ing 
time) • 

Tl.,..llneas Measure 

X dental operational readiness. 

T h,el I ness Measure 

X c...,llance with court · ordered th,efr.,.,.. 

Ave. time frao asslgm,ent of case to attorney 
of disposition. 
Time to c...,lete a case. 



DISTRIBUTION SERVICES FUNCTION 

The measures which arc most commonly used by departments and agencies for the Distribution Services functions are listed below. 

Quality -

Timeliness -

% orders filled with available stock ("fill rate"). 
% material denial rate (back-orders). 
% inventory accuracy. 
% errors in processing on:ers. 

Time to process/fill order (total cycle time from receipt to delivery). 
Time to ship (delivery time). 

Some other possible measures for the Distribution Services functions are listed below. 

MEASURES 

Internal 

External 

QUALITY 

% errors by type (clerical, technical, etc.) 

# of process improvements implemented per month/quarter 

% of orders filled correctly the first time (also called "first time through" 
rate) 

% Inventory considered obsolete 

# of inventory adjustments 

% accuracy of inventory locator system 

# complaints filed from various customers 

Service performance rated on scale by customers or sample of customers 

% customer satisfaction based on survey (could give satisfaction rate on 
several dimensions) 

% shipments over or under quantity ordered 

, / 

TIMELINESS 

% deadlines met 

Time to provide order forms 

Time to correct errors 

6 



••• FUNCTIONAL CATEGOIIY: Distribution Services 

AGENCY FUNCTION 

DEFENSE IASE SUPPLY 

DEFENSE DEPOT SUPPLY 

WTPUT 

I Issues end clJe notices. 

I Issues end receipts . 

WIPIJI, QUAL IIY I TIMELINESS 
MEASUl!ES 

Que 11 ty Measure 

X authorized stock aval table for luue 
(excludes first time demands). 
X Item re(1Jests available for issue. 

X t nventory accuracy. 

DEFENSE IIM:NTORY CONTROL I lteMS ~ end f engineering actions • weighted. X r-lsltlons satisfied with off·the·shelf 
lteMS ("fill rate•). 

DEFENSE 

DEFENSE 

DEFENSE 

DEFENSE 

GSA 

GSA 

SUPPLY DEPOT OPERATIONS 

SUPPLY OPERA Tl ONS 

f receipts end Issues. 

S value of sales. 

DEFENSE REUTIL./IIKTG. stRYICE f ·line lteMS disposed · weighted. 

SUPPLY DISTRIBUTION I l11ues end receipts. 

REPROOUCTION/PRINTING/DISTRII. f printed pages. 

RETAIL SUPPLY f line lteMS filled . 

TRANSPORTATION SUPPLY AND IIM:NTORY I orders proceaaed. 

TREASURY 

VA 

TAX FORMS DISTRIBUTED 

WAREIKllS ING/Of STR IBUT ION 

I orders processed weighted. 

I Items shipped. 

X 011terlal release orders denied. 

X material denial rate (back-orders). 
X accuracy of locator record. 
XS procured C"""9tltlvely. 
X actions procured C"""9tltively. 

I over · age lte,os within system. 

Reported discrepancies as a X of Issues. 
X Inventory accuracy . 
Initial fill rate for valid r-irements . 

f Job rer1.11S. 

X r-lsltlons filled. 

X r-hltlons filled (fill rate). 

X accuracy rate. 

X error rate. 

T h1el I ness Measure 

Delivery to cus!Offlerl wl thin prescribed ti• 
I l"'lts. 

X Issues and receipts posted within tltoe 
ll.,fta. 
X binned within tfllll! I hilt■• 
X receipts processed within tlt11e I f,.fts . 

f r-laltlons procesaed per hour . 

X Issues processed within 111111! standard. 

Release or~r on · tiMe perfonnence. 
Procurement lead th,e (cycle tlllll!). 

Ave . tf.,. (days) In disposal cycle. 

Ave. # of days to atow •ter I al s. 
X lasues processed within tlllll! I lffllts for 
priority gr"'-"9. 
X Report of Discrepancies (ROD'S) processed 
within tlllll! atandards. 

Turnarcud t Ille per Job. 

TIIIII! to ship procb:t. 

TIIIII! to fill an order. 

Time to fill order. 

Time to ship and process receipts. 

1 



EDUCATIONrrRAINING FUNCTION 

The measures which are most rommonly used by departments and agencies for lhe Educa1ion{fraining funclions are lisled below. The measures used are similar across funclions. 

Quality • 

Timeliness• 

% studenls romplcling rourse. 
# placements in jobs/posilions. 
% acceplable class ralings of inslructor/rourse rontenl. 
% graduales that can romplele related assignment 

Time to gain proficiency. 
Time to romplele rourse. 
Time lo register/process applicalion. 

Some other possible measures for Eduction/fraining funclions are listed below. 

MEASURES 

Internal 

External 

QUALITY 

% errors In enrollmenls, applicalions, class materials 

II or process Improvements implemented per monlh/quarter 

% classroom fill rate 

% student evalualions of rourse/ins1ruc1or/other dimensions in highesl 
calegory 

Course rontent raled on scale by affected employees or sample of 
employees 

% information errors given to customers ( enrollees, students, elc.) 

% or people eligible for and in need or course who are enrolled in rourse 

% studenl and supervisor posl hoc evaluations in highest category 

TIMELINESS 

Time to provide information/forms 

Time lo rorrect errors 

8 



*** FUNCTIONAL CATEGORY: EclJcatlon/Tralnlng 

AGENCY FUNCTION 

DEFENSE RECRUIT TRAINING 
DEFENSE PROFESSIONAL EDUCATION 

DEFENSE MILITARY TRAINING ANO EDUC. 

GSA TRAINING CENTER 

LABOR JOB CORPS TRAINING 

LABOR APPRENTICESHIP ' TRAINING 

LABOR EDUCATION/TRAINING 

OPII NOii · CLASSROOM TRAIN I NG 

STATE AREA TRAINING 

STATE FOR LANGUAGE TRAINING 

STATE FUNCTIONAL TRAINING 

TREASURY LAIi ENFORCEMENT TRAINING 

VA VOCATIONAL RENAI/CIUISLNG 

OOTPIIT, QUALITY ' TIMELINESS 
MEASUl!ES 

OOTPIIT 

I grecbltes. 
I student years (weighted by length of 
course) • weighted. 

Training load (ave. I of students annually. 
Fonaola aggregates different length courses, 
adjusted for attrition). 
I students trained. 

I service y•ars. 

I ,..., epprentlces reglatored; 
I epprentlce progr- developed ■rd 
ln1talled • weighted. 
I direct training student days; 
I s-.,ported training student days; 
I training •terlals developed; 
I pbl I cations distributed • weighted. 
I students trained. 

I 1tudent hours of training (basic ■rd 
advance ltudfes> • weighted. 
I 1tudent hours of training. 

I 1tudent hours of training (eight 
categories) • weighted. 

I student weeks of training provided. 

I rehab/caun1•l Ing ectlons • weighted. 

Quality M•asure Timellnoss M•asuro 

X graruat•s that can c°""l•t• an assfgmient. Av•. time to c°""l•t• th• courH. 
Student crltiquos . 
Sponsoring agency evaluations . 
ACE accredi tat f on of aOftl@ courses . 

X acl,erence to schedule of I of students por 
course per year. 

X acceptabl• class ratings of Instructor and I classes delayed for lack of avallabll lty of 
course content. course Ntert1l1. 
Ave . length of 1tay (rotentfon); 
I Job plac.....,u. 

X error rat• In distribution of Nterfals. 
Student courae evaluation scores. 
X course r""'I r..,..,tl c°""leted by 
ln1tructor. 
Cour■e evaluations roted on scale. 
X course c°""letlon rate. 
Evaluation of Job-related l""9ct of 

Instruction. 
Evaluation of Job-related l""9ct of 
lnatructfon <• .g., 110re effective 
cOOIIU'llcatlon) 
Evaluation of Job· rolated l""9ct of 
Instruction. 

Student test acores; 
1tudent opinion survey. 
I successful cases based on case review 
rating. 

Thoe to register progr ... and apprentices . 

Tlo,e to process for distributing matorlals. 

TifflO to respond to reconnendatlon to enroll 
student In courH. 
Tl.., to gain c011potency . 

Tf111e to gain proficiency, depending on 
language and typo of courH. 

Tl.,. to gain c°"""tency (officers should be 
able to HSUM full Job responsibility In• 
shorter porlod of tl111e). 

Tl.., to process application. 

9 



FINANCIAL SERVICES FUNCTION 

The measures which are most commonly used by departments and agencies for the Financial Services functions are listed below. 

Quality -

Timeliness -

% customers paid correctly. 
% aa:uracy rate of processing and reporting. 

Time to pay/disburse/process (total cycle time from receipt to completion). 
Time to respond to phone calls and written inquiries. 
Time to transmit updates to aa:ounts. 

Some other possible measures for the Financial Services functions are listed below. 

MEASURES 

Internal 

. External 

QUALITY 

% aa:uracy of transmitting inputs. 

% of payments/processes completed correctly the first time (also called 
"first time through" rate) · 

% errors by type (clerical, technical, etc.) 

# of process Improvements Implemented per month/quarter 

% Information errors 

# complaints filed from various customers 

Service performance rated on scale by customers or sample of customers 

% customer satisfaction based on survey (could give satisfaction rate on 
several dimensions) 

/ 

TIMELINESS 

% deadlines met 

Time to provide Information/forms 

Time to correct errors 

Ave. customer waiting time to sec or have contact w/ service provider 

10 



••• FUNCTIONAL CATEGORY: Financial Services 

AGENCY FUNCTION 

DEFENSE ACCCIJNTI NG & FI NANCE 

DEFENSE NILITART PAT 

DEFENSE RETIRED PAT ACCCUITS 

DEFENSE CONTRACT PATNENT 

GSA REAL PROPERTY ASSET NGT 
INTERIOR ROYAL TT PAYMENTS 

INTERIOR COAL NI NE ASSESS/COLLECTIONS 
TREASURY ACCRUAL·TTPE SAYINGS IONOS 
TREASURY DIRECT ACCESS SEO..ITIES 
TREASURY PUBLIC DEBT ACCCUITS 

TREASURY PAYROLL SAVINGS BONDS 

TREASURY CHECK PATNENTS 

TREASURY DELINQ TAX COLLECTIONS 
TREASURY DELINQUENT RETURNS 
TREASURY TAX EXAMINATION 

TREASURY TAXPAYER APPEALS 

llJTPUT 

C°""°slte (workload & I of actual 
tr-actions> • weighted. 

I active •MIIY accounts. 

Ave, I of accounts. 

I Invoices paid. 

I dl1p011tlons . 
I account Ing I Ines processed. 

I c■ses re1olved. 
I refined bonds processed. 
I account■ •lntalned. 

llJIPUI, OUALl!Y & TIMELINESS 
MEASURES 

Clual It'!' Measure 

X transactions processed correctly (initial 
irf)Ut for personnel pay). 
X vendors paid correctly (cannerclal 
activities). 
X accuracy of reported transactions (for 
approprl ated funds). 
X c°""l lance 111th regulations, as evaluated 
by Anoy QA te ..... 
X accuracy of processing and tra,,...lttlng 
lrf'UU, 
X Htlsfactory ratings based on biemfal 
Quality Te• revlNS, Internal reviews of 
disbursing and accounting functions, and 
Internal reviews of al I other -in. 
functions. 

X accuracy of expend! ture report Ing. 

S return on Investment. 
X rejects et entry, 

I transactions processed, reconciled and 

X bonds accurate! y processed. 

l accuracy rate. 
reported. 
I account• •lntalned • weighted. 

I pay,oents lnued • weighted. 
I check cl•I• processed (..weighted) . 
Total S col l ected. 
Net tax S assessed. 
I tax returns exB1Wined • weighted. 

I tax return appeal work units decided. 

I contract• of •Jor accounts. 
I new or Increased 111vera. 

X cases closed at other than full payw,ent. 
I c■sea closed 111th a secured return. 
X acceptable ex .. tnatlons based on ~allty 
review. 
X acceptable appeal decisions based on post 
reviN. 

Timeliness Measure 

X pay and travel entitlements paid 11lthln 
time lh1lt. 
X payw,ents for Cannercial Activities - on 
t111e . 
X reports for appropriated funds received by 
due date. 
T111e to process/transMlt updates to .. ster 
111llt1ry pay file. 

Time to proceH pay for new ret I reea and 
amultant1. 
Tille to respond to phone call• and 11rltten 
l~iries. 
Tf• to process travel vouchers. 

X aging (uncleared transactions). 
Anlount of S In Interest penalties for late 
payw,ent. 
X dlscounu earned. 
Milestones In plan c°""leted on ti...,. 
Tille to disburse (based on 1checllles) to 
states. 

Tl• to reconcile interest payw,entl. 

Time to process check clai11. 

Time to coq:>lete tax return ex•lnatlon . 
Time to s checllle first v i sit 111th preparer. 
Cycle time frlllll receipt of appeal to first 
conferfft<:e with appealer. 
Time to con.,lete appeal. 
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INFORMATION SERVICES FUNCTION 

The measures which are most commonly used by depar1men1S and agencies fur the lnrurmatiun Services runctions are listed below. 

Quality -

Timeliness -

% accuracy of data processed/disseminated. 
# customer complaints. 
% errors in processing. 

Time to fill cuslomer requests/orders. 
Time to process requeslS/deliver information/produce report. 
Lapsed time from receipt of request/entry of data to delivery of report/information. 
% deadlines met. 
Time to pick up cus1omer telephone call. 

Some other possible measures for the Information Services functions are listed below. 

MEASURES 

lnlernal 

External 

QUALITY 

% of requeslS filled correclly the first time (also called 'first time through" 
rate) 

% accuracy of recording/1ransmi1ting data 

% eriors by type (clerical, technical, etc.) 

# of process improvements implemenled per mon1h/quar1er 

Service performance rated on scale by customers or sample of customers 

% customer satisfaction based on survey (could give satisfaction rate on 
several dimensions) 

% informa1ion errors 

TIMELINESS 

Time to correct errors 

Time lo respond to customer complainlS 

12 



••• FUNCTIONAL CATEGORY: lnfo.,..tlon Services 

AGENCY 

AGRICULTURE 

COINERCE 

COIIERCE 

CCJIERCE 

CCJIERCI! 

COINERCE 

CCJIERCE 

FUNCTION 

LIBRARY SERVICES 

COIIERCE BUSINESS DAILY 

DA TA COLLECTION 

PUBLICATIONS SERVICES 

OCEAN DATA SERVICES 

WEATHER FORECASTING 

GEOPHYSICAL DATA SVCS 

OOTPUT 

f end·procb:t transactions • weighted. 

, lynoplet printed In CID. 

f ,-.,le ..,It, c....,leted (households). 

OOTPUT, QUALITY & TIIIELINESS 
"EASUtlES 

Guel tty Neasure 

X correct Interpretation of custonier 
Inquiries, and 
X usefulness of lnfonnotlon (based on 
customer 1urvey1). 
I of reference aids c....,leted per year. 

X accuracy of text. 

Household response rate of surveys (X 
returned). 

f pqes procb:ed (text end graphic■) · weighted. X phototypeset used of total typeset used. 
f charts used In 5D page p<A,l !cations. 

Allouit of data archived. 

f warnings and forecasts. 

X accuracy of data processed. 

X accuracy of weather detection 

T I""' I I ness Neasure 

T1111e to fll I customer requests. 
T h•e for docuoent dell very. 

lapsed tl111e to receive and print synopsl ■ 
Into hardcopy 

S""""ry report dead II nes Met. 

Tl.,. to edit and c°"""re text . 

T1111e to respond to request for lnfoM118tlon. 

lead ti• needed to forec■st. 

~t of data collected/dtss .. tn■ ted · weighted. X accuracy and content of data annot.nc:OMents. lapsed ti• • entry of data to Issuance of 
data ■nnot.ne.-ent 

COIIERCE OCEANOGRAPHY/NARINE ASSESSNENT Allouit of data col lected/dlasOMln■ ted • weighted. lapsed ti• to response for water level data. 
Response tl111e for l..,.ct assessMent ■• 

COIIERCE 

COINERCE 

JUSTICE 

LABOR 

FISHERIES INFORIIATION 

CLEARINGHOUSE 

FINGERPRINT OPERATIONS 

PRalUCTION DF STATISTICS 

I Info. requests processed. 

f custoniers serviced. 

f cards and rel ■ted correspondence processed. 

Statistic■ procb:ed or p<A,1 I shed (by type) • weighted. 

f custonier c....,lalnts 

f custonier calls answered In ti• period. 

Error rate. 

output■ 11JSt aet 1t■ndards of statistical 
rel l ■btl lty. 

T tn,e to process request a 

lapsed ti• to fll I ordera. 

Tl• to proce11lng (reaponse). 

Plbl lsh or release statistics on ti.,.. 

13 
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••• FUNCIIONAl CATEGORY: lnfor ... tlon Services (continued) 

AGENCY 

NASA 

NASA 

TREASURY 

USIA 

USIA 

USIA 

USIA 

USIA 

FUNCIION 

TECHNOLOGY UTILIZATION 

SCIENTIFIC & TECHNICAL PIJ9S 

TAXPAYU SERVICE 

IIJL TINED I A PROG 

ASST. TO FOREIGN JOORNALISTS 

TELEVISION PROGRAMS 

BROAOCASTI NG 

RADIO Bl«W>CASTI NG TO CUBA 

OOTPUT 

I tech. briefs produced. 

I pages In scientific ard tech. reports · weighted. 

I cal 11 answered, correspondence C0ffJ)leted, 
walk· Ins hardled. 

I over1e19 progr• r°"'"sts fulfilled · weighted. 

I Center activities (facll I tat Ive assistance, 
briefings, tours, set1lnars/speclal 
activities) • weighted. 

I TY fllo, and video progr.,.. produced ard/or 
acquired • weighted. 

I progr- produced (different program 
types) • weighted. 

I progrMIS produced · weighted. 

Oual i ty Measure 

Checklist of ~lity elements to assure 
ca,.,.tence In technical writing of articles 
evaluated and selected for publ icat Ion 

Qua I ity of content as determined by peer 
review process. Legibility ard clarity of 
format. 

X accuracy rate. 

ll of progr- that o,eet cust°""'r 
requl rements. 

Facll itative assistance · X programs rated 
successful. 
X briefings rated satisfactory. 
ll tours/set1inars/speclal activities rated 
successful. 

Ti~l iness Measure 

Time to report new technologies frOffl tio,e of 
development. 
Time to evaluate new technologies after 
receipt of report. 
Time to publ lsh In NASA Tech. Briefs. 

Time to produce report, frOffl writing to 
production. 
Tinte required for author revl@W, printing, 
ard production. 

Ave. t lme to pick l4J cal I. 

ll of prograo, schedules met on tlo,e (I.e., 
tlo,e between Initiation ard COffJlletlon of 
project). 

Facll itativ• assistance • ll dead! Ines Met. 
ll briefing dead! Ines Met. 
ll of events advertised to Media 2· 4 weeks In 
advance. 

ll broadcasting lrd.Jstry or post requirements ll satellite broadcast schedules met on ti• . 
•t. ll deadl Ines •t. 
I errors/c...,talnta per employ••· 

ll progrMIS that meet VOA broadcasting 
lrd.Jstry standards 

ll VOA broadcHtlng stardards met. 

ll broadcast schedules o,et on time . 

X broadcaat schedules met on time. 
ll repeat progr- aired because of delays. 

14 
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INVESTIGA Tl ON/ENFORCEMENT RJNCTION 

The Investigation/Enforcement functions listed ronslst of three main types: Audits, Security, and Investigation. The measures which are most rommonly used by departments and agencies for each are as follows: 

Audits: 

Security: 

Quality -

Timeliness -

Quality -

Timeliness -

Investigations: Quality -

Timeliness -

% errors/deficiencies in romplying with standards. 

Ave. time to issue report. 

% error rate (Internal and external). 
% rounter measures provided. 
% incident rate. 

(measures vary widely) 

% error rate (Internal and external). 
% accuracy of reports. 
% deficiencies in meeting standard. 

Time to romplete Investigation (i.e. total cycle time from inltialion to closure). 

Investigation/Enforcement crtemal quality measures should focus on satisfying customer requirements and expectations. Following are some examples of measures which might be used. 

MEASURES QUALITY 

Internal 

Ertemal 

% errors by type (clerical, technical, etc.) 

# of process improvements implemented per month/quarter 

% audits/reports/cases filed that are rompleted rorrectly the first time (i.e. "first-time through" rate) 

# romplaints filed from various customers, including rongress 

Investigation/Audit/Security performance rated on scale by customers or sample of customers 

% customer satisfaction based on survey (rould give satisfaction rate or several dimensions) 

% Investigations resulting in further action (e.g. further investigation, prosecution, arbitration) 

(Security function) % incident rate by seriousness factor 

TIMELINESS 

% deadlines met 



WTPUT, QUALi TY & Tl"El INESS 
"EASURES 

••• FUNCTIONAL CATEGORY: lnvestlgatlon/Enforc.....,t 

AGENCY 

DEFENSE 

DEFENSE 

DEFENSE 

GSA 

NHS 

INTERIOR 

JUSTICE 

JUSTICE 

JUSTICE 

JUSTICE 

FUNCTION 

CONTRACT All>ITING 

INDUSTRIAL SECURITY 

WTPUT 

I of 11\.dlt r eports end audit services 
provided • weighted. 

I actions con.,loted: roinvostigations, 
poraomel aecurlty ..,_,tlonnalrH, lntor iM 
grants, cont fn.JOUS grant,, and adverse 
lnfol'1Nltlon reports • NOlghted. 

PERSONNEL SECURITY INVSTIGATNS I cases closed. 

PROTECTION ANO SECURITY 

CCIIPLAINT INVESTIGATIONS 

LAIi ENfOIICENENT 

I NCAaCERA Tl ON 

ALIEN INVESTIGATIONS 

PRISONER TRANSPORT 

I square feet (protected) . 

I lnvHtlgatlons con.,leted. 

·, casH con.,leted ( includes total ar rests and 
I clearances by exception) . 

Ave. dally 1,-te population. 

I cases closed. 

I prlaoner onov.....,ts . 

RECEIPT/PROCESSING Of PRISONRS I prlaonera processed. 

Qual tty "••sure 

X error rate in conformance to GAO aud l t 
llandards . 

X errors in meeting thoroughness, 
consistency, and accuracy standards . 

X Internal error rate . 
X returned by custOfflera (external). 

X buildings aurveyed each year. 
Patrol t i me per building in core cities. 
X CCM.r'lter measures provided. 

X accuracy In conformance to QA team 
evaluation guldel ines. 

X redxtion In reported c i vil rights 
v i olations Involving excessive force. 
X redxt i on In I cases rejected by U.S. 
Attorney's Office because of ev ident fary 
problems . 
X facilities o,eeting mandatory health and 
aafety standards. 

Escape rates, assault rates. 

I concluded cases result i ng In program 
action. 

X Inc ident rate (escapes/lawsuits). 

X transcr iption error rate . 

Ti mel I ness Measure 

Ave . time to Issue report. 

Ave. time to process contractor facll lty for 
Initial secret clearance. 

Ave . tilne to coq:,lete case . 

X but ldl ngs surveyed of total In two year 
time cycle. 

Time to process. 

X occas ions priority 1 calls are responded 
to within designated !IMO. 
Elapsed time between Investigative Incident 
end c°""letion of lnveatlgatlon . 
Elapsed time betNOen arrest end 
lncarcerat I on. 

N/A 

X c°""l l ance with court · ordered timefr-•. 

16 



••• FIMCTIONAL CA1£GOIIT: l"""tlgltlon/Enforc-,t (continued) 

AGENCY 

LAIOII 

LA101t 

LAIOR 

LA101t 

LA101t 

LA101t 

LA101t 

OPII 

STATE 

FIMCTIOII 

IG AIIIITS 

IMSTIGATIOIIS 

COIPLIANCE AIIIITS 

WTPUT 

I audtt1 CCIOlpleted. 

I c001pleted fnveatfgatfont. 

I audl t1 c...,1 eted. 

PWOCESSING FINANCIAL REPORTS I union flnancf1l report, processed. 

IMIOII IN\11:STIGATIOIIS f CIHI cloted. 

DISCIIIMINATIOII IMSTIGATIOIIS I CIHI tettled. 

ENFORCEMENT I fnvestlg1tfons ond I f ■lted reviews • wighted. 

IAClGR<lJIID IMSTIGATIOIIS I background Investigations • wighted. 

PERSONNEL IMSTIGATIOIIS I lnvettlgatlve cases by type • wighted. 

TRANSPORTATION DEFECT IMSTIGATIOII I fnvntfg1tlont co■pleted • wighted. 

I fnvestfgatfont c....,leted. TIEASUIT TAX FRAIi> IMSTIGATIOIIS 

Duel I ty lleasure 

X error rate In confoMMnce to GAO audl t 
standards. 

Thiel fness Measure 

Tl■e to decide to lnltl1te Investigation. 

X flnancl1l reports c...,leted accurately ond Ave. tl■e to proceH financial report■• 
received by filing dates. 

I caaea appealed. 
I Investigation cftatfont by audit te•. 

X accuracy of Investigation report■• 

X deficiencies In ..,..ting perfo,_,.e 
ltondordt. 
I cases reported deficient by cuatOffler 
ogency. 

X coae1 rejected M to f~t• 
Investigation at Initial 1creenfng 
(Internal). 
X ca1e1 rejected after c°""letfon. 

X decl !nation rate. 

Tl ■e to c°""lete a case. 
Ave. tl■e to oettle appeal. 

Tl■e to CCIOlplete Investigation. 
Tl■e to clote review or convert to fr-depth 
fnveatfgatfon. 

Tl ■e to proce11 Investigation. 

Ave. tl ■e to CCIOlplete c11es. 
Tf■e to provide 1tatl ■tlcal report■ to 
recipient■• 

Tf■e to c001plete Investigation. 

Ti ■e to c001plet1 lnve■ tlg1tfon. 

17 
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LICENSING/CERTlf'ICATION FlJNCTION 

The measures which arc most commonly used by dcparlmcnts and agencies for lhc Liccnsing/Ccrtilication functions arc listed hclow. 

Quality -

Timelincss -

% errors or accuracy rate. 
# customer complaints. 

Time to process/service/complete (total cycle time from receipt 10 completion). 

Some other possible measures for the Licensing/Certification functions are listed below. 

MEASURES 

Internal 

External 

QUALITY 

% errors by type (clerical, technical, etc.) 

# of process improvements implemented per month/quarter 

% of licenses/certifications processed correctly the first time (also called 
'first time through' rate) 

% consistency rate in the way licenses/certifications of similar nature are 
processed and decisions reached. 

% accuracy of information entered in data base by data entry personnel 

Service performance rated on scale by customers or sample of customers 

% customer satisfaction based on survey (could give satisfaction rate on 
several dimensions) 

TIMELINESS 

% deadlines met 

% license applications achieving data entry on day of receipt 

Time to correct errors 

# calls received from applicants regarding status of license (fewer calls 
demonstrate improved timeliness) 
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OUTPUT, QUALi TY & TIMELINESS 
MEASURES 

... FUNCTIONAL CATEGORY: licensing/Certification 

AGENCY 

AGRIOJLTURE 

AGR I OJl TURE 

AGRlllll.TURE 

AGR I OJI. TURE 

CIJIIERCE 
COIIERCE 

COIIERCE 
CIJIIERCE 
COIIERCE 
EDUCATION 

NHS 

NHS 

INTERIOR 
LAIOR 
STATE 

TREASURY 

FlJICTIOII 

MEAT GRADING 

POULTRY GRADING 

COTTON GRADING 

DAIRY GRADING 

EXPORT LICENSING 
SPECT- MANAGEMENT 

OUTPUT 

fl pou,ds certified. 

fl pou,ds graded. 

fl pou,ds certified. 

fl pou,ds certified. 

I I le-ff proce11ed by type • weighted. 
fl fre<flfflCY e111.-..u • weighted. 

PATENT EXAMINATIONS t patent actions • weighted. 
TRADEMARK EXAMINATIONS • """' I cations processed. 
PATENT NOTIFICATION I notification actions. 
ELIGII & CERT/INSTIT NIGHER ED I 11bol11lona processed for deter11lnatlons of 

MEDICAL DEVICES PROGRAM 

ANIMAL DRUGS/FEEDS PR1lD REY 

REAL ESTATE APPRAISALS 
ALIEN LABOR CERTIFICATION 
-ITIOIIS LICENSING 

PENS 1011 PLAN TAX APPROV. 

ellglbll lty end certification. 
fl declalona Mcie on appl I cations to 
lmreatlgete or •rket new Medical devices • weighted. 
fl decisions on. appl lcatlona for new drugs or 
feed products. 
fl real estate appraisal activities c....,teted • weighted. 
fl ll'PI !cations c...,teted. 
fl lie-es Issued • weighted. 

fl deter11lnatlon letters Issued, returns ex111lned, 
end technical cases closed • weighted. 

Cluel lty Measure 

X adherence to buyer/setter contract 
specifications end Industry reguletlons. 
X adherence to buyer/set ler contract 
specifications end Industry regulations. 
X accuracy rate In applying grading 
standards. 
fl of custcmer c...,lalnts. 
X accuracy In applying grading standards. 
fl custc.er c...,lalnta. 
X error rete for each step In dairy grading 
process. 
X accuracy of data entry. 
fl ectlon r~t• c011pleted based on 
depert11ent 1tandards. 
I error rate. 
fl c...,1etnt1 by cl tenu 
I error■ 
fl errors Mcie In review of appl I cation. 

fl decisions reversed after a final decision 
wa, Mcie. 
fl appl icatlons withdrawn after approval. 

T I Ill! II ness Measure 

Thoe to service, as specified In Industry 
contract. 
Tl• to service, as specified In Industry 
contract. 
Thoe required to class • bale of cotton. 

Thoe to COll'l)lete all grading tasks. 

Tl• to process. 
Tl• for fre<flfflCY esslor-,t approve!. 

Lapse ti• for printing appl !cation. 
TIM of disposition (ti .. to process). 
TIM to proces• 
TIM to c...,lete reviews. 

Time to COll'l)lete reviews. 

fl appl !cations not toeetlng thoe standard. 

X error rate In reports. Time to c...,lete apprah■l activities . 
Ave. t lme to procesa caae. 

fl of end·uae checks to verify lnfo1"11111tlon on X l lcenses processed within ti• l ilolt. 
I lcense appl I cations. 
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LOANS/GRANTS RJNCTION 

The measures which are most oommonly used by depar1men1s and agencies ror lhc Loans/Grants runclions are listed below. The quality measures used vary among the runctions, although 
the timeliness measures used are very similar. 

Quality -

Timeliness -

% delinquency rate. 
% accuracy rate in computing award/payment. 

Time to process/pay (lotal cycle time from receipt to completion). 
Time to respond to complaints. 

Some other possible measures ror the Loans/Gran1s functions are listed below. 

MEASURES 

Internal 

External 

QUALITY 

% errors by type (clerical, technical, etc.) 

# or process improvements implemented per month/quarter 

% or loans/grants processed correctly the first time ( also called "first time 
through" rate) 

# complaints filed 

Service performance rated on scale by customers or sample or customers 

% customer satisraction based on survey (could give satisfaction rate on 
several dimensions) 

% inrormation errors 

% or people/institutions receiving loan/grant that are eligible ror service 

% or people/institutions eligible ror loan/grant receiving service 

TIMELINESS 

% deadlines met 

Time to provide informationtrorms 

Time to correct errors 

Ave. waiting time to see or have contact w/ service provider 



••• f\lNCTIOIIAL CATEGOl!Y: loans/Grants 

AGENCY f\lNCTIOII 

AGR I CUI. TUIIE 1US & lll>USTRY GRANTS/LOANS 

AGRlaJI. JURE llll.TIPLE FAMILY NClJSING 

RURAL NClJS I NG PROGRAM 

OUTPUT, QUALi TY & Tl MELI NESS 
MEASURES 

llJTPIJT 

f end·procllct tr-actions tracked by FmHA 
Reaource N-g""""'t Systeoo • weighted. 

f end·procllct transactions tracked by FmHA 
Resource N-g""""'t Systeoo • weighted. 

f end·procllct transect Ions tracked by FIOltA · weighted. 

Qua II ty Measure 

X del I nquency rate for each state. 

X del lnquency rote for each state. 

Ti""'l lness Measure 

Tl.., re(fllred to process 8&1 loans. 

Time to respond to c°""lalnta. 
T lme to c°""lete CPA auc:11 ts for c°""lexes of 
25 or ..,,e _, t....,ts. 

21 

AGR I CUI. TUIIE 

~RCE IUS LOAN/GRT SERVICE/QJARANTT , loans ■ervlced • wighted. 

X del lnquency rate of progrMft nationwide. 

X receivables collected. 

Tl.., re(fllred to process loans. 

Tl.., to procen. 

~RCE MI-ITY IUSINESS GRANTS f grant _,do. 

EDUCATIOII DISCRETIOIIARY GRANTS i dl1cretlan11ry grant• processed • weighted. 

EDUCATIOII FOllllll.A GRANTS f grants lasued. 

EDUCATIOII PELL GRANTS f Pell grant• awarded. 

ENERGY STATE/LOCAL ENERGY ASSIST f activities c0111pleted In grant eward process 
Involving appropriated f!Jlds end Petroleut 
Violation Escrow • weighted. 

EPA GIANTS IWIAGENENT f grant·releted activities c0111pleted. 

HHS CHILD SUPPORT ENFORCEMENT I grant■ ■worded • weighted. 

I Interruptions of cl lent 1ervlces In loan 
proce1a. 

X returned (irdel lverable) lnfo,-tlon 
verification lettera. 

X accuracy In c.,..,..tlng IIIOU'lt of award. 

X error rate of sunnary reports. 

Tlone to negotiate aet!lement. 

Cycle ti..,. 
Tl.., for regions to slbolt funding peckagea 
to heedquartera. 

X new dhcretlonary grants processed by given 
date. 
X continuation discretionary grants proceased 
by given date. 
X recipient■ receiving f!Jlds 1-.llately 
ofter approval. 

Lepeed ti.., to proceas ew■rds. 

Turnaround ti.., on dot■ processing. 

X weatherhatlon projects which ...et all DOE Tl.., to c°""lete various activities In grant 
quality atend■ rds for workfflBnshlp and award cycle. Varies according to activity. 
effectiveness. 

X grentl approved, without revision by chief Tl.., to close-out grants. 
of Grant Operations. 

S collected by grantees. Tlone to lnue grant. 
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••• FUIICTIONAL CATEGOl!Y : Loans/Gronta (continued) 

AGENCY 

HU) 

HU) 

HU) 

HU) 

HU) 

HU) 

HU) 

HU) 

HU) 

INTERIOR 

INTERIOR 

LABOR 

FUNCTION OOTPUT 

Tl TLE I LOANS S collected. 

CCINJNITY DEY BLOCK GRANTS , of reviews (by type) concb:ted . weighted. 

SINGLE FAMILY APP PROCESSING I applications processed. 

YIJJCHER & SECTION II PROO I annual contributing contracts processed. 

ASST'D HOOS. SUBSIDY CNTRT ADIi I ..,fts <nler pay,nent . 

DISTRIBUTIVE SHARES 

MUtTIFAM INSURO IIORTGAGES 

I 2042' • processed. 

I ..,rtgageo oervlced. 

IIJLTIFAMILY ASSIGNED IIORTGAGES I ..,rtgages serviced. 

SINGLE FAMILY PROP DISPOSITION · I properties acquired, "'8fntafned In 
Inventory, ard sold • weighted. 

HISTORIC PRESERY GRANTS 

RECREATION GRTS AOMIN 

SPECIAL TARGETED PROGRAMS 

I grant-related activities • weighted. 

I Inspections concb:ted; I of conversions 
resolved • weighted. 

I grants awarded. 

TRANSPORTATION MASS TRANSIT GRANTS I granu awarded ard 111naged · weighted. 

Qual I ty Measure 

X cases on which payment is received in a 
given month. 
X claims resulting In supplemental claims . 

X claims rate during first year after 
endorsement. 

X cases certified as eligible with correct 
c°"""tat f ons ard pay,nent . 

N/A 

X mrtgages Insured 

X mrtgages requiring no agency action. 

X S recovered. 

X accuracy rate of ■tate grant · related 
appl lcations received. 

22 

T Imel i ness Measure 

Ave. time to process clal .... 
Ave. time to process (claims payment to first 
collection contact). 

Time to review flrd l ngs. 
Time to get mnftoring letter grantees. 

X contracts executed. 

X vacancies processed within time standard. 

Ave. tl,ne to payment . 

Time for analysis of financial state111ent. 

Ave. time to payment . 
Ave. tf,ne to respond to requests. 
S of tax penal ties charged to HUD . 

Ave. ti,ne property remains In Inventory. 

Time to process State · subnoftted documenta. 

X re<ix:tion In nationwide ave . of del lnquent X ad,erence to periodic schedule for afte 
Inspections . Inspections. 

I grants which ,neet ell procurement checklist Tflne to c°""lete procurement process. 
requf rementa . 

X of total documents that are c°""lete. Time to process 



MAINTENANCE FUNCTION 

Measures which are oommonly used by departments and agencies for the Maintenance functions are listed below. 

Quality -

Timeliness -

% rework rate/defect rate • internal and as reported by customer .. 
% work satisfactory to customer. 
% customer oomplaints per output. 

Time to oomplele Job orders/repairs. 
% customer schedules met. 

Some other possible measures for the Maintenance functions are listed below. 

MEASURES QUALITY 

Internal 

External 

# or work/prooess improvements implemented per month/quarter 

% technicians/professionals certified oomperent or periodically recertified 
under upgraded standards 

% defect rate for supplier goods or services 

Service · performance of staff rated on scale by customers or sample or 
customers (e.g., oourtesy or oontact personnel, accuracy of information 
given to customers, etc.). 

% equipment downtime due to maintenance failure 

Average time elapsed between repairs/servicing 

# of citations/complaints for improper disposal of hai.ardous waste 
materials 

TIMELINESS 

Time to provide service information to customer 

Ave. time to respond to customer request for service 

23 



omru,. OUAL IIY ' TIMELINESS 
MEASURES 

*** FUNCTIONAL CATEGORY: Nalntenance 

AGENCY 

DEFENSE 

DEFENSE 

DEFENSE 

DEFENSE 

DEFENSE 
DEFENSE 

FUNCTION OUTPUT 

NOTOR VEHICLE IIAINT. (AF) E"'ivalent vehicles (adnln. vehicle, ml I. 
design vehicle, and special purpose 
vehicles) • weighted. 

REAL PROPERTY IIAINTENANCE (AF) Coq:,oslte (earned hours & surface area) · weighted. 

DEPOT IIAINTENANCE (AF) E"'lvalent aircraft n,intalned • weighted. 

DEPOT IIAINT. OPERATIONS (ARNT) E"'lvelent 111lt1 procb:ed or n,intalned · we ighted. 

DEPOT IIAINTENANCE (NC) E"'lvalent 111lta procb:ed or maintained • weighted. 
REAL PROPERTY IIAINI . /HOUS.(NC) Ave. I houses occupied end 018lntenance S/sq. 

foot. 

Quality Measure 

l fl"t ln · conmlsslon rate. 

l rework . 
l work satisfactory to customer. 
Ca,.,.,alt• of Internal and customer reported 
defect rates for aircraft, engines, and 
exchangeables (weighted measure). 
In· process error rate. 
Customer C""'3lalnts per 100,000 labor hours. 
l rework. 
l rework. 
l work sat ls factory to customer . 

Timeliness Measure 

l on-time safety inspections; 
l on-time scheduled inspections 

l job orders C""'3leted on t lme. 

Composite of Indicators that track start to 
finish time against schedules (l repaired on 
tl11e) end re"'lr.....,ta. 
l cust011er schedules met for selected lt""9. 

l C""'3!etlons on schedule. 
Tf1ne to vacate, repeir/mintafn end reassign 
a 111lt. 
l ..,.rgency calla C""'3!eted within time 
tr .... . 
l regular .. ,vie• calls C""'3(eted within time 
tr ..... 
Ave . time per service call. 

DEFENSE AIRCRAFT IIAINTENANCE (NAVY) E"'lvalent 111lts •lntalned (aircraft, 
·engines, & coq,onenta) • weighted. 

Ave. t of aircraft critical, •Jor, and minor l repairs/overhauls C""'3leted on schedule. 

DEFENSE 

DEFENSE 

GSA 
GSA 
INTERl<Ja 

SHIP IIAINTENANCE 

IIEAPON SYSTENS IIAINT. (NAVY) 

BUILDING CLEANING 
BUILDING IIAINTENANCE 
ROAD 11A I NTENANCE/COIISTIIIICTION 

E"'lvalent 111lts Nlntalned (type of ship end 
overhaul) • weighted. 
E"'lvalent 1111 ts maintained (surface la....ched 
■lsslles, air la....ched ■lasiles, and 
torpedoea/■ines) · weighted. 
I S"'9re f"t. 
' S"'9re f .. t. 
I ■lies of road constructed end Mlntalned · weighted . 

TRANSP<JaTATION IIAINT AIR NAVIGATION FAC/ECIUIP I facilities n,lntalned · weighted. 

defects . 
Engine cell rejection rate (1). 

C"""°"'"t defects. 
I deficiencies per 10,000 man·days of 

procb:t Ive work. 
l vendor materials accepted. 
l Internal acceptance rate. 
ll: customer C""'3lalnts per output. 

l paved ■lleage In BIA ·Nlntalned road 
■yste,o , 

l BIA agencies with priority-based annual 
■alntenance plans. 
l of ti11e °"'lp,nent and service Is available . 

l repal rs/overhauls that 11eet customer 
■chedule. 

l r°"'lred delivery dates (ROD) met. 

l f..-ds obi I gated by end of th I rd "'9rter for 
road •fntenanc:e construction. 
I road condl t Ion surveys conducted annual I y. 

Nean time to restore °"'i p,nent. 
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NATIJRAL RESOURCE MANAGEMENT 

The Natural Resource Management category oonsists or runctions focusing on a variety or different Natural Resource areas, including rorest management, protection or wildlifo refuges, and 
offshore leasing. Measures oommonly used by departments and agencies for the Natural Resource Management runction are listed below. 

Quality -

Timeliness -

% accuracy rate in oomplying with regulations/accuracy or information. 
# customer oomplaints. 

Time 10 process rules/data/reports. 
Time 10 issue permits 
% deadlines met. 

Some other possible measures for Natural Resource Management functions are listed below. The measures are kept general and may not apply lo all the functions. 

MEASURES 

Internal 

External 

QUALITY 

% errors by type (clerical, technical, etc.) 

# of process improvements implemented per month/quarter 

% of permits/leases processed correctly the first time (also called "first lime 
through" rate) 

Service performance rated on scale by surveyed customers (e.g., knowledge 
and oourteousness of contact personnel, accessibility of personnel, etc.) 

TIMELINESS 

Time to oorrect errors 
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••• FUNCTIONAL CATEGORY: Natural Resource Management 

AGENCY 

AGRlaJLTURE 

AGR I rut JURE 

IXN£RCE 

INTERIOlt 

INTERIOlt 

INTERIOlt 

INTERIOlt 

INTERIOlt 

FUNCTION OOTPUT 

NATIONAL fOltESTS (10 REGIONS) • end-product transactions using Olarket 
basket approach • weighted. 

SOIL SURVEY PROGRAM 

FI SHERY CONSER YA Tl ON 

fOltESTRY PROGRAM 

LAND MANAGEMENT 

MINERAL COIIOOITIES 

RESOURCE EVALUATION 

• acres mapped . 

• lnfo,,..tlon actions · weighted. 

• activities c°""leted In 1eY<!r1l •Jor 
areas · weighted. 

I end-product transactions using "'8rket 
basket approach • weighted. 

I 1urveys processed. 

I reports produced. 

CONSTRUCTION • IIATER PROJECTS # contracts awarded • weighted. 

OOTPUT, OUAL ITY & TIKEL !NESS 
KEA SURES 

Oual I ty Measure 

Unffonn technical standards prescribed by 
Nat'I Soil Handbook (e.g., adequacy of data). 

X errors In NMfS docunents pool i shed i n the 
federal Register . 

X 01arketable volune offered for sale which 
1old. 
l inventories showing 1111easured growth >• 
previous Inventories. 

X accuracy rate In ""1er Ing to regulations 
ard procedures . 

X accuracy rate of sur veys ard I ntegr I ty of 
data reported. 

X accuracy rate •rd Integrity of data 
reported . 

Consi1tency of construction cost with 
custoo,ers' expectations ard within englneert' 
cost est I018te. 
I ....-,t, required to be Issued for a 
speci ficatlon . 
• claims per contract . 
Ave. nw::inetary value of clatn1S to a contract . 
Total tnonetary claim am0U'lt to a 
contract/contract bid amunt. 

Tfmel iMss Measure 

Months ard Years to pool lsh surveys 

Time to process rules . 

X Nrket ■ble vol..,,. offered for sale each 
year. 
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T floe for furnish Ing ff re occurrence reports to 
the field . 

Time to c°""lete various activities . 

T fine to process data ard generate report. 

X deadlines met. 
Tl.,. requl red to extract data for one or ..,re 
propert I es. 

Time to provide engineer i ng service, . 
I 1taff days requl red to correct end revile 
de1lgns end 1pecfflcatlons after field 
review . 
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••• FUNCTIONAL CATEGORY: Natural Resource N__,t (continued) 

AGENCY FUNCTION 

INTERIOR OPERATION & MAINTENANCE 

INTERIOR PLANNING 

INTERIOR REGION 2, FWS PIOGRAN 

INTERIOR OfFSIIORE LEASING 

INTERIOR NATIONAL PARIC MAINTENANCE 

INTERIOR SURFACE NINING RECLAMATION 

OOTPUT 

Kilowatt-hour• of electricity generated and 
acre-feet of water delivered • weighted. 

fl lntert■ ■tudy procb:t■ c001pleted • weighted. 

II hy work act lvlt les lnvol ved In con■ervlng 
fish end wildlife habitat • weighted. 

fl tee1lng activities perfor■ed • weighted. 

fl •lntenance activities perfor■ed In four 
■-Jor functl-1 area■ • weighted. 

fl acreo of lend reclal■ed. 
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Qua 11 ty lleasure Tl ooe l I ne19 Measure 

Actual progr• acc°""l tshments C"""8red to ~t of peeking energy or load following 
plamed action. energy procb:ed when needed within bulk power 
Unit avallobil tty and forced outages COOlp8red syste■. 
to lrn.istry norN . 

Con■ tstency with r~ireo,ent1. 

X endangered species listing meeting 
establ l1hed standards. 
fl wlldl lfe refuges ■-naged In accord with 
ac«.Jl ■ ttlon plan. 
fl ecological appt !cations for pel'lllts 
reviewed for revutatory c°""t lance. 

X accuracy rate end COll'pl I ance to 
revulatlons. 

weighted X reduced backlogged work. 

fl cltl1en c°""latnu. 
X grant f..-.ds used for adloln. costs. 
X confol'llanCe to revutatlons. 

Actual t 1,.., ••pended COll'p8red to 1tandard 
ti• prescribed In Plan of Study. 

TIiie to I Hue pel'lllts. 
X ltudles reviewed within ti'"" ■ tandard. 

Tl• to perfol'II leasing activities. 

X annual Increase In work perforlled. 

Tl..., to respond to Congres■ ional COll'pl ■ tnu. 
X grant f..-.ds obl I gated by FY end. 
T111e to c°""lete grant appl !cations. 
fl annual Inspections of active ■urface ■tnlng 
opera! Ions. 
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SOCIAL SERVICES/BENEFITS FUNCTION 

This category or runctlons Is diverse, Including runclions such as housing programs, wclrare programs, and insurance con1rac1s. Some of lhe measures which are used by deparlments and 
agencies for the Social Services/Benefits functions are listed below. 

Quality -

Timeliness -

% applications with errors. 
% error rate In processing change or address and benefil adjustments. 
% job placement rate. 

Time to process change of address and benefit adjustments. 
Time to process application or other action (total cycle time from receipt to completion). 

Some other possible measures for Social Services/Benefits func1ions are listed below. 

MEASURES 

Internal 

External 

QUALITY 

% errors by type ( clerical, technical, etc.) 

# of process improvements implemented per month/q·uarter 

% of benefit claims/applications processed correctly the first time (also 
called "first time through" rate) 

# complaints filed 

Service performance rated on scale by customers or sample of customers 

% customer satisfaction based on survey (could give satisraction rate on 
several dimensions) 

% information errors 

% of people receiving service that are eligible for service 

% or people eligible for service lhat are receiving service 

TIMELINESS 

% deadlines met 

Time to provide information/forms 

Time to correct errors 

Ave. waiting lime 10 see or have contact w/ service provider 



OUTPUT, QUALITY & TIMELINESS 
MEASURES 

••• fUIICTIONAL CATEGORY: Social Services/Benefits 

AGENCY 

HHS 

HHS 

HUI 

HII) 

HUI 

1111) 

1111) 

OPM 

OPM 

VA 

FUNCTION OUTPUT 

AFDC PROGRAM t grant• awarded and 
t docunenta Issued • wighted. 

REFUGEE RESETTLEMENT t grants awarded. 

SINGLE FAMILY LOAN MANAGEMENT t _,rtgage notes serviced. 

I NO I AN HOOS DEVY & IIOOERN 

INOIAN HOOS NGT & -ITOR 

P\Jlll C HOOS DEVY & IIOOERN 

PUILIC HruS NGT & -ITOR 

SVCS/FEDERAL RETIREES 

HEALTH & LI FE INSURANCE 

IIOIUIENTS & HEADSTONES 

t unit• constructed or onodernhed • weighted. 

t reviews (by type) conducted • weighted. 

t units constructed or onodernhed • weighted. 

f reviews (by type) conducted • weighted. 

f actions conducted • weighted. 

f health & life Insurance contracts and f 
cl ■I• processed. 

f ■ppllc■tlons. 

Qua I it)' Measure 

X Job plac...ent rote. 

X ..,rtgages which ■re current. 
X n>rtgages del lrq,ent no ..,re than one 
-,th. 
X collect Ions ■ppl led in each year. 

ll\ requisitions paid with beck-up invoices . 

f housing author I ties designated es 
•recognt zed perfonners•. 

Alnount of excess Ss ■vall ■ble to PHAs. 

ll\ Increase In f recognhed PHAs. 

Thoe I 1,,.,,s Measure 

Thoe to ■word grants. 
T hoe to Issue docunents. 

11.,. to collect and analyze ■ s...,le. 

Ave. ti.,. to process vacancy announc-.u. 
Thoe to c°""lete rent c001p9rabll lty studies. 
TIN to respond to service requests . 

Ave. ti.., to process requisition . 

X rev I ew c-ts acc°""ll shed with In 
prescribed tiN fr-s. 

Ave. tlN for reservation of funds to 
obi ig■tlon. 

ll\ review c-u acc°""llshed within 
prescribed tlN fr-. 

TIN to proceH Insurance actions. 
TIN to procesa change of address . 

X error rate In processing ch-e of address, Thne to process change of address, benefit 
benefit adjust11ents, end ellot-,t action . adjust-,ts, and allotment actions. 

ll\ applications with errors . 
X ""'"'111fflt rework rote. 

TIN to process application. 
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SPECIALIZED PRODUCTION FUNCTION 

Measures which are most commonly used by departments and agencies for the Specialized Production functions arc listed below. 

Quality -

Timeliness -

# errors reported by customers. 
% rework rate/defect rare. 
% rejection rate. 
% accuracy in adhering to standards/specifications. 

Time 10 produce. 
Time to fill orders (total cycle time from receipt of order to delivery). 
% of time service is available. 
% customer delivery schedules met. 

Some other possible measures for the Specialized Production functions are listed below. 

MEASURES 

Internal 

External 

QUALITY 

% errors by type (data input, orders, shipping, administrative, etc.) 

# of work/process improvements implemented per month/quarter 

Prod~ction equipment repair costs due 10 failure to do preventive 
maintenance 

% defect rate of supplier materials or services 

# romplaints filed due to defective product, dissatisfaction with service, etc. 

Service performance of staff rated on scale by customers or sample of 
customers (e.g., rourtesy of personnel, accuracy of information given to 
customers, etc.) 

% customer satisfaction with product based on periodic follow-up surveys 

# citations/romplaints for improper disposal of hai.ardous waste materials 

TIMELINESS 

Time to provide service information to customer 
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OUTPUT, QUALi TY & TIMELINESS 
MEASURES 
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... FUNCTIONAL CATEGORY: Specialized Procb:tlon 

AGENCY fllllCTION 

CONIIERC£ GEOOETIC CONTROi. 

DEFENSE MAP/CHART PRIIIUCTION 

ENERGY ENERGY SALES (BONN.) 

ENERGY NUCLEAR WEAPONS P1100UCTION 

ENERGY ENERGY SALES (IIEST.) 

GSA DESIGN AND CONSTRUCTION 

INTERIOR MAP DISTRIBUTION 

INTERIOR MAP P1100UCTI ON 

TRANSPORTATION ENGINEERING GRAPHICS 

TREASURY MANI.If. SECIJlt ITT PROOUCTS 

TREASURY MANI.If. DOIIESTIC COINS 

OUTPUT 

I atatlono. 

I Np end chart activities (by type) - weighted 

I glgawatthours of electricsl -rgy 
procb:ed. 

I ~lvalent output l.rllts repreoentlng 
weapons coq,onent1 procb:ed, using a 
c"""°slte tnodol weapon as the standard - weighted. 

I glgawatthours of electrical -rgy procb:ed. 

I contract awards . 

I plbllahed procb:ts • weighted. 

I Np procb:ta procb:ed - weighted. 

I designs end graphics procb:ed • weighted. 

I currency notes and postage ataq,s procb:ed. 

I coins procb:ed. 

Dual It'!'_ Measure 

Ratios of wieasurement distance accuracies. 

# errors reported by customers. 
X rework internally. 

Measures and 1tendards prescribed in 8PA 1 1 
•Reliabll lty Criteria and Standards• (e.g., 
continuity of service to cust0n11er1 and safe, 
efficient power systems operations) 

Procb:t rejection rates (the value of the 
procb:t lost to scrap and the added cost of 
rework). 

Power systM rel iebll lty criteria and 
1tendards set by NERC,MAPP, and vscc . 

X contracts awarded within range of cost 
estl•te. 

X accuracy rate of data entry of survey 
plbl fcatlon Items. 

X accuracy In adlerlng to standards. 

Rework rates. 

X .,,..facturlng defect rate according to 
1pecl ff cations. 

TIIIOI l~ss Measure 

# 1tations that IMlntalned survey achedulet. 

X Items fflOetlng customer del Ivery schedule by 
type of lteo classification. 

X of ti.,. electric power la available . 

Schedule agreed to In the annual nuclear 
weapono atockpl le me111c,ramn. 

Thwe for Area Control Error to return to zero 
In _,ltorlng of control perfo..nce cl.Iring 
nonoal conditions. 

X of awards plamed/1119de within a "'8rter. 

Thie •~Ired to fill survey orders. 

Time to revise cartographic data. 

Time to procb:e. 

Ratio of scrap aetal to total metal used for Time to procb:e. 
coins. 
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SUPPORT SERVICES/OPERATIONS FUNCTION 

This is a YCry diverse group or functions. The category primarily consists or personnel, procurement, and administrative support related activities. The measures used are, consequently, also 
diverse. Because or this variation, there are no common quality and timeliness measures for the Support Services/Operations functions. 

Some possible general measures which could be applied case-by-case for Support Services/Operations functions are listed below. 

MEASURES 

Internal 

External 

QUALITY 

# or process improvements implemented per month/quarter 

% errors by type (clerical, technical, etc.) 

% or operations performed correctly the first time 

# complaints filed from various customers 

% customer satisfaction with service performance based on survey (e.g., 
courtesy or personnel, Information given customer is understandable and 
accurate, staff easily accessible to customer, etc.) 

% information errors in documentation, forms, etc. 

TIMELINESS 

% deadlines met 

Time to provide service to customer 

Time to correct errors 

Ave. time to respond to customer request, return customer call, or answer 
correspondence 



OUTPUT, OUALITY & TIMELINESS 
MEASURES 

••• FUNCTIONAL CATEGORY: Support Servfces/Operat Ions 

AGENCY FUNCTION OUTPUT 

DEFENSE MILITARY PERSONNEL -T. t trensacttons processed. 

DEFENSE AIIIIY RECRUITMENT t accessions. 

DEFENSE FAMILY HOUSING f dwell Ing ..,It• owned and leased. 

DEFENSE PUBLISHING & PRINTING Procb:tlon ..,,u (f of t0ft1)letod pages per 
hour). 

EPA CONTRACT -INISTRATIOII I ec"'tattion actions t0ft1)letod · weighted. 

GSA CCNU) ITY NANAGl:IIENT I purchase I t nos. 

GSA TELEPHONE INVENTORY & ACCNTNG I order• provided. 

LABOR TECHNICAL SUPPORT I Investigations, fo""" processed, assistance 
activities to ■tno enforc.....,t • weighted. 

OPN STAFFING/RECRUITING/EXAMINING Federal ...,toyee turnover (surrogate> . 

Qual I ty Measure 

l accuracy of 1'4'Uts processed and 
transmitted. 
l activities rated satisfactory or above 
clJring "'arterly assessment of IG reports . 

l tOll'pliance with IIIIIOdatod "'9lificatton 
goals, Including various physical and ...,,tal 
categor f es. 

l famll les suitably housed (e.g., 
structurally sourd, no health or safety 
hazard, within one hour COlffllUte). 

Cost of spot led ard d8Mgod work as a l of 
ln·house rev....,.• (cost of "'9l lty measure). 

T I .. l I nos• Measure 

Tlo,e to notify lndivlclJals for asslan-nt. 
rt .. to not lfy Labor Dept. of Nil I tary 
D t scharge/Rel ease. 

Ti• to process recruita. 
l fill of r°"'lrod accession volUIIO within 
FY. 

l housing available upon orrtval at clJty 
station. 

l on· tt .. deliveries. 

I 11andatory changes per ac"'isltlon r""'trod rt .. r°"'lrod to COll'plete a given l of 
•••result of QA staff review . actions after the procure■ent r""'"t ts 

rt,celvod. 

l contract coverage for stocked and scheclJlod l l lno It.,.. on hand under ti one atandard. 
it.,... l scheclJlea delivered to custo..ra before • 

contract ~Ina. 

l order• wt th errora. 
Age of discrepanctee In orders/bi II tngs. 

l rejt,ctlon rate of l@llal/scientlftc 
cone lus I ons/rt,cOllllendat ions. 
l COll'pliance w/ regulatory r°"'tremenu ard 
scientific sourdno•• for approval 
tnveetlgations. 
l accuracy rate of I '4'Ut for 
accident/tnjury/...,loy......t data. 
l accuracy rate of samples weighed for 
respirable clJst. 

Ave. I of certificates per selection. 

rt .. to enter order Into syate■. 
Tl• to corre-ct error1. 

Tlone r°"'trod to COll'plete ■ino/lab/approval 
investigations. 
T h,e r°"'I rod to COll'pl ete each data t '4'Ut 
activity. 

Tl■e r°"'lrod to weigh clJat aample once it ta 
rt,celvod and tt .. to c....,lete eath weighing. 

Time requi r~ to process applicants to Job 
offer. 
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TESTING/INSPECTION/COMPLIANCE FUNCTION 

The measures which are most commonly used by departments and agencies ror the Testing/Inspection/Compliance functions are listed below. 

Quality -

Timeliness -

% errors or accuracy rate or tests/data/documentation/reports. 
Customer satisfaction as shown through survey results. 

Time to process/analyze data/inspect/conduct tests (total cycle time from beginning to completion). 
Time to complete/submit reports. 

Some other possible measures ror the Testing/Inspection/Compliance functions are listed below. 

MEASURES QUALITY TIMELINESS 

Internal 

External 

% or tests/inspections performed correctly the first time 

% or final reports initially submitted that are accurate, complete, and meet 
all standards 

# or process improvements in service implemented per month/quarter 

% errors by type 

Perrormance rated on scale by customers or sample or customers 

% customer satisraction based on survey (could give satisfaction rate on 
several dimensions) 

# complaints filed 

% inrormation errors 

% deadlines met 

Time to provide inrormation 

Time to correct errors 
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OOTPUT, QUALIH & TIMELINESS 
MEASURES 

*** FUNCTIONAL CATEGOIIT: Testlng/lnspectlons/C°""l lance 

AGENCT 

AGR I CUI. TUIIE 

AGR I CUI. TUIIE 

AGRICULTURE 

AGRIOJI. TURE 

AGR I OJI. TURE 

AGR I CUI. TURE 

AGRICULTURE 

AGRIOJI.TURE 

AGR I CUI. TURE 

ENERGT 

EPA 

FUNCTION 

QUARANTINE INSPECTIONS 

lllTPUT 

I p1111engera inspected for departure 
oir/•rltl.,. 

ANIM HLTH tal'LNCE/ENFOIICENENT I Inspections lll8de at Markets and sl-hter 
establ la""""1ts. 

ANIN HLTH INPOIIT /EXPOIIT 

IRUCULOSIS TESTING 

VETERINARY 1101.0GICS 

VETERINARY DIAGNOSTICS 

GRAIN I NSPECTI OIi 

FOOO ST- tal'LIANCE 

NEAT & PlllL TRT INSPECTIONS 

WEAPONS QUAL ITT ASSURANCE 

SUPERFUND SITE CLEAN·UP 

I _,l•ls Inspected. 

I herds tested. 

I aerials of biological product tested. 

I diagnostic tests c"""leted. 

I Federal original Inspections and 
relnopectlons listed In Annual Report to 
Congress. 
I Investigative passes. 

I bll l Ion pomds ,neat and poultry products 
Inspected. 

I tt .. inspections, cµ,l tty ttthnlcal 
Inspections end class 4 audit surveys 
c"""leted • weighted. 

I Major clean-up activities • weighted. 

Quality Measure Tl..,llness Measure 

X penetration of notlc peat/disease -itted Thne to Inspect oil passengers and cargo per 
legally. aircraft. 
I c"""loints registered. 
X accuracy rate of dettttlng infttted cattle 
and swine. 

X accuracy rate of detecting foreign/exotic 
aniNI disease. 
X accuracy In dettttion for brucellosis In 
herds. 

X accuracy of critical tests performed on all 
biological products . 

Ti""' r-lred by states to c0111plete 
Investigative report after dettttlon of 
lnftttlon. 
"""' for conducting aniNI blood tests 
consistent with ,_irements. 
Th,e to conduct blood tests on herd. 
"""' to coq,lete •rket cattle ldent. (MCI) 
Investigation. 

X accuracy of perfonolng tests. Tl,ne to report test results. 

X certification accuracy of grain Inspected. Ti,ne ,_ired for delivery of grain 
certification. 

X accuracy of doctnentat ion and a tore 
transactions. 
X accuracy of Investigative reporting. 
X poultry carcasses inspected in X of 
slaughter establ ish,nents. 
X animal viscera, end carcasses inspected fn 
X of slaughter establ ish,nents. 
X chemical residue S""t'led In ""'at & poultry 
products. 

Tl""' to sl.Dlllt report after final 
Investigative pass. 

N/A 

X coq,onents/items Inspected which conforWI to Tl""' to slblllt audit reports 
design r-lreo,ents and production Tl""' to Sl.Dllit QA survey report 
specifications. Tille to c"""lete follow· up on findings 
X QA progrM surveys c"""leted which conflno 
contractor coq,l lance with DOE cµ,l lty 
progrM ,_irements 
Increased X funds rttovered fr0111 Potentially Tl""'table for holding public -ting after 
Responsible Parties (PRPs) coq,letion of Remedial 
I actions included In EPA camunlty relations lnvestlgation/Feasibil tty Study 
plans (developed for removal sites where Time to conduct preliminary assess,nents of 
activities last longer than 45 days) potentially hazardous waste sites 
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*** FUNCTIONAL CATEGOIIY: Testlng/lnspectlons/Coq,I iance (continued) 

AGENCY 

EPA 

EPA 

EPA 

HHS 

HHS 

INTERIOR 
INTERIOR 
INTERIOR 
INTERIOR 
JUSTICE 

LABOR 

LABOR 

LABOR 

FUNCTION 

ENVIRONIIENTAL IIOIIITORING 

FED FACILITIES COIPLIANCE 

PESTICIDES REGISTRATION 

SAIIPLINC fOOO IIIPORTS 

PRO (PEER) REVIEWS 

"INERALS DATA ANALYSIS 
TAX INCENTIVE REVIEW 
WATER QUALITY LABS 
CEOCHE" I CAL ANALYSIS 
FORENSIC EXAIIINATIONS 

FEDERAL CONTRACT COl'LIANCE 

WACE/HOOR COl'LI ANCE 

"INE ENfORCEIIENT 

OOTPUT 

fl Inspections condJcted. 

fl erucetlon, rev iew end coq,llence activities 
c°""leted • weighted. 

fl old Chet1ical Reviews and ~ 
Registration Reviews c"""leted • weighted. 

fl s-.,les collected/anal)·zed. 

fl reviews c"""leted. 

f envlr.,._,tal doc.-nts reviewed. 
f activities coq,leted In four 111Jor areas • weighted . 
f water ,-.,le analyses . 
f standard geochenilcal analyses c°""leted . 
f forensic science ex111lnattons coq,leted. 

f of coq,1 lance reviews (by type) and related 
activities • weighted. 

fl of Investigative end coq,lience activities · weighted. 

fl regular end other Inspections · weighted. 

TRANSPORTATION HAZARDOOS IIATERIALS INSPECTION fl Inspections c°""leted. 

TRANSPORTATION CIJIERCIAL SHIP REVIEW f plans reviewed end approved. 

TREASURY SPECIAL OCCP'l. TAX COLLECTION , businesses paying tu . 

TREASURY CARGO EXAII I of entries ex111tned · weighted. 

Qua I tty "ea sure 

X inspection reports approved without 
revision. 
Customer satisfaction with EPA's technical 
assistance program, as shown through survey 
results (of other federal agencies) . 

f review cycles per registration for both 
high end low priority requests . 

I and qual lty of lnfonnetlon 111teriels 
(sheets, peq,hleu, etc.) proruced on food 
1..,.,ru. 
f of food proructa covered. 
fl correction actions successfully coq,leted 
within tlmefr-. 
X docunents In error. 
X coq,l lence with standards . 
X accuracy rate of analytical date . 
X accuracy tn performing analyses. 
X accuracy rate of exa,nl nat I on based on 
aunderd. 

f eq,loyees assisted end ...,._.,t of wages 
restored. 
# citations returned for correction; 
f citations/orders vacated/modified. 

X conformance of hazardous lftftterials to 
qual tty check! 1st . 
X adherence of ships to specifications . 
f overturned appeals. 
f delinquent collections . 
f undeliverable .. 11 ings. 
f ""'"ths of Interest or penal ties due. 

(S) 

Timel lness Measure 

Time required to condJct en Inspection end 
hsue an i nspection report . 
X National Pollutant Discharge El iminatlon 
Syst.,..• (NPDES) Notice of Violations Issued 
within the agency-prescribed thiel lness 
standards. 
Time required to c°""lete a given X of 
actions after the procurement request Is 
received. 
Time to collect end analyze• s-.,le. 

Thne to c~lete • review. 

Time to review docunenu. 
Time to review certification oppl ications. 
Time to analyze date. 
Time to coq,lete analyses. 
Time to process (response). 

Reruction of coq,liance reviews in Inventory 
over 240 days. 
Reruction of coq,lelnts In Inventory over 180 
days. 
Reruct ion of coq,laints In Inventory over 240 
days. 
Coq,letion of 1Mndeted Inspections .,.....lly; 
Time taken to coq,lete dlacrimlnatlon 
Invest lgetions. 
Time to coq,lete an inspection. 

Time requl red to respond. 

Time to Issue non·coq>l lence letter/taxpayer 
delinquency referral. 

X accurately classified end assessed based on Time to coq,lete ex111 of 
qual tty review. 

cargo. 
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TRANSPORTATION/TRAFFIC MANAGEMENT 

All of the Transportation/frame management functions are in the Department of Transportation. These functions primarily consist of aviation and maritime related activities. Examples 
of some or the measures used are listed below. 

Quality - # operational errors. 
% of time navigational signal is available. 

Timeliness - # air traffic delays. 
Time to service. 

Some other possible measures for Transportation/frame Management functions are listed below. 

MEASURES 

Internal 

External 

QUALllY 

% erron by type 

# of new procedures/process improvements developed/implemented per 
month/quarter 

Performance rated on scale by surveyed customers 

II oomplaints filed 

% information errors 

TIMELINESS 

Time to oorrect errors 



OOTPUT, OUALITT & TIMELINESS 
MEASURES 

••• FUNCTIONAL CATEGORY: Transportation/Traffic Menag_,t 

AGENCY FUNCTION 

TRANSPORTATION AVIATION STANDARDS 

TRANSPORTATION FLIGHT ASSISTANCE 

TRANSPORTATION AIR TRAFFIC CONTROi. CTRS 

TRANSPORTATION AIR TRAFF IC CONTROi. Tc.11:RS 

TRANSPORTATION MOTOR CARRIER SAFETY 

OOTPUT 

I lnstrllllent approach proceci.ores developed • weighted. 

I fl lght services provided (by type) • weighted. 

I aircraft handled • weighted. 

I total aircraft operations and total 
lnstrllllent operations • weighted. 

I Hfety reviews coopleted, I reviews 
cordJcted, and I enforc...,,,t reports 
c°""leted • weighted. 

TRANSPORTATION NATIONAL DEFENSE RESERVE FLEET I of NDRF ships services and/or activated • weighted. 

TRANSPORTATION SHORT RANGE AIDS TO NAVIGATION I aids to navigation Nlntalned. 

TRANSPORTATION SEARCH ANO RESCUE Total prOdJCt Ive search hours 

Dual lty Measure 

I cal la lost. 

I operational errors. 

I operational errors . 

I reviews c°""leted without error. 

I ships meeting •lntenance and activation 
q.,.sl lty check I lat 

X ti""' signal available . 

X false 11am hours of total search hours. 

T I me 11 neu Measure 

Tl""' to develop an instrllllent approach 
proceci.ore. 

I air traffic delays. 

I air traffic delays. 

I ships activated within e■ tabl iahed th11e 
fr-•-
Time to service. 
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LIST OF PROGRAMS BY AGENCY 





Agenc:y 
c....,.rtaent ftn:tfon 

** AGENCY: AGRIC\llTUltE 

NAl LIBRARY SERVICES 
ANS NEAT GRADING 
ANS PaJI.TRY GRADING 
ANS COTTON GRAD I NG 
ANS DAIRY GRADING 
f ... A IUS & llllUSTRY GIIANTS/lOANS 

FIIHA IIJI.TIPLE fAIIIU IIDUSING 

FIIHA ~L IIDUSING PROGIIAII 
FS NATIONAL FORESTS ( 10 REGIONS) 

scs SOIL SUltVEY PROGRAM 
APHIS CIUAIIANTI NE INSPECTION$ 
APHIS ANIN NL TH CIJ!PLNCE/ENFOIICENENT 

APHIS ANIN NL TH INPOIIT/EXPORT 
APHIS BRUCELLOSIS TESTING 
APNlS VETERINARY BIOLOGICS 
APHIS VETERINARY DIAGNOSTICS 
FGIS GRAIN INSPECTION 

FNS f(l(I) ST- CCN'll ANCE 
FSIS NEAT & PQJL TRY INSPECTIONS 

FUNCTIONS DY AGENCY 

Major 
ftn:tfonal 
Category 

lnfortMtfon Services 
l f censfng/Cert if feat ton 
l f censfng/Cert if f cat Ion 
l fcens Ing/Cert if feat ion 
l fcensing/Certi ff cat ton 
loans/Grants 

Loans/Grants 

loans/Grant• 
Natur■ l Resource Nanag.-nt 

Natur■ l Resource N-s.-nt · 
Testfng/lnspectlons/Coo.,I fence 
Testing/Inspect fons/Coo.,I lance 

Test ing/lnspectlons/Coo.,l f ance 
Te■ tfng/lnspectfons/Coo.,l fence 
Teat ing/lnspectlons/Coo.,l lance 
Test ing/lnspectlons/Coo.,l i ance 
Teatlng/lnspectlons/C°""'l lance 

Test Ing/Inspect lons/C001pl lance 
Test lng/lnspectf ons/Coo.,l lance 

output 

I end-product transactions. 
I pounds cert i ff ed. 
I pounds graded. 
I pooods certified. 
I pounds certified. 
I end-product transactions tracked by fmHA Resource 
Nanag..,..,t Syst ... 
I end-product transactions tracked by fmHA Resource 
N-s.-nt Syst,. 
I end-product transactions tracked by fmHA 
I end-product transactions using o,arket basket 
approach . 
I acres lllllpped. 
I pe11enger1 Inspected for departure air/o,arftfme 
I Inspections Mllde at o,arkets and slaughter 
ntabl fshNntl. 
I anh•I• Inspected. 
I herds tested. 
I serial• of biological product tested . 
I diagnostic tests c°""'leted. 
I federal original Inspections and reinspections listed 
In Amual Report to Congress. 
I investigative peues. 
I bit If on pounds ,..at and pout try products Inspected. 
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Major 
Agency fln:tlonat 

Coo,pert"'""t Fln:t Ion Category output 

** AGENCY: COMMERCE 

ITA IIIPORT ADMINISTMTION Clehos/Appl I cations f petitions proceHed. · weighted PTO MAIL & FEE PROCESSING Clal11S/Appltc1t Ions f eppl I cations end fees processed. PTO PATENT APPLICATION REVIEW ClelllS/Appl lcetlons f applications reviewed. 
COIIERCE BUSINESS DAILT lnfon1111tton Services I tynopse1 printed In CBO. CENSUS DATA COLLECTION lnf0M11Bt Ion Services I •-le units c°""teted (households). CENSUS PUILICATIONS SERVICES lnfon1111tton Services f pages prodJced (te•t end graphics). weighted NOAA OCEAN DATA SERVICES lnfor11Stlon Services Ainount of date archived. NOAA WEATHER FORECASTING lnfor11Stlon Services p warnings end forecasts. NOAA GEOPNTI SCAL DATA SVCS lnfonnetton Services Aloount of data collected/disseminated. weighted NOAA OCEANOGRAPNT /MAI INE ASSESSMENT lnfonnetlon Services Aloount of date collected/disseminated. weighted NOAA F ISNEIIES INFORMATION lnlor11Stlon Services f Info. requests proce11ed. NTIS CLEAR I NGIIOUSE lnfonnetlon Services f cuotOlller■ serviced. ITA EXPORT LICENSING L lcenslng/Certl flc1t Ion I II CfflSH procesaed by type. weighted NTIA SPECTII\II MANAGEMENT L lcenslng/Certl flc1tlon I frequency a91 I .-,,u. weighted PTO PATENT EXAMINATIONS L lcenslng/Certl ft cat Ion f patent actlont. weighted PTO TRADEMARK EXAMINATIOIIS L lcenslng/Certl fl cation f applications processed. PTO PATENT NOTIFICATION L lcenslng/Cert I fleet Ion f notification ecttona. EDA IUS LOAN/GIT SERVICE/GUARANTT Loaros/Grent1 I loaros aervtced. weighted MIIDA MI-ITY IUSINESS GIIANTS Loaros/Grent1 I grant awards. 

NOAA FI SHEif COIISERVA TIOII Natural Resource Manag,_.,t f lnlor11Stlon actions. weighted NOAA GEODETIC COIITROI. Special hed ProdJctlon I ttatlons. 



AllfflCY 
c...,.,rtaent fln:tfon 

AGENCY: DEFENSE 

AIR FORCE 
AIR FORCE 
AIR FORCE 
AIR FORCE 
ARNY 
DLA 
DLA 
NAVY 
AIR FORCE 
DEF NAPPING 
NARINE CORPS 

AIR FORCE 
ARNY 
ARNY 
DLA 
NAVY 
DCAA 
DEF IIIV SEIV 

DEF INV SERV 
AIR FORCE 

All FORCE 
AIR FORCE 
AIIIY 
NARINE CORPS 
NARINE CORPS 
NAVY 

NAVY 

NAVY 

DEF NAPPING 
All FORCE 
AINY 
ARNY 
NAVY 

BASE COMJIIICATIONS 
BASE SUPPLY 
DEPOT SUPPLY 
INVENTORY CONTROi. 
SUPPLY DEPOT OPERA Tl CNS 
SUPPLY OPERA Tl CNS 
DEFENSE REUTIL./NKTG. SERVICE 
SUPPLY DISTRIBUTION 
RECRUIT TRAINING 
PROFESSIONAL EDUCATION 
NILITARY TRAINING AND EDUC . 

ACtaJIITING & FINANCE 
NILITAIY PAY 
RETIRED PAY ACCOONTS 
CONTRACT PAYNENT 
DENTAL CARE 
CONTRACT AUD I Tl NG 
INDUSTRIAL SECUIIITY 

PERSONNEL SECUIIITY INVSTIGATNS 
NOTOR VEHICLE 'NAINT. (AF) 

REAL PIOPERTY NA I NTENANCE (AF l 
DEPOT MINTENANCE (AF) 
DEPOT MINT. OPEIATIONS (ARNY) 
DEPOT MAINTENANCE (NC) 

REAL PIIOPfRTY MINT ./HruS. (NC) 
AIRCRAFT MAINTENANCE (NAVY) 

SHIP MAINTENANCE 

WEAPON SYSTENS NAINT. (NAVY) 

NAP/CHAIT PIODUCTION 
NlllTARY PERSONNEL -T. 
ARNY IECRUITNENT 
FAMILY HruSING 
PUBLISHING & PRINTING 

Mttjor 
Fln:tfonal 
Category 

Comomfcatfons 
Distribution Services 
Distribution ServfcH 
Distribution Services 
Distribution Services 
Distribution Services 
Distribution Services 
Distribution Services 
Ecb:et Ion/Training 
Ecb:etlon/Trefnlng 
Ecb:et I on/Tre Inf ng 

Financial Services 
Financial Services 
financial Services 
flnenclel Services 
Heal th Services 
Invest lgat lon/Enforcewent 
Invest lgat lon/Enforcewent 

Invest lgat Ion/Enforcement 
Maintenance 

Maintenance 
Nefntenance 
Maintenance 
Nafntenance 
Nafntenence 
Nalntenance 

Nalntenence 

Nalntenence 

Special fzed Procb:tfon 
Sl4Jport Services/Operations 
Support Servi ces/Operet Ions 
Support Servi ces/Operet Ions 
Support Servi ces/Operet Ions 

Output 

# RSsages transmitted end rttefved. 
I Issues erd due notices. 
I Issues end receipts. 
I lteMS _,.ged end I engineering actions. 
I receipts erd Issues . 
S value of sales . 
I line Items disposed. 
I Issues end rece I pts. 
I graduates. 
I student years (weighted by length of course). 
Training load (eve. I of students ernially. FoM1Ule 
9ffregates different length courses, adjusted for 
ettr It I on). 
Con,poslte (workload & I of actual transactions) 
I ectlve enwy accounts. 
Ave. I of accounts. 
I Invoices paid. 
Coq,oslte ti• velue·CTV (dental procedures). 
I of eudl t reports end eudl t services provided. 
I actions con,pleted: relnvestlgetlons, personnel 
security questionnaires, Inter! ■ grants, contf.-..ous 
grants, end adverse fnfonnetlon reports. 
ti cases closed. 
Equivalent vehicles (adllln. vehicle, mil. design 
vehicle, end special purpose vehicles). 
Con,pos I te (earned hours & surface area). 
Equivalent aircraft •lntalned. 
Equivalent unfu procb:ed or ■elntelned . 
Equivalent unite procb:ed or •fntalned. 
Ave. I houses occupied end •fntenence S/sq. foot. 
Equivalent units •fntalned (aircraft, engines, & 
con,ponents) • 
Equivalent units •fntalned (type of ship end 
overhaul). 
Equivalent unite •fntalned (surface launched ■lsslles, 
air launched •fsslles, end torpedoes/o,ines) . 
I ■ep erd chart activities (by type). 
I trensectlons processed . 
# accessions. 
I dwell Ing units owned end leased. 
Procb:tfon unite (I of con,pleted pages per hour). 

weighted 

weighted 

· weighted 

• weighted 

weighted 
weighted 
weighted 

weighted 

weighted 
weighted 
weighted 
weighted 

weighted 

weighted 

weighted 

weighted 
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Agency 

C""""rt-,t F1a1etfon 

•• AGENCY: EOUCATICII 

OPE/OSFA & OIIEP EllGII & CERT/INSTIT HIGHER ED 

DEPT·IIIDE 
DEPT · IIIDE 
DEPT · IIIDE 

DISCRETICIIARY GRANTS 
FORJIJU GRANTS 
PELL GRANTS 

•• AGENCY: ENERGY 

CCIIS/RENEII EN STA TE/LOCAL ENERGY ASS I ST 

INVLE POii AON ENERGY SALES (ICIIN.) 
DEFENSE PROGRAII NUCLEAR WEAPCIIS PROOUCTICII 

IIAPA 
ALIUCIUEIICIUE 

.. AGENCY: EPA 

ENERGY SALES (WEST.) 
WEAPONS CIUAL ITT ASSUIIANCE 

GRANTS -IN GRANTS IWIAGEIIENT 
CCII TRACT - IN I STRA Tl CII 
Sll'ERFUIID SITE CLEAN-UP 

ENV SRV DIV ENVIRONIIENTAL IIOIIITDRING 
OfC EXTRNL AFRS FED FACILITIES COMPLIANCE 

OfC PEST REG PESTICIDES REGISTRATICII 

NaJor 
F1a1etfon■ l 
Category 

l fcenslng/Cert If teat Ion 

lo8lll/Grant1 
L08lll/Grant1 
l08lll/Grant1 

l08lll/Grant1 

Special hed ProclJc:tfon 
Spec fol hed ProclJc:tlon 

Specf ■ l hed ProclJc:tfon 
Teatfng/1111pecttons1c...,1 lance 

loans/Grants 
S'-"l)Ort Servlce1/0per■ tf0111 
Teatlng/1111pectf0111/C°""'l fence 
Test lng/1111pect f o...1c...,1 lance 
Teat lng/1111pect fons/COll'f)l fence 

Testlng/lnspectfons/c...,1 fence 

output 

I 11.tnf ■a I OIII processed for deten11t natl°"" of 
el fgfbl l lty end certification. 
I dhcretfonery granto processed. 
I grants I soued. 
I Pell granto -rded. 

· weighted 

I ectfvltfes c...,leted In grant -rd proce11 Involving weighted 
■pproprloted flllds ■rd Petroleuw Violation Escrow. 
I gfgewatthoura of electrical energy proclJc:ed. 
I equivalent output ..,,ts representing weapons · weighted 
c°""""""t■ proclJc:ed, uofng I c"""'°sfu aodel weapon 11 
th■ standard. 
I gfg■1Mtthour1 of eletrlcal energy proclJc:ed. 
I It .. Inspect lo..., "'81 tty technical lnspectfo... erd · weighted 
clo11 4 ■udlt surveys c°""leted. 

I grant · r•l ■ted ectfvltles c°""leted. 
, e<(Jlfltftlon ectfOIII c...,leted. 
I •Jor clean-up ectfvltles, 
I fnspectfo... conclJcted. 
I ecu:atlon, review erd c°""l lance activities 
c°""'leted. 
I old Ch .. fcal Reviews erd Mended Registration Reviews 
c°""'leted. 

· weighted 
weighted 

weighted 

weighted 
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Agency 
Co,opart11ent 

•• AGENCY: GSA 

FED SUPPLY SERV 
ADMINISTRATION 
FED SUPPLY SERV 
ADMINISTRATION 
FPIIS 
PIIBL BUILD SERV 
PUil BU I LD SERV 
PUil BUILD SERV 
PIIBL BUILD SERV 
FED SUPPLY SERV 
IRK SERVICES 

•• AGENCY: HHS 

IICFA 
HCFA 
SSA 
SSA 
SSA 
OCR 
FDA 

FDA 

FSA 
FSA 

FSA 
FDA 
HCFA 

F1n:tion 

CARR I ER CLA I KS PROC 
REPRalUCT ION/PR I NT ING/DI STR IB. 
RETAIL SUPPLY 
TRAINING CENTER 
REAL PROPERTY ASSET IIGT 
PROTECTION AND SECURITY 
BUILDING CLEANING 
BUILDING IIAINTENANCE 
DESIGN AND CONSTRUCTION 
CIJNlDITY KANAGEMENT 
TELEPHONE INVENTORY & ACCNTNG 

KEDICARE CLAIMS PIiot 
IIEDICAID PYIIIT /STATES 
RETl•EIIENT/SURVIVDIIS INSURANCE 
DISAIILITY INSURANCE 
SOCIAL SECURITY IIUIIIERS ADKIN. 
COIPLAINT INVESTIGATIONS 
IIEDICAL DEVICES PROGRAII 

ANIIIAL DIIUGS/fEEDS PROO REV 

CHILD SUPPORT ENfORCEIIENT 
AFDC PIIOGRAII 

REfllGEE RESETTLEKENT 
S~ING FOOD IIIPORTS 
PRO (PEER) REVIEIIS 

Kajor 
fooctional 
Category 

Clal11S/Appl I cations 
Distribution Services 
Distribution Services 
Eclx:at Ion/Training 
Financial Services 
Invest I gat I on/Enforc-.t 
Kalntenance 
Kalntenance 
Special Ired Procklc:tlon 
S'-"P"rt Servi ces/Operat Ions 
S'-"P"rt Servi ces/Operat Ions 

Clal•/Appl I cations 
Clal•/Appl lcatlons 
Clai•/Appl lcatlons 
Clal•/Appl !cations 
Clai•/Appl I cations 
Invest I gat I on/Enf orc-.t 
L lcensfng/Certl ff cation 

l fcensfng/Cert I ff cation 

l-/Grants 
Social Servfces/Beneff ts 

Social Services/Benefits 
Testfng/lnspections/C°""'l lance 
Testlng/lnspectlons/C°""l lance 

output 

f carrier protests of audl t In claims processed. 
f printed pages. 
f line Items filled. 
f students trained. 
I dispositions. 
I square feet (protected). 
f square feet. 
f square feet. 
f contract awards. 
f purchase 11 nes. 
f orders provided. 

f claf• proce11ed. 
I revl""9 c....,leted. 
I claim proceued. 
I clai• adjudicated. 
I requests processed. 
I Investigations c....,teted. 
I dechlona Mcie on "!'Pl lcatlons to Investigate or 
•rket new ON!dlcal devices. 
I decisions on appl (cations for new drugs or feed 
procklc:ts. 
I grants awarded. 
I granu awarded and 
I doc,-,,ts I Hued. 
I granta awarded. 
I s...,les collected/analyzed. 
I reviews c....,leted. 

· weighted 

weighted 
weighted 

· weighted 

weighted 
weighted 
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Agency 
C"""8rt....,t 

** AGfNCT: tu> 

ADIIIN 
HOUSING 
ADIIIN/HOUSING 
cal. DEVEL. 
HOUSING 
HOUSING 
HOUSING 
HOUSING 
HOUSING 
HOUSING 
HOUSING 

HOUSING 
I Ill/PUB HOUSING 
I Ill/PUB HOUSING 
1111/PUB HOUSING 
IND/PUB HOUSING 

~ .. __ .... 

funct Ion 

SINGLE FAIi CLAIMS PROC 
SINGLE fAIIILT INSUltANCE 
TITLE I LOANS 

·· ··--. ~. 

CONJNITT DEV BLOCK GRANTS 
SINGLE fAIIILT APP PROCESSING 
VWCNU & SECTION 8 PROG 
ASST'D HOUS . SUISIDT CNTRT ADN 
DISTRIBUTIVE SHARES 
IIJI.TlfAII INSURO IIOIITGAGES 
IIJI.TlfAIIILT ASSIGll£D IIOIITGAGES 
SINGLE fAIIILT P- DISPOSITION 

SINGLE fAIIILT LOAN IIANAGENENT 
I ND I AN HOUS DEYT & NOOE RN 
INDIAN HOUS IIGT I NONITOR 
PUBLIC HOUS DEVT I NOOERN 
PUBLIC H0US NGT I NONITOR 

Najor 
Functional 
Category 

ClalM/Appl lcatlons 
ClalM/Appl lcatlons 
lo-/Grantl 
Loans/Grants 
Loans/Grants 
Loans/Grants 
loans/Grants 
loans/Grant, 
loans/Grants 
Loans/Gr anti 
loans/Grant, 

Social Servlcn/8eneflt1 
Social Servlcn/Beneflts 
Social Servlces/8enefit1 
Social Servlces/leneflt1 
Social Services/Benefits 

Output 

claims paid. 
accouit1 processed and ..,rtgages reviewed . 
collected. 
of reviews (by type) condJcted. 
applications processed. 
■nr1J8l contributing contracts processed. 
..,1 ts Wlder P"Y"""t . 
2042' s processed • 
-,rt9age1 serviced. 
,.,rt919H serviced. 
propertle■ ac(fJlred, Nlntained in inventory, and 

old. 
I -,rtgage note■ serviced. 
I ..,it• constructed or IIOdernhed. 
I reviews (by type) condJcted. 
I ..,1 ts constructed or IIOdernhed. 
I reviews (by type) condJcted. 

weighted 

weighted 

weighted 

weighted 
weighted 
weighted 
weighted 
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Agency 
c...,.rt'"""t FLnet Ion 

** AGENCY: INTERIOR 

IIIS ROYALTY PAYMENTS 
OSMRE COAL NIN£ ASSESS/COLLECTIONS 
BIA LAIi ENFORCENUT 

BIA REAL ESTATE APPRAISALS 
NPS HISTORIC PRESERV GRANTS 
NPS RECREATION GRTS ADNIN 
BIA ROAD MAINTENANCE/CONSTRUCTION 
BIA FORESTRY PROGRAM 
ILN LAND MANAGEMENT 

IN MINERAL COMX>ITIES 
IN RES<lJRCE EVALUATION 
-EC CONSTRUCTION • WATER PROJECTS 
-EC OPERATION & MAINTENANCE 

-EC PLANNING 
FIIS REGION 2, FIIS PROGRAM 

IIIS OFFSHORE LEASING 
NPS NATIONAL PARK MAINTENANCE 

OSMRE SURFACE MINING RECLAMATION 
USGS 1W' DISTRIBUTION 
USGS NAP PRalUCTION 
IN MINERALS DATA ANALYSIS 
NPS TAX INCENTIVE REVIEW 
USGS WATER QUALITY LABS 
USGS GEOCHEMICAL ANALYSIS 

Major 
FLnetlonal 
Category 

Flnenclal Services 
Financial Services 
lnves t I get lon/Enforcl!ftnt 

L lcenslng/Certl f I cation 
Loans/Grants 
Loans/Granto 
Maintenance 
Natural Resource N_g..,..,t 
Natural Resource N_g_,t 

Natural Resource N-v_,t 
Natural Resource M-veioent 
Natural Resource M_.....,t 
Natural Resource Manag_,t 

Natural Resource N_......t 
Natural Resource M__,t 

Natural Resource M-v_,t 
Natural Resource Menegeaent 

Natural Resource N-gl!ftnt 
Special lzed PrldJctlon 
Special Ired PrldJctlon 
Testlng/lnspectlons/Cca.,I lance 
T estl ng/1 nspectl ons/Cca.,I I ance 
Testlng/lnspectlons/c...,1 lance 
Test lng/lnspectlons/Cca.,l lance 

output 

I accou,t Ing l Ines processed. 
I cases resolved. 
I cases COll'f)leted (Includes total arrests ard I 
clearances by exception). 
I real estate appraisal activities COll'f)leted. 
I grant-related activities . 
I Inspections conructed; I of conversions resolved. 
I •lies of road constructed ard .. intained . 
I activities coq,leted In several •Jor areas. 
I end· prldJct transactions using .. rket basket 
approach. 
I aurveya processed. 
I reports prldJced. 
I contracts awarded. 
KIION1tt · hour1 of electricity generated and acre-feet 
of water del lvered. 
I Inter!• study prldJcu c°""leted . 
I key work activities involved In conserving fish ard 
wildlife habitat . 
I leasing activities perfonned. 
I Nlntenance activities performed In four Njor 
fLnCtlonal areas. 
I acres of land reclaimed. 
I publ hhed prldJcts. 
I omp prldJcta prldJced. 
I envlroraental docUMnta reviewed . 
I activities COll'f)leted In four •Jor areas. 
I water aanple -lyses. 
I atarderd geocheo,lcal analyses COll'f)leted. 

weighted 
weighted 
weighted 
weighted 
weighted 
weighted 

weighted 
weighted 

weighted 
weighted 

weighted 
weighted 

weighted 
weighted 

weighted 
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Agency 
C~rtMOnt fin:tlon 

•• AGENCY: JUSTICE 

INS 
IOP 
INS 
USIIS 
USIIS 
FIi 
USIIS 
FIi 

ALIEN APPLICATIONS 
I NCMCEIIA Tl OIi 
ALIEN IMSTIGATIOIIS 
PRISOIER UANSPORT 
RECEIPT/PROCESSING OF PRISOIIRS 
FINGERPRINT OPERATIONS 
SERVICE Of LEGAL PROCESS 
FOIIENS IC EXAM I NA Tl OIIS 

•• AGENCY: LAIOII 

ESA fECA PIIOGIIAII 
ETA JOI COIIPS TRAINING 
ETA APPRENTICESHIP I TRAINING 

IISIIA EDUCATION/TIIAINING 

OIG IG AUDITS 
OIG IMSTIGATIOIIS 
OLIIS COIIPLIANCE AUDITS 
O1.11S PROCESSING FINANCIAL REPORTS 
01.IIS i.11011 IMSTIGATIOIIS 
OSHA DISCRININATIOII IMSTIGATIOIIS 
PIIIA ENFORCEMENT 
ILS PRODUCTION Of STATISTICS 
IRI CASE DECISION REVIEW 
Oo\LJ CASE AD.lll>ICATIOII 
ETA ALIEN LAIOII CERTI FICATIOII 
ETA SPECIAL TARGETED PROGRAMS 
NSNA TECHNICAL ._,PORT 

ESA FEDERAL CONTRACT CONPLI ANCE 

ESA IIAGE/IIOUI COIIPLI ANCE 
MSNA NIii£ ENFORCEMENT 

Major 
Fin:tional 
Category 

ClaiM/Appl lcetfons 
Invest I vat lon/Enforc-t 
Invest I get lon/Enforc-t 
Invest I gat I on/Enforc-t 
lnvestlgetlon/Enforc-t 
lnfonnetlon Services 
l~al Action/Adjudication 
Testlng/lnspectlons/C°""l lence 

Clel•/Appl lcetlons 
Ecb:etlon/Trelnfng 
Ecb:at Ion/Training 

Ecb:atlon/Trelnlng 

lnvestlgetlon/Enforc-t 
Invest I git I on/Enforc...,..t 
lnvestlgetlon/Enforc-t 
lnvestlgatlon/Enforc-t 
lnvestlgation/Enforc....,,t 
I nvea t I gat I on/Enforc-t 
lnvestlgatlon/Enforc-t 
lnfo,...tlon Services 
l~al Action/Adjudication 
l~al Actlon/Adjudlcetlon 
l le-Ing/Certification 
loans/Grants 
s...,,,.,rt Servlces/~ratlons 

Test lng/lnspectlons/C°""l lence 

Testlng/lnspectlons/C°""l fence 
Test lng/lnspectlons/C°""l fence 

output 

f pet It Ions or lflPl teat Ions processed. 
Avtt. deity f,-te populetlon. 
f c■sea closed. 
f prisoner -,v....,,ts. 
f prhonero proceued. 
f cerda and related correspondence processed. 
I court orders served. 
I for-le aclence ex .. lnatlons c°""leted. 

wega 1011 cl•I• ectlvltleo. 
oervlce yearo. 
new epprentlces r~l•tered; 
epprentlce progr- developed end lnstal led. 
direct !reining 1tudent deya; 
,...,,,.,rted training student daya; 
training •terlala developed; 
plbl I cations distributed. 
eudlt■ c°""leted. 
COllpleted Investigations. 
eudl ta c°""leted. 
..,,on financial reports proceased. 
cases closed. 
cases settled. 
Investigations end ll•fted reviews . 

Statlstfca procllCed or plbl !shed (by type). 
f cases disposed. 
f dispositions hsued. 
f lflPllcatlons c°""leted. 
I grants •warded. 
f lnvestfgetfons, fo,... processed, esalstence 
ectlvltles to •lne enforce■ent. 
f of COllpl fence reviews (by type) end related 
ectlvftles. 
f of fnveatfgatfve end c°""l lance activities. 
I regular end other Inspections. 

weighted 

weighted 

weighted 

weighted 
weighted 

weighted 

weighted 

weighted 
weighted 

46 



47 

I 
Major 

Agency Functional 
C°"""rtaent Function Category output 

•• AGENCY: NASA 

DEPT-WIDE TECHNOI.OGY UTILIZATION lnfo,...tlon Services f tech. briefs procb:ed. OFF I CE OF MGT SCIENTIFIC & TECHNICAL PUBS lnfo,...tlon Services f pages In scientific and tech. reports . · weighted 

** AGENCY: OPM 

TRAINING/INVEST -·CLASSROOM TRAINING E~atlon/Tralnlng I otudents trained. TRAINING/INVEST IACICGRaJNO INVESTIGATIONS Invest lgat I on/Enforc.....,t f backgrOl.l"d Investigations. weighted RETIREMNT/INSUR SVCS/FEDERAL RETIREES Soc I al Services/Benet I ts f actions c~ted. weighted RET I REMNT /INSUR HEALTH & LIFE INSURANCE Soc I al Services/Benet I ts f heal th & I lfe Insurance contracts and f claim 
processed. CAREER ENTRY STAFFING/RECRUITING/EXAIIINING S'-"PC>rt Services/Operations Federal ""'loyee turnover (surrogate) . 

•• AGENCY: STATE 

CONSUi.AR AFFAIR PASSPOIIT SERVICES ClalMS/Appl !cations I pe11port1 I Hued. FOR SVC INSTIT AREA TRAINING E~atlon/Tralnlng I atudent hour■ of training (basic and advance weighted 
studies). 

FOR SVC INSTIT FOR LANOOAGE TRAIN I NG E~atlon/Tralning f student hour■ of training . FOR SVC INSTIT Fi.lCTI ONAL TRAIN I NG E~atlon/Trainlng f student hour■ of training (eight categories). weighted DIPLOMATIC SEC. PERSONNEL INVESTIGATIONS lnvestigatlon/Enforc.....,t f Investigative cases by type. weighted POl.·MIL AFFAIRS UITIONS LICENSING L icenslng/Certf f feat Ion f I icenses issued. weighted 



Agency 
Ca.per 1-,1 

·· ~-... 

Fin:tlon 

.. AGENCY: TRANSPOIITA Tl ON 

FAA SUPPLY ANO I NVENTOltY 
NNTSA DEFECT INVESTIGATION 
IIITA MASS TRANSIT C.ANTS 
FAA MINT AIR NAVIGATION FAC/ECIUIP 
FAA ENGINEERING GRAPNICS 
RSPA NAZMDOUS MATERIALS INSPECTION 
USCG ~RCIAL SNIP REVIEW 
FAA AVIATION STANDARDS 
FM FLIGNT ASSISTANCE 
FAA AIR TRAFFIC CONTROi. CTH 
FAA AIR TRAFFIC CONTROi. TOWERS 

F- IIOTOR CARR I ER SAFETY 

MARAD NATIONAL DEFENSE RESERVE FLEET 
USCG SIIOltT WGE AIDS TO NAVIGATION 
USCG SEARCN ANO RESCUE 

Major 
Fin:t lonal 
Cat09ory 

Distribution Servi ces 
Invest lgat lon/Enforceiwent 
Loans/Grant• 
Maintenance 
Special hed Procb:tlon 
Testtng/lnspecttons/c....,11ence 
Test Ing/Inspect lons/C001pl lance 
Tr-portatlon/Trefflc Ngoot . 
Tr-portatlon/Trefflc Mgoot. 
Tr-portal Ion/Traff lc Ngoot . 
Tr-portetlon/Trafflc llg,ot . 

Tr-portatlon/Trefflc Ni,,ot. 

Tr-porlltlon/Trofflc llgnlt. 
Tr-portatlon/Trafflc Ngoot. 
Tr-porlltlon/Trefflc N9111. 
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output 

f orders processed . 
f Investigat i ons c°""leted. • weighted 
f grants awarded end Mnaged. · weighted 
f facll ltles Nlntalned. weighted 
f designs end grap, lcs procb:ed. we ighted 
f Inspections COOlpleted. 
f pl- reviewed end approved. 
f lnstr.-nt approach procecllres developed. weighted 
f flight 1ervlces provided (by type) . weighted 
f alrcr1ft handled. weighted 
f total aircraft operations end total lnstr.-nt weighted 
operations. 
f 11fety reviews c°""leted, I reviews concb:ted, end I 
enforce-,t report• c001pleted. 

weighted 

f of NDRF 1hlp1 oervlces end/or activated weighted 
I aids to navigation Mlntalned. 
Total procb:ttve oearch hours 
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