ISR Services/Army SBC 2004 (FY 2003) Implementing Instructions


2004 (FY 2003) ISR Services 

Service Performance Standards

SERVICE:  08. (Military) Personnel Services

PERFORMANCE MEASURE 08 - 01:  Average time to initiate customer contact.
No change for ISR 2004.

PERFORMANCE MEASURE 08 - 02:  Average days to process strength transactions to Total Army Personnel Database (TAPDB).

No change for ISR 2004.

PERFORMANCE MEASURE 08 - 03:  Percentage of ID Card customers (with appointments or under emergency conditions) receiving same day service.

This Performance Measure was added.

PERFORMANCE MEASURE 08 - 04:  Average number of workdays to process routine MPD personnel actions, excluding in/out processing.

This Performance Measure was added.

PERFORMANCE MEASURE 08 - 05:  Customer satisfaction rating.

This Performance Measure was added (rated "N/A" for ISR 2004).

Major Service Area:  Personnel And Community
Service Function:  Military Personnel Support
SERVICE:  08. (Military) Personnel Services
Service Definition:  Provide support for military personnel information, systems management, systems support, personnel processing, and personnel actions to include:  collecting, verifying, maintaining, and distributing personnel information including personnel records maintenance, pay administration, adverse information, physical readiness information, official photographs, and personnel selection boards; supporting SIDPERS operations including system administration operations of SIDPERS hardware, software, and communications, performing data base management, conducting sustainment training, and providing technical assistance; supporting interface exchanges of personnel data between external systems; supporting the needs and requirements of installation activities, command elements, units, soldiers, family members and retirees including arrival and departure installation processing activities, personnel reassignment processing, transition management activities such as transfers between Services and/or components, termination of affiliation with the military, discharge and retirement programs, and supporting personnel eligibility and identification document processing; sustaining and/or enhancing soldier professional career development including military awards, personnel evaluations, promotions, and personnel application processing.
PERFORMANCE MEASURE 08 - 01:  Average time to initiate customer contact.
	ISR HELPline Phone:
	(703) 377-0552

	Email Address:
	helpline_isr@bah.com

	
	

	HQDA Func. Proponent Name:
	Frank Dalton

	Email Address:
	omer.dalton@hoffman.army.mil

	Comm Phone:
	(703) 325-5105

	DSN Phone:
	221-5171

	
	

	ARNG ISR/SBC Help Desk:
	Mr. Tim Schombert

	Email Address:
	Tim.Schombert@ngb.army.mil

	Comm Phone:
	(703) 607-9775

	DSN Phone:
	327-9775


This PM only applies to:  AC          AR          NG
	Rating
	
	Standards

	Green
	
	15 minutes or less

	Amber
	
	More than 15 minutes up to 30 minutes

	Red
	
	More than 30 minutes


	Performance Data Elements To Be Collected
	Data Element Answer
	Minimum Possible
	Maximum Possible

	a = Average time to initiate customer contact
	
	1
	275


Data Source:
The data for this performance measure should be obtained only for ID card processing and In/Out Processing. 

Data collection means will be determined locally.  Examples of acceptable collection methodologies are locally maintained customer services sign-in register or local customer service survey.  Average time can be calculated by:

1.  Surveying customers on how long it took to be seen by a customer service representative that was able to provide the desired service.  Then calculating the average time reported (add up the total time on each survey and divide by the total number of surveys). 

2.  Maintaining a sign-in ledger, which would reflect the time between the time-of- arrival and the time-of-assistance. Then calculate the average time using monthly averages (i.e., find the total number of minutes per month, divide by the total number of customers per month to obtain the monthly average; add all of the monthly averages and divide by the number of months of averages used) ...the data should reflect at least six (6) months of data.   By “to initiate customer contact,” we mean the start point for a personnel (HR) specialist to begin working on a customer inquiry, complaint, or personnel action; customer contact excludes incoming telephone calls. Customer contact is a physical meeting between a trained personnel (HR) specialist and usually takes place in a designated reception area within the Installation AG/Military Personnel Division, such as a customer assistance work center.

NOTE FOR THE ARNG:  This information may be taken from your customer sign-in ledger or other data collection means.  If you did not collect this data, report as N/A.  Please note, a means of data collection needs to be implemented for future use.
Performance Measure Calculation Formula (automatically calculated by software):
[a] = Average time to initiate customer contact.
Evaluator Name:  






Date:  






Evaluator E-mail:  






Evaluator Phone:  





Major Service Area:  Personnel And Community
Service Function:  Military Personnel Support
SERVICE:  08. (Military) Personnel Services
Service Definition:  Provide support for military personnel information, systems management, systems support, personnel processing, and personnel actions to include:  collecting, verifying, maintaining, and distributing personnel information including personnel records maintenance, pay administration, adverse information, physical readiness information, official photographs, and personnel selection boards; supporting SIDPERS operations including system administration operations of SIDPERS hardware, software, and communications, performing data base management, conducting sustainment training, and providing technical assistance; supporting interface exchanges of personnel data between external systems; supporting the needs and requirements of installation activities, command elements, units, soldiers, family members and retirees including arrival and departure installation processing activities, personnel reassignment processing, transition management activities such as transfers between Services and/or components, termination of affiliation with the military, discharge and retirement programs, and supporting personnel eligibility and identification document processing; sustaining and/or enhancing soldier professional career development including military awards, personnel evaluations, promotions, and personnel application processing.
PERFORMANCE MEASURE 08 - 02:  Average days to process strength transactions to Total Army Personnel Database (TAPDB).
	ISR HELPline Phone:
	(703) 377-0552

	Email Address:
	helpline_isr@bah.com

	
	

	HQDA Func. Proponent Name:
	Frank Dalton

	Email Address:
	omer.dalton@hoffman.army.mil

	Comm Phone:
	(703) 325-5105

	DSN Phone:
	221-5171

	
	

	ARNG ISR/SBC Help Desk:
	Mr. Tim Schombert

	Email Address:
	Tim.Schombert@ngb.army.mil

	Comm Phone:
	(703) 607-9775

	DSN Phone:
	327-9775


This PM only applies to:  AC                    
	Rating
	
	Standards

	Green
	
	7 days or less

	Amber
	
	More than 7 days up to 15 days

	Red
	
	More than 15 days


	Performance Data Elements To Be Collected
	Data Element Answer
	Minimum Possible
	Maximum Possible

	a = Sum of the monthly average of days of all strength transactions processed to TAPDB.
	
	1
	2500

	b = Total number of months collected.
	
	6
	12


Data Source:
The installation Strength Manager can obtain the data by connecting to PERSCOM at:  http://perscomnd04.army.mil/fsdinfo.nsf.  Permission to access this website requires a "dot-mil" address.  At the Field Systems Division webpage, click on <Timeliness Reports>, and then select <All Late Strength Transactions - Spreadsheet> (note: this is a Word document, not an Excel spreadsheet).  Take the data in the column <AVG DAYS ALL> for your installation.  Add up all monthly data (do this for each month that data is available) and enter the sum as the data element 'a'.  Enter the number of months for which data is available as data element 'b'.  For example, if only six (6) months of data are available, then six (6) would be data element 'b'.  Please note that the data should reflect at least six months of data.

NOTE FOR THE AR and NG:  Only AC data is available at this website.  Contact the appropriate functional proponent for Army Reserve and Army National Guard data for this performance measure, if required for the Reserve Components.
Performance Measure Calculation Formula (automatically calculated by software):
([a]/[b]) = Average days to process strength transactions to Total Army Personnel Database (TAPDB).
Evaluator Name:  






Date:  






Evaluator E-mail:  






Evaluator Phone:  





Major Service Area:  Personnel And Community
Service Function:  Military Personnel Support
SERVICE:  08. (Military) Personnel Services
Service Definition:  Provide support for military personnel information, systems management, systems support, personnel processing, and personnel actions to include:  collecting, verifying, maintaining, and distributing personnel information including personnel records maintenance, pay administration, adverse information, physical readiness information, official photographs, and personnel selection boards; supporting SIDPERS operations including system administration operations of SIDPERS hardware, software, and communications, performing data base management, conducting sustainment training, and providing technical assistance; supporting interface exchanges of personnel data between external systems; supporting the needs and requirements of installation activities, command elements, units, soldiers, family members and retirees including arrival and departure installation processing activities, personnel reassignment processing, transition management activities such as transfers between Services and/or components, termination of affiliation with the military, discharge and retirement programs, and supporting personnel eligibility and identification document processing; sustaining and/or enhancing soldier professional career development including military awards, personnel evaluations, promotions, and personnel application processing.
PERFORMANCE MEASURE 08 - 03:  Percentage of ID Card customers (with appointments or under emergency conditions) receiving same day service.
	ISR HELPline Phone:
	(703) 377-0552

	Email Address:
	helpline_isr@bah.com

	
	

	HQDA Func. Proponent Name:
	Frank Dalton

	Email Address:
	omer.dalton@hoffman.army.mil

	Comm Phone:
	(703) 325-5105

	DSN Phone:
	221-5171

	
	

	ARNG ISR/SBC Help Desk:
	Mr. Tim Schombert

	Email Address:
	Tim.Schombert@ngb.army.mil

	Comm Phone:
	(703) 607-9775

	DSN Phone:
	327-9775


This PM only applies to:  AC          AR          NG
	Rating
	
	Standards

	Green
	
	95% or more

	Amber
	
	Less than 95% down to 85%

	Red
	
	Less than 85%


	Performance Data Elements To Be Collected
	Data Element Answer
	Minimum Possible
	Maximum Possible

	a = Total number of ID Card customer receiving same day service.
	
	0
	UND

	b = Total number of ID Card customers.
	
	1
	UND


Data Source:
ID Card Office Records
Performance Measure Calculation Formula (automatically calculated by software):
([a]/[b])*100 = Percentage of ID Card customers (with appointments or under emergency conditions) receiving same day service.
Evaluator Name:  






Date:  






Evaluator E-mail:  






Evaluator Phone:  





Major Service Area:  Personnel And Community
Service Function:  Military Personnel Support
SERVICE:  08. (Military) Personnel Services
Service Definition:  Provide support for military personnel information, systems management, systems support, personnel processing, and personnel actions to include:  collecting, verifying, maintaining, and distributing personnel information including personnel records maintenance, pay administration, adverse information, physical readiness information, official photographs, and personnel selection boards; supporting SIDPERS operations including system administration operations of SIDPERS hardware, software, and communications, performing data base management, conducting sustainment training, and providing technical assistance; supporting interface exchanges of personnel data between external systems; supporting the needs and requirements of installation activities, command elements, units, soldiers, family members and retirees including arrival and departure installation processing activities, personnel reassignment processing, transition management activities such as transfers between Services and/or components, termination of affiliation with the military, discharge and retirement programs, and supporting personnel eligibility and identification document processing; sustaining and/or enhancing soldier professional career development including military awards, personnel evaluations, promotions, and personnel application processing.
PERFORMANCE MEASURE 08 - 04:  Average number of workdays to process routine MPD personnel actions, excluding in/out processing.
	ISR HELPline Phone:
	(703) 377-0552

	Email Address:
	helpline_isr@bah.com

	
	

	HQDA Func. Proponent Name:
	Frank Dalton

	Email Address:
	omer.dalton@hoffman.army.mil

	Comm Phone:
	(703) 325-5105

	DSN Phone:
	221-5171

	
	

	ARNG ISR/SBC Help Desk:
	Mr. Tim Schombert

	Email Address:
	Tim.Schombert@ngb.army.mil

	Comm Phone:
	(703) 607-9775

	DSN Phone:
	327-9775


This PM only applies to:  AC          AR          NG
	Rating
	
	Standards

	Green
	
	7 workdays or less

	Amber
	
	More than 7 workdays up to 14 workdays

	Red
	
	More than 14 workdays


	Performance Data Elements To Be Collected
	Data Element Answer
	Minimum Possible
	Maximum Possible

	a = Total number of workdays
	
	UND
	UND

	b = Total number of MPD personnel actions
	
	UND
	UND


Data Source:
Local records
Performance Measure Calculation Formula (automatically calculated by software):
([a]/[b]) = Average number of workdays to process routine MPD personnel actions, excluding in/out processing.
Evaluator Name:  






Date:  






Evaluator E-mail:  






Evaluator Phone:  





Major Service Area:  Personnel And Community
Service Function:  Military Personnel Support
SERVICE:  08. (Military) Personnel Services
Service Definition:  Provide support for military personnel information, systems management, systems support, personnel processing, and personnel actions to include:  collecting, verifying, maintaining, and distributing personnel information including personnel records maintenance, pay administration, adverse information, physical readiness information, official photographs, and personnel selection boards; supporting SIDPERS operations including system administration operations of SIDPERS hardware, software, and communications, performing data base management, conducting sustainment training, and providing technical assistance; supporting interface exchanges of personnel data between external systems; supporting the needs and requirements of installation activities, command elements, units, soldiers, family members and retirees including arrival and departure installation processing activities, personnel reassignment processing, transition management activities such as transfers between Services and/or components, termination of affiliation with the military, discharge and retirement programs, and supporting personnel eligibility and identification document processing; sustaining and/or enhancing soldier professional career development including military awards, personnel evaluations, promotions, and personnel application processing.
PERFORMANCE MEASURE 08 - 05:  Customer satisfaction rating.
	ISR HELPline Phone:
	(703) 377-0552

	Email Address:
	helpline_isr@bah.com

	
	

	HQDA Func. Proponent Name:
	Frank Dalton

	Email Address:
	omer.dalton@hoffman.army.mil

	Comm Phone:
	(703) 325-5105

	DSN Phone:
	221-5171

	
	

	ARNG ISR/SBC Help Desk:
	Mr. Tim Schombert

	Email Address:
	Tim.Schombert@ngb.army.mil

	Comm Phone:
	(703) 607-9775

	DSN Phone:
	327-9775


This PM only applies to:  Mark N/A                    
[image: image1.wmf] 


	Rating
	
	Standards

	Green
	
	85% or more

	Amber
	
	Less than 85% down to 75%

	Red
	
	Less than 75%


	Performance Data Elements To Be Collected
	Data Element Answer
	Minimum Possible
	Maximum Possible

	a = 
	Toploaded
	N/A
	N/A


Data Source:
PM 08-05 will be toploaded "N/A" for the 2004 Data Collection.
Performance Measure Calculation Formula (automatically calculated by software):
Evaluator Name:  






Date:  






Evaluator E-mail:  






Evaluator Phone:  


















  APPENDIX A – 2004 (FY 2003) ISR Services – Service Performance Standards


