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


2004 (FY 2003) ISR Services 

Service Performance Standards

SERVICE:  81. Client Services

PERFORMANCE MEASURE 81 - 01:  Provide assistance in all types of cases as listed in para 3-6, AR 27-3, all types of services as listed in para 3-7, AR 27-3, and notary services as defined in AR 27-55.
PERFORMANCE MEASURE 81 - 02:  Provide assistance to all categories of eligible clients as defined by para. 2-5, AR 27-3.

PERFORMANCE MEASURE 81 - 03:  Average number of Preventive Law articles and classes/briefings provided per legal assistance office.

PERFORMANCE MEASURE 81 - 04:  Percentage of requested Soldier Readiness Programs (SRPs) supported by legal assistance attorneys.

PERFORMANCE MEASURE 81 - 05:  Average number of business days to adjudicate small claims (under $1,000).

PERFORMANCE MEASURE 81 - 06:  Average number of business days to adjudicate large claims (more than $1,000).

These Performance Measures were added for ISR 2004.

Major Service Area:  Command and Staff
Service Function:  Staff Judge Advocate
SERVICE:  81. Client Services
Service Definition:  Assist eligible individuals and address personal legal issues responsively and professionally.  Investigate, process and settle meritorious personnel claims arising from military operations and activities.
PERFORMANCE MEASURE 81 - 01:  Provide assistance in all types of cases as listed in para 3-6, AR 27-3, all types of services as listed in para 3-7, AR 27-3, and notary services as defined in AR 27-55.
	ISR HELPline Phone:
	(703) 377-0552

	Email Address:
	helpline_isr@bah.com

	
	

	HQDA Func. Proponent Name:
	LTC Holly Cook

	Email Address:
	holly.cook@hqda.army.mil

	Comm Phone:
	(703) 588-6781

	DSN Phone:
	

	
	

	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
	
	Legal assistance and full legal services are provided in all types of cases as well as Pro Se assistance and estate planning.

	Amber
	
	Any limitation of one type of legal assistance cases or services.

	Red
	
	Any limitation of two or more types of legal assistance cases or services.


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

	a = Legal assistance and full legal services are provided in all types of cases as well as Pro Se assistance and estate planning.
	
	UND
	UND

	b = Any limitation of one type of legal assistance cases or services.
	
	UND
	UND

	c = Any limitation of two or more types of legal assistance cases or services.
	
	UND
	UND


Data Source:
Installation legal assistance reports.
Performance Measure Calculation Formula (automatically calculated by software):
N/A -- Performance measure does not require a formula to calculate a color rating.
Evaluator Name:  






Date:  






Evaluator E-mail:  






Evaluator Phone:  





Major Service Area:  Command and Staff
Service Function:  Staff Judge Advocate
SERVICE:  81. Client Services
Service Definition:  Assist eligible individuals and address personal legal issues responsively and professionally.  Investigate, process and settle meritorious personnel claims arising from military operations and activities.
PERFORMANCE MEASURE 81 - 02:  Provide assistance to all categories of eligible clients as defined by para. 2-5, AR 27-3.
	ISR HELPline Phone:
	(703) 377-0552

	Email Address:
	helpline_isr@bah.com

	
	

	HQDA Func. Proponent Name:
	LTC Holly Cook

	Email Address:
	holly.cook@hqda.army.mil

	Comm Phone:
	(703) 588-6781

	DSN Phone:
	

	
	

	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
	
	Legal Assistance is offered to all eligible clients in the OSJA area of responsibility for all authorized legal assistance services.

	Amber
	
	Some limitation of Legal Assistance service is imposed upon one category of eligible clients.

	Red
	
	Some limitation of Legal Assistance service is imposed upon two or more categories of eligible clients.


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

	a = Legal Assistance is offered to all eligible clients in the OSJA area of responsibility for all authorized legal assistance services.
	
	UND
	UND

	b = Some limitation of Legal Assistance service is imposed upon one category of eligible clients.
	
	UND
	UND

	c = Some limitation of Legal Assistance service is imposed upon two or more categories of eligible clients.
	
	UND
	UND


Data Source:
Installation legal assistance reports.
Performance Measure Calculation Formula (automatically calculated by software):
N/A -- Performance measure does not require a formula to calculate a color rating.
Evaluator Name:  






Date:  






Evaluator E-mail:  






Evaluator Phone:  





Major Service Area:  Command and Staff
Service Function:  Staff Judge Advocate
SERVICE:  81. Client Services
Service Definition:  Assist eligible individuals and address personal legal issues responsively and professionally.  Investigate, process and settle meritorious personnel claims arising from military operations and activities.
PERFORMANCE MEASURE 81 - 03:  Average number of Preventive Law articles and classes/briefings provided per legal assistance office.
	ISR HELPline Phone:
	(703) 377-0552

	Email Address:
	helpline_isr@bah.com

	
	

	HQDA Func. Proponent Name:
	LTC Holly Cook

	Email Address:
	holly.cook@hqda.army.mil

	Comm Phone:
	(703) 588-6781

	DSN Phone:
	

	
	

	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
	
	4 or more

	Amber
	
	3

	Red
	
	Less than 3


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

	a = Total number of Preventive Law articles and classes/briefings provided by the legal assistance office.
	
	0
	UND

	b = Number of legal assistance attorneys
	
	1
	UND


Data Source:
Installation legal assistance reports.
Performance Measure Calculation Formula (automatically calculated by software):
([a]/[b]) = Average number of Preventive Law articles and classes/briefings provided per legal assistance office.
Evaluator Name:  






Date:  






Evaluator E-mail:  






Evaluator Phone:  





Major Service Area:  Command and Staff
Service Function:  Staff Judge Advocate
SERVICE:  81. Client Services
Service Definition:  Assist eligible individuals and address personal legal issues responsively and professionally.  Investigate, process and settle meritorious personnel claims arising from military operations and activities.
PERFORMANCE MEASURE 81 - 04:  Percentage of requested Soldier Readiness Programs (SRPs) supported by legal assistance attorneys.
	ISR HELPline Phone:
	(703) 377-0552

	Email Address:
	helpline_isr@bah.com

	
	

	HQDA Func. Proponent Name:
	LTC Holly Cook

	Email Address:
	holly.cook@hqda.army.mil

	Comm Phone:
	(703) 588-6781

	DSN Phone:
	

	
	

	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
	
	100%

	Amber
	
	Less than 100% down to 90%

	Red
	
	Less than 90%


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

	a = Number of requested SRPs supported by legal assistance attorneys.
	
	0
	UND

	b = Total number of requested SRPs.
	
	1
	UND


Data Source:
Installation legal assistance reports.
Performance Measure Calculation Formula (automatically calculated by software):
([a]/[b])*100 = Percentage of requested SRPs supported by legal assistance attorneys.
Evaluator Name:  






Date:  






Evaluator E-mail:  






Evaluator Phone:  





Major Service Area:  Command and Staff
Service Function:  Staff Judge Advocate
SERVICE:  81. Client Services
Service Definition:  Assist eligible individuals and address personal legal issues responsively and professionally.  Investigate, process and settle meritorious personnel claims arising from military operations and activities.
PERFORMANCE MEASURE 81 - 05:  Average number of business days to adjudicate small claims (under $1,000).
	ISR HELPline Phone:
	(703) 377-0552

	Email Address:
	helpline_isr@bah.com

	
	

	HQDA Func. Proponent Name:
	LTC Holly Cook

	Email Address:
	holly.cook@hqda.army.mil

	Comm Phone:
	(703) 588-6781

	DSN Phone:
	

	
	

	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
	
	3 business days or less

	Amber
	
	More than 3 business days up to 7 business days

	Red
	
	More than 7 business days


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

	a = Cumulative number of days adjudicating small claims (under $1,000).
	
	1
	UND

	b = Number of small claims (under $1,000).
	
	1
	UND


Data Source:
Installation claims report.

NOTE:  Does not include time spent waiting for additional information from the client.
Performance Measure Calculation Formula (automatically calculated by software):
([a]/[b]) = Average number of business days to adjudicate small claims (under $1,000).
Evaluator Name:  






Date:  






Evaluator E-mail:  






Evaluator Phone:  





Major Service Area:  Command and Staff
Service Function:  Staff Judge Advocate
SERVICE:  81. Client Services
Service Definition:  Assist eligible individuals and address personal legal issues responsively and professionally.  Investigate, process and settle meritorious personnel claims arising from military operations and activities.
PERFORMANCE MEASURE 81 - 06:  Average number of business days to adjudicate large claims (more than $1,000).
	ISR HELPline Phone:
	(703) 377-0552

	Email Address:
	helpline_isr@bah.com

	
	

	HQDA Func. Proponent Name:
	LTC Holly Cook

	Email Address:
	holly.cook@hqda.army.mil

	Comm Phone:
	(703) 588-6781

	DSN Phone:
	

	
	

	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
	
	30 business days or less

	Amber
	
	More than 30 business days up to 45 business days

	Red
	
	More than 45 business days


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

	a = Cumulative number of days adjudicating large claims (more than $1,000).
	
	1
	UND

	b = Number of large claims (more than $1,000).
	
	1
	UND


Data Source:
Installation claims report.
Performance Measure Calculation Formula (automatically calculated by software):
([a]/[b]) = Average number of business days to adjudicate large claims (more than $1,000).
Evaluator Name:  






Date:  






Evaluator E-mail:  






Evaluator Phone:  


















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


